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Estate Management Policy 
 
Equal Opportunities: We are mindful of the definition of equal opportunities set out 
within the Scotland Act 1998 which states that “equal opportunities” means the 
prevention, elimination or regulation of discrimination between persons on grounds of 
sex or martial status, on racial grounds, or on grounds of disability, age, sexual 
orientation, language or social origin, or of other personal attributes, including beliefs 
or opinions, such as religious beliefs or political opinion.”  As a Housing Association 
we are working towards building equalities considerations into all areas of our work. 
 
Risk Assessment: The risk attached to the operation of this policy is assessed as 
being low provided that the provisions for inspection and ordering of remedial work in 
respect of safety issues are followed, to reduce the risk of claims against the 
Association in respect of public liability.  

Part 1 - Estate Management 
 
The Association considers the practice of Estate Management to be:- 
 
Not just about looking after buildings and the physical environment, but also working 
with other agencies and the local community to ensure that local neighbourhoods are 
attractive, well-maintained and safe places in which to live.  
 
We also recognise that residents have a role to play in the upkeep of their individual 
property and garden ground. The responsibilities of tenants are set out in the Scottish 
Secure Tenancy Agreement and it is our management approach to encourage tenants 
to act in a neighbourly and considerate manner. This approach also extends to owners 
within our estates although the Association has limited enforcement powers in this 
regard. 
 

Policy Objectives:- 
 

• To meet legal requirements and take account of good practice. 
 

• To meet the requirements of the Scottish Social Housing Charter 
 

• To ensure that stock and estates are properly maintained, to achieve a safe 
and pleasant environment for residents. 

 

• To minimise our exposure to risk, particularly in relation to insurance 
obligations. This is relevant to safety issues that may be identified.    

 

• To ensure that resident satisfaction with the estate is maintained 
 

• Advocate good landlord/resident relationships and encourage resident interest 
and involvement  within the estates 
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• To participate and initiate inter-agency working to benefit communities 
 

• To maintain a regular inspection cycle to prevent deterioration of the housing 
stock, garden areas and the general environment. 

Estate Management 

Introduction 

 
Estate Management is about looking after the local neighbourhoods where our tenants 
and other people live. It includes our management of open spaces within estates as 
well as making sure that garden ground is maintained to an acceptable standard by 
our tenants in line with the terms of our tenancy agreement. 
 
More generally we also make sure that estates are safe places in which to live and 
actively encourage residents to play their part in looking after their neighbourhood. 
The Scottish Social Housing Charter contains a number of outcomes and standards 
relating to the management of estates with the following outcomes being particularly 
relevant. 

Neighbourhood and community 

6: Estate management, anti-social behaviour, neighbour nuisance and tenancy 
disputes 
 
Social landlords, working in partnership with other agencies, help to ensure that: 

• tenants and other customers live in well-maintained neighbourhoods 
Where they feel safe. 

 

Getting good value from rents and service charges 

13: Value for money 
 
Social landlords manage all aspects of their businesses so that: 
•  tenants, owners and other customers receive services that provide continually 

improving value for the rent and other charges they pay. 
 
To help us achieve these objectives all staff are responsible for the provision of 
environmental services on our behalf using the following mechanisms. 
 

i. We will ensure that our long term properties are inspected internally and 
externally to allow any issues to be identified. 

ii.  
Garden Maintenance – we regularly inspect our properties to ensure that 
tenancy obligations are being met, taking enforcement action when 
required. 

 
iii. Landscape Maintenance – The Senior Asset Officer has overall 

responsibility for the operation of our maintenance contract. Any issues 
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that require the attention of the open space maintenance contractor 
should be brought to his/her attention. 

 
Iv Vandalism - Identifying, reporting, ordering remedial work, liaising with 

Police if it becomes frequent/serious etc.  
 
V Common Areas, common stairs, garage sites, lock-ups, communal paths 

etc. are also regularly inspected. If during the inspection cycle there are 
any safety or maintenance issues identified, they will be reported to the 
Senior Asset Officer who will decide on the appropriate course of action. 
This will include possible hazards such as fencing, broken steps or paths 
etc. 

 
Vi Applications for alterations will be inspected as required to ensure 

compliance with any conditions which may be stipulated. 
 

Vii We will also maintain the general estate environment by ensuring that the 
gardens of longer voids are maintained and issues such as dumping, 
graffiti and the condition of gutters etc, are monitored and actioned as 
necessary.. 

 
There are also many issues that may occur within an estate that are not Shire 
Housing’s direct responsibility e.g. street cleaning, lighting, litter, abandoned cars etc.  
However, these issues should be kept in mind during estate management inspections, 
as the general environment of an estate can be maintained or improved by notifying 
or liaising with the agencies responsible e.g. Police, or the appropriate local authority 
department. 

Tenant Involvement 

 
We encourage customers to give us their opinion on the local neighbourhood and offer 
opportunities to become involved in what we do. An example of this is our “estate 
walkabouts” where customers are encouraged to engage with staff members who 
undertake the walkabouts. 
 
We also measure resident satisfaction levels with both their local area and the service 
levels offered through our common stairs comments book, general survey activities 
and open meetings. To encourage tenants to take an interest in their gardens the 
Association will run an annual garden competition, and will award prizes which will be 
presented at the AGM for the best maintained gardens. 

Board Monitoring Reports 

 
The Board receives a report in accordance with the reporting cycle, which is prepared 
by the Senior Asset Officer covering the various areas of activity. 
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Service Delivery and Training 
 
The Association will ensure that staff have the relevant expertise and will provide 
training to help staff carry out their duties effectively. Staff will be involved in the 
periodic review of the policy and procedure.  

Availability Of Policy 
 
This document can be made available to anyone who requests it, in full and in part, on 
tape, in large print, in Braille, and in translation into another language at no cost to the 
individual. 

Policy Review 
 
This policy will be reviewed In accordance with the time table agreed by the Board. In 
particular we will look at legislative changes, new policy/procedural guidance and the 
performance of Shire Housing Association in relation to the views of customers, the 
latter being achieved by monitoring general feedback from customers and assessing 
results obtained through the general satisfaction survey.   

 
Regulatory Standards of Governance and Financial Management 
 
In carrying out this policy the Association aims to demonstrate compliance with the 
following standards:- 

 
1. The governing body leads and directs the RSL to achieve good outcomes for its 

tenants and other service users. 
 

1.1 The governing body sets the RSL’s strategic direction. It agrees and oversees 
the organisation’s strategic and financial plans to achieve its purpose and 
intended outcomes for its tenants and other service users.  

 
2 The RSL is open and accountable for what it does.  It understands and takes 

account of the needs and priorities of its tenants, service users and stakeholders.  
Its primary focus is the sustainable achievement of these priorities. 

 
2.1 The RSL is open, co-operative and engages effectively with all its regulators 

and funders, notifying them of anything that may affect its ability to fulfil its 
obligations. It informs the Scottish Housing Regulator about any significant 
events such as a major issue, event or change as set out and required in our 
notifiable events guidance. 

 
3. The governing body bases its decisions on good quality information and advice 

and identifies and mitigates risks to the organisation’s purpose. 
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3.1 The governing body ensures it receives good quality information and advice 

from staff and, where necessary, expert independent advisers, that is timely 
appropriate to its strategic role and decisions. The governing body is able to 
evidence any of its decisions. 

 
4. The RSL conducts its affairs with honesty and integrity. 

 
4.1 The RSL conducts its affairs with honesty and integrity and, through the 

actions of the governing body and staff, upholds the good reputation of the 
RSL and the sector. 

Part 2 Estate Management - Procedures 
 

Estate Inspections 
 
1.0 All Customer Services staff are responsible for inspecting all estates on a 

regular cyclic basis.  During the summer months each estate will be inspected 
every two weeks. Outwith the growing season the emphasis of inspection will 
be directed towards safety and where necessary the removal of rubbish from 
gardens and open spaces. Deviation from the normal inspection cycle, for 
example, during periods when contract works are ongoing, must be agreed with 
the Senior Asset Officer/Senior Customer Service Officer.      
 
All gardens and common paths, common stairs, steps and fencing will be 
inspected, this will also include garage and play areas. 
 
All Customer Services staff will have responsibility for maintaining the 
management database of the inspection cycle which will contain complete 
records, in respect of garden maintenance and common repairs, particularly 
where the latter involves safety issues. Photographic evidence will be taken if 
necessary. 
 
Inspection dates for garage and play areas will be recorded together with details 
of any remedial or safety work that is ordered as a consequence of inspection. 
 

Long Void Properties 
 

In relation to unoccupied properties classed as long voids the Senior Asset 
Officer will be responsible for ensuring that all main services are switched off, 
the property is secured against unlawful entry and all water pipes and central 
heating systems are drained.  The properties will be inspected externally every 
28 days and internally every 3 months.  
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All Customer Services staff will have responsibility for maintaining the 
management database of all inspections recording dates and any work that 
may be required. 

 

Inspection of Hedges within Gardens 

 
As part of the regular inspection of estates that are undertaken by the Customer 
Services staff the following guidelines will be adopted where hedgerows form 
part or all of the garden boundaries. 

 
All hedges within gardens should be maintained in a neat and tidy condition 
and should not block access to pathways.  The hedge should not be allowed to 
grow over public pathways or otherwise create an obstruction. 

 
As a general guide hedges should not exceed one metre in height however, 
where a hedge has been formed by trees such as conifers, discretion should 
be used provided that the hedge is kept tidy and properly cut. 

 
It is the tenant’s responsibility to ensure that hedges are properly maintained 
and the appropriate letters should be issued as necessary to request tenants 
to meet their obligations. Where hedges have become unmanageable, and to 
address the situation would cause the tenant undue hardship, the Association 
may instruct its contractors to undertake any necessary work to remedy the 
problem.  The tenant will be expected to pay for such work and where 
necessary this can be done by instalment. 
 
Hedges within void properties will be brought to a satisfactory standard that is 
manageable by the incoming tenant or will be removed depending on the 
condition and placement of the hedge. 
 
Where a hedge has grown to a height that affects safety, for example, at road 
junctions the tenant will be expected to remedy the situation immediately.  In 
exceptional circumstances where such action would cause undue hardship, the 
Association will provide assistance which may include removal. 
 

Enforcement Procedures  

 
Where breaches of tenancy conditions are identified the Customer Services 
staff will take the following action. 
 
1. Meet the tenant in the first instance and explain the breach of tenancy 

conditions which requires remedial action. 
 
2. If nothing has been done to remedy the breach of tenancy, issue a first 

warning letter clearly identifying the breach of tenancy conditions and 
requiring that remedial action be taken. 
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3. Tenants of gardens that have received an initial warning letter will be re-

inspected within seven to ten days. 
 
4. Where there is a persistent issue regarding garden maintenance or the 

tenant has failed to address an identified problem a second and final 
letter will be issued. 

 
A further inspection will be carried out within 7 days following the issue 
of the second and final letter. 
 

Vulnerability  

 

• Where tenants have a limited capacity to cope with the maintenance of 
their garden.   

 

• An unavoidable absence from the home such as a period of 
hospitalisation where there is no family support to allow the garden to be 
maintained. 

 
Following consideration of the tenant circumstances the Senior Asset 
Officer and the Senior Customer Services Officer has the authority to 
instruct work and may waive any charges should it be appropriate to do 
so.   

 
5. If there has been no improvement in the condition of the garden the 

Association will  
 

Carry out the necessary work to bring the garden up to a satisfactory 
condition and recharge the tenant for the full cost of work in line with 
section 2.10 or 2.11 of the Scottish Secure Tenancy Agreement. 
 
The Association may seek to recover costs from the tenant for all works 
instructed. 
 

Identification of specific issues 
 
Where issues such as safety or vandalism (including graffiti) are identified, they will be 
reported to the appropriate contractor and remedial action taken as appropriate to the 
situation. On occasion there may be broader work identified that would benefit the 
wider community. Any such issues will be brought to the attention of the Senior Asset 
Officer and the Senior Customer Services Officer who will consider whether additional 
works should be instructed through either the open space maintenance contract or 
planned maintenance programme.  
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Monitoring 

 
6.0 The monitoring reports are the corner stone of the Estate Management 

Procedure and should be consistently practised with appropriate visits carried 
out within timescales to ensure the procedure is working satisfactorily and that 
estate inspections are undertaken regularly in accordance with our stated 
practice. 
 
- A periodic audit of the inspection records will be undertaken by the 

Senior Asset Officer and the Senior Customer Services Officer to ensure 
that the inspection cycle is properly managed and all action is followed 
up. 

 
- Monthly activity reports relating to estate inspections will be generated by 

Customer Services staff and monitored by the Senior Asset Officer and 
the Senior Customer Services Officer who will update the Board as to 
progress on a periodic basis. 

 
- The Senior Asset Officer and the Senior Customer Services Officer will 

inspect all estates every six months, usually in March and September to 
assist with the setting of priorities and to ensure that standards are being 
maintained. 

 
 
 
 

 


