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CSI VOID INSPECTION SMART ACTION PLAN 
HSG-Shared\Resident Involvement\Resident Inspectors\Inspection 1 - Voids and training

	SERIAL
	Lead DIRECTOR


	Lead

MANAGER 
	ISSUES RAISED BY CSI
	ACTION TO BE TAKEN by CWAC
	MILESTONES
	EXPECTED IMPACT
	TARGET COMPLETION DATE
	EVIDENCE OF OUTCOME

( to be completed during monitoring phase to be confirmed)

	01
	Richard Birchett (RB)
	Chris Ramsden

(CR)
	No coherent voids policy exists


	A comprehensive voids policy is to be written and actioned

Existing ad hoc arrangements and policies to be collated into a single coherent policy including the strengths tenants found in the current arrangements.  The revised policy to include what the offer to tenants is, how it is delivered, measured and reported to tenants
	To be produced in accordance with policy production procedure including consultation with staff and residents
	Production of a Specific, Measurable, Achievable, Realistic and Timebound policy.

Customers will understand what is expected from the service
	28/2/12
	

	02
	RB
	Karen Craig (KC)
	Non Management voids are not identified or defined so no comparison can be made with other housing organisations. 

The work is underway and CWaC believe they are performing well but no evidence was available for CSI to review and tenants would like to see a deadline for its introduction 
	Remove Non Management (properties that are empty for a protracted period of times for such things as major refurbishment or demolition) voids from Housemark data.

Be clearer in classification of voids.
	
	More accurate measurement of voids against national measurements.
	30/11/11
	

	03
	RB
	CR
	Staff had differing opinions as to what properties are hard to let’.

Tenants would like further incentives to be offered to let homes where there is little or no demand or many refusals


	Define what are ‘hard to let’ properties and produce a strategy for dealing with the marketing and improvement of these homes. Include in Voids policy
	
	Clearer understanding by staff and tenants

Standardization.


	30/11/11
	

	04
	Doug Hesketh (DH)
	Karen Craig (KC)
	No performance targets for lettings exist.

No holistic performance information (i.e. time in maintenance and time in lettings)

No benchmarking of voids performance with other housing organisations

Tenants would like to receive this data as part of their performance report 
	Produce KPIs which include detail of time in maintenance and lettings. Compare our KPIs and processes with other organisations.
	Discussions to take place with Business Support to establish KPI’s for void performance targets on time properties spend in maintenance and allocations.

Commence bench

marking exercise with other Housing Organisations. Report findings to CSI inspection team on a quarterly basis


	Produce measureable targets that can be used to focus efforts more effectively.  Also to see how we compare to other organisations and how we can learn from them to improve.
	30/11/11

First report on bench

marking findings to tenant inspection group and NEPTRO February 2012

	

	05
	DH
	Jill Smalley

(JS)
	Lack of applicants’ up to date contact details causing delays in letting process. 

Tenants requesting  a more regular review
	Refresh and update applicant’s contact details when they bid for property.
	Ensure up- to date applicants details are on file. Carry out major updating exercise to capture updated  information
	Improve contact details list.

Improve communications between tenant and landlord.

Reduce delays in letting process 
	31/01/12
	

	06
	DH
	JS
	Reasons for leaving properties does not capture the area they are departing so that more intervention can be done if one area has many exits‘
	Establish and monitor a KPI – ‘Reasons for leaving by area’.

Maintain and monitor actions/outcomes of addressing issues.


	Carry out an area by area analysis on reasons for tenants leaving properties. Copy of findings to be reported to the CSI tenant group
	Reduce number of voids. Focus efforts correctly in addressing issues.

Customer satisfaction.
	30/12/11
	

	07
	DH
	Andrew Rooke (AR)
	Number of refusals was not recorded, but the data form is limited and the voids team do not discuss the free form text which points to gardens and decorations as being big issues for refusal. Tenants would like to help the council redesign the form and then have the data reported to them in their performance report
	Capture and produce information of refusals, with support from tenants on the data collection form. 

Report KPIs to tenants (agree performance management with Karen Craig and Nicky Todd)
Revise the form. 

Form to be circulated to CSI via email through the Resident Involvement team in order to gauge feedback.
	Carry out an in depth refusal analysis of offers made and take steps to improve 1st time offer acceptance rates
	Will provide clear evidence as to why properties were refused allowing efforts to be focussed on improving issues
	30/12/11
	

	08
	DH
	AR
	Applicants for houses need more details about the property eg room sizes, facilities. Many reason for refusal were due to rooms being too small which delayed letting

Similar issue on the provision of shower or bath
	More details on room size and type of washing facilities to be included in the advert when letting the property.
	Discussions to take place with the Repairs and Maintenance Unit/

Allocations Team to improve level of information on void facilities/

room sizes
	Reduce refusals and time wasted in viewing unsuitable properties. 
	30/12/11
	

	09
	DH
	Clare Roberts (C Rob)
	New customers lack information of the neighbourhood and local services for available lets.  Also lack information about facilities in house eg stopcock location. 
	Produce more detailed start up packs with key information about the area and the property eg rubbish collection dates/times etc
	Information pack for new tenants is being discussed and developed with residents 25/10/11
	Improve customer satisfaction
	Production of new tenant information pack 30/11/11
	

	10
	DH
	C Rob
	CSI would like to see sign ups complete no later than a Thursday.

Services are not available to be turned on at weekends, if sign ups occur on a Friday, the tenant has to move in without services
	Signups no later than Thursday
	Every effort will be made to avoid signing up new tenants after Thursday. This is dependent on availability of the new tenant for sign up
	This would allow new tenants to achieve the installation of gas and electric meters and services prior to the weekend of moving in property.
	Ongoing process but will confirm by 30/3/12
	

	11
	DH
	Karen Craig (KC)
	New Tenant Survey is ineffective with poor questioning and low return rate.

Tenants would like to help the Council redesign the form and incentive return
	Review, with tenants, the New Tenant Survey to make it more users friendly with better questioning and captures tenant information more effectively.
This work is to be conducted as part of the overall customer satisfaction review project.
	Meeting to be arranged with Customer Focus group to improve the quality of the new tenant survey form.

	Better information collection which could be used to improve the service.

Improve customer service
	30/3/12
	

	12
	DH
	KC
	Post tenancy surveys.  It is not clear if post tenancy surveys have been completed or acted upon.

Tenants would like to help the council review the form and would like poor feedback to be acted upon and followed up
	Review, with tenants, surveys carried out post tenancy. 
This work is to be conducted as part of the overall customer satisfaction review project.
	
	Better information collection which could be used to improve the service. Improve customer service
	30/3/12
	

	13
	DH
	AR
	Stoak Lodge voids are draining the tenants repair budget.

Tenants observed major expenditure on voids which went over to the homeless team. Whilst accepting this is necessary, tenants are concerned about the lack of management of the homes when they are not in a hostel
	Review management of Stoak Lodge voids and introduce more intensive management and more frequent visits of them.
	Discussions to take place with the floating support officers to assess frequency of visits to dispersed tenancies and to assess where improvements can be made. Feedback on discussions to be provide to the  CSI Team
	More effective void management.

Reduce impact on repairs budget.
	30/12/11
	

	14
	DH
	C Rob
	There is no incentive for tenants to leave properties in good order.

Introduce an incentive scheme
	Introduce incentive scheme. As part of scheme consider how repairs could be done whilst tenants still in property to aid standard on vacating property.
Enforce and monitor leaving homes in good order through the use of Housing Officers when conducting pre-move inspections.
	Transferring tenants are subject to a pre-transfer inspection. Incentive schemes to be discussed with CSI tenant group by 30/12/11
	More property left in good order.

Value For Money-reduce repairs. Improve re-letting. Customer Satisfaction.
	31/01/12
	

	15
	DH
	AR
	Poor condition of decoration is a common reason for refusal.

Tenants we mystery shopped complained of poor decorations and not being offered a voucher
	Review decorations policy and clarify the policy of issue of vouchers for tenants.

Report back to NEPTRO and inform them of lettings and reasons for refusal.
Agree target performance management with Karen Craig
	
	Reduce refusal of voids for decoration reasons.

Quicker re-let times.
	30/12/11
	

	16
	Noel Chambers (NC)
	Peter Jones (PJ)
	Multi skilled tradespersons are being trained to speed up void repairs.  Not clear when it would be completed, so voids can be speeded up 
	Complete training for tradespersons
	80% complete

Remaining 20% to be completed as part of 2012/13 training plan.
	Speedier void repairs.

Increase turn-around times and reduction in lost rent.
	30/6/12
	

	17
	NC
	PJ
	Tenants would like void surveyors pick up communal area repairs when they are visiting voids. First impressions can be important for a quick let
	Void surveyors pick up communal repairs and review satisfaction survey forms 
	
	Communal area repairs identified earlier and addressed quicker

Improve repair times.
	30/11/11
	

	18
	NC
	PJ
	Is it possible to speed up the current, one a month, kitchen replacement time line? It seems a long time to wait for a new tenant
	Review and report back to Property Services SIP
Also provide detailed information on kitchen replacement programme.
	
	Speed up replacement process.

Improve Customer Satisfaction.
	9/11/11
	

	19
	NC
	PJ
	Can you consider the use of quick drying materials in winter and so enable the home to be let quicker
	Consider and report to Property Services SIP
	
	Potentially increase quicker void turnaround times. Reduce repairs required.
	9/11/11
	

	20
	NC
	PJ
	Tradespersons’ time is wasted in completing paperwork for job on each void.  Trades reported 10-30 minutes paperwork per job
	Review paperwork process.  Introduction of hand held devices to replace paperwork. 
	
	More efficient use of time.
	31/12/11
	

	21
	NC
	PJ
	Tenants would like to discus and influence the Recharge policy on voids   No pictures on voids being let are taken, so there is no record to back up legal action or recharge and there was no data available and monitored on payback on recharges. Tenants would like to receive KPIs on rechargeable repairs
	Review recharge policy with tenants and report in KPIs to tenants.

	Pictures are currently taken at handover of properties and during re-charges.

Tenants will be involved in the production of the policy.
	Increase return on recharges for voids.
	KPI to be established and monitored by 30/12/11

Policy to be reviewed and updated by 30/3/12
	

	22
	NC
	PJ
	Poor condition of gardens is a common reason for refusal.

Tenants we spoke to were not offered the community payback scheme and it was unclear as to how many gardens had been done under community payback
	Review gardens policy and the use of the Community Payback scheme.
	
	Reduce refusal of voids for garden related reasons.

Quicker re-let times.
	30/3/12
	

	23
	NC
	PJ
	Rubbish is not removed prior to inspection by the surveyor, leading to a potential revisit and more works delaying the let. This means that void works are ordered twice, wasting trades times and delaying the let
	Remove rubbish before void inspection. This should be incorporated into the Resident Empty Property Inspectors check list.
	
	More effective and efficient inspection.

Repairs found at first time inspection.
	Currently in place. Rubbish is removed as part of Clear Out process.

30/12/11
	

	24
	NC
	PJ
	Many of the staff are not clear on the lettable standard.

It would benefit from having pictorial examples - as everyone’s own standards are different
	Review awareness of lettable standard through use of pictures/photographs.

Consider the production of a Voids Handbook providing guidance on standards and process. Working with Resident Empty Property Inspectors team.
	
	Standardisation of lettable standard including policy on kitchen replacements.
	30/12/11
	

	25
	NC
	PJ
	Gas servicing is done when the property is occupied. It is an inconvenience to tenants. Other landlords have mastered doing this during the void work eg Stadium HA
	Gas servicing to be conducted prior to property being occupied. 
	
	Reduce impact on tenant and increase customer satisfaction.
	30/12/11
	

	26
	NC
	Graham Bramwell (GB)
	No welcome pack in homes for new tenants.
	Produce and provide a welcome pack for new tenants eg washing up liquid and housing cleaning materials.
This should be included in the New Tenants Pack (see serial 09)
	
	Customer satisfaction.
	30/12/11
	

	27
	NC
	PJ
	Tenants are pleased with the local offer April 2011, but they have not been able to establish when these offers will be delivered. Planned Improvements for Improved Quality: Dishwasher and washing machines free connection for new tenants, Local Offer – additional services and charges for cookers being fitted plus 2 hour handy person visit. 
	Tenants would like to know the plan and deadline for when these improvements are being introduced.
	30/11/11-Review and confirm plan.
	Customer satisfaction.

Improved services.
	30/12/11
	

	28
	NC & DH
	Various depending on specific initiative
	CSI briefly had a look at other organisations voids processes and found various ideas that they would like CWaC Housing to consider:

1. Gas servicing complete when property empty-Stadium Housing Association.
2. Accent Peerless – void turnaround in 17 days and targets houses in highest demand.

3. Rotherham – Key safes fitted externally enabling tradespersons to access property.

4. St Ledger Homes use spray trigger to counter burglary.

5. Saffron Housing-multiple void/letting initiatives.

6. St Ledger Homes-handy person when first moving in, few houses are refused for condition and Decent Homes standard are agreed with tenant before moving in. 
7. CSIs would be pleased to go to the best - Doncaster and Berneslai with the staff to view what is so good about their service


	CSI would like officers to look at these areas and report back on each of these initiatives as to whether they can be implemented in our Service. 
	
	Improved service

Customer satisfaction.
	28/2/12
	

	Additional Issues Identified for consideration

	29
	RB
	CR
	Inform tenants to turn off water if going away during winter eg hospital, long holiday.
	Place an article in Open Door magazine explaining the issue and actions to take.

General advice for dealing with such issues should be included in the New Tenants pack up (see serial 09). 
	31/10/11 Consider early options regarding winter issues 
	Reduce issues relating to water pipes during winter months. 
	31/01/12
	

	30
	DH
	C Rob
	Tenancy Audit.

Tenants would like to see annual checks on homes to ensure they are well maintained and do not add to the drain on the voids budget when they come empty
	Agree a tenancy audit process and implement it. 
	
	Voids will be vacated in better condition. Better tenancy management.
	30/12/11
	

	31
	RB
	Chris Ramsden
	Ensure that the action plan timelines are met and information is reported back to CSI.
	Effective monitoring and reporting of action plan.
	First report to CSI 31/1/12

Second report to CSI 30/4/12
	Ensure that actions are met.

Improvements to service
	30/6/12

CSI to review action plan at end of each quarter.
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