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Introduction 
 
 

HouseMark are the social housing sector’s leading provider of performance 
improvement services. We are committed to working for, and with, the sector to 
improve performance, value for money and efficiency. We help social housing 
providers make the best use of their resources to provide high quality services. 
HouseMark is jointly owned by the Chartered Institute of Housing (CIH) and the 
National Housing Federation (NHF), two not-for-profit organisations which reinvest 
their surpluses into the social housing sector. HouseMark runs Performance 
Improvement clubs both regionally and for specific service delivery areas. 

 
This Photo Book has been designed by and for members of HouseMark’s Estate 
Services club as part of a Peer Review and benchmarking exercise. 

 
Estate Services club 

 
HouseMark’s Estate Services club meets on a regional basis (North and South) 
three times a year. The aim of the club is to facilitate the exchange of 
benchmarking information and good practice relating to Estate Services. Club 
member pay an annual fee which entitles organisations to send up to two people to 
each meeting. 
 
Membership has gradually increased since 2007 and as of March 2013 there were 
150 organisations in the club. 

 
Photo Book 

 
When the Estate Services club was formed in 2007, members said that they 
needed a tool to allow them to compare quality and value for money aspects of 
services between estates, regardless of the type of organisation, the properties 
being judged or where in the country they were located. As there was nothing 
available that fulfilled this purpose, HouseMark has compiled this Photo Book, with 
the invaluable help of club members, 

 
The purpose of this Photo Book is to judge standards of cleaning, caretaking and 
grounds maintenance. Elements such as stairs, walls, windows and lifts that are 
nearing the end of their life cycle may not respond to cleaning and maintenance as 
well as new elements would. Therefore, an organisation that cleans ageing 
elements of buildings to the highest standards should therefore not be penalised in 
this exercise. Some consideration must be given to the condition of the property. 
 
The first version of the Photo Book was produced in 2009 and this revised version 
has added some elements (trees and recycling facilities) and has revised some of 
the descriptions of conditions, etc. 
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Peer Review 
 

A Peer Review exercise has been developed by members of the Estate Services 
club. The Review involves residents and staff from one member organisation 
visiting a ‘partner’ organisation and scoring the quality of their Estate Services 
using this Photo Book. 

 
A scorecard, which has been issued to all club members along with this book, has 
been designed for collecting the results of the Peer Review visits. These results 
can then be benchmarked against other club members using HouseMark’s PI 
Tracking service. 
 
Some organisations who have undertaken reviews of their Estate Services 
functions have also had a quality assessment carried out as part of that review. 
These assessments have been carried out by HouseMark Associates using the 
Photo Book methodology and the scores from those quality assessments have 
also been entered into the benchmarking tool. 
 
When carrying out inspections either as part of the Peer Review exercise or as part 
of a review exercise Health and Safety considerations should be taken into 
account at all times. Housing estates can be dangerous places where vehicles are 
constantly moving and slippage hazards are present at all times. Having some 
form of “hi viz” jackets available may also be considered. 
 
It is worth also ensuring that supplies of gloves and wet wipes are available at all 
times. 

 

Scoring methodology for the Peer Review  
 
The HouseMark Photo Book is used to assess the quality of Estate Services 
provided by social landlords. It is split into 2 sections, Cleaning Caretaking and 
Estate Amenities and Grounds Maintenance. Within these two sections there are 
26 ‘elements’, each element being an area found on housing estates (garages, bin 
sheds etc) or a task normally undertaken by Estate Services staff (graffiti removal, 
block cleaning, litter control or grass cutting). 
 
Each element has 4 photos which indicate a condition or standard for that task or 
area. These standards are graded A (excellent) to D (totally unacceptable) and 
carry a score of 4 (A standard) down to 1 (totally unacceptable).  
 
(Note – you cannot score zero, one is the lowest score and half points are 
not acceptable either).  
 
There may be more than one photo for a particular standard, in order to display 
the condition better. In addition to the photos there is a verbal description of the 
standard which helps people using the book to understand the various standards, 
how they are to be interpreted and in certain cases to give further guidance. Some 
other guidance information or advice has also been added to this version to help 
residents and staff judge the standard properly and fairly. 
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Element 1 – Car parks 

ESTATE SERVICES ELEMENTS 

 

All car parks/parking areas 
 

Grade A (scores 4) 

“All Clear” 

A typical example of such A grade conditions below: 
 

 

 
 

These car park areas have no litter or tree leaves, are well marked out and provide an 
acceptable and safe area for residents to park their cars. 
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Grade B (score 3) 

“Satisfactory” 

A typical example of such B grade conditions below: 
 

 
 

During certain times in the year an amount of leaves within these car park areas 
could be seen as acceptable if they appear not to have been there very long (i.e. a 
small build up in October could be acceptable but in May it wouldn’t).There may be a 
small amount of litter but investigation into when the most recent clean took place, 
would determine if it is acceptable. The white parking lines should be evident even if 
they are in need of a little attention. 
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Grade C (Scores 2) 

“Poor” 

A typical example of such C grade conditions below: 

 

 
 

 

These car park areas typically have a higher build-up of litter e.g. litter/tin cans, 
newspaper, old leaves etc than could be deemed acceptable whatever the cleaning 
cycle may be. 
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Grade D (Scores 1) 

“Service Failure” 

A typical example of such D grade conditions below: 

 

 
 

The cleanliness of the car park area is totally unacceptable and would be deemed a 
failure of service delivery. There will be excessive amounts of weeds, litter, leaves or 
hazardous materials (e.g. broken glasses sharp objects). 
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Element 2 – Garages and garage areas 

 
All garages and garage areas 

 
Grade A (scores 4) 

 
 

 

 
 

Garage areas should typically be clear of litter, weeds, debris as in Element 1. 
Garages should be useable, have good access, be free of graffiti, fly-tipping and 
vandalism and have lockable doors. 
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Grade B (scores 3) 
 

 
 

 

Garage area is reasonably clean and well maintained but may be requiring a little work to 
bring back to top standard. It may contain small amounts of weed growth or inoffensive 
graffiti, but generally the garage structure and doors should still be in a good state of repair. 
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Quality C (Scores 2) 
 

 
 

Garage areas should be in an acceptable condition but could contain some small 
amounts of debris and refuse. There may be small amounts of reported but not 
removed fly-tipping, weed/moss growth, insignificant evidence of inoffensive graffiti and 
minor vandalism and some evidence of disrepair. 
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Quality D (Scores 1) 
 

 
 
The garage areas would have an excessive build-up of litter and debris; evidence of 
bulk refuse present that has not been removed, or made safe and/or reported. 
(Investigation should determine if bulk refuse has been reported). 
There will also be evidence of hazardous materials and the garages would perhaps 
require significant repairs in order to bring them back to an A or B standard. The 
garage area would also only score 1 if there is any evidence of offensive graffiti 
present, which had not been dealt with or at least reported within the organisation’s 
target time, regardless of the general condition of the area and the garage doors. 
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Element 3 
 

Paths, roadways and courtyards 
 

Grade A (Scores 4) 

“All Clear” 

A typical example of such A grade conditions below: 
 
 

 
 

The paths and roadways and communal areas, throughout the estate or around the 
blocks are very well kept and there is no evidence of leaves, litter and sharp objects. 
 

 

 
 

 



HouseMark – Estate Services Club Estate Services Peer Review Photo Book - 2013 
 

HouseMark 2013                                                                                                         18 

 
Grade B (Scores 3)  
 
“Satisfactory” 

 

A typical example of such B grade conditions below: 

 

 
 

These paths, grassed areas and roadways areas typically have no more litter and 
detritus than you would expect as the cleaning cycle wears on.  
 
Investigation as to the cleaning frequency and cycle will determine if the level 
of litter or detritus is acceptable.  
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Grade C (Scores 2) 

“Poor” 

A typical example of such C grade conditions below: 

 

 
 

These paths and roadways around the blocks/estates/areas typically have high 
build-up of litter and detritus (e.g. litter/tin cans, newspaper, old leaves etc.) 
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Grade D (Scores 1) 

“Very Poor” 

A typical example of such D grade conditions below: 
 

 
 

The lowest score of a ‘D’ Is given when the cleanliness of the paths, roadways , 
courtyards and communal areas around the block/estate/area is totally 
unacceptable and would constitute a service failure. On inspection you may find 
excessive amount of litter, old leaves or hazardous conditions are found (e.g. broken 
glasses or sharp objects). 
 

 
 

Element 4 
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Play and seating areas for hazards such as broken glass, sharps and faulty or 
damaged equipment 

 

Grade A (Scores 4) 

“All Clear” 

A typical example of such A grade conditions below: 
 

 
 

These play and seating areas are typically very good, no leaves, no litter and no 
sharp objects. All play equipment shall be in working order with no broken seats, 
safety rails etc. There should also be some seating areas, with the seats in a good 
condition, within the play area. 
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Grade B (Scores 3) 

“Satisfactory” 

A typical example of such B grade conditions below: 

 

 
 

These play and seating areas typically have no more litter than one would expect as 
the days wears on. 

 
Investigation as to the cleaning frequency and cycle will determine if the level 
of litter or detritus is acceptable.  
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Grade C (Scores 2) 

“Poor” 

A typical example of such C grade conditions below: 

 

 
 

These play and seating areas are typically with high and with an unacceptable 
build-up of litter e.g. litter/tin cans, newspaper, old leaves etc. 
 
There may also be slight damage to the play equipment and/or the seating within the 
play area. 
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Grade D (Scores 1) 

“Very Poor” 

A typical example of such D grade conditions below: 
 

 
 

These play and seating areas are totally unacceptable, with excessive amount of 
litter or hazardous conditions are found (e.g. broken glasses or sharp objects). 
 
Any serious damage to play equipment should also result in an immediate service 
failure and the award of a ‘D’ score. The host organisation shall immediately be 
informed of any such damaged play equipment. 

 
 

 
 

NOTE. 
 

A distinction should be applied between “hazardous litter or disrepair” and 
“unsightly – but not dangerous litter or disrepair”. The first would indicate 
that the playground or play area has broken equipment, broken glass, sharps 
or razor blades which would result in an immediate fail and what may be 
“unsightly or aged disrepair” such as leaves an d a daily/weekly build-up of 
litter which would result in a score of B or C in this element. 

  Care should be taken with the scoring of this element. 
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Element 5 
 

Removal of litter and leaves from grass area and shrub beds 
 

Grade A (Scores 4)  

“All Clear” 

A typical example of such A grade conditions below: 

 

 
 

The grass area and shrub beds are typically in very good condition, there is no 
evidence of litter, no build-up of old leaves or grass cuttings and no sharp objects 
such as needles or broken glass. 
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Grade B (Scores 3) 

“Satisfactory” 

A typical example of such B grade conditions below: 

 

 
 

These grassed areas and shrub beds typically have no more evidence of litter, old 
leaves or grass cuttings than one would expect depending on the frequency of the 
litter clearance cycle. There should be no evidence of sharp objects such as needles 
or broken glass or no large build-up of leaves. 
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Grade C (Scores 2) 
 

“Poor” 

 
A typical example of such C grade conditions below: 

 

 
 

These grass areas and shrub beds will typically have a higher build-up of litter, 
leaves, grass cuttings e.g. litter, tin cans, newspaper, old leaves, etc than would be 
deemed acceptable. There should still be no evidence of sharp objects such as 
needles or broken glass 
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Grade D (Scores 2) 

“Very Poor” 

A typical example of such D grade conditions below: 

 

 

 

These grass areas and shrub bed areas are totally unacceptable and would 
constitute a service delivery failure. There would be evidence of excessive amount of 
litter, leaves, grass cuttings or hazardous conditions.  
 
Any evidence of broken glass, needles or sharp objects will constitute a 
service failure and will attract an immediate ‘D’ score. 
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Element 6 

 
Removal of graffiti from communal areas (both internal and external areas) 

 
Grade A (Scores 4) 

“All Clear” 

A typical example of such A grade conditions below: 

 

 
 

These areas typically does not have any graffiti and no graffiti can be found 
anywhere within the building/block, on the outside walls or anywhere in the 
surrounding/communal areas. 
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Grade B (Scores 3) 

 “Satisfactory” 

A typical example of such B grade conditions below: 
 

 
 

There may be an area with a very small and isolated area of graffiti within in the 
building/block, on the outside walls or anywhere in the surrounding/communal areas. 
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Grade C (Scores 2) 

“Poor” 

A typical example of such C grade conditions below: 

 

 
 

 

There are at least two areas with graffiti found in different places within the 
building/block, on the outside walls or anywhere in the surrounding/communal areas. 
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Grade D (Scores 1) 

“Very Poor” 

A typical example of such D grade conditions below: 

 
 

This is when the levels of graffiti within the area are totally unacceptable and would 
constitute an immediate service failure This would automatically be the case where 
excessive and offensive levels of graffiti are found either within the building/block, on 

the outside walls or anywhere in the surrounding/communal areas.  
 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Note 
 
As with the judgment of playgrounds some care should be taken in scoring this element. 
 
Any evidence of offensive (i.e racist, homophobic, sexist, religious) graffiti should result 
in an immediate FAIL and score D for this element. 
 
Other graffiti which may involve a “tag” and is just unsightly may only merit a score of B 

or C depending on the level of graffiti that is evident. 

 
If any graffiti is observed and is clearly newly done, a check should be made if it has 
already been reported and if it will be dealt with within the target time for either offensive 
or ordinary graffiti. If it has obviously been reported and is waiting to be dealt with 

leniency in the scoring should be made.    
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Element 7 
 

Security of tank and meter rooms 

 
We are only able to grade this task as A or D (pass or fail – Score 1 or 4), as we 
are checking to ensure the tank and meter rooms are kept locked. In circumstance 
where we identify an unlocked room, this would be a service failure. 

 
Grade A (Scores 4) 

“All Clear” 

A typical example of such A grade conditions below: 
 

 
 

 

This tank room is clearly locked. 
 

Grade D (Scores 1) 

“Very Poor” 

A typical example of such D grade conditions below: 
 

 

 
This tank room is clearly not secured. 
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Element 8 
 

Chutes. General condition, evidence of blockages and cleanliness of external 
parts of hopper head and surrounding walls and flooring. 

 
Grade A (Scores 4) 

“All Clear” 

A typical example of such A grade conditions below: 
 

 
 

This hopper head is as clean as it can be and also the floor and walls around the 
hopper head are also very clean, and therefore, will be given “A” grade if all chutes 
are found in same state. 

 



HouseMark – Estate Services Club Estate Services Peer Review Photo Book - 2013 

 

HouseMark 2013                                                                                                         35 

Grade B (Scores 

3) “Satisfactory” 

A typical example of such B grade conditions below: 
 

 
 

This hopper head is not perfect, with maybe small bits of dirt present, but there is no 
rotten food and very little dirt on the outside. 
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Grade C (Scores 2) 

“Poor” 

A typical example of such C grade conditions below: 
 

 
 

At least one chute within this block is much dirtier that it should be and access to it 
may also blocked by rubbish in the surrounding area, making it difficult for the 
residents to use the chute. 
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Grade D (Scores 1) 

“Very Poor” 

A typical example of such D grade conditions below: 
 
 

 
 

 

At least one hopper head within the block is blocked with rubbish. There may also be 
evidence of rotting food and/or maggots within the hopper head. 
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Element 9 

 
Cleanliness of communal windows on doors/landings & staircases, 
internal & low level external faces only 

 

Grade A (Scores 4) 

“All Clear” 

A typical example of such A grade conditions below: 
 
 

 
 
 

The window has no dirt, dust, cobwebs and generally level of cleanliness is excellent. 
The condition of the window, its frame or cill should not affect the judgment of its 
cleanliness. 

 
Grade B (Scores 3) 

“Satisfactory” 

A typical example of such B grade conditions below: 

 

 
 

The window is as we expect it to be, generally in as acceptable a condition as the 
cleaning cycle would permit. 
 
Enquiries should be made as to how often windows, both internal and external, 
are cleaned as this will have an effect on the standards of cleanliness. This is 
often a service which is not provided or not provided frequently enough and 
which is poorly monitored. 
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Grade C (Scores 2) 

“Poor” 

A typical example of such C grade conditions below: 
 

 
 

The condition of the window is in poor condition (e.g. water streak on inside of the 
window). There may also be evidence of dust and dirt on the inside of the window or 
on the cill or surrounds of the window. Generally it would appear that the window has 
not been cleaned within the last 2 months. 
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Grade D (Scores 1) 

“Very Poor” 

A typical example of such D grade conditions below: 
 

 
 

This condition of the window is very poor (e.g. frame and glass is covered in 
excessive cobwebs, dust and dirt). Generally the window would score a “D” if there 
is no evidence that the window has been recently cleaned and is in a condition which 
would be deemed to be a service failure. 
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Element 10 
 

Cleanliness of ledges including internal window sills 
 

Grade A (Scores 4) 

“All Clear” 

A typical example of such A grade conditions below: 

 

 
 

This is where we expect to find the condition of the ledges in excellent condition 
(totally dust and dirt free). 
 
The ‘finger test’ (rubbing one’s finger over the window cill) will often determine 
the standard of cleanliness of window cills and frames. 

 

 

Grade B (Scores 3) 

“Satisfactory” 

A typical example of such B grade conditions below: 
 

 
 

The ledges are in good condition as we expect it to be, typically no more dirt or dust 
than you would expect as the cleaning cycle permits. 



HouseMark – Estate Services Club Estate Services Peer Review Photo Book - 2013 

 

HouseMark 2013                                                                                                         42 

Grade C (Scores 2) 

“Poor” 

A typical example of such C grade conditions below: 
 

 
 

The ledges and window sills are in poor condition, with high build-up of dust and dirt 
e.g. evidence of old cobwebs, insects, dirt and litter. 

 

 

Grade D (Scores1) 

“Very Poor” 

A typical example of such D grade conditions below: 
 

 

 
The condition of the ledges is totally unacceptable, with excessive amount of dirt, 
dust and grime. It would also score a “D” if it was in a hazardous condition (e.g. 
broken glasses or mirror or sharp objects). 
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Element 11 
 

Checking of estate lights, including bulbs/tubes. Ensuring the cleanliness and 
effectiveness of light fittings and that they have dust free fittings external surface 
shades and covers. 
 
Grade A (Scores 4)  

“All Clear” 

A typical example of such A grade conditions below: 
 

 
 

This is where the cleanliness and condition of the light bulbs, shades and covers 
are in excellent condition and have obviously been recently cleaned, probably as part 
of cyclical maintenance. 
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Grade B (Scores 3) 

“Satisfactory” 

A typical example of such B grade conditions below: 
 

 

 
 

This is where the light bulbs, shades and covers are in a reasonably good 
condition (or as good as we expect it to be given the cleaning and maintenance 
cycles), the light appears to be working (see the note at the end of this section) and 
the general area around the light is clean. It will have typically no more dirt and dust 
than you would expect and we may find a few cobwebs. There should be evidence 
that it has at least been attended to recently. 
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Grade C (Scores 2) 

 

“Poor” 
 

A typical example of such C grade conditions below: 
 

 
 

The light shade is in poor condition and there is evidence of old cobwebs and very 
dirty casings and surface. 
 
Grade D (Scores  1)  

 
“Very Poor” 

 

A typical example of such D grade conditions below: 
 

 
 

The casing and shade is in very poor condition throughout the building/block and 
the shade shave apparently not been cleaned for some time. There may be broken 
covers, evidence of dead flies inside and more cobwebs than would be deemed 
acceptable. 
 
  
 
 
 
 
 
 

 

Note 

 
This is a very difficult element to score as often when inspections take place the 
lights are not on (during daylight hours).  
 
For  the  purposes  of  this  exercise  whilst  we  are  judging  the  cleanliness  of  
estate services a communal light that even if is clean but it is OBVIOUSLY NOT 

WORKING it must merit a FAIL and therefore a score of C or D in the element. 
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No dirt in the corners and no dirt stuck daily. 

 

Element 12 
 

The sweeping and washing of stairs and landings, the washing down of 
tiles and painted walls and the cleaning of handrails and ledges. 

 
Grade A (Scores 4).  

 
“Very good” 

 
A typical example of such A grade conditions below: 
 

 
 

There should be no dirt, dust, detritus or litter on the stairs and landings. Generally 
the handrails, bannisters etc should be in good condition and there should be 
evidence that they are swept and mopped regularly and are clean to the touch. 
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Grade B (Scores 

3) “Satisfactory” 

A typical example of such B grade conditions below: 
 

 

 
The stairs and landings etc may not be in a condition that warrants an “A” score, but 
there is no dirt, dust, detritus or litter evident. The stairs should be generally clean to 
the touch and as clean as the cleaning cycle permits. 
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Grade C (Scores 2) “Poor” 
 

A typical example of such C grade conditions below: 
 

 

 
 

There may be evidence of dust or detritus along the edges of the stairs and in the 
corners landings etc. There will be little evidence of recent sweeping or mopping. 
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Grade D (Scores 1)  

“Very Poor” 

A typical example of such D grade conditions below: 
 

       
 

The staircases and landings are generally very dirty in the corners and on steps. There 
will be evidence of alcohol bottles, excessive litter, advertising flyers and there may be 
evidence of drug use or other ASB activities. 
 

 
 

Scoring note:- 
 

It is when judging the cleanliness of the staircases, entrance halls and lobbies 
that we should be most aware of the age of the building and its internal 
furnishings etc.  
 
A staircase that has been in constant use for 60/70 years may look old and worn 
out but is actually perfectly clean. There may be evidence of “staining” or water 
“shadows” but which no amount of scrubbing or mopping will remove and for 
which a lower score should not be awarded. 
 
Again the “finger test” is perhaps the best way of deciding if a staircase, step 
facing or tread, bannister or floor is dirty and in need of attention. 
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Element 13 
 
Entrance halls and lobbies.  

 
 
 
 
 
 
 

Grade A (Scores 4)  

“Very good” 
 

A typical example of such A grade conditions below: 
 

 

 
 

There should be no evidence of dirt, dust or detritus in the corners and there should 
be no dirt or chewing gum stuck on the floor. The floors should appear to be swept 
and mopped regularly and linoleum surfaces should look clean and “gleaming”. 

Note 
 

These are very important areas of the blocks as the entrance halls and 
lobbies of are what many residents and visitors see every time they enter and 
leave their buildings. It is often these areas that give an overall impression of 
the cleanliness of the blocks and contribute to “satisfaction scores”. 
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Grade B (Scores 

3) “Satisfactory” 

A typical example of such B grade conditions below: 
 

 
 

There may be small bits of dirt present but at a level which is deemed acceptable. 
Investigation of the cleaning cycle will help determine what is acceptable in the 
course of time and what is not. 
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Grade C (Scores 2) “Poor” 

A typical example of such C grade conditions below: 

 
 

 
 

There will be evidence of small amounts of dirt, detritus, litter and maybe cobwebs 
in the corners and dust along the top of the skirting board. There will be little 
evidence that the floors have been swept and mopped recently and certainly not on 
a daily basis. 
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Grade D (Scores 2)  

“Very Poor” 

A typical example of such D grade conditions below: 

 

 
 

There will be no evidence that the floors have been swept and mopped at all. There 
will be evidence of dirt, dust, detritus and litter, small pieces of glass and other items 
which have accumulated or been swept or mopped into the corner. 
 
Generally the entrance halls and lobbies are in a condition that would be deemed a 
service failure and lead to a “D” score. 
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Element 14 
 

Clean handrails, skirting boards, ledges and banister rails 
 

Grade A (Scores 4) “Very good” 

A typical example of such A grade conditions below: 
 

 
 

 

All surface areas of handrails, bannisters, skirting boards and ledges should be very 
clean and dust free. There should be evidence that they have been recently wiped 
and dusted and that this is done regularly. 
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Grade B (Scores 3) 

“Satisfactory” 

A typical example of such B grade conditions below: 
 

 
 

The handrails, bannisters, skirting boards and ledges are a little dusty maybe with 
small bits of dirt present. They are as clean as the cleaning cycle will permit. 
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Grade C (Scores 2)  

“Poor” 

A typical example of such C grade conditions 
below: 

 

 
 

The handrails, bannisters, skirting boards and ledges have dirty lower sections 
and there will be too much evidence of old cobwebs, dust and litter. 

 
Grade D (Scores 1)  

“Very Poor” 

A typical example of such D grade conditions below: 

 

 
 

The hand rail and bannisters are too dirty to be used. There is no evidence that any 
surfaces of the handrails, bannisters, skirting boards and ledges have been wiped, 
dusted or cleaned. Generally the condition of the handrails, bannisters, skirting boards 
and ledges are such that would be deemed a service failure and would attract a “D2” 
score. 


