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SCRUTINY PANEL
REPORT - LETTINGS
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The Tenant scrutiny panel currently consists of six tenants from different parts of Ashfield district. 
Anthony, Jane, Lindsay, Peter, Stephen, and Sue, would like to express thanks to the Lettings team and the Development 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 standards at the council by end of March 2025
Special thanks to:
· Phil Warrington (Assistant Director of Strategic Housing)
· Cllr. A Meakin (Executive Lead Member for Social Housing and Assets) 
· Andrew Kirkland (Development lead officer)
· Amy Fines (Team Leader Lettings and Right to Buy) 
· Lettings and Housing Needs officers and Housing Assistants



1. [bookmark: _Background_Summary]Background Summary
Following completion of the Voids Scrutiny Project, the Panel agreed to continue tracking the tenant journey by reviewing the Council’s Lettings and Allocations process.

This report examines the allocations and lettings processes, considers quality and standard of new built properties, explores the council’s approach to housing of vulnerable people (including asylum seekers and refugees in the district), identifies areas for improvement and offers recommendations to improve the overall service and enhance tenant satisfaction.

The analysis focuses on processes, communication, property standards and tenant satisfaction using data collected over the past 6 months.

2. [bookmark: _Scope]Scope
To examine the experience of tenants bidding for and accepting a move into a council property, newly built homes and dispelling perceived misinformation about recipients of council housing with a view to:
· [bookmark: _Methodology]Improve communication with new tenants.
· Streamline the information tenants receive at the start of their tenancy to prevent early tenancy issues.
· Review the standards and quality of new-build properties.
· Address and clarify common misconceptions about the allocation of council homes.

3. [bookmark: _Methodology_1]Methodology
The Panel used a structured, evidence-based approach involving:
· Eight formal Panel sessions (May–October 2025)
· A tenant survey and interviews with fifty-four new tenants who moved into their property between November 2024–May 2025
· A staff survey with seven Lettings and Housing Needs staff
· Three site visits to new-build schemes (Mill Close, Brierly Way, Adrian Sheldon Way).
· A joint meeting with Tenant Gateway and Council officers to discuss proposed policy changes. See appendix 1 Joint Gateway and Scrutiny meeting - Page 13
Evidence from these activities informed the Panel’s findings and recommendations.
The Panel examined: 
· Ashfield & Mansfield Homefinder Policy (allocations, bandings, and exclusions).
· Complaints Process for Local Government and Social Care Ombudsman and Housing Ombudsman.
· Performance data and Key Performance Indicators (average re-let times, rent loss, number of lets).
· Homefinder allocations and banding system.
· Tenancy sign-up process
· Tenant and staff experience.
· Communication with tenants 
· Welcome email and information provided at tenancy startup.
· Tenant handbooks
· Community concerns about the housing of asylum seekers and refugees.
· Standard and quality of newly built properties
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4. [bookmark: _Performance][bookmark: _Performance_1]Performance
Key Performance Indicators
The panel reviewed the following information each month throughout the length of the project. Annual comparisons of performance below
	Performance indicator
	2024 Target
	Performance (April 2024 – March 2025)
	2025 target
	Performance (April - Sept 2025)

	Average Void Re-let time of Council Homes in days
	27
	29.3
	27 Days
	25

	Percentage of rent lost through properties being vacant
	1%
	1%
	1%
	1.08%

	Number of social housing lettings completed in year
	No target
	375
	No target
	199


[bookmark: _Complaints]
Complaints 
2024 / 2025 – Full year
	
	Total number of complaints
	Complaint type
	Number
	

	Stage 1
	7
	Unhappy with decision
	3
	42.86%

	
	
	Length of time taken
	2
	28.57%

	
	
	Accuracy of information
	1
	14.29%

	
	
	State of property
	1
	14.29%

	Stage 2
	1
	Conduct of neighbour
	1
	100%



2025 / 2026 – Year to date up to 31st October 2025
	
	Total number of complaints
	Complaint type
	Number
	

	Stage 1
	5
	Unhappy with decision
	2
	40%

	
	
	Length of time taken
	2
	40%

	
	
	Poor Communication
	1
	20%

	Stage 2
	1
	Length of time taken
	1
	100%

	Housing Ombudsman
	1
	Conduct of neighbour (suitability of the let / pre tenancy checks)
	1
	No Service Failures found


5. [bookmark: _Reality_Checks_with]Reality Checks with Tenants 
Panel approached 194 (100%) of tenants who moved into their property between November 2024 and May 2025 by email or over the phone. See Appendix 2 – Reality checks with tenants – Page 20.
Fifty-four tenants (28%) fully completed the survey. A further 25 (12%) clicked on the survey and partially completed it. Of these, 47 (87%) completed the survey online and 7 (13%) spoke to Scrutiny panel members and engagement officer over the phone (as they did not have an email address)

Application process
Twenty-two (41% of tenants who responded) said that the Homefinder application form was easy, and thirty-one (31%) responded neutrally. Themes include:
· application paperwork can be difficult, for tenants with disabilities or learning difficulties.
· Some tenants found information about eligibility and property criteria stressful or confusing.
· communication gaps — tenants weren’t sure what to expect or when they’d hear back.

Communication and Timescales
Twenty-eight (53% of tenants who responded) are happy with the time it took to hear back about their application. Themes include:
Positives: 
· Quick sign-ups, 
· approachable staff.
Concerns: 
· delays, lack of updates, and uncertainty during waiting periods as to what happens next.
· Unclear timelines and updates after bidding.
· Short notice periods for moving

Viewing and accepting the home
The majority (92%) said their property viewing was scheduled quickly and at a good time for them.
Feedback is mixed about whether tenants are told that they can take up to 24 hours to decide on a property, with 30 (55%) being told they could and 24 (45%) saying that they had not been offered time to decide, and of those 16 people responded that they felt pressure to accept the property during the viewing.
Forty-Four (81%) tenants said the home they saw matched what they expected. The tenants who said it did not said:
· “Poor condition of some rooms (walls etc)”
· “The house build is great however because of heating and wiring, the decor had to be stripped back to the plaster which came away in big patches. We had to address this ourselves at considerable expense.”
· “I thought it would be clean, and repairs done. I’m still waiting”
· “It was it was ok but once you started to decorate then all the problems started”
· “Old shower and kitchen needed updating”
· “I expected it to be cleaner and tidier; there was a lot of muck and mess left.”
Moving in
Fifty tenants said that all the keys they needed were available when they moved in. Four tenants reported missing window keys, electric keys and one said they were only provided with one set of keys for the property
Fifty tenants (92%) said they received information and a tenant’s handbook when they moved in.
Tenants suggested some other areas of information that would be helpful to receive on moving into a property including:
· Clearer guidelines on what needs permission when someone is an introductory tenant
· Bin day information
· Fence boundaries
· Booklet on how to work the heating (a booklet would be easier to show how to use things rather than information online)
Property Condition
Thirty-Five tenants (65%) said the property was clean and tidy when they moved in.
Overall Thoughts
Panel asked tenants what they thought the hardest part of the process was:
· Twelve tenants said timescales, delays and waiting
· Six tenants said the application process
· Six tenants said moving in (including cost of moving)
· Five tenants said the condition of the property (including gardens and cleanliness) when they moved in
· Ten tenants also reported that there was nothing hard about the process

Overall, tenants were positive about staff support and viewing arrangements, but highlighted issues with communication gaps, unclear timescales, and inconsistent void cleanliness standards
6. [bookmark: _Summary_of_draft]Reality Checks with Staff
Panel conducted a survey with staff working in the team responsible for lettings. See appendix 3 staff feedback Page 27 
The panel received responses from Lettings Officers, Housing Needs Officers, Housing Assistants, team leaders and the Assistant Director, and recognise that the team operates in a fair, transparent and policy driven way in allocating properties, however, note that there are some frustrations that differences in working protocols sometimes cause friction in working relationships between Ashfield and Mansfield Council teams.

The panel are confident that the staff will offer additional support and assistance to vulnerable and elderly applicants and that available adapted, or specialist homes are allocated fairly to those who need them. Support for vulnerable and elderly people includes:
· offering alternative to online ways for people to bid on properties
· will bid on behalf of a person if they are struggling with the process.
· collaborative working with support agencies.
· tenancy support services
· ringfencing of adapted properties
Staff feedback also highlighted challenges caused by increasing numbers of vulnerable applicants, which may affect availability of suitable homes and waiting times.

The Panel found that staff demonstrate professionalism, fairness, and commitment to policy compliance. However, inconsistent messaging around viewing decisions (the “24-hour rule”) should be standardised across all officers.
Panel are confident that the team learn from service failures and complaints, and that they consider tenant feedback to improve the overall service (within the restrictions that apply with the relationship with Mansfield District Council)
7. [bookmark: _Email_to_New]Email to New Lets
The Panel recommends simplifying the sign-up information sent to new tenants by:
· Splitting content across shorter, themed emails or discussions during tenancy sign-up visits.
· Ensuring attachment names match listed document titles.
· Sending tenant satisfaction surveys separately one month after moving in.
· Reviewing and updating the Tenant Handbook to integrate key information.
· Creating a short, accessible video for tenants who find written information challenging.

8. [bookmark: _Housing_of_Asylum]Housing of Asylum Seekers and Refugees
The Panel explored local concerns and national debate about asylum seekers and refugees being prioritised for council housing. This section was included to address misinformation and community concerns identified during the Panel’s initial scoping exercise.

The review confirmed that ADC does not allocate council homes to asylum seekers. Accommodation for asylum seekers is arranged and paid for by the Home Office, through its contracted providers such as Serco, who manage around 150 individuals across 30–35 privately rented properties in Ashfield. At time of report, no asylum seekers are currently placed in hotels within the district.

Once asylum seekers are granted refugee status, they gain legal rights to live and work in the UK and can apply for housing in the same way as any other resident via the Homefinder system. Refugees who approach the Council are assessed under homelessness legislation and supported through existing statutory duties.

In recent years, the Council has participated in limited government schemes to house small numbers of Syrian and Afghan families who supported British military during recent conflicts. These homes were funded through national grants such as the Local Authority Housing Fund. There is no cost to local taxpayers, and funding provided supports homelessness and integration work, and these properties become council stock at the end of the tenancy.

Property standards for asylum accommodation are overseen by the Home Office and its agents, though the Council’s Environmental Health Team may intervene if concerns arise. The Council also shares information with Police and Community Safety teams to monitor and address any risks of hate crime or community tension.
[image: A person holding a paddle][image: Three people standing at a podium to present][image: image of scrutiny panel members at a TPAS conference]The Panel recognises that misinformation about this subject continues to circulate and recommends clearer public communication to explain the Council’s role, reassure residents, and promote understanding within local communities.
	
	
	


9. [bookmark: _Site_Visits_to]Site Visits to New Build Properties
Panel members, accompanied by Cllr Meakin (executive lead for strategic housing and assets), Andrew Kirkland (Lead Development Officer) and Danielle Hall (Housing Assistant) visited:
· Brierly Close – New bungalows in Sutton in Ashfield
· Mill Close – New two-bedroom homes in Sutton in Ashfield  
· Adrian Sheldon Way – New estate of two- and three-bedroom homes in Kirkby in Ashfield

Panel are very impressed with the standards and quality of the new homes, size of rooms, kitchens design, high quality doors, excellent amount of storage, accessibility features of bathrooms, and the incorporation of bat and bird boxes and bee bricks and feel confident about the quality of the new homes. “All the fixtures and fittings are lovely and very good quality”

Panel did have concerns about who will be allocated the new homes, considering their earlier findings about complex vulnerabilities of those high up in the housing bandings and requested reassurance that these homes will be managed robustly so that incoming tenants look after them properly. Panel also requested to complete a site visit one year on from the original let to monitor the condition of the estate over time.
“I feel we have a duty of care to ensure these properties are kept nice”
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10. [bookmark: _Good_Practice_Identified]Good Practice Identified
· Homefinder bidding system operates fairly and transparently.
· Conversions of sheltered units to improve lettability at some sheltered courts.
· Early tenant satisfaction checks (although minimal responses to the current method)
· Building new homes to increase the number of homes available (however, noted that this should not be to the detriment of the older stock that may need bringing up to Decent Homes Standard)
· Dedicated staff and management who have clear knowledge about the legislation in relation to on asylum seekers and refugee accommodation responsibilities.
· Structured banding system (although with housing shortages the band five applicants have little likelihood of securing a council property)
· Commitment to clearer communications.

11. Challenges Identified
· Inconsistent void standards are a concern. Tenants reported inconsistent void standards (in the cases where the issue was cleanliness these lets may have preceded the change in cleaning contractor) potential recommendation to do a quick review to check on void standards in 12 months to see if there have been definite improvements following scrutiny investigation).
· Overloaded and duplicated tenant communications at the point of letting.
· It is unclear what happens between tenants obtaining keys and how long any follow up support from housing teams starts (include as part of scrutiny project on housing services).
· Public myths and general misinformation around housing asylum seekers and refugees
· Banding rules not widely understood.
· Satisfaction feedback not widely completed by new tenants and so not always acted upon.
· Staff resource challenges.
· Lack of homes by comparison to the number of people on the waiting list
These findings informed the Panel’s recommendations, which focus on communication, quality assurance, and tenant engagement.
12. [bookmark: _8._Site_visits][bookmark: _9._Key_Findings][bookmark: _10._Conclusion]Overall Outcome
The Panel found that Ashfield Council operates a fair and transparent lettings system governed  by performance monitoring. Positive practices exist, but continual improvements are needed in void standards, communication with new tenants, and follow-up with tenants. 

The council offers a fair process for housing those people with priority housing need, and panel welcome proposed changes to the lettings policy to provide more clarity for prospective tenants.

The panel found that the council follow the legislation in relation to housing asylum seekers and refugees and welcome the building of new homes for people requiring housing in Ashfield.

13. [bookmark: _Recommendations]Recommendations
1. Update the Homefinder website to clearly explain expected timescales from bidding to allocation, and what happens after being shortlisted.
2. Ensure all lettings staff offer tenants 24 hours to decide on a property.
3. Add a sentence to offer letter / email to advise people that they have 24 hours to decide following a viewing
4. Redesign the new tenant welcome pack into three concise modules (Before Move-In / On the Day / After Move-In) and integrate key information into the Tenant Handbook. Reduce the number of onboarding email attachments from 10+ to maximum six.
5. Work with the Communications team and involved tenants to produce an onboarding video explaining tenancy rights and responsibilities, void standards, and reporting routes. to make information accessible to tenants with literacy or learning barriers.
6. Add a satisfaction question to the ‘new tenant survey’ about clarity of communication during bidding.
7. Send the tenant satisfaction survey email separately to all other information at least 1 month after move-in to measure the full lettings experience. If they do not have access to online surveys, consider alternative methods of capturing feedback.
8. Publish a Frequently Asked Questions page clarifying that Ashfield Council does not allocate council homes to asylum seekers and outline statutory refugee processes.
9. Improve Void and Lettable Standard Assurance: Conduct a 12-month follow-up review on a 10% sample of properties let to assess cleanliness and condition of properties.
10. Ask and document conversation with tenants about the standard of the property when they moved in at the new tenant visit
11. Joint Review of Banding Clarity: Review how banding decisions are explained in applicant letters and on the Homefinder portal alongside review of lettings policy.
12. Conduct one-year post-let estate inspections at new developments (Brierly Close, Mill Close, Adrian Sheldon Way). with Panel members, Engagement Officer, Lead Development Officer and contractor.
13. Review tenant handbook as a special interest group
14. Ensure processes are aligned between MDC and ADC. Work with MDC to develop and review current processes to ensure consistence. Document and challenge inconsistencies 
15. For future scrutiny investigations, ensure questions for both staff and tenants are done in a similar style and format.

[bookmark: _11._Appendices]

Appendix 1
[bookmark: _JOINT_TENANT_GATEWAY]JOINT TENANT GATEWAY AND SCRUTINY PANEL MEETING

Date and Venue	16th October 2025		Main Committee Room, Kirkby in Ashfield
Chair:			Phil Warrington (Assistant Director – Strategic Housing)
ADC Attendees	Cllr. Andy Meakin (Lead Member for Social Housing and Assets); Peter Curry (Consumer Standards Lead Officer); Shu McBrand (Tenancy Services Manager): Jenny Moody (Communications Officer); Julie Naylor (Tenant Engagement Officer)
Involved Tenants	Brenda K (Gateway – Hucknall); Christine W (Gateway – Sutton); Inese A (Gateway – Kirkby); Jan B (Gateway – Hucknall); Jane W (Scrutiny – Sutton); Kennedy Mc (Gateway – Sutton); Lindsay C (Scrutiny – Sutton); Peter K (Scrutiny – Sutton); Phil M (Gateway – Sutton); Rita P (Gateway – Sutton);
Shantelle B (Gateway – Sutton); Stephen S (Scrutiny – Selston)		
Apologies:	Charles Edwards (Executive Director – Housing Operations); Anthony C (Scrutiny - Sutton); Barry G (Gateway - Sutton); Janice S (Gateway - Sutton); Neal B (Gateway Stanton Hill)
Background
To review and discuss proposed updates to the Homefinder Lettings Policy shared by Ashfield District Council (ADC) and Mansfield District Council (MDC). The changes reflect tenant and applicant feedback gathered through recent consultation, as well as updates to Government guidance on social housing allocations. Full copy of feedback from the consultation shared with attendees ahead of the meeting and a copy is available on request.
· Actions are in table at end of these minutes
· Two tenants sent their feedback in outside the meeting, these comments are incorporated in the relevant section of the notes below
Welcome and Introductions
PW welcomed all attendees to the meeting, completed introductions and outlined the reason for the policy change.
Demand continues to increase for housing, and the register is growing all the time. The policy has not been refreshed since 2019 however have decided to review due to escalating demand.
We conducted a survey open to the general public across Mansfield and Ashfield and received over 400 responses. (Copy of full feedback available on request). We have used these results to inform changes to the policy with a focus on tightening up criteria to focus on supporting applicants with the highest housing need.
Summary of Proposed Policy Changes and Tenant Feedback

1. Income and Savings Threshold
Proposal:	Introduce maximum income and savings thresholds (£34,000 for families, £25,000 for singles/couples, £10,000 savings) to determine eligibility for the Housing Register.
Current Policy:	No income or savings limits in place.
Reason for Change:	To ensure priority access for those with a housing need who are unable to afford market rent or home ownership.
Tenant Feedback:
· Broad agreement with the principle.
· Concern that the figures are too high and could exclude low-income earners.
· Suggested revised thresholds: £40k for families, £32k for singles.
· Preference for reviewing the savings limit (reduce to £5k or remove).
· Request to base the calculation on local rent levels and average earnings.
2. Excluding Homeowners
Proposal:	Exclude homeowners from the Housing Register except in exceptional circumstances.
Current Policy:	Homeowners are eligible but placed in Band 5 unless there is a very urgent need.
Reason for Change:	To ensure social housing is prioritised for those with housing need and that are without housing options.
Tenant Feedback:
· Support for exclusion in principle, with recognition of exceptional needs.
· Queries raised about Right to Buy properties and individual circumstances.
· Tenants questioned the value of placing people Band 5 if those in it are unlikely to be rehoused. 
· This would have to be examined on the case in hand and to see if there is any alternative, such as a care home or Social Services providing help in some form

3. Excluding Applicants with Private Rent Debt (£1,000+)
Proposal:	Exclude applicants with a current or former private rent debt of £1,000 or more.
Current Policy:	Only current debts are considered; former debts not included.
Reason for Change:	To align treatment of private tenants with that of council tenants.
Tenant Feedback:
· Agreement in principle for consistency across tenures.
· Preference to assess by duration for consistency (e.g. 8 weeks arrears) rather than fixed amount.
· Support for considering repayment plans and vulnerability.
· Confirmation that direct rent payments can be arranged through DWP or council when appropriate.
4. Removing Local Connection Requirement for Domestic Abuse Survivors and Care 
    Leavers
Proposal:	Remove local connection requirements for survivors of domestic abuse and care leavers.
Tenant Feedback:
· Unanimous agreement.
· Council already consider similar flexibility for Armed Forces personnel.
· Recognition that the Nottinghamshire Care Leaver Offer already supports this approach.
5. Local Connection via Family
Proposal:	Increase qualifying period from 5 years to 10 years and require that the family provides or receives essential support.
Reason for Change: To ensure applications are based on genuine support needs and not simply 
family ties.
Tenant Feedback:
· Broad agreement.
· Suggested keeping flexibility for exceptional cases.
· Minimal expected impact (approx. 100 current applicants).
6. Removal of Band 5
Proposal:		Remove Band 5 (low or no housing need).
Reason for Change:	Applicants in Band 5 have minimal chance of being rehoused, and the register should focus on those in housing need. (Current band 5 list almost half of the register)
Tenant Feedback:
· Split opinion (approx. 50/50).
· Some supported full removal to provide clarity if there was no possibility of rehousing.
· Others requested written notice to existing Band 5 applicants explaining their removal and giving the chance to update their circumstances.
· Consideration to keep those already in the band however to not accept any new applications
· Agreement that whatever approach is taken should be clear, fair, and well-communicated.
· Would the council consider changing the gradings for bands to be more precise for individuals on the waiting list, i.e. 5A. 5B. 5C.4A 4B 4C. etc. According to personal needs, A being the highest in that level and so on. 
· They and those who do not bid should therefore be removed until they do have some housing need which could elevate them to a higher band and better expectations of being housed.
7. Band 1 for Under-Occupiers
Proposal:		Move social housing tenants who are under-occupying to Band 1 to free up 
larger homes.
Tenant Feedback:
· All agreed.
· Recognised as a practical and fair approach which would free up family homes for those in need.
· Discussion on under-occupation charges and pension-age exemptions.
· Who decides if a tenant is under occupying their home? Just because they may be the only occupant at times, they may have children or grandchildren visiting and need a bedroom.
· If you expect a tenant to give up their present home, they expect to be given another one in exchange. That property, especially if multiple bedrooms, could be used by a needy family but the existing tenant still needs a property to suit their needs as well.
8. Band 1 for Nottinghamshire Care Leavers
Proposal:	Award immediate Band 1 priority to care leavers instead of Band 2 after six weeks.
Tenant Feedback:
· All agreed.
· Acknowledged as equitable and in keeping with local care leaver policies.
· Minimal overall impact expected.



9. Band 2 for Supported Housing Move-On
Proposal:	Create a specific Band 2 category for those ready to move on from supported accommodation to enable those in need of supported accommodation to have places quicker.
Tenant Feedback:	
· All agreed.
· Recognised as clearer and more consistent.
· Expected to help free up supported accommodation.
10. Remove ‘Golden Tenant’ Band 3
Proposal:		Remove Band 3 for ‘Golden tenants’ with good tenancy history but no housing 
need
Tenant Feedback:
· Majority agreed.
· Some requested an alternative recognition scheme to reward responsible tenants.
· Four members wished to retain golden tenant status; the remainder supported removal.
· A Golden Tenant should not have a more priority housing need as they are already suitably housed and just wanting to change is not a reason to move. 

11. Remove Band 3 for Families without Gardens or Living Above Ground Floor
Proposal:		End Band 3 priority for families without gardens or in upper-floor flats.
Tenant Feedback:
· Mixed views (4 remove / 7 retain).
· Some highlighted the importance of outdoor space for children.
· Others accepted that flats are now an acceptable family housing type.
· Discussion focused on fairness and balancing housing demand.
· I do not see that families with children living in flats should warrant a special case. Most children now play on tablets and laptops and so probably would not use a garden if one was provided. Gardens are only usually used in summer so for the rest of the time the children will be indoors anyway. If they want to play, there are probably parks nearby for them.
12. Bedroom Standard – Age of Siblings
Proposal:	Change the age at which children of different sexes qualify for separate bedrooms from 10 to 8 years.

Tenant Feedback:
· All agreed.
· Seen as a sensible and child-centred adjustment.
· Would help families move to larger homes sooner.

13. Other Minor Policy Adjustments
Not discussed at the meeting however proposed changes shared in advance for comment
· Clarify reasonable adjustments for applicants.
· Clarify liaison with partner agencies during suitability checks.
· Update the definition of employment for local connection purposes.
· Require council employees and members to declare applications.
· Update policy references to four housing bands (not five).
· Remove priority linked to poor housing conditions or shared facilities.
· Clarify employment/apprenticeship relocation priority.
· Confirm removal of Band 3 priority for families without gardens.

Questions and Answers from Gateway 8th October 2025
How would the council enforce the income cap?
A   This will be done as part of the more detailed checks at point of offer.
How long does it take you to contact the people on the list who are not successful in getting a property?
A	Everyone who is bidding on properties can log onto their home finder application and see where they finished – we don’t contact individuals, but the status of their account will show once a property is let 
Once a person and an offer and you are doing the checks and the person exceeds the income, you will go to the next one will that make it longer to let that property? I agree with the figures but how are you going to manage that
The majority of people we rehouse on the register have been on there some time so it’s important
that we do robust checks at time of the offer. People can be on the register for a few years, and
they don’t always inform us of changes during that time on the list. We also try to be clear with
people of what evidence they need to provide
Where abouts on the housing register do you put the people on benefits?
A	Someone’s income will determine whether they can join the housing register but doesn’t impact where they sit on the register, priority banding is impacted by other factors
Could you write to everyone on the register to remind them of the criteria?
A	What we are trying to do is to change the culture and expectations of people, at the minute anyone can join the register, so we need to change that understanding and expectation and what the housing register is and what is for and be clear on who is responsible for what
I take it some of the properties are ringfenced for medical priorities? So, does that reduce the stock of housing? 
A	If a property has preexisting adaptations, we will ring fence it to people who require that adaptation. Eg the new properties on Hardwick Lane have ground floor adaptations for larger families who have a wheelchair user. The stock of adapted properties is small, so we need to do the best for our tenants who need them
Next Steps
Officers will redraft the Lettings Policy incorporating and reflecting tenant feedback.
The revised version will undergo further consultation before presentation to Cabinet.
Tenants acknowledged the importance of ongoing communication and transparency throughout implementation.
Actions	
	83 – 25/26
	PM to share final policy update with involved tenants once changes approved and submitted to cabinet – Clearly identifying changes as a result of tenant feedback
	Phil Warrington
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[bookmark: _Reality_Check_Questions]
Appendix 2 Reality Check Questions For Tenants
We approached 194 (100%) of tenants who have moved into their property between November 2024 and May 2025 by email or over the phone.
54 tenants (28%) fully completed the survey. A further 25 (12%) clicked on the survey and partially completed it, so those responses are not included in the overall figures in the report. 
The district split of new lets between November 2024 and May 2025 is: 
	District
	Number
	% of the overall tenants contacted

	Sutton in Ashfield
	87
	45%

	Kirkby in Ashfield
	46
	23%

	Hucknall
	38
	20%

	Rural
	23
	12%

	Total
	194
	



Fifty-four (28%) of the 194 tenants we approached completed the survey
	District
	Number
	% of the tenants who responded

	Sutton in Ashfield
	15
	28%

	Kirkby in Ashfield
	16
	30%

	Hucknall
	11
	20%

	Rural
	4
	7%

	Anonymous Participant
	8
	15%

	Total
	54
	



Forty-Seven (87%) completed the survey online and 7 (13%) spoke to Scrutiny panel members and engagement officer over the phone (as they didn’t have an email address)
Property Type
	Property type
	Number
	% of lets

	Bungalow
	21
	39%

	Flat
	17
	31%

	House
	14
	26%

	Sheltered Court
	2
	4%

	Total
	54
	


Number of bedrooms in let properties
	
	Number let
	% of lets

	1 Bedroom
	22
	41%

	2 Bedroom
	22
	41%

	3 Bedroom
	9
	16%

	4 Bedroom
	1
	2%

	
	54
	



One of the respondents to the survey said that they have moved into a new build property (Classified as one of the properties built by Ashfield Council in the last four years)
Applying for Housing
How easy is it to fill in a Homefinder application and send in supporting information, if applicable?
· Easy 				22 	(41%)
· Neither easy nor difficult 	31 	(57%) 
· Did not answer			1 	(2%) 

How happy were you with the time it took to hear back about your application?

· Happy				28	(53%)
· Neither happy nor unhappy	22	(41%)
· Unhappy				2	(3%)
· Did not answer			2	(3%)

Biddings on Homes

How easy was it to place a bid on the Homefinder website?
· Easy					36	(67%)
· Neither easy nor difficult		15	(28%)
· Difficult					2	(3%)
· No answer				1	(2%)

Waiting and Getting an offer

After you bid successfully, was it clear what would happen next?
· Yes				45	(83%)
· No					9	(17%)

Viewing and Accepting the Home

Was the viewing scheduled quickly and at a good time for you? 
· Yes				50		(92%)
· No					4		(8%)

Were you told at the viewing that you can take 24 hours to decide on a property?

· Yes				30		(55%)
· No					24		(45%)

Are you happy with the amount of time you had to decide, or did you feel pressured to accept the property during the viewing?

· Happy with the amount of time given to decide			38	(70%)
· Felt pressure to accept the property during the viewing	16	(30%)


Did the home you saw match what you expected?
· Yes				44	(81%)
· No				10	(19%)

If no, please tell us what was different? 

· The condition of some rooms (walls etc)
· The house build is great however because of heating and wiring renewals which was a bonus, the decor had to be stripped back to the plaster which came away in big patches. We had to address this ourselves at considerable expense due to the projected repair time.
· I thought it would be clean, and repairs done and I’m still waiting
· From looking at it as it was it was ok but once you started to decorate then all the problems started
· Some parts seemed in need of some attention
· Old shower and kitchen needed updating and mould appearance when the heating was turned on
· I expected it to be cleaner and tidier, there was a lot of muck and mess left, and it is difficult for me to tackle as I have disabilities

Moving in: 
Were all the keys you needed available when you moved in? 
· Yes				50	(92%)
· No				4	(8%)
If no what keys were missing?
· No window keys so can't open some windows
· Only 1 set, locks needed changing
· Electric outside cupboard and window keys
Did you receive helpful information about your home and a tenants’ handbook (or an electronic link to this) when you moved in?
· Yes				50	(92%)
· No				4	(8%)
Do you have any ideas of what additional information would be helpful for new tenants to get when they move in? 
· Clearer guidelines on what needs permission when an introductory tenant
· Bin day
· fence boundaries
· Grass cutting (unsure if this relates to a tenants garden responsibilities or when the grass in communal gardens will be cut)
· Yes, regarding storage radiators etc.
· To be told about the locked pipes under the sink (stop cock) and to check the sockets
· Could do with a booklet to turn heating timers on and off. a booklet would be easier to show how to use things rather than information online

· “Properties I thought I was eligible for were not available, the criteria list is not clear, and you do not always know what you are applying for.”

· “I was not sure what I was walking into when I came to view the property as online pictures only tell part of the story.“

· “When people move in, they do not know how to complain, while I am sure that the did send out and tell me the information, I did not know how to report an issue or complain, and I think the council need a better way of communicating all the information new tenants need to settle into their new home”

· “More time when they need to give notice”

· “Not really the only issue I had was the garden, everything else was perfect, garden had years of overgrowth, but the council did clear it after several reminders. I moved in in November, and garden got done in April May”

· “I think it is just a case that if you have any problems when you are viewing or see anything that might be a problem it’s best to tell them there and then to try to resolve the problem”

· “The team were fantastic and did all the bidding for me, they have done loads of work on the property, and I have made the garden nice its home”

Was the property clean and tidy when you moved in?
· Yes				35	(65%)
· No				19	(35%)

If you have a garden, was it neat and tidy when you moved in?
· Yes				19	(36%)
· No				22	(41%)
· I do not have a garden	11	(20%)
· Did not respond		2	(3%)
Has someone from the Housing Team contacted you to arrange a new tenant visit with you? 
· Yes				46	(85%)
· No				8	(15%)
Overall thoughts: 

We asked tenants what they thought the hardest part of the process was. The themes from their responses are:

Please note duplicated comments have been removed.

Six tenants said the Application process was the hardest part
· “I really struggle with paperwork as I am disabled and have learning disabilities.”
· “Bidding and then no confirmation that you were first, and then the time it took someone to contact me to let me know anything. For someone with a mental illness it made me worse with the not knowing.”
· “The entire process felt hurried and was very stressful.”
· “Just waiting for a random call from the council telling you which property you have.”
· “Not much information about the property before bidding.”
· “The initial application and getting it all worked out but managed to work through it.”

Twelve tenants said timescales, delays and waiting was the hardest part:

· “Waiting to hear if I got it”
· “My house was having repairs so was a long wait to view but wasn’t any fault of the Homefinder people.”
· “Getting a moving date as the date kept being put back”
· “Rushing to move”
· “Not being given enough time to decorate and make habitual the essential rooms needed”
· “Waiting for the flat to be ready, moving in with no money and all flooring taken up”
· “The hardest part for me was only having a 2-week turnaround, my mum had just died so along with grieving I had to pack up my old house and strip it to bare minimum along with decorating a flat to packing”
· “Trying to fit appointments around my work hours.”
· “Being able to move in the time allotted.”
· “The long wait”



Six tenants said moving in (including cost of moving) was the hardest part.

· “Actually, moving from one home to another (had one to decorate and one to pack up)”
· “Unable to get furniture on the furniture project so was very expensive”
· “Mentally moving into my own place as I haven’t lived alone before and I suffer with mental health and from other professionals who work with me it made me feel like it was moving to a place I wasn’t ready for or being homeless.”
· “Moving in on the second floor.”
· “I moved in with nothing, so it’s been a hard slog to get all the belongings I needed like carpets and furniture.”

Five tenants said the hardest part was the condition of the property (including gardens and cleanliness) when they moved in
· “Cleaning the property when moving in. Wasn’t in the best condition”
· “Trying to clean and get the bungalow liveable in two week”
· “Delays while waiting for repairs to be completed”
· “Getting the garden sorted. - chasing to get the garden sorted.”
· “Decorating”
· “Cleaning the nicotine off the doors and ceilings”

Ten tenants also reported that there was nothing hard about moving in:

· “Nothing really, straightforward information”
· “There was no hard parts”
· “Everything was pretty straightforward”
· “Nothing was hard it was all straightforward and sorted for me”
· “It was a very simple process”
· “Nothing - the team were very helpful”



Additional comments

· “As we were homeless, we had to accept whatever property we were offered.“
· “The property we received came with decorating vouchers, but I felt very overwhelmed with the sheer amount of work that needed doing both internally and externally whilst also dealing with the personal problems we were facing”
We asked tenants what they think would make the process better for the future.

Tenants said:

· No pressure to move in a week
· Maybe longer to move in the new property although I know this means paying rent on 2 properties
· Quicker repairs
· The process is fine
· Better communication and information about what to do
· Council should do exactly what they say they will
· A clean property. Whilst I appreciate decor is a personal choice, the dust, dirty floors, and walls etc was an additional task to an already huge project.
· As stated in this survey. I do want to say though that other than that I’ve been very happy with everything and the staff from the council have all been brilliant
· To make sure the place is clean, when I moved in there was loads of cobwebs around.
· To be told of what to expect with everything.
· See photos and information regarding inside the property
· More time to stop and think if it is felt necessary considering personal circumstances of the tenant. More help with options, and further info to help decide.
· More communication
· Ask if they want the carpets and any furniture left
· Longer to move in, I know this would probably mean paying 2 lots of rent but if your offered it quick like I was that more time would help
· To strip all walls in preparation for a new tenant and so the state of the walls can be properly inspected before moving someone in to avoid unnecessary stress especially if the new tenant has younger children
· More information about properties
· Treat each case on an individual basis and allow extra time to move.

· “Nothing all very good from start to finish”
· “Everybody was really helpful in getting me sorted”
· “Unsure as all our needs were met”



[bookmark: _Summary_of_feedback]Appendix 3 Summary of feedback FROM STAFF 
1. Reality Checks – Staff Feedback Summary
· Roles include Lettings Officers, Housing Needs Officers, and Housing Assistants Lettings Officers handle allocations, eligibility checks, property viewings, and sign-ups.
· Housing Needs Officers oversee complex cases, performance, and policy compliance.
· Housing Assistants manage adverts, spreadsheets, admin duties, and assist vulnerable applicants.
· Work includes liaison with repairs teams, social care, and support agencies, managing applications, banding, allocations, and sign-ups through Homefinder.

2. Fairness and respect in allocations
· Properties are allocated via the Ashfield & Mansfield Homefinder Policy, which uses banding and queue position to ensure fairness.
· Eligibility checks confirm needs and suitability.
· Choice-Based Lettings gives applicants control over bids.
· Appeals and complaints processes ensure transparency.
· Staff consistently follow checklists and policies to ensure fair and equal treatment.

3. Supporting vulnerable and elderly applicants
· Staff assist applicants by completing applications by phone, in person, or on behalf of those without internet access.
· A bidding list is maintained for vulnerable applicants.
· Tenancy Support Team referrals help with utilities, furniture, budgeting, and tenancy sustainment.
· Clear written guidance, phone assistance, and Homefinder scheme guides support understanding.
· Collaboration with agencies ensures a smooth move for those with complex needs.

4. Refusing properties
· Applicants are told at registration and in offer letters that refusing two suitable offers leads to demotion to Band 4 for six months.
· Statutory homeless applicants have one suitable offer under the Housing Act.
· Staff reinforce this rule verbally and through written communication at each offer stage.
· Applicants can appeal or review decisions if they disagree.

5. Allocation of adapted or specialist homes
· Adapted properties are ringfenced or directly let to those who require the adaptations.
· If no suitable applicant is found, properties are advertised with preference to those with needs or offered to others after checks.
· Teams consult Technical Officers and OTs and liaise with Housing Options to ensure fair use of adapted housing stock.
· The process is guided by policy flexibility and supported by thorough checks and partnership working.

6. Ensuring consistency and rule compliance
· Weekly joint meetings with Mansfield DC review high-priority cases for consistency.
· Regular team meetings, training, and use of allocation checklists ensure staff follow the policy.
· Independent audits and separation of duties safeguard fairness.
· Extensive eligibility and verification checks are done at registration and pre-offer stages.

7. Changes made following feedback or complaints
· New sign-up checklist introduced so tenants confirm receipt of tenancy agreement, keys, and bins.
· Additional paperwork ensures officers confirm information about bedroom tax and tenancy agreements.
· Complaints are discussed at team meetings as learning cases.
· The Homefinder Policy is currently under review for resident consultation.
· Minor process tweaks include letter rewording and clearer communication.

8. Frustrations and improvement ideas
· Differences between ADC and MDC interpretations of the shared policy cause confusion.
· Staff shortages and high caseloads make processes time-consuming.
· Lack of suitable or adapted housing frustrates applicants and staff.
· Applicants often have unrealistic expectations about property type or area.
· Suggested improvements: better alignment between councils, more staff, and streamlined processes.

9. Improving how new tenants receive information
· Sign-up packs are overwhelming, so key items are now given at sign-up and the rest emailed or posted later.
· Some suggest moving documents to a tenant portal for easy access.
· A booklet with hyperlinks or staged information delivery (before and after sign-up) would help comprehension.
· New tenant visits are valuable for reinforcing information.
· IT upgrades and clearer messaging about wait times and options would support understanding.
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