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1 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.

We would agree that the detail given 
could be improved to make this 
Plain English.  However, there is a 
balance in the amount of information 
that we should put in letters for 
clarity. For the Caretaker service for 
example, we feel this detail would 
be better placed in a separate leaflet 
as we have developed for grounds 
maintenance in the last month.  

1 A review of information to be carried out in
conjunction with the communications panel
and our Service Charge Team to make
sure that we provide easy to read details.
The suggestion of further detail about, for
example the caretaker service, should be
completed after our upcoming review of
this service. In the meantime, we can
share the leaflet which is handed out to
new tenants at sign up on the website. 

Neighbourhood 
Manager / Head of 
Independent Living / 
Service Charge Team

COMPLETE - A 
meeting took place on 
12th January with the 
communication panel to 
look at the redrafted 
version of the service 
charge document. In 
whole the panel is happy 
with the new document 
with a few amendments 
agreed.  

completed - no update required. 
A review of the caretaker 
service is commencing over the 
summer months.

Completed 

2 Provide details of the caretaking  and 
cleaning services on the website.

Caretaker details are available, but
as above we will look to produce a
customer guide, as we will do for
cleaning services and standards. 

2 We will share a link to the caretaker leaflet
provided at sign up on the website and
review as above. This is also in our Estate
Standard leaflets which we will share with
tenants more widely on the website.

Head of 
Neighbourhoods / 
Senior Community 
Involvement Manager

Apr-16 Full details of the caretaking 
service are now available 
online. We are working with 
Neighbourhoods to find a way to 
implement localised information 
online. This includes area pages 
on the website that will link to 
the estate standard lealfets

Completed

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

The new Neighbourhood Manager 
will be in post from August 2015 and 
one of their objectives is to review 
the caretaker service to find out 
what tasks they would like 
caretakers to prioritise on providing. 
This will also have a review of how 
the pilot for the new Handy Person 
service within Independent Living is 
received by tenants. We will also 
consider recruiting Estate 
Appearance Inspectors in addition to 
Green Inspectors, recruiting 
customers to assist with feeding 
back for cleaning & caretaking. 

3 In addition to consider asking tenants in
blocks with cleaning to return slips with
feedback about the service. Neighborhood
Manager and related staff to carry out a
review of the caretaker service. 

Head of 
Neighbourhoods / 
Head of Independent 
Living / 
Neighbourhoods 
Manager

Sep-16 The caretaker service review is 
on-going.  The Head of 
Operations will review work 
undertaken to date and respond 
to the scrutiny pool with the 
findings. The handyperson 
service has been welcomed by 
the Independent Living tenants 
but, due to unforeseen sickness, 
is not as established as 
originally anticipated.  The 
outcome will be part of the 
review. We will look to collate 
the satisfaction surevys in terms 
of the communal and window 
cleaning and reprt back at the 
next meeting. 

Completed

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

The leaflet only lists areas, 
Caretaker and contact details. This 
is under review due to a slight 
change in areas that caretakers will 
cover going forward. We ask 
tenants to contact Progress Connect 
to schedule in tasks for the 
caretakers.

4 We will share contact details again on our 
leaflets and make available this leaflet on 
the website until the review has taken 
place.

Neighbourhoods 
Manager

COMPLETE - leaflet 
now available online.

completed - no update required. Completed
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