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1. INTRODUCTION

11

1.2

Cheshire Peaks & Plains Housing Trust (the Trust) wishes to manage its properties efficiently and to
minimise period when properties are empty. The Trust also wants to ensure empty properties and the letting
of empty properties does not have a negative impact on local neighbourhoods.

This policy relates only to the specific aspects of management of empty properties, and thus the document
needs to be read in conjunction with other policy statements on Neighbourhood Management, especially
those concerning the letting and managing of properties.

2. POLICY STATEMENT

2.1

2.2

2.3

2.4

3.1

3.2

The Trust will aim to maximise the use of its housing stock, through the control of its empty properties to
meet the housing needs of the local communities in the borough.

When properties become empty, the Trust will balance meeting peoples’ housing needs with the need to
bring homes up to the Lettable Standard as set with customers.

The Trust will aim to maximise rental income by ensuring that empty properties are repaired and re-let within
target timescales as set annually by the Board.

The Trust will comply with the regulatory requirements of the Tenant Services Authority and the Audit
Commissions Inspection regime.

RESPONSIBILITY

The responsibility of the implementation of this policy will lie with the Director of Customer Services.

Responsibility for the implementation of the procedures and effective daily operation of this policy lie with the
Head of Housing.



4.1

4.2

4.3

CONSULTATION

The Trust will consult via the Trusts established Resident Involvement Framework.

The Trust will survey all of new tenants regarding the process of moving into its homes and the condition of
that property on a continual basis by using the New Tenancy Survey. The results of this survey will be used
to continually improve the service.

The Trust will also use the outcomes of property surveys from the trained tenant inspectors of the
Homechecker Team to continually review and improve the Lettable Standard.

5 MONITORING AND REVIEW

5.1

5.2

The Trust will review its Empty Property Management Policy every 2 years in consultation with its tenants.

Regular reports will be submitted to the Board that will gauge performance against those standards expected
by the Tenant Services Authority (TSA), Audit Commission and against the Trusts own targets and
performance measures.

6 EQUALITY, DIVERSITY AND ACCESS IMPLICATIONS

6.1

See attached Equality Impact Assessment.

7 EMPTY PROPERTY MANAGEMENT OPERATIONAL RISKS

7.1

The Trust understands the risks surrounding ineffective management of its empty properties on both the
Trust and the neighbourhoods in which it operates. The approach to managing empty properties outlined in
this document aims to manage and minimise these risks. The risks detailed below will be managed on an
operational basis by the Pre-Tenancy Service Team. The identified risks are:

Negative effect on the reputation of a neighbourhood and reputation of the Trust
Failure to comply with legal and regulatory requirements and performance standards



Failure to act fairly and in accordance with the Trust’s Diversity Strategy

Poor performance in letting empty properties can lead to a further increase in their number which can in
turn contribute to the decline of an area and properties becoming difficult to let

Non stable neighbourhoods through residents leaving their home as a direct result of poor management
of empty properties

Negative impact on residents and neighbourhoods leading to areas of low demand

The potential for mismanagement and fraud of the Trust’s assets

Not fully utilising the Trust’s resources in relation to rent collection and void expenditure

Maintaining the availability of a skilled workforce to effectively carry out works to empty properties to
achieve the Lettable Standard

Not being responsive to neighbourhood change through poor performance management and not
understanding local demographics and the customer profile

Decreasing satisfaction with the neighbourhood as a place to live

Impact on staff morale through poor performance



8 ASSOCIATED DOCUMENTS

Customer Care Policy

Tenant Selection, Allocation and Transfer Policy (to be replaced by the Cheshire Homechoice Common
Allocations Policy)

Tenancy Management Policy and Staff Procedure Guide Handbook
Rent Collection and Arrears Management Policy

Former Tenant Arrears Policy

Estate Management Policy and associated Procedures

Older Person Strategy

Repairs and Maintenance Policy

Asset Management Strategy

Tenants Handbook

Lettable Standard

The Trusts Service Standards

9 POLICY INFORMATION

Policy Name: Empty Property Management Policy
Status: Empty Property Policy

Approved by: Board

Area Owned By: Head of Housing

Date approved: March 2009

Next Review Date: May 2011




10 POLICY SUPPLEMENTS

10.1 The following supplements form part of the Empty Property Management Policy but cover operational
procedures and may be changed as working practices change or new systems are implemented and as such

changes will not constitute a change in policy.



Empty Property Procedure and Process Maps

Advising customers on how to end a Tenancy.

A customer contacts the Trust to end their tenancy.

v
Yes «—| Is the customer the tenant of the property they wish to end their tenancy? No

Yes Has the tenant deceased ? +» No
4 Weeks notice does not apply. They can choose a The tenant must sign the End Of Tenancy form.
tenancy end date to allow time to clear out the If they are unable to it must be signed by a next of
property. kin, with Power of Attorney.
Advise the customer that rent will continue until the The Power of Attorney must be attached to the End
keys are returned any rent will be recovered from the of Tenancy form, otherwise we cannot accept the
tenants’ estate. End of Tenancy Form.
A copy of the death certificate must be attached to
the End of Tenancy form otherwise we cannot accept \
the end of tenancv form. - Y

Provide the customer with a End of Tenancy
> form & moving out leaflet. Advise the form

Y

Advise that 4 weeks notice is required. must be fully completed where appropriate a
death certificate or power of attorney attached.
Advise the customer that the tenancy must
end on a Sunday, and that the keys must be
returned by 12noon on the Monday, or an

additional week’s rent will be charged.

Take a contact number and address from the customer.
Advise the customer that a pre-end of Tenancy visit will be «—
arranged with the Housing Officer, so that we can advise and
assist the customer in moving home/ending the tenancy.

Contact the NHO to arrange the appointment whilst customer is
still on the phonel/in reception.

If the NHO not available forward the customers contact details to
the NHO.




Receiving a End of Tenancy form from a customer

/ Has the customer had an end of tenancy visit from the NHO? Check IBS.
v

No

Yes

!

Y Check we have the customers contact details

A

Has the tenant signed the form? and contact the NHO to arrange an

| |

Yes No T *| Isthere a copy of a death certificate or power of attorney?
v v

Is there a forwarding address? Yes No

Remind the customer that 4 weeks notice is Advise the customer that we can only register

required from the date the Trust receives the the End of Tenancy form once the documents

completed End of Tenancy form. are provided.

P

Date stamp the completed End of Tenancy
form and give to Neighbourhood team




Receiving keys from a customer

Check the customer is returning their keys to the Trust to end their tenancy

!

A

Yes

Is the End of Tenancy registered on IBS?

A 4

No

A 4

l

Advise the customer to complete a End of
Tenancy form, follow process map on page

Have the keys been returned in accordance with the tenancy end date? — check IBS.

—| Yes

v

No

¥

R

Have the keys been returned early?

Have the keys been returned late?

!

!

The customer must sign a Deed of
Surrender. This must be
countersigned by a Trust staff
member.

Advise the customer that rent will be
charged to the following Sunday, for keys
returned after 12noon on Monday.

!

A 4

keys received.

Provide the customer with a receipt that
records the address, date and number of

!

Pass keys to Empty Property Manager

10




Neighbourhood team

NHO logs End of Tenancy form on IBS

NHO checks and enters forwarding address

v

NHO telephones customer to arrange pre-end of tenancy visit and confirms the appointment using pre-
term/condolence letter in IBS. When there is no contact number, NHO to send pre-term/condolence letter
arranging appointment. NHO to enter details of pre-term appointment in empty property management screen,

in pre-empty property inspection comments.

NHO completes pre-end of tenancy inspection form & asks customer to complete top tips card for new customer. NHO agrees any
rechargable repairs or timescales for customr to repair any damage. NHO updates IBS, and sends letter to customer to confirm

outcome of visit i.e. any o/s rent or recharges.

|

Copy completed pre-end of tenancy form copy to Empty Property
Manager

v
Keys returned by customer and given to Empty Property Manager

v
Empty Property Manager
logs keys in IBS and emails the NHO to advise keys received

11



Checking IBS for end of tenancy information.
Check the tenant(s) name.
Check the end of tenancy form is registered.
Check pre-termination. end of tenancy visit is complete.

Check the tenancy end date.

Check the tenant(s) name.

Click on rent accounting.

ms IBS Open Systems LIYE LIVE LIYE [LIYE] P

ol 2

Audit Trail onili:;‘usjng garﬂrﬂc!clr

Housing and Yoids

Rent Accounting

Allocations

R&M

Homelessness

Aszbestos

Contact Management . Mo Sub Options 2evailable
Dpen Web

Dpen Contractor

workflow

o =t e

P
Financials

12



Then click on tenancy, then view.

185 IBS Open Systems LIVE LIVE LIVE [LIVE] [ o ]

Financials

s

Housing and Voids ¥ =@ Tenancy
Rent Accounting AN @ Cancel
----- @ Change
Amears L. @ Decant
Enquiy . Exchange
R [ @ HE Details
Financial Contral & @ Fenstate
Gereral Ledger [ e @ Revize End Date
e | e : g!tevtise Start D ate
..... A
Parameters B @ Sub Accounts
Repatts e @ Telephone No
" R T Di
Rents Audit Faciities | : T:::irrl:e 2
Service Charges B i . Teminate and Dispoge
Supporting People B8 T : Transfer
----- View
Service Charge Schemes
Tenancy
Year Mies
Ltilities

Allocations Wi
R&M ¥
Homelessness ¥
Asbestos ¥
Contact Management ¥
Open Web )
Open Contractor ¥
Workflow ¥

Type in the address and number of the property you want to check, and then enter,
when you are happy you have selected the correct address click ok.

By Location | By Tenant | By Tenancy |
. Refersnce: lt—
Shieet: | Mo |
House: |
Post Code: l— Location Status: I_
Place |&ddiess [Post Code =
TEMMO10017 17 Tennyzon Cloze Weston SK11 8

1. Test {E1
THORD 005G Garage 15 Thorneyholme Drive Manor Park 'w/A16 8BY

Reference Mame Statuz |~

Cancel |

CHESHIRE
PEAKS & PLAINS

© CPPHT Empty Property Management Policy March 2009



Click on Tenants.

iE5 Yiew Tenancy [TEST] - |EI|1|
Eile Cptions Help

Tenahcy Status: W
Reference: [B0001 7028 |MrJ Blogas
Start/End: [18/05/2009 - Tenure: |Assured/dssured [Periodic) Tel |
Frirmary Locatian: [TEST0100 Loc Type: [House Beds:[0
Address: |1 Any Street, Test, ZONE1 Tel [01625111111
General I Period Detailz I Charges I Sub-Account I Locations I Addreszes I Tenants I =l

Fent Group: W and Dehit Cycle: W Current B alance: W

Stop Code; I— and Expirp D ate; I— Method of Payment; IW

Laszt Diary Entry: ;I Extract Date; l—

:I Grozz Rent: W

Arrears Officer: | | MHet Rent: W

Arangement  alue:; | Cycle: | Cyclic Pay: l— Lazt Payment; I—
i anagement Area: |CF'F'HT |Cheshire Peaks % Plaing Houging Trust Last due or; l—
Last Arears Stage: | | Stage Date: l—
toticed Court Action:l | 1 AT Drate: l—

Related Tenancies: IND— [ Other Debts [~ Debt Counzelling  Total Faints: ID—
Termination R eazon: | Third Party: l—

Diiamy | Ehargesl Historyl StatementDetailsl Destreakdownl iILI gl Exit |

You will be able to view who is on the tenancy.

&5 ¥iew Tenancy [TEST] =10 x|
File Cptions Help

Tenancy Status: W
Reference: 300017023 |MrJ Bloggs
Start/End: [18405/2009 - Tenure: |Assured/Assured [Periodic) Tel: |
Frimary Location: [TEST01001 Loc Type: [House Beds:[0
Address:[1 Any Street, Test, ZONET Tel [MEZ5111111
General I Period Details I Charges Sub-tccount I Locations I Addlessesl Tenants | =l

Tenant Mame End Date -

Mr.J Bloggs

HE | SR | Details | Chargesl Attribz | SuppF'Iansl

Diiay | Chargesl Historyl StatementDetaiIsl Destreakdownl iILI gl Exit |

" © CPPHT Empty Property Management Policy March 2009
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Check atermination is registered.

Click on Rent Accounting, Tenancy and View as above.

Type in the address you want to check as above.

If the termination has been registered, the status will show ‘Terminated’ in the tenancy

status.
IE5 ¥iew Tenancy [TEST] =10l ]

File Cptions  Help

Tenancy Status; IW
Reference: 300077028 |hir J Blogas
Start/End: I'I 8/05/2001 - 24/05/2009 Tenure: IAssuredMssured [Peniodic) Tel I
Frimary Location: [TESTO1001 Lo Type: [Houss Beds:[0
Address:[1 Ay Steet, Test, ZONET Tel: [01625111111
General I Period Details I Charges I Sub-Account I Locations I Addreszes I Tenants I 3l

Rent Group: IW’eekI_l,J and Debit Cycle: IWeekI_l,l Current Balance: ISD.DD
Stop Code: I and Expiry D ate: I Method of Papment: IDirect Dehit

Last Diary Entry: | [By JEURTON on 22/05/20091 3;10:58] ;I Eutract Date: I
Tenancy Terminated On 24./05,/2009
LI Gross Rent: IED.DD

Arrears Officer: | | MNet Rent: Iw
Arrangement ' alue: | Cycle: | Cyclic Pay: I— Last Fayment; I—
Management Area: |EF'F'HT |Eheshire Peaks & Plain: Housing Trust Last due on: I—
Last Ayrears Stage: | | Stage Date: I—
M oticeCourt Action: | | MACA Date: I—
Related Tenancies: IND— [~ Other Debts [~ Debt Coungeling  Total Paints; IEI—
Termination R eazomn: |Move To Private Sector Third Party: I—

Diary | Chargesl Histolyl StatementDetaiIsl Destreakdownl ﬂll gl Exit |

CHESHIRE

PEAKS & PLAINS

T © CPPHT Empty Property Management Policy March 2009
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Check if a pre-termination has been arranged or completed.

Click on Housing & Voids, then Void Management on the left hand side, and then void
management on the right hand side.

Type in the address of the property you want to check, and then press enter.

© CPPHT Empty Property Management Policy March 2009
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Click on Current.

Double click on Awaiting Pre Void Inspection.

If the Neighbourhood Housing Officer has completed the end of tenancy visit then the
Actual Completion Date will have a date against it.

If the Neighbourhood Housing Officer has made an appointment, the details will be in
the comments box.

© CPPHT Empty Property Management Policy March 2009
Page 17 of 38



Checking the tenancy end date.
Click on rent accounting, tenancy, and view tenancy as above.

Enter the details of the property you wish to view and press enter, then click ok.

You can see the tenancy start and end dates in the third box down on the left.
Other documents you may need:

The End of Tenancy form can be found on the Intranet, Standard Forms, End of
Tenancy form.

The Deed of Surrender can be found on the Intranet, Standard Forms, Deed of
Surrender.

The end of tenancy no access spreadsheet to record why an end of tenancy visit has
not been completed can be found in Neighbourhood Team Folder.

© CPPHT Empty Property Management Policy March 2009
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Viewing and Sign Up

LO arranges viewing with customer at the
property.

|

LO, NHO or CSO carries out the viewing,
<4— completing the viewing card and requesting
the Customer to sign.

Where appropriate the NHO will
carry out the viewing and sign up at
the property.

Issuing all relevant information and
welcome bag

\ 4
Customer to decide if they wish to accept the property

Property accepted Property not accepted

L |

LO/NHO contacts customer

and arranges sign up LO updates tracking sheet and

IBS and starts tracking /
allocating again to find suitable
customer

\ 4

NHO carries out comprehensive sign up:
Take 1% weeks rent by cheque or postal
order where appropriate
Carries out benefit check/assistance with
HB form or completes DD form.
Complete CORE form
Complete E & D form & take NOK details
Complete sign up checklist

© CPPHT Empty Property Management Policy March 2009
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Notice Period for Empty Properties and Re-lets

Tenants are required to give four weeks written notice of their intention to end their
tenancy, in accordance with the tenancy agreement, unless any of the following special
circumstances apply:

An existing tenant is transferring to another property of the Trust
A tenant dies whilst their tenancy is running.

In the event of the tenants death, the Trust will act with compassion and due regard for
the next of kin but will aim to recover the property as soon as is reasonably possible.

Full rent will be due and charged at a weekly rate, payable until such time as the
property is cleared and the keys returned.

Where there is no next of kin, separate procedures will be followed for clearing the
property, accounting for the tenant’s belongings and recovery of any rent due from the
tenants’ estate.

Any gquestion of succession will be dealt with under The Trust’s Tenancy Management
Policy and Staff Procedure Guide Handbook.

The Trust will provide the following information in writing to the out-going tenant when
the notice period has begun:

The tenancy end date

Details of the Trusts related incentive scheme — to be developed in
2009/10

The responsibilities of the outgoing tenant to leave the property in a
condition for immediate re-letting

That no belongings should be left in the property including the loft
space and gardens

That the tenant may be recharged for any damage or neglect to the
property or any alterations, improvements, adaptations or additions
that have not had prior written consent

Exit Survey Satisfaction Questionnaire .

A pre-termination inspection will be carried out by a Housing Officer wherever possible,
to carry out an exit interview with the outgoing tenant, determine the level of work likely
to be necessary and the level of access the out-going tenant will give to the Trust to
carry out inspections, minor works and accompanied viewings.

The exit interview will also be used to determine the tenants reason for leaving and the
Housing Officer will work with the out-going tenant to prevent them leaving when the

© CPPHT Empty Property Management Policy March 2009
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reason for leaving is within the Trusts power to change. This would include reasons
concerning the property condition and any neighbourhood issues.

Properties will be pre-allocated at this stage. The selected applicant or tenant will be
notified of the impending vacancy, and a provisional offer of the tenancy is made.

With the consent of the outgoing tenant, viewings will be arranged during the notice
period. Accompanied viewings will be carried out on all lettings where a viewing has not
been carried out during the notice period. Viewings will be done by either the Housing
Officer or on sheltered schemes, the Community Support Officers will carry out viewings
if necessary, including weekend appointments.

© CPPHT Empty Property Management Policy March 2009
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Repairs to Empty Properties

The Trust will ensure that its repair teams undertake repairs to empty properties as a
priority, ensuring early completion. The set target times for repairs to empty property are
as follows:

Category Target completion days (calendar days)
Standard Void 7 days
Minor Void 28 days

Improvement Void 56 days

An empty property inspection will be carried out by the Void Quality Supervisor within
one working day of the keys being returned or confirmation is received that the property
is empty. During this inspection, the Void Quality Supervisor will conduct a property
survey and take up to date photographs of the empty property, internally and externally.

The Property Inspection will act as a Home Survey that not only assesses void works
but also collect data on essential property attributes such as heating, room sizes and
meter positions. This information will be used to update the property attributes on IBS
and will also be given to new tenants as part of the Lettings Pack.

The Trust will identify the works to be carried out before occupation and after
occupation to bring the homes up to the predetermined lettable standard.

An estimated date for completion of works will be established
The decorating allowance for the property will be assessed

(If one of the Trust's tenants is transferring to another property, which has been
awarded a decorating allowance, receipt of the allowance will be conditional on
their current property being in an immediately re-lettable condition, which will not
attract any decorating allowance. Should their current property be awarded a
decorating grant on their vacation, the value of this grant will be deducted from
the allowance payable on the property to which they are transferring).

Some void works may be done after the new tenancy has commenced, examples would
be clearing out a shed, garden tidy ups, new flooring in kitchen.

All properties will be cleared of cookers, refrigerators and other electrical items
belonging to the tenant at the expense of the outgoing tenant. If a tenant leaves
furniture, carpets and/or alterations to the property the Housing Officer will assess
these. If fittings (e.g. fitted kitchens or fitted wardrobes) are of a good standard and
beneficial to the long-term maintenance of the property, it will be at the discretion of the
Officer whether these are left in the property. Any structural improvements will become
the responsibility of the Trust. If this is the case, any maintenance and upkeep will
become the incoming tenant’s responsibility. Where these are removed by the Trust the
outgoing tenant will be recharged the costs involved in the removal and putting right.

© CPPHT Empty Property Management Policy March 2009
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Gas and electric checks are undertaken on all homes once they become empty. The
gas will be capped off internally when a property becomes empty and reconnected once
a tenant moves in to the property.

If appliances have been fitted by the outgoing tenant (e.g. gas fires, electric showers),
these will be checked by a qualified technician, and if unsafe, they will be removed. If
the appliances are safe and of a good condition, they will be left in the property.

Link to Improvement Programme

Empty properties that are not part of a major scheme re-development but are due for
programmed improvement works will have such works carried out within the void period
by one of the Trusts construction partners. Where the property is pre-allocated the
incoming tenant will be involved in any tenant choices available. Normal void works will
be completed in parallel to improvement works.

The Trust will monitor the performance of this process through:

Weekly meeting between the Trusts technical surveyors and the
contractor

Fortnightly attendance as appropriate by a member of the Asset
Management Team to the Void Team Meeting

Monthly contract meetings between the Trust and the contractor
Annual value for money assessments of the impact of this approach on
the void budget, re-let time and new tenant satisfaction to ensure the
Trust is getting value from the void budget.

Key Management

(See also Void Process Maps)

Keys to void properties will be logged by staff on the Trusts housing management
system IBS. Keys within the Trusts offices will be held securely in the designated
Keysafe, keys within this safe will either be classified as awaiting inspection or new
tenant sign-up. Keys not held within this safe will be kept at the void property in a
secure keysafe and this must be logged on IBS. The keysafe and keys will only return
to the Trusts offices for new tenant sign-up.

© CPPHT Empty Property Management Policy March 2009
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Security of Empty Properties

The Trust will take the following actions where appropriate in order to reduce vandalism
to empty properties:

Ensure that all staff monitor empty properties as part of regular estate
inspections.

Secure properties likely to be empty for long periods, or in areas of
known risk, by appropriate means of e.g. clear security screens,
alarms, use of net curtains, timer switches. This approach ensures
minimum impact on the streetscene and wider neighbourhood.

Keep gardens tidy and well maintained.

Encourage neighbouring residents to report any signs of damage, anti-
social behaviour, illegal entry, or unauthorised occupation, and to act
upon information. This will be further re-inforced by the introduction of
Neighbourhood Agreements from April 2009.

The Trust will take prompt legal action to evict squatters and unauthorised occupants.

© CPPHT Empty Property Management Policy March 2009
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The Lettable Standard and Service Standards
Lettable Standard

This leaflet sets out the levels of repair and cleanliness you can expect when you move
into your Cheshire Peaks & Plains Housing Trust home. We will ask you to check your
new home against this standard when you sign the tenancy agreement. You will also
receive a welcome bag containing energy efficient light bulbs, a telephone memo pad,
your meter keys and general information about managing your tenancy. We hope you
find this useful. Please also take the time to complete our New Tenant Survey. The
responses to this help us to shape how we provide our service to future customers.

If you have already moved in and you feel that your new home does not meet any of the
standards described in this leaflet, please contact the Trust on 0800 012 1311.

General Standards
When you move into a Trust home you can expect:

All items belonging to the previous tenant will have been removed

All electrical appliances will have been checked for safety, including smoke
alarms, electric fires and storage heaters

A gas safety check will have been carried out by a Gas Safety Register (CSR)
approved gas fitter

Any electrical sockets that have been painted over or cannot be cleaned will
have been replaced

Any water leaks will have been identified and repaired

Floors will have been cleaned and carpets & laminated flooring will have been
removed, unless they are in a good condition

Walls will be cleaned of any graffiti

A light fitting will be provided in each living area

All internal doors will be present and working correctly

All windows will be properly fitted and secure

Downspouts and gutters will be checked within 28 days to ensure they are free of
blockages and in good working order

The property will be cleaned by a professional cleaning company before you
move in

In the Kitchen

If a new kitchen is being fitted before you move in, where possible we will offer you a
choice of colours and styles if not:

Cupboards and worktops will be cleaned
Taps will be replaced if needed, and will match the others
Any damaged flooring will be repaired or replaced

All kitchens will have at least:

A worktop with two rows of tiles above

© CPPHT Empty Property Management Policy March 2009
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A sink unit with a tiled splash back

A double wall unit

Gas or electricity for cooking

Plumbing for an automatic washing machine
A space provided for a fridge-freezer

Ideas and Designs

We appreciate and understand that every customer will have their own ideas and
designs for their new property when they move into their Trust home.

If your home is in need of some finishing touches then we will offer you help and
assistance in a way that suits you, for example decorating vouchers or decorating a
room of your choice.

Your Lettings Officer will be able to talk to you about this in more detail when you view
your new home.

Homecheck

To improve the quality of the homes the Trust provides for new customers, we have an
innovations group called Homecheck.

We invite both staff and customers to join Homecheck. They work hard to ensure that
each new customer is offered a property that is safe, secure and clean.

Customers meet with Trust staff each quarter to visit a sample of empty properties to
ensure our standards are met and progress is monitored.

We would welcome your involvement, and if you would like to join Homecheck please
contact the Trust’s Voids Co-ordinator on 0800 012 1311.

In the Bathroom

Sanitary ware will be clean and disinfected, and will have been replaced if it is
soiled or damaged

You will have a tiled splash back above the hand basin and bath

A pull cord light switch will be fitted inside

All sanitary ware and taps will match wherever possible

Any broken floor tiles or damaged flooring will have been replaced

Rooms in your Home

Skirting boards will have been repaired or replaced if needed

You will have a source of heating, such as a gas or electric fire or radiators
All heating appliances will meet gas and electricity safety regulations

A handrail, stair treads and a balustrade will be provided

All floorboards will be secured and unbroken
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Outside your Home

New external doors will have been fitted if needed and the locks will have been
changed

You will be provided with two keys to your external doors

All windows will have been re-glazed if necessary

Any external structures that have been left by the previous tenant will be
removed if they are in poor condition

All sheds and outbuildings will be clear and secure

The garden will be at a manageable level, cleared and tidy

Service Standards

The following Service Standards directly relate to the empty property re-let process.

Lettings & Allocations

The Trust will respond to any correspondence within 5 working days

The Trust will accompany customers to the viewing of a property

The Trust will confirm in writing of the next steps following a viewing

Every allocation/customer receives a viewing prior to signing up

All properties meet the lettable standard

Any work required above the lettable standard will be completed within 28 days

Tenancy Management

Every new customer will receive advice on and a copy of the tenancy agreement,
advice on Housing Benefits and Home Contents Insurance, a tenants’ handbook, and a
copy of our Plain speaking newsletter at sign up

Every new customer will receive an appointment for a new tenancy visit within 6 weeks
from the start of your tenancy.

You will receive an appointment for a home visit when you advise the Trust that you
wish to end your tenancy.
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Other Categories of Empty Properties
Abandoned Properties

The Trust will ensure that abandoned properties are quickly identified through frequent
estate inspections and action based on information provided by residents or the Police:

Once identified as abandoned, properties will be secured by appropriate means, on the
same day and investigations commenced to confirm the situation.

Once abandoned properties have been identified appropriate action will be taken to
recover possession, in accordance with the Trusts policy for dealing with Abandoned
Properties.

The Trust will make every effort to pursue outstanding rent and any other debt due from
the previous tenant. The Trust will dispose of any belongings left in the property in
accordance with the Tenancy Agreement.

Eviction

In cases of eviction, action for preparation and re-letting of the property will be
commenced as soon as the eviction is carried out and the arrangements have been
made regarding tenants personal belongings. The eviction will be attended jointly by
the Housing Officer (Neighbourhood Management) and the associated specialist
Housing Officer (Income Recovery/ASB), and a void inspection, photographs taken and
if necessary an inventory will be done at this time. The Trust will dispose of any
belongings left in the property in accordance with the Tenancy Agreement.

Keys Handed in, No Notice

Where keys are handed in without the required notice (a surrender of tenancy), the
Trust will hold the tenant to the full notice period and make every effort to recover rent
and damages due. The Trust will dispose of any belongings left in the property in
accordance with the Tenancy Agreement.

Under Occupation

Whilst the Trust is committed to minimising under-occupation, it will not apply any form
of pressure to tenants whose change in family circumstances results in under-
occupation. However it will, particularly in areas where there are a shortage of property
types, make every effort to encourage, accommodate and provide financial or practical
incentives to those who wish to move to a smaller property.

Shelter Housing Scheme Closure and Relocation

The Trust is continually reviewing the longterm viability of its sheltered housing
schemes through the Asset Management Strategy. When decisions are made to close
schemes the Trust will develop specific relocation priority schemes. The following
scheme is currently in operation:
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Sheltered Housing Review Priority Scheme

Key Aims and Objectives

The overall aim of the priority scheme is to ensure that all residents affected by the
closure of Honford Court, Dystelegh Court and Vernon Lodge are housed sensitively,
professionally, efficiently and in priority order.

We aim to ensure that vacancies that arise from within the Trust's housing stock and
those from other Housing Associations is allocated fairly and objectively to those in the
greatest need.

This priority scheme has been developed with a view to meeting the following principles
and key objectives:

To ensure that every application is dealt with fairly and consistently
To operate a system that offers realistic, informed choice for all.

To avoid any discretion/confusion over which resident is more deserving of a
vacancy.

To operate a lettings system outside of the Trust's Tenant Selection, Allocation and
Transfer Policy, which is simple, easy to understand, transparent, open and fair.

Priority 1

Residents that have an exceptional medical priority as determined by the Trust's
independent medical advisor.

Residents that have been registered to transfer from their current accommodation or
registered an interest with the Trust to move to a new home prior to the decision to
close the scheme in which they live.

Residents that have lived within the scheme for 12 months or more.

If residents from more than one of the three schemes express an interest, Honford
Court residents will be prioritised in view of the closure date of 2009, followed by those
residents from Dystelegh Court and then Vernon Lodge.

Priority 2

Residents with a high medial priority as determined by the Trust's independent medical
advisor.
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Priority 3

Residents with a medium medical priority as determined by the Trust's independent
medical advisor.

Expressions of interest for properties will be placed in the order of priority and if two or
more customers within the same priority category have expressed an interest for the
same property the date they originally applied for a transfer to another home will be
used to determine the higher priority. If the date is the same, whichever resident with
the longest occupancy in the affected scheme will be successful.

Where properties are targeted at specific customers, they will be given priority for that
type of accommodation e.g. accessible accommodation for customers with disabilities.

Consideration will be given to tenants that may be isolated on floors within schemes
following the planned moves of their neighbours.

NB — Only those tenants who have completed Transfer Application forms will be
considered for a new home. The date the application was received will be used as the
date when tenants have requested a transfer.

Medical Priority | Description

Exceptional Symptoms entirely resolved by rehousing, e.g. wheelchair
suitable accommodation

High Medical condition improved or made safe

Medium Improve independence in using kitchen and bathroom

facilities and improved access to community, family or
other social support.

Low/No Medical condition that is unlikely to be improved by
rehousing.
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Hard to Let and Areas of Lower Demand

The Trust operates in areas of high demand. However properties may be hard to let, or
low demand, due the nature of the property or localised neighbourhood issues.

The Trust has experienced a sharp decline in the demand for studio apartments within
sheltered housing schemes. Option appraisals have been carried out on all such
schemes as part of the Asset Management Strategy.

The Trust may determine a property ‘Hard to Let’ or an ‘Area of Low Demand’ if:
There have been a minimum of three offers refused

Out-going tenants ‘Reason for Leaving’ indicate problems within the
neighbourhood

High incidents of ASB reported within a neighbourhood or street

There has been no interest expressed when the property was
advertised

The Trust will actively seek applications to live in Hard to Let properties. Priority will be
given to applicants who are already registered for housing with the Trust. Where areas
are becoming lower demand the Trust will consider Local Lettings Policies to stop
neighbourhood decline and protect vulnerable tenants and applicants.

The Trust will actively seek creative ways of improving the letting potential of hard to let
and lower demand properties through where possible:

General Needs Housing

Advertising the availability of homes e.g. website, local press and magazines

and using "To Let” boards

Estate agent style advertising including comprehensive property and area

information and use of the plasma screen in the Trusts reception area

Work across teams and with local partners to improving the physical

environment, social conditions and local neighbourhoods

Ensuring that garden areas of empty properties are adequately tended and

kept free of rubbish

Carry out multiple accompanied viewings

Apply flexibility in the standard of decoration and the award of decoration

allowances in line with the in-coming tenants preferences

Relaxing occupancy standards, by offering applicants larger properties than

they would normally be allocated under the Tenant Selection, Allocation and

Transfer policy

Conduct six monthly analysis of the housing register to:

o Determine under-represented groups

o Develop targeted marketing campaigns to encourage these groups to
register
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o Profile people to properties

Consider the use incentives to encourage applicants to accept properties
where demand is lower

Introducing enhanced Lettable Standards including provision of; decoration,
carpets and curtains and/or improvements to communal areas and property
security

Enhanced management of the Starter Tenancy period for all new tenants
Implementing Local Lettings policies to counteract any social or
neighbourhood issues. Any such policy will be approved by Board and
reviewed on an annual basis.

Sheltered Homes

Advertising the availability of homes e.g. website, local press and magazines
and using "To Let” boards at individual schemes

Estate agent style advertising including comprehensive property and area
information and use of the plasma screen in the Trusts reception area

Show flats in all schemes

Furnish, carpet and decorate flats

Open days

Using the Sheltered Housing Forum to generate demand and encourage
application i.e. introduce a friend schemes

Flyers and leaflet drops, using initiative to market

Use of national Homeswap scheme

Reviewing the layout of schemes and services available

Review ‘Extra Care’ schemes and other agency support to existing supported
housing homes

Review the lettings criteria in relation to age and vulnerability were possible
Community Support Officers and the Trusts Friendly Neighbours (resident
scheme champions) carrying out accompanied viewings

Offering support packages to help tenants move into particular schemes

Through the Trusts Trustfix Scheme offer practical assistance to help tenants
to move if applicable

The Trust will review the classification off ‘Hard to Let’ and ‘Low Demand’ properties on
a quarterly basis, based on the criteria above, through the Void Team Meeting. This
approach will ensure additional work is having the desired impact of reducing voids,
increasing tenancy sustainability and increasing tenant satisfaction.
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Performance Management

The Trust understands that strong performance management is essential in delivering
an effective service. The following Performance Indicators (PI's) will be collected and
reviewed as detailed in the following table. This approach will ensure both effective
management and continuous improvement of the service as well as inform the strategic
direction of the Trust through understanding its Neighbourhoods and maintaining
sustainability.

The Trust will compare and benchmark its performance with both its local peer group
and top quartile organisations.

The Trust will set annual performance targets in conjunction with its tenants.

(Range of KPI's & reporting)

Team KPI Source | Frequency | Report
to:
VFM
NM Average re-let times Core Weekly Board,
PTS,
EMT,
Team
NM Void Rent Loss IBS Weekly Board,
PTS,
EMT,
Team
NM Tenancy Turnover IBS 4 wkly Board,
PTS,
EMT,
Team
MANAGEMENT
Property | % of Voids completed within Target IBS Weekly PTS,
EMT,
Team
Property | Average days in maintenance:average IBS 4 wkly PTS,
days in management EMT,
Team
Property | % of stock Management : Non IBS 4 wkly PTS,
management EMT,
Team
Property | Average relet repair costs for voids per IBS Weekly PTS,
unit EMT,
Team
Property | Average relet repair costs for voids per IBS 4 wkly PTS,
unit, split in-house costs:contractor costs EMT,
Team
NM Reasons for properties becoming void IBS and | 4 wkly PTS,
Core EMT,
Team
NM Length of tenancy at void date IBS 4 wkly PTS,
<12months, 1-5years, 5+years Team
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NM Number of Abandoned properties IBS and | 4 wkly PTS,
Core Team
NM Number of terminations/notices received | IBS Weekly PTS,
in period Team
NM Number of termination visits completed in | IBS 4 wkly Team
target
NM Number of Succession, Assignment and | IBS 4 wkly Team
Demotion in period & YTD
NM % of Lettings within target Core Weekly PTS,
Team
NM Number of lettings in period Core Weekly PTS,
Team
NM % Let on first offer Core 4 wkly PTS,
Team
NM Reasons for Refusal IBS 4 wkly PTS,
Team
NM Ready to Let Voids for period IBS Weekly VMT
NM Pre-termination Voids for period IBS Weekly PTS,
Team
QUALITY & SATISFACTION
NM Lettings Satisfaction SNAP | 4 wkly PTS,
EMT,
Team
NM Percentage of Lettings Surveys Returned | SNAP | 4 wkly PTS,
EMT,
Team
NM Exit Survey Analysis SNAP | 4 wkly PTS,
EMT,
Team
NM Lettings Quality Checks, including CORE | Team 4 wkly Team
Manag
er
NM Tenancy Termination Quality Checks Team 4 wkly Team
Supervi
sor
ALL Void process Quality Checks Void 4 wkly Homeche
Co- cker
ordinat Group
or Team
NM Achieving Service Standards Perform | 4 wkly PTS,
ance EMT,
Manag Team
er
Property | % Meeting Lettable Standard Void 4 wkly PTS,
Co- EMT,
ordinat Team
or
Property | Homechecker inspection results and Homec | Quarterly PTS,
outcomes hecker Challeng
Group e Group
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Reports

DIVERSITY
NM BME Lettings Core 4 wkly PTS,
EMT,
Team
NM Lettings by age, gender, ethnicity and Core 4 wkly PTS,
disability EMT,
Team
ENVIRONMENT & SUSTAINABILITY
NM Tenancy Turnover by Neighbourhood IBS Quarterly PTS,
EMT,
Team
NM Percentage of voids by Neighbourhood IBS Quarterly PTS,
EMT,
Team
Property | BY NEIGHBOURHOOD - % of stock IBS Quarterly PTS,
Management : Non management EMT,
Team
NM Abandoned properties by Neighbourhood | IBS Quarterly PTS,
EMT,
Team
NM Number of lettings by neighbourhood IBS Quarterly PTS,
EMT,
Team
NM Reasons for Refusal by Neighbourhood IBS Quarterly PTS,
EMT,
Team
NM Properties becoming void more than IBS Quarterly PTS,
once in 12 month period by EMT,
neighbourhood Team
NM Reports of ASB by neighbourhood IBS Quarterly PTS,
EMT,
Team
RISK MANAGEMENT
NM Identification, monitoring and From Quarterly PTS
management of service area risks Perform
ance
Reports
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Continuous Improvement

The development of the Empty Property Management service is part of Trusts’
approach to continuous improvement. Major reviews of the service will be incorporated
into the Trusts programme for reviewing services.

Information on the sustainability of the Trusts’ neighbourhoods, ‘hard to let property’ and
‘areas of low demand’ will form part of both Corporate Planning and reviews of the
Asset Management Strategy.

The work of the Homechecker Tenant Inspector Group will be agreed on a quarterly
basis with the associated Service Delivery Group. The outcomes from this work are
incorporated into the Performance Management Framework and will be reviewed
guarterly by both operational and management teams. Overview of how Homechecker
Group fits into the Trusts’ involvement framework:

Board

- J

( Service Delivery A
Group(s)

(S J

( Homechecker )
Group
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Management of the Empty Property and Re-let Process
(Void Co-ordinator and the Pre-Tenancy Service Team Roles & Responsibilities)

Void Co-ordinator

The Trust employs a Void Co-ordinator to own and manage all empty properties. This
is a key role that works across all teams to:

Take overall responsibility for minimising the time that dwellings are empty
prior to re-letting

Takes a pro-active and innovative approach to ensure rapid processing of
empty dwellings through the repairs, allocation and lettings systems

Contributes to achieving and exceeding targets for void rent loss and the
average period that properties are void

Ensure that the best use is made of Trust property through proper

management and letting of empty properties, contributing to sustainable

communities.
Pre-Tenancy Services Team
The Trust has an established Pre-Tenancy Services Team, this team is responsible for
the effective management of empty properties on an operational basis. The Team
meets on a weekly basis and is led by the Head of Housing. The team consists of
representatives from all teams involved in the management of empty properties. The
areas of responsibility of the team are as follows:

Performance Management

Policy, procedure, process issues

Sign-ups for the following 3 weeks

Pre-terminations

Manage and mitigate Risk as detailed in Section 7 of this Policy

Continuous improvement and service development i.e. the Incentive Scheme
for 2009/10
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