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1
Introduction 
RISE are the scrutiny panel for Wulvern, we have undertaken training and have updated our policies.  We started this scrutiny in October 2011. This is our third scrutiny report.
2
Why RISE chose the Void Service for scrutiny 
Originally we were going to review voids and lettings, but as this was rather a large subject area to cover, we decided to split the area into two groups. Voids received the majority vote.
RISE feel this is an important area to Wulvern to give customers the best service it possibly can. 
3
The scope of our work 
This review was facilitated largely through interviews with the Voids Team (office staff and Trades); from observations made during shadowing exercises with Trades and a telephone survey where we spoke to a number of tenants who had recently been allocated a home.

In order to carry out this scrutiny we used the following methods:

a) Telephone surveys to new tenants

b) Presentation from voids team

c) Observing sign up with new tenants

d) Observing the call centre

e) Staff survey on voids
f) Review of complaints on voids

g) Shadowed trades people

h) Shadowed office based lettings and voids staff

i) Data analysis including financial data

j) Review of performance data

k) Review of lean thinking completed by staff

l) Observed a viewing with a perspective tenant

    4. Recommendations

Here is a summary of our key issues:

1. A minimum standard should be set for voids - internal and external works, this should include the items which have been missed like gardens, lofts, decoration and fencing.
2. We feel tenants could add value as empty property auditors, supporting new tenants to achieve a decent home on occupation.

3. The Home Promise should be reviewed, so new tenants know what to expect when they are offered a home and how the process should happen. This might also consider what works might be reasonable when tenants are invited to exercise choice. The website should also be updated with any new promises.
4. A shorter time on repairs post occupancy should be set at a maximum of 6 weeks.

5. Major Improvements like kitchens and bathrooms should be completed within 3 months of sign up.
6. Data on reasons for refusals should be kept and all satisfaction surveys should be analysed and followed up for common issues. 

7. Staff should not undertake satisfaction surveys of their own services.
8. A re-charge system should be in place to recover costs for damage to properties by the former occupier.

9. A training programme for staff to be multi-skilled should be in place so that a lack of plumbers and plasterers does not prevent the progress of voids.
10. The list of work agreed with tenants on viewing should be given to the tenants at the property to confirm what has been agreed to be completed prior to and on occupation. 
11. Older and disabled tenants/families should also have the opportunity for Wulvern’s occupational therapist to jointly accompany them to the viewing.
12. A utility safety check should be included on the checklist for all void properties, ie. turn off electricity, gas and water.  All utilities should be safety checked prior to the new tenant moving in to prevent any unforeseen major problems, as evidenced by our tenant survey.
13. An agreement should be reached and formalised for 3Cs to store furniture which is reusable from voids which does not delay the void process times.
14. The complaints procedure should be reviewed to encourage feedback on voids and other issues.
15. The security service on voids should be reviewed on the grounds that it has not been examined for quite some time.
16. All defective/outdated key safes should no longer be used.
17. Wulvern should aim to be in top ten of Housemark Benchmark by 2015 for the voids service.

18. Performance data of interest to tenants should be agreed with tenants and the information should be clear and more explicit in regular tenant reporting and the annual report.
19. A welcome pack is given to new tenants, at a cost to Wulvern of £10 per bag, on sign up. We would like the contents of the pack to be reviewed with customer involvement in the near future.

20. We feel that staff take an inconsistent view to viewings and we would like to see this rectified by all staff following the same procedure and guidelines.
21. RISE feels there is a need for a customer panel to review the lack of content for voids on the website and make recommendations accordingly.

22. RISE feels that there is a need for a document (tenant home checklist) outlining both property need and tenant need, to include repairs, cleaning, utilities, adaptations, garden clearance, building safety (internal and external), etc.  This document is to be signed off by both tenant and landlord’s representative and a copy is retained by both for future reference.
5. What RISE would like to happen next?

We believe we have captured the actions we would like to see improved in the 
plan and have tried to explain the positive impact this will have on the voids 
service. 

RISE has given a balanced approach to the scrutiny of voids. There are a 
number of issues we have listed as strengths throughout the 
report where we 
acknowledge that Wulvern has realised a need to make service 
improvements. We would like Wulvern to add these planned activities 
into the timetable within the improvement plan.


RISE would like officers to populate an action plan and to have another 
meeting with RISE in July 2012 to discuss the completed action plan, which 
we hope you will send back to us in 4 weeks after the Board meeting 
and give us at least 7 days to review your actions as a result of our report, 
prior to our meeting. We would like to do this before the school holiday break.
  6. Final comments 

RISE would like to acknowledge Wulvern strengths. We thank all staff who participated for their time and efforts in assisting the compilation of this report.

RISE would also like to thank the tenants who participated for giving up their time to help us with this review. 

RISE will make ourselves available to officers to clarify issues raised and we will support officers by commenting and helping them shape the new ways of working.
RISE look forward to moving on to improve the void service in partnership with Wulvern and look forward to working together on our next service review.
And finally, we would also like to make particular mention of the Customer Involvement Team (Gill Allen and Amanda Gott) and Sue Lock for their help and support throughout this scrutiny exercise.
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