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Voids Scrutiny Findings Report
March 2025
1. Background Summary
Following tenant consultation and feedback, the Scrutiny Panel identified voids (empty properties) as their preferred topic for scrutiny. This report examines the voids process, identifies inefficiencies, and offers recommendations to improve void turnaround times, enhance tenant satisfaction, and minimise financial loss. The analysis focuses on the standards, processes, quality of repairs, and tenant satisfaction with properties relet following void processes using data collected over the past 12 months.
2. Scope
To look at the return and relet of council properties with a view to increasing efficiency, standards, and tenant satisfaction with the aim of improving:
· turnaround time for void repairs.
· standards of void properties. 
· satisfaction with void properties for tenants.
3. Methodology
Scrutiny panel conducted a number of activities in the production of this report including:
· Six panel meetings, 13 individual site visits and online scrutiny training with TPAS. 
· Viewing and tracking progress of four void properties in different parts of the District.
· Reviewing council performance data, voids process policy and procedure, tenant satisfaction information and proposed departmental initiatives.
· Reality check interviews with seven staff in the voids team. See appendix 1 reality check interviews with staff
· Reality check interviews with tenants who have moved into void properties via email and telephone calls. See appendix 2 reality check interviews with tenants 
(Panel commissioned the Engagement Officer to contact all 179 tenants who have moved into a void property between June and December 2024) Feedback received from 46 tenants, achieving a 25.7% response rate. 
4. Performance information
As part of the scrutiny project, the panel reviewed the following information and data:
	
	2023 / 2024
	2024 / 2025

	Number of voids
	443
	400

	Total number of tenancies terminated
	384
	319

	Total number of properties to relet     
	386
	334

	Average void relet time               
	28.06 days
	29.40 days

	Percentage of rent lost through dwellings being vacant             
	1.23%
	1.00%

	Void budget per property
	£1950
	£1950

	Average cost per void property
	£3445.87
	£2682.38


Please note 
· 2024/2025 data is up to end February and not full year figure
· Officers have advised the panel that the average void cost per property 2024/2025 is likely to be higher at financial year end as still awaiting some contractor invoices to be processed
Reality Checks
	Number of tenants who have moved into a void property between June and December 2024
	179
	

	Number of tenants who participated in reality Checks survey
	46
	26%

	Number of colleagues interviewed
	7
	


6. Good Practice
As part of the investigation, panel found several areas of good practice completed by the council voids team including:
· I got all I needed, they came and did everything for me, and it was all done a week before I moved in. They sent me a reminder to let me know what was happening when.
· It was very easy to complete the paperwork and inspection of the bungalow,  and we received the keys the same day.
· It was all done and sorted when I moved in, there was a small issue with the floor but that had already been resolved by the time I was in. I am all settled here now.
· Council sent an electrician out to fit an electric cooker for me which was a great help.

· Taking videos and photos of all empty properties before handing back the keys back to lettings.
· Having a dedicated voids officer who inspects all empty properties within two days of a property becoming empty.
· Having a dedicated voids officer who inspects all properties before handing back to lettings team for relet.
· A willingness by the council to commission a Scrutiny panel to review processes.
· A good void relet standard. See appendix 3: void relet procedure
· Ensuring officers fit a general lock to enable flexible access for all trades while the property is void which also ensures that the former tenant is unable to access the property when works have commenced.
· The recharge process as part of the  tenant handbook to support recovery of a proportion of the cost of getting a property back to standard.
· The provision of decorating vouchers enabling new tenants to choose their own decoration for the property.
· Stock condition surveys being conducted of all properties in the District throughout 2024 / 2025 which will give the Council a clear picture of the condition of all stock.
7. Challenges Identified
Following discussions with the council challenges are identified as:
· When I attend a void, it should be cleared but not cleaned, we do work in some filthy conditions
Because electrical works are life and death, we do have to make sure it’s right first time
· Being pulled off voids to standard repairs impacts on our voids service
· Manual processes potentially leading to increased time to complete, risk of loss of paperwork as the physical paperwork only sits with one person and not available for others to view and not environmentally friendly.
· Having one dedicated officer doing all the void inspections within two days of a property return could create risk of single point of failure to the service
· The budget is £1950.00 per property, however average void cost per property council wide is £2682.38 per property. The budget for void works have not been increased since 2018. (The cost per property for 2024/2025 is missing a lot of contractor costings due to the multitube of issues with Tech One system, so the value is likely to rise considerably for the 2024/25 figure detailed in this report)
· The poor condition of properties handed back to the Council and the high number of properties which are not empty on returning keys
· Lack of robust service quality checks on post void cleaning standards (identified by tenants in the reality checks)
· Communication and relationships between internal departments of housing, voids and lettings at the Council can sometimes lead to delays in turning properties around.
· Contractor failures (including the quality of workmanship by contractors)
· Ability to recover costs of cleaning and clearing properties from former tenants through the recharge process
· Not every void is the same, and some are much more challenging, and timeframes allocated to each void is the same, which can impact on the Council’s internal targets and completion of the works.
8. Case studies from the investigations
Jephson Road
[image: Jephson Road property]
Void cost £9903.50 as of 13th March 2025 
Recharge works (included in the above cost) £4172.31 (see end of section for an explanation of recharge works)
Jephson Road is a one bedroom, first floor flat, in Sutton in Ashfield. The property has large front and rear garden areas.
The panel visited the property on four occasions.
The property gardens were overgrown and needed significant works to rectify. Inside the property, before a void inspection could be completed, the property needed to be completely cleared of the former tenants belongings.
The bathroom had damp and mould, and the floor had staining, the kitchen had rotting cupboards, and several of the windows did not have window safety closures on.
The property required new kitchen cupboards, new flooring and bath panel, and the heating control replacement. The garden required full clearance and replacement fence works, which in some part have caused delay due to the neighbours requirement of a 6-foot fence which they are unwilling to pay any contribution towards.
Walesby Drive
[image: Walesby Drive property]
Void Cost £4784.95 as of 13th March 2025
Recharge works (included in the above cost) £737.83
Walesby Drive is a two bedroomed, ground floor flat in Kirkby in Ashfield. The garden to the property is at the back.
Panel visited the property on three occasions.
The garden was overgrown and there were lots of tree cuttings blocking the entry gate to the garden and fences had fallen down. The property was full of the former tenants belongings which required removal, and the property required a boiler change as the tenant had not allowed access to do checks on the heating system. Panel noted that the boiler was originally in the bedroom and the new system was also put in the bedroom
Titchfield Court
[image: Titchfield Court property]
Void cost £2322.98
Recharge works (included in the above cost) £184.15
This property is a bedsit on the second floor in an over 55s court in Hucknall. There is no garden associated with the flat.
Panel visited the property on two occasions.
There were some personal effects belonging to the former tenants which needed removal, and some works required including replacement window safety catches, work in the bathroom to repair damage to the back of the toilet, replacement letterbox and peep hole in the front door, replacement door to the boiler cupboard and works in the kitchen to fix the closings on kitchen cupboard doors.
Cowpes Close 
[image: Cowpes Close property]
Void cost £6928.31 as of 13th March 2025
Recharge costs (included in the above cost) £3538.69
Cowpes close is a three-bedroom, semi-detached property in Sutton in Ashfield. The property has front and rear gardens, and a tenant-made driveway with double gates that however did not have a dropped kerb.
Panel visited the property on three occasions.
The former tenant of the property had done several DIY activities in the property including removal of a wall between the kitchen and the old coal house, moved some plumbing and made holes for ventilation in the walls. In addition, there were some items for removal (greenhouse and general items) The garden required a general clean up. The neighbouring property had completed an extension which had created a hole in the garden which requires work to rectify as this is dangerous.
Property needed general works to make good internal doors, investigations into the structural safety of the renovation that had been done, and repairing the external walls to ensure correct vents were in the property.
The panel noted that where investigations had taken place, there was some damage to the floorboards by the trades people. 
Recharges
In the tenant handbook and on the website, all tenants are advised:
Where it has been identified that a tenant has caused damage to their home or neglected their garden, undertaken unauthorised alterations without prior permission, alterations that are not to a satisfactory standard or left possessions and/ or rubbish behind when vacating, we will seek to recover from the tenant, the costs incurred/ needed to rectify the damage/and or issues identified.
Both current and former tenants may incur charges for repairs resulting from misuse, abuse, or accidental damage. The Council does not charge for items that have deteriorated due to age or fair wear and tear. If a repair is deemed rechargeable, the Council will inform the tenant and explain the process. 
Recharges are invoiced and managed by the finance department
9. Key Findings
· Tenants don't generally lie about issues they are reporting, but I have been advised when reporting issues that I am wrong as the Voids Team would have looked at the issue during the void process. 
· Not used to having a garden and it was overgrown, council did say that they would cut it back, but they never did. I asked for tall trees to cut back and that was done before Christmas.
· There was pointing needed doing, the workman came out, but it was icy, and he said someone would be in touch but they haven't.
· Where properties sometimes have to undergo a lot of work, I feel they are not left clean and tidy enough for a person to settle into

· The amount of money that it takes to get a property back to standard
· I was so shocked about how much everything costs to do!
· How much work is involved in getting properties back to a good standard to let and how different properties can be when they are handed back
· A lack of digital systems and processes for the paperwork involved 
· Concern that there could be some people living in properties in a poor condition which do not come to the attention of staff teams, and no formal mechanism in place with contractors who do annual checks that may mitigate decline in property standards
10. Conclusion
The voids process significantly impacts both the organization’s finances and tenant satisfaction. By implementing the outlined recommendations, the organisation could achieve the following:
· Reduce the average void period and amount of time it takes to complete void 
inspections.
· Save money in annual rent loss.
· Improve tenant satisfaction scores .
Immediate action is required to address the identified gaps and optimise the voids management process.
11. Appendices
· Appendix 1: Reality check interviews with staff.
· Appendix 2: reality check interviews with tenants moving into a void.
· Appendix 3: Voids relet standard.
Recommendations
1. Introduce a digital solution for property inspections. Processes are manual, paperwork heavy and time consuming. A digital solution would speed up processes, leading to savings in staff time and ease of accessing details online.
2. Allow adequate time for staff to upload the inspection videos to ensure they do not take up phone storage and are available to view as soon as possible after inspection.
3. Ensure cleaning contractors are cleaning to the right standard, consider implementing  ‘mystery shopper’ work by tenants as a check of standards.
4. Improve protocols for challenging tenants not looking after homes, including better communication between all departments, utilise as much insight from various property touch points as possible including annual, gas safety checks, estate inspections, stock condition surveys and repairs.
5. Promote age-concern support, or local charitable organisations to assist tenants with  gardening services so that gardens do not needs as much intensive clearing.
6. Involve tenants in estate inspections and tenancy audits
7. Provide fridge magnets on the boilers and keychains for new keys with information on how to access council services easily for all new tenants (as demonstrated at meeting with panel members).
8. Introduce levels of voids cost to ensure an accurate timeframe and budget is allocated, for example.
· Level 1	Easy void, very little work to do, quick turnaround 
· Level 2	Medium void, some works required standard turnaround 
· Level 3 	Complex void, major works required (the out-of-scope timeframes)
9. Review procured contractors and suppliers for kitchens, bathrooms, components, and materials to ensure best value for money.
10. Involve tenants in procurement processes in line with new Procurement Act.
11. Introduce tenant inspections / mystery shopper on repairs standards. 
12. Offer tenants the mechanism to submit photos of works completed.
13. Review and increase the quantity of communications of tenant feedback measures to ensure a wider number of tenants are asked for feedback after a repair by asking:
· Were they happy with the repair.
· Was the repair done in a timely manner.
· Was the contractor considerate of their home.
14. Regularly collect feedback from new tenants to identify areas for improvement and provide robust information at sign up and in the early stages of a tenancy about recharges to ensure tenants are aware of the process.
15. Recommendations from property visits:
· 38a Jephson: 
· Fill hole in lounge room near plug socket and replace sealant in bathroom window.
· Consider fence to divide garden areas to provide a clear boundary at the front of the property
· Remove fly tipping and slabs left in garden.
· Consider grass seeding the large expanse of garden which has been dug over 
· Review location of boiler in bedroom at Walesby Close and confirm why this was not placed elsewhere in the property (like in a storage cupboard as done in other properties).
· Cowpes Close:
· Arrange rubbish removal
· Resolve issue with hole in garden caused by neighbours extension works. 


Ashfield District Council Scrutiny panel currently consists of seven members from different parts of Ashfield district. Anthony, Jane, Jan, Kennedy. Lindsay, Peter and Stephen would like to express their thanks to the voids team for their openness and willingness to work with the panel during this investigation and look forward to receiving feedback on the recommendations they have suggested to improve void standards at the council.
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This scrutiny project was supported by Tpas – the tenant engagement experts, which included an independent evaluation of this final report to confirm it addresses all the findings of the scrutiny panel’s review of the Void process.


[bookmark: _Appendix_1]Appendix 1: Voids Scrutiny Group Reality Check Questions For staff
Scrutiny panel members spoke to seven staff who work within the voids team:

· Wayne Elliot – Voids Chargehand (overseas initial inspections)
· Tanya Stirland – Principal Officer Responsive and Voids
· Conrad Forrester - Voids Chargehand (overseas initial void checks)
· Darren Percival - Joiner
· Callum Leake – Electrical
· Curtis Seals – Electrical
· Madison Haywood – Administration Officer Technical
Property Readiness - How do you ensure that all properties are fully cleared and cleaned (Including gardens and outbuildings) before handing over to a new tenant?
Wayne
· First person in, raises jobs to get property cleared and cleaned for trade officers
· Before handed back to lettings, try to get cleared first (not gardens). Once clear, trade operatives go in with a list of jobs that have been raised. 
· When property ready to go back, clean, usually deep clean. 
· During void process garden will be done with contractor. 
· Post inspection Voids Chargehand goes through jobs list, checks it off, check property is clear and garden. Check of loft. Checks cleanliness- disinfectants, sanitary checks

Tanya 
· With void process, with certain properties we have to also ensure properties are clean before we even have trades go in, we have Wayne to go in at the start, Conrad makes sure works are done and that the properties are maintainable
· We have a contract in place Excel for property cleaning, and then we have a contract in place with AB environmental for clearing anything left in the property, and we have a specification in these contracts to ensure they do what we require. We have light cleans and heavier cleans post inspections and contracts in place

Conrad
· Void packs- used for scoping works needed for voids. Note down work and completion date. Once done, I do post inspection and checks certificates, gas safety. Checks if contractors have done garden work- which is not always done due to serious garden issues.
· Internally- physically opens all kitchen units, cleaned and cleared. Noted a contractor cleans the property. Specification used to ensure checks and repairs have been carried out.
· Can snag issues not yet resolved- can do that himself or another trade operative. Noted it is difficult when property is full of contents. Use video to ensure condition of property when handed over. Then hands key back.

Daz
· When I attend a void, it should be cleared but not cleaned, we do work in some filthy conditions
· Doors kitchens painting, when I finish, I leave clean wipe down and all my mess is gone
· If I have to reseal a window I will clean it, clean edges of baths. 
· Whatever I do and touch I leave as clean

Callum
· Only safety check.

Curtis
· In my role I do the electric checks, so I replace broken items, any mess that is made we clear up brush tidy away
· Any patching work we might call in another trade or do small works ourselves
· once plastering is done, we clear ourselves
· Electrics are usually the last trade in after us cleaners go in the post inspections

Maddy
· Jobs raised on system sent to contractors to complete. Contractors send feedback form once work completed. Helps with invoice to ensure work has been done.
Health and Safety Compliance - What processes are in place to verify that all safety requirements (such as handrails, Carbon Monoxide alarms etc) are installed and are functioning correctly?
Wayne
· Pre-inspections- electrical safety check. Carbon monoxide alarms, handrails and grab handles in adapted properties checked for function.
· Gas checked - all dead legs removed for legionella.
· LGA SAR (safety certificate) gas slip given to new tenants. Carbon Monoxide and other readings dated. Sent to Electrical team leader and gas compliance officer for checks

Tanya
· On first visit Wayne goes around with voids spec sheet (Health and Safety) HHSRS hazards, Wayne will check. 
· Spindles on staircases, (checks that these are the correct width apart) Carbon monoxide alarms – checks these are working correctly
· Tick box at the start of the process  and at the end before keys handed back and this is checked off

Conrad
· Gas safety. Electrical certificates. Smoke layouts, alarms, are included in void pack, and Carbon monoxide alarm checks.
· Handrails. Psychical testing to ensure handrails are in working order.
Daz
· On voids we receive a specification and there are general safety checks
· Handrails
· Spindles
· flooring 
· check for woodwork for rot
· change all locks
· window safety checks
· Don’t leave broken glass
· Misted windows – if these are in the property, repairs to these have a longer priority as they are classed as non-urgent works but broken windows would be replaced
· Remove Trip hazards
· Sometimes we will be in before electricians, if power is there it is isolated
· Not allowing visitors to the property before handing back, no guests while working in it

Callum
· Carbon monoxide alarms- sheet that has smoke alarms and CO. Test buttons and soundings.
· Electrical condition report- faults are rectified there and then.

Curtis
· With health and safety, we have all practices in place on how to complete work
· we follow electrical regulations BS7671 British standard
· all testing has a process that we follow through to make sure nothing is missed, and the property goes back to the tenant in a fit state

Maddy
· Before property back to lettings, post inspection form sent to snag all issues.

Safety, quality and trade checks - Can you walk me through the steps you take to ensure all checks are completed for your specific trades area and that all relevant documents are included in the void pack.
Wayne
· Health and Safety check done always initially. 
· Anything missed initially is continuously checked to ensure health and safety. 
· All team know safe and secure property is a priority.

Tanya
· on void spec sheet there is a set of Schedule of rates codes that must be done at every property
· Electrical Check and Heating test
· Job done to initially cap off gas for safety
· as the void moves on with different repairs
· each void officer will be expected to ensure their own trade areas are safe
· Asbestos checks are done by decorators and 
· Joiners are the least risk trade, but they might notice issues, 
· Each trade needs to check each area of their work
· Just before the voids goes back final check is heating gas and electrical check
· 3 days before keys go back there is a test and recommission live check as the final check, 
· A void isn’t returned unless app paperwork is completed
· Void pre inspection
· Void Spec sheet
· Electric and gas check
· Void post inspection sheet
· Make sure all tickets are done and passed to admin to save

Conrad
· Makes sure specification is done. 
· Does own checks- especially on sockets to identify smaller issues.
· Gas would already be done. general repairs are usually good. 
· More about snagging things missed on initial inspection.

Daz
· all works are done to the specification
· If I am repairing a kitchen and break a tile I will fix the tile at the time
· Repairing a door ensure it works as it should
· Kitchens all should work 
· I report any additional issues back to Wayne or Conrad
· Fill in paperwork and send back to include for void pack

Callum
· Job sheet has specification attached. Has a visual check there but given opportunity to have a look round all other issues. Repairs that cost large amounts would be approved by void operative.
· Follow test sheet- vigorous test of each circuit, damaged cables, loose wires etc.
· Online certificates- when finished goes to QS who double checks.

Curtis
· We have a test certification document to record results
· Our management have given us a series of squares to make sure everything is checked and when its all filled in you know you have done everything is done
· we record details of smoke alarms and make sure they are safe

Maddy
· Void pack comes through with front sheet that explains the property, meter readings, and then specification sheet. S numbers must align and then tickets distributed by void teams to tradesmen, Then administered to ensure all jobs are complete.

Repairs and maintenance standards - What quality checks do you do on repaired doors, locks and windows to ensure they are safe and meet operational standards?
Wayne
· Windows- checked on void specification- also doors, handles etc.
· Fire doors- difficult because they have to be fitted properly and cannot be repaired due to fire risk.
· Every void property gets new lock. For fire door, fit a fire-rated lock.

Tanya
· Depends what is on the pre and post inspection
· we do a void post video to evidence work has been completed
· all Windows are opened and closed as well as doors to evidence they are working
· there are restrictors on some windows, where they are not fire exits they will have restrictions
· fore exits will have a green bit on a handle near the key
· All windows should have keys. Where the keyhole is green that would indicate a fire exit.
· we would change the locks if there were no keys
· All doors will be fire rated, and all doors get a new lock on ahead of each move in

Conrad
· Physical check
· open, shut with windows and doors. Due to old reports of window issues.

Daz
· see earlier responses about windows and doors

Callum
· May pick up very small jobs in voids which are of a high standard already.

Curtis
· every property we make sure that there are enough window keys 
· All windows need to be checked and operating
· Fire doors have to be to standard ad fit for purpose

Maddy
· Pre-inspection would snag this, and job would be raised. 
· Standards documents ensures repairs are up to standard.

Tenant-Focused Improvements:  - How do you make improvements to void properties and processes following tenant feedback. Can you give me an example of any improvements you have made?
Wayne
· First impressions- how does it look and smell. 
· Property in disrepair- we go the extra mile to redecorate, ensuring worktops are sealed, nicotine stains removed. 
· Focus on making them as homely as we can. 
· Decoration important above.

Tanya
· We do monthly new let phone calls 
· we get a list from tenancy of all new tenants 
· we ring them and ask them a series of questions
· from that call we identify any missed repairs, any areas the tenant isnt happy and improve that tenants journey
· One issue we find is leaks, when a tenant moves in they might notice a leak that we try to resolve as quick as we can
· We have overhauled our cleaning contractor, as we noticed cleaning was an issue letting us down as the previous contractor wasn’t being thorough enough
· We have found a more local contractor means we don’t have to wait so long to get a clean done and they can be much more responsive
· Void video showing windows and doors opening shows we are confident that all windows are operating, and keys do work 
· We are welcoming of tenant feedback

Conrad
· Out of management properties- major works. 
· New kitchens, heating, some roofing, upgrade works.
· Bring to a lettable standard always- notes its harder to bring them to a higher level even though they try. 
· Painting we tried years ago to actually paint all properties however that caused some issues, so we provide a decorators allowance due to tenant feedback.

Daz
· When i do a kitchen or tiles works, we paint the kitchen out, some conditions we treat with anti mould paint
· I think if a property has a lot of work to do, I think there should be at least one room to live in while the house is worked on, and in tenant handbook it says not to strip all the house at once
· [bookmark: _Hlk192662126]Being pulled off voids to standard repairs impacts on our voids service
· we have enough staff to do patches but when a tenant strips all the rooms at once it takes a plasterer out for long periods

Callum
· Always look for snagging jobs that have been missed.
· NIC gas certificates used rather than paper versions.

Curtis
· [bookmark: _Hlk192661912]Because electrical works are life and death we do have to make sure its right first time
· we have gone back to complete outside lights if feedback has said it was missing

Maddy
· Re-charge process. 
· Re-charge work back to tenants re damage.
· Costings calculated. Re-charged to recharge account- even if the money is never recovered. Letter sent with pack and damage telling former tenant will be charged with no price. 
· Have now added middle letter including price awaiting invoice. 
· Tenancy and income working to streamline letters. Ensures former tenants cannot say that they have been contacted. 
· Void pack contain re-charge column. Through disputes that process is being streamlined.
[bookmark: _Appendix_2:_Voids]Appendix 2: Voids Scrutiny Group Reality Check Questions For Tenants
We approached 179 (100%) of tenants who have moved into their property following void works between June and December 2024. We did this by email and phone calls for those tenants who did not have a registered email address.
The district split of moves into empty properties between June and December 2024 was: 
	Sutton in Ashfield
	68
	37.99%

	Kirkby in Ashfield
	50
	27.93%

	Hucknall
	47
	26.26%

	Rural
	14
	7.82%

	Total
	179
	100%



Forty-six tenants (25.7%) of the 179 tenants we approached completed the survey
Completed surveys by district area
	Sutton in Ashfield
	14
	30.43%

	Kirkby in Ashfield
	12
	26.09%

	Hucknall
	13
	28.26%

	Rural
	5
	10.87%

	Anonymous
	2
	4.35%

	Total
	46
	100%



Thirty tenants (65%) completed the survey online and 16 (35%) spoke to Scrutiny panel members and engagement officer over the phone
1. First impression 
When you first entered your new home, did it feel clean, safe, and ready to move into?

30 tenants (65%) said yes, 16 (35%) said no

Can you tell us why (themes)

Positive 
· Nice and tidy
· It was nicely decorated, and I used my vouchers to decorate
· Was all fine
· It was well kept and reasonably decorated
· People made me feel welcome
· It needed decorating for which we received a very generous  decorating allowance, but it was very clean throughout
· It felt so comfortable 
· All was done
· It was spotless apart from no carpets fitted
· Needed decorating. New carpets fitted. Etc. 
· Was told would have to sort the flooring as there was none  - but I did accept this.
· The property was spotless and based on experience with my current property I feel the cleanliness is dependent on the previous tenant, not the voids team.
· We did have to redecorate except the ceilings they were very good
· It’s absolutely beautiful
· The previous tenant had been a smoker and there was graffiti on the walls, they gave me a voucher. it was reasonably clean
· Skirting boards needed painting but was liveable and lovely
· Property was lovely, it had had a rewire and things like that and was safe

Negative
· It wasn't clean, If I was on my own, it would have been impossible to clean luckily, I have my children who helped
· I had to decorate as the previous tenant was a smoker
· The house was unfit for purpose, asbestos in the dining room, live wires in the house, continuous infestation of rats in the loft (still ongoing), faulty bathroom, smell of death lingered in the house,  
· Garden overgrown (still an ongoing issue) and major repairs.
· Front garden and door was full of all rubbish from previous people and inside the house need paint and fix other things.
· It felt and looked like an unfinished uncared-for property, with patches off bare plaster, footprints on bedroom wall, unmatched kitchen cupboards. 
· Bathroom had poo on radiator and side of sink 
· Lady was a very heavy smoker, and everything was yellow and smelling of smoke
· Some jobs are yet to be done, the wet room was not ready.
· Lino in front room was ripped but left down which had laminate underneath there was a stained carpet in the bedroom which also had laminate underneath and when we ripped up the bedroom carpet there was woodworm the back garden was left unsafe there was rotten decking and a garden full of rubbish which I was told would be taken but never was
· It had a horrible distinctive smell, there was rubbish and junk left in the attic from the previous tenant. 
· The main doors to the flats are easily being broken into by previous tenant causing me grief and threats. 
· Mould in my downstairs shed, milk/beer all over the walls, grease all over the kitchen walls & cigarette nubs on the floors and behind toilet, sink plug hole is black & both extractor fans full of thick black dirt from where ex tenant had been smoking. Outside pipe from boiler causes constant dripping on my balcony roof.
· Needed completely decorating and cleaning throughout 
· Mostly dirt and dust and the previous Tennant must have been a heavy smoker. 
· Property didn't feel clean at all generally. Very hygiene focused, particularly in relation to Kitchens and Bathrooms and didn't feel they had been cleaned at all. Hearth also smelled really bad.
· Felt vulnerable as property was broken in to between receiving keys and moving in.
· Issue with boiler were identified at recommission appointment  - separate appointment made for the day after moving in, due to the stress of the move.
· Some floors and walls dirty. Lots of cleaning required. Kitchen very clean, however. Some issues did not seem to be easily sorted (i.e. fixtures installed OVER old wallpaper in bathroom).
· There was a pipe that burst under the concrete which took a few days to fix, and we were without heating for about 12 days in October
· Everywhere was immaculately clean until I found damp and mould in the cupboards. I have cleaned it and thankfully it hasn't come back. There had been some structural damage, but no-one told us what that was
· I thought the builders could have cleaned up better, I am still the preparation work will take me a long time
2. Twenty-five tenants (54%) told us that there were issues that they noticed immediately after moving into the property
Tenants reported the issues as:
· Just condemned my boiler last week, currently using a fan heater, they are coming on Monday
· Kitchen cupboards were worn, but someone came round when I first moved in, the vinyl is coming away and you can see the chipboard through it
· There was no information about when the kitchen would be replaced
· All over 
· Under Kitchen tab and bathroom and the window isn’t secured properly because of wind coming through a lot.
· Bare plaster where radiators had been moved, ripped wallpaper, glue on tiles in lounge where carpet had been ripped up. 
· No hot water for over 2 weeks 
· Mould, window drafts, no hole in the cupboard for the washing machine .
· Wood instead of glass above doors and want to build a fence was told no 
· The hall floor needed  attention, and garden was very overgrown, but both were dealt with swiftly
· Main security door didn't work and still doesn't 
· Smoke damage 
· The back garden and flooring 
· Smell of cats
· Shower pump in wet Room. Making loud noise reported to repairs  did not use till checked waited 10 days  to be looked at had to shower at daughters home. During this time had to wait longer because of Xmas holidays etc
· Cleanliness
· Boiler was faulty and leaking it damaged work surfaces, which have since been replaced - these were replaced mid-January, but I have delayed the appointment due to other appointments/commitments.
· Under the Kitchen sink there was a leak, which has caused the unit to rot. The kitchen unit was rotten and replaced, but the leak is still occurring
· General cleanliness, some 'rough edges'.
· Faulty shower pump, broken window latch 
· Unstable toilet , broken fireplace, no voltage in one of the kitchen sockets.!
· The intercom was nicotine stained and that hasn’t been replaced
· Kitchen draw was loose but as soon as I rang, they came and fixed within a week
· Dripping taps, I had to fix it myself when I moved in
· Shower-pump wasn't working plumber came out within a few days to sort
· I thought the builders could have cleaned up better, the preparation work will take me a long time
3. How would you rate the cleanliness of the property when you moved in?

[image: Bar chart rating cleanliness of the property:
18 very good, 9 good, 10 OK, 6 poor, 2 very poor and 1 no answer]
4. Safety Concerns: 
Thirty-nine tenants (85%) of tenants said they received information or reassurance about safety features such as gas and electrical checks, Carbon Monoxide and smoke alarms, fire, or structural safety. Seven tenants(15%) said they did not.

5. Condition of Fixtures and Fittings: 
We asked tenants if their kitchen, bathroom, and other fittings were in clean and good condition.

Thirty-four tenants (74%) said yes, Twelve (26%) said they were not.

Tenants who said no told us:

· Fair condition but not clean
· Kitchen cupboards were tired, but bathroom was OK
· Ever since I had a stroke, I feel the cold more, I had someone round from council on 17th December to see if I could have a larger heater fitted, but not heard anything since
· I have been in 4 months, bathroom was leaking into the kitchen, infestation of rats. Still ongoing
· No hot water 
· Smoke damage, still bad now on the shower
· None has been resolved. 
· Cleanliness, - resolved by self, had to do it gradually, so took a long time
· Wet room (no bath) flooding into the hallway - took 11 weeks to resolve. Very stressful and felt the Council have been extremely unhelpful in relation to the matter. Was told no one has complained about it before, so felt was being gas lighted. Shocked by how it has been dealt with and still feel anxious about having a shower in own home. No one could explain why the issue was occurring. Left to liaise with contractor (who wasn't very pleasant) which isn't my job. Contractor barged way into home twice without letting him in.
· All rooms were clean, but the bathroom fittings were not in working order (extractor fan going through the roof, shower not working, toilet stopped flushing after a few days, light only worked intermittently) multiple visits were required to resolve these issues. Operatives didn't appear to be able to resolve simple issues (toilet was eventually fixed after 3 weeks and 3 visits by tightening a screw).
· Bathroom 'untidy' overall, floor very worn
· Leak on the Toilet / sink, took a while for someone to sort but they did it
· Due to yellowing from smoker living here previously
· Fixtures were sound
6. Responsiveness to Repairs: 
We asked tenants if there were there any outstanding works that needed completion after they moved into the property. Seventeen tenants (37%) said yes. 

Tenants who said yes, rated the councils responsiveness in addressing the faults as:
[image: Bar chart on councils responsiveness to addressing faults in the property. 7 very good, 3 good, 3 ok, 2 poor andn 2 no answer]
7. Information and Communication: 
Forty tenants (87%) said they were provided with clear information about how to report issues in their home. Six said no. Tenants who said yes said:

· Online
· Told how to contact repairs
· In information pack
· Very clear 
· And it was very helpful 
· Aware of this from experience
· Aware of this through experience
· Phone numbers 
· There is a repairs number you can ring, didn't get any leaflet or anything though
· Can’t remember if I received any safety information
· I received information on how to report a repair
· Never had any issues reporting repairs
· Lot of paperwork

8. We asked tenants if they felt supported in their initial weeks in the property. Thirty-six (78%) said yes, ten (22%) said no
Tenants said 

· A lot  
· Given a voucher to help out
· Felt OK
· Someone from Framework visited regularly to ensure everything was ok
· They came and did garden for me
· 100% they were amazing
· The housing officer was absolutely brilliant, she spotted some works and got them reported straight away

9. We asked tenants if there was anything else they would like to tell us about the process of moving into your property?
Tenant comments:

· [bookmark: _Hlk192661451]I got all I needed, they came and did everything for me, and it was all done a week before I moved in. They also sent me a reminder to let me know what was happening when
· There was an attempt to break in before I moved in via the back door and window, council came out and replaced locks
· The thing is I used to live in a 2-bed flat, I moved into this 1 bed on the ground floor on the understanding I could have a mobility scooter but have been told I can’t have one. so, there was no real point in moving for me as that was the only reason I moved. where I lived before, there was a bus stop outside my flat and could get out, and now I am stuck in the flat as I can’t have a scooter. I have asked for the local councillor to help.
· I get support from Framework
· Things went a bit wrong after I moved in (shower and extractor) but all fine now
· It is all good here
· Just awful 
· Staff friendly and relaxed and what needed doing
· The property had had solar panels fitted and the controls are in the outhouse which still need boxing in, it hasn't been done yet, but they said they would be out to finish it soon"
· [bookmark: _Hlk192661476]It was very easy to complete the paperwork and inspection of the bungalow,  and we received the keys the same day
· No everything went very well 
· Tenants don't generally lie about issues they are reporting, but I have been advised when reporting issues that I am wrong, as the Voids Team would have looked at the issue during the void process. 
· I was initially told there was a 'repair pending' on bathroom, I have mentioned this since to other staff, but they were not aware of anything.
· Everything is fine, I have been quite comfortable here, it’s good here
· Not used to having a garden and it was overgrown, council did say that they would cut it back, but they never did for me. I asked for tall trees to cut back and that was done before Christmas. Nowt wrong with bungalow. Council are sorting the rubbish at the bottom of the garden next door.
· Emma the housing manager was amazing she did such a lot for us
· They said they would cut grass when I moved in, but I am still waiting, it’s very long and overgrown now
· Property is spotless
· Fire alarms not working properly
· Council owe me some money
· County contact got me in here and I love them
· The Housing officer I was dealing with was very good
· There was pointing needed doing, the workman came out, but it was Icy, and he said someone would be in touch but they haven't been in touch yet so I will need to chase.
· I was a bit concerned about some things, I didn’t know who to ask about washing machines etc, it would be good to have information about things like using the washing machines, 
· The fan in the kitchen is working all the time and making a noise, I don't know how to turn it off, information would be good to have, and the switch doesn't work.
· It took them two weeks to come and slow my door down closing and have had trouble with it as I broke my wrist, I was disappointed with that as I did ask them to come as soon as possible
· I was told things about repairs, that they would take ages, but they came to fix my toilet quickly after moving in
· [bookmark: _Hlk192661540]It was all done and sorted when I moved in, there was a small issue with the floor but that had already been resolved by the time I was in. I am all settled here now.
· Council sent an electrician out to fit an electric cooker for me which was a great help
· The bungalow was lovely and had recently been decorated before I moved in
· I’m very happy
· Overall, it was good
· Where properties sometimes have to undergo a lot of work, I feel they are not left clean and tidy enough for a person to settle into
· builders could be better at cleaning and plasterers could be better
· lumpy bumpy finish from plastering
· The property itself wasn't filthy, and I understand it had been empty for two years
· sink and drain had been blocked with screws and nuts but that was resolved quickly
· The amount of work that was needed after the rewire to make it nice has been a nightmare
· the contractors could have given more attention and care to detail in the finishing of works, the council pay a lot of money for contractors, and I would expect a better standard from contractors
· it’s still settling, which is causing me some health difficulties, I blame the contractors who should do better and finish the walls and ceilings to a good standard after a rewire

[bookmark: _Appendix_3:_Void]Appendix 3: Void re-let standard
Vacant property re-let standard
We have set standards which we measure each void property against before re-letting it as social housing.
Introduction
The purpose of the void re-let standard is to ensure a consistent minimum standard is applied to all void properties which we let. Homes will be maintained to meet all requirements of the Decent Homes Standard, including being free from Category 1 hazards.

The quality of a void let is based on 4 core principles; it must be:
· safe
· secure
· clean
· contain functioning services.

We intend to complete all internal repairs before a property is re-let. However, in some circumstances we may let a property before all repairs have been completed.

These circumstances can include:
· when an applicant has an urgent need to move into the property
· when we are awaiting a specific part for repairs
· where the work is part of an improvement programme.

Tenants will be responsible for providing their own decorations, which include filling small cracks and holes. In cases where existing decoration is badly stained, marked or torn, a decoration allowance in the form of vouchers will be provided to assist the tenant with redecoration costs.

The type of work being carried out to bring void properties to the standard will evolve, as regulatory standards evolve.
Safety
All properties will be free from hazards where there is potential for serious harm outcomes (i.e., category 1 hazards as defined by the Housing Health and Safety Ratings System - HHSRS).

A smoke alarm will be installed and tested, and a carbon monoxide alarm will also be installed where applicable.

All electrical installations will be safe in accordance with the relevant British electrical standards.

All gas appliances will be tested in accordance with the relevant British standards.

Solid fuel installations will be inspected and tested in accordance with the relevant British standards.

Cold water storage tanks will be drained down to assist in the prevention of Legionella.

The property will be free from damp and mould. Owing to the difficult nature of eradicating mould, if it re-emerges in the property, please visit Damp, mould and condensation in the home for advice on how to tackle mould please search for Damp and Mould on the council website
Security
All external doors will be watertight, and all doors in the property will open and close with ease. A tenant will be provided with 2 sets of keys for front and rear door locks. 

All windows will be fully operational, watertight, and secure. Keys will also be provided for any window with locks fitted.
Cleanliness Inside the property
All rubbish and waste material in the property will be removed, and all floors will be swept

Any surfaces, fixtures, and fittings, such as worktops and windowsills will be clean and free from mould and dirt

Any offensive graffiti will be removed
Bathroom floors are to be mopped, bathroom surfaces, including basins, toilet seats, pipes etc., will be disinfected, and sealant is to be applied where there are any clear gaps

Carpeting left by previous tenants will be retained unless judged to be in poor condition

Kitchen and bathroom flooring which is severely damaged such that it is no longer fit for purpose or cannot be cleaned to a suitable standard will be replaced or removed.
Outside the property 
The garden at the property, its pathways, and any sheds will be cleared of rubbish and waste material. Any visible and dangerous objects will be removed from the garden area

Boundaries with other properties will be clearly defined, and any gates and fences will be in working order

Bushes and hedges will be left in a manageable condition. Trees, such as leylandii and other conifers, which are damaging or threatening to damage the property will be assessed, and removed if necessary.
Functionality
All wall and ceilings will be free from major defects, such as crumbling plaster

All loose floor or skirting boards will be fixed or replaced

All windows including the glazing will be free from hazardous damage

All kitchens will have storage units, a sink, and counters for food preparation, all of which will be in working order

Space for a fridge in the kitchen area of the property will be provided

A gas or electric connection for a cooker will be provided (please check the type of connection for your property before purchasing appliances)

Where space allows, there will be plumbing for a washing machine

All taps and showers will be in working order

All lights and switches will be in working order, and the property will be free from any electrical hazards

All bathrooms and kitchens will have working functional extractor fans
All radiators will be in working order, and where fitted, thermostatic valves will be functional
All boiler and heating systems will be in working order, and operation of these systems will if necessary be explained to the tenants, typically with an instruction leaflet or manual

All baths and sinks will be in working order and provided with a plug

Wall space around the sinks and baths will be fitted with clean and durable tiles

All energy meter cabinets will be accessible.
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