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https://youtu.be/4WgJU8Y_bQg
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Topic Selection. 
Criteria for 
Resident-led 
Scrutiny for 
Landlord Services. 

Would the subject 
benefit all 
customers? 
(Diversity Impact) 

Do National 
housing standards 
apply? 

Do policies indicate 
a need for scrutiny 
(are policies up to 
date and fit for 
purpose)?  

Does performance 
or customer 
feedback indicate a 
need for scrutiny?  

Is financial 
information 
available and is it 
relevant? 

Could there be 
financial 
implications or 
impact to the 
company or the 
customer? (Value 
For Money) 

Do other 
organisations have 
information on the 
subject (best 
practice)? 

Has any internal audit/work 
been carried out within the 
last 12months 

Total 
Score 

Scoring Notes. All 
scores are based on 
a 0-5 sliding scale. 0 
being low, 5 being 
high. 

If the subject 
benefits all 
customers, score 5. 
If the subject 
benefits few 
customers, score 0. 

If there is Housing 
Standards, score 5, 
if there is not, score 
0. 

If a policy does not 
exist, or is out of 
date or not fit for 
purpose,  score 5. If 
this is up to date or 
fit for purpose, score 
0. 

If there is customer 
feedback, score 5. If 
there is not 
customer feedback 
score 0. 

If the financial 
information has 
impact or relevance, 
score 5 

If there could be 
financial 
implications or 
impact to the 
customer or North 
Star, score 5. 

If there is 
information 
available, score 5. If 
there is not, score 0.  

If there has been an internal 
audit or internal works carried 
out within the last 12 months, 
score 0.  

  

Customer Service 
Team - calls 
answered within 
target 

5 5 2 5 0 5 5 0 27 

Notes Notes Notes Notes Notes Notes Notes Notes 

Benefits all. Customer Service, 
choice and 
complaint standard 
- section 2 

The policies are up 
to date, fit for 
purpose however 
the KPI's could be 
reviewed. 

under performing in 
July Balance 
scorecard 

There is financial 
information 
available, but this is 
not relevant.  

Phone call cost to 
the tenant / cost of 
organisation to 
recruit 

Yes CST currently going through a 
review 

Tenancy Failure 5 3 5 5 5 5 5 2 35 

Notes Notes Notes Notes Notes Notes Notes Notes 

Voids affect the 
whole company and 
also effects the 
neighbours/commu
nity. 

HCA standards (Rent 
standard / Home 
standard / 
Neighbourhood and 
Community 
Standard) could 
apply to tenancy 
failure. - 
https://www.gov.uk
/government/public
ations/regulatory-
standards 

North does not have 
a policy on tenancy 
failure. 

Increase in voids, 
arrears out of 
target. 

Financial 
information on void 
loss (rent), void 
renovation, Housing 
Officer time etc.  

If there was a 
reduced tenancy 
turnover, North Star 
would generate 
further income. 

Benchmarking 
information 
available and 
desktop review. 

Housing Manager carried out 
a recent review on tenancy 
failure 
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Grounds 
Maintenance 

4 5 4 ? 5 5 4 3 30 

Notes Notes Notes Notes Notes   Notes Notes 

Approx. 25% pay a 
service charge for 
GM. However if the 
area is unkempt this 
will affect the 
community 

Neighbourhood and 
Community 
Standard 1.1 

Policies (contract) in 
place, however may 
not be fit for 
purpose as they 
aren’t carrying out 
the job 
specification. 

Beth to check   Customer pays the 
SC. 

Information 
available - however 
unknown at the 
moment how 
beneficial this would 
be. 

On going contract 
management 
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http://www.hull.gov.uk/
https://www.coastandcountryhousing.org.uk/
https://www.thirteengroup.co.uk/
https://www.gentoogroup.com/for-customers/
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