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Introduction 
This leaflet tells you about the services 
you can expect from Estate Environment 
Services, when to expect these services, 
who will deliver them and how you can 
contact the cleaning team for your area.

This represents our commitment to 
continuously improving and co-ordinating 
quality services to you, our customers
This leaflet also tells you how you can 
get involved to keep an eye on what 
we are doing in your area and make 
your suggestions.

We hope you find this leaflet informative 
and useful.

Our approach is to:
•   Publish our cleaning standards and 

grounds maintenance schedules in a 
visible location on estates and on our 
website www.hackneyhomes.org.uk  

•   Provide an emergency service at 
weekends. Access this service on Tel: 
020 8986 4707

•   Provide examples of our required 
cleaning standards on request, including 
photographic examples of the standard

•   Clean areas identifi ed as ‘hotspots’ 
(such as close to shopping centres, 
clubs, public houses, transport links or 
areas identifi ed with ASB issues), either 
on Saturday or Sunday, or on both days, 
depending on need

•   Carry out bulk refuse collections weekly, 
in line with published schedules

Our service standards…
•   We will hold programmed quarterly 

estate walkabouts with tenants
•   We will raise orders on the same day for 

any work that is required
•   We will undertake cleaning on estates 

every day. This includes: cleaning 
communal entrances; sweeping 
courtyards, paths and roads; keeping 
lawns and flowerbeds clear and safe by 
removing litter and dangerous waste; 
keeping the bins and bin areas clean 
and clear; and replacing broken bulbs

Our commitment
We aim to provide a high quality and 
responsive estate cleaning and grounds 
maintenance services. 



•   Estate cleaners will clean the inside of 
windows in communal areas, in line 
with our published window cleaning 
schedules. 

•   We will remove offensive graffiti 
within 3 hours of being reported. 
Other graffiti will be removed within 4 
working days of being reported

•   We will ensure the grounds of estates 
are well maintained by keeping plants 
in good health; pruning shrubs; and 
preventing the build up of leaves 
in Autumn

How will your estate be 
cleaned and what should you 
expect
Our Estate based cleaning operatives 
will keep your estate at an acceptable, 
clean standard on a daily, weekly and 
programmed basis. While the tasks 
will vary on occasions, the tasks to be 
undertaken are as follows:

On a daily basis we will:
•   Sweep, litter pick, spot mop or fully 

mop communal entrances and lifts.
•   Litter pick lawns and flower/shrub 

beds and litter pick or sweep 
footpaths and estate roadways.

•   Rotate waste containers and sweep 
out chambers.

•   Address any immediate health or 
safety hazards.

•   Check chutes and hoppers and 
unblock when necessary.

•   Check light bulbs as part of the 
regular daily routine. Where possible, 
broken bulbs will be replaced by the 
Estate Cleaner. Where this is not 
possible the fault will be reported to 
the Repairs Service.

This will usually be carried out in the 
mornings except weekends and bank 
holidays, when the whole day will 
be used to bring the estate up to an 
acceptable standard. 

Once a week we will:
•   Sweep, litter pick, spot mop or fully 

mop stairs and landings.
•   Remove graffiti from those areas 

where it is possible to do so (within 
one [1] working day for graffiti of a 
racist or sexual nature).

•   Wash out refuse chambers. This work 
is normally done in the morning.
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Programmed work
As a team, the cleaners will clean 
each block in their allocated area to a 
published, pre-planned schedule which 
includes the contact details of your local 
Area Manager and Supervisor.

The activities included are:
•   Washing down of all walls, doors, 

chute hoppers and balustrades, 
including removal of graffiti, where 
possible.

•   Cleaning of all windows where it is 
safe to do so.

•   Cleaning of all light fittings and 
replacement of bulbs when 
necessary.

•   Clean lift doors and walls when 
necessary.

•   Checking of light bulbs will be 
undertaken during the scheduled 
block cleaning programme. Where 
possible broken bulbs will be replaced 
by the Estate Cleaner. Where this is 
not possible the fault will be reported 
to the Repairs Service.

This work is normally undertaken during 
the afternoon.

Additional cleaning support 
on our estates
The Estate Cleaning Service also has 
two Central Teams (North & South), to 
support estate based staff to:
•   Provide mechanical sweeping to areas 

on a published programmed basis.
•   Provide a published, pre-planned 

Bulk Refuse removal service to 
all estates.

•   Deep clean by power washing 
those areas of an estate where it is 
practicable and safe to do so.

•   Remove Graffiti from those areas 
where it cannot be removed 
by hand.

•   Provide weeding, leaf clearance 
and “blitz” teams when necessary.

•   Provide additional support to 
estate-based staff when necessary.
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•   Provide a bin refurbishment 
programme for the Borough.

•   Provide mobile cleaning to satellite 
blocks Neighbourhood Office.

Grounds Maintenance
We will:
•   Cut the grass approximately sixteen 

times a year between March and 
November, and four times between 
December and February

•   Prune shrubs between November 
and March

•   Weed shrub and flower beds
•   Maintain all trees on communal land 

to a safe and healthy standard

How we will keep to these 
standards
We will do ‘on the spot checks’, 
while work is in progress and carry 
out inspections when work is 
completed. All inspections will be 
recorded and monitored to ensure 
that work is satisfactory and to the 
highest possible standard.

We will ask you and other residents 
what you think about the service. This 
may be done through questionnaires 
and surveys or may be through a 
more informal setting, like at a resident 
association meeting.

We will also carry out regular estate 
‘walkabouts’ with residents to ensure 
that the standards we have set are 
being kept to.

How you can get involved
As a resident, you are best placed to 
contribute to the important decisions 
about your home and your environment. 
We believe in local solutions for any 
local issues that may arise. We want 
more local residents to get involved in 
inspecting standards on their estates 
and training on how to do this will be 
made available. 

If you are interested or want to find out 
more about this please contact the 
Resident Participation Team 
on 0208 356 7845 or email 
getinvolved@hackneyhomes.org.uk
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Your local neighbourhood 
housing offices

Homerton Neighbourhood Office
92 Well Street, London, E9 7JA
Tel: 020 8356 7800

Queensbridge and De Beauvoir
Neighbourhood Office
31 De Beauvoir Road, London, N1 5SJ
Tel: 020 8356 6600

North East Neighbourhood Office 
Clock House, 149 Stamford Hill, 
London, N16 5LG
Tel: 020 8356 6500

North West Neighbourhood Office
Stoke Newington Municipal Building, 
Stoke Newington Church Street, 
London, N16 OJR
Tel: 020 8356 6100

Shoreditch Neighbourhood Office
1 Cropley Street, Bletchley Court, 
London, N1 7PT
Tel: 020 8356 6705

How you can contact us
If you have any enquiries, your first point 
of contact is your neighbourhood office.

For any complaints regarding the 
cleaning of your block and the 
communal areas on your estate, 
grounds maintenance, bulk collection 
and graffiti contact Hackney Homes 
Call Centre on 020 8356 3691.

Waste Services team can be contacted 
by calling our Wasteline service on 
020 8356 6688.

This team can assist with:
•   missed refuse or recycling 

collections or reporting an 
obstruction that is preventing 
access to the estate property

•   dangerous or inconsiderate 
waste disposal

•   bulky waste collection see below 
for details

•   information on recycling in Hackney

The bulk waste collection service is for 
items such as fridges, cookers, and 
sofas which are left on the street.
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Arden TMO
16A Malcolm House,
Arden Estate
Shoreditch
London N1 6PN
Tel: 020 7739 7075 

Clapton Park TMO
The Housing Office
4A Gilpin Square
London E5 0HL
Tel: 020 8356 6300

Cranston South 
Estate TMO
13 Daniell House
Cranston Estate
London N1 5EH
Tel: 020 7684 6873

Downs Estate TMO
5 Kingsdown House
Amhurst Road
London E8 2AS
Tel: 020 7923 9053

Lordship South TMO
14 Lordship Grove
London 
N16 OQA
Tel: 020 8211 8363

Tenant Management Offices

You can also access information 
through our website at 
www.hackneyhomes.org.uk

Suffolk Estate TMO
The Housing Office
Welshpool Street
London E8 4PF
Tel: 020 7923 3774

Tower TMO
Grange Court
355 Queensbridge Rd
London E8 3JB
Tel: 020 7254 8314

Wenlock Barn TMO
Wenlock Barn
Shoreditch
London
N17NX
Tel: 0207 253 2371

Wick Village TMO
Anchor House
25 Meadow Close
Wick Village
London E9 5NZ
Tel: 020 8533 4311

Wyke Estate TMO
Estate Office
10 Wick Road
London E9 5AZ
Tel: 020 8533 6077 
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