


The survey
The introduction of welfare reforms in 2013, notably Universal Credit and the 
'bedroom tax', continue to pose a real challenge to the housing sector. There has 
been much speculation about the impact of 'bedroom tax' on the number of void 
properties, with 24% of respondents saying that it has had a significant impact on 
the number of voids in their portfolio. Yet Government have dismissed claims that in 
particular, larger social homes, are now more difficult to let and have encouraged 
housing associations to be more creative and explore how to improve internal 
processes. 

Organisations are coming under increasing pressure to find new, more efficient 
ways of managing their void properties in order to re-let them as soon as possible. 

Our survey, in partnership with Oneserve, aimed to gain a snapshot of the current 
number of empty properties across England, Scotland and Wales, the systems and 
processes currently in place to manage the transition from 'empty' to 'occupied' 
property and the current challenges faced by housing associations in doing so. 

This document contains the key findings of the report and a summary of responses 
received. 

Profile of respondents
In total,  285 individuals accessed our survey representing a range of parties 
involved in void management. 
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Summary of key findings
25% of those surveyed said that 5 to 15% of their overall housing portfolio was 
classed as void. When compared to the overall social housing market (based on an 
estimated five million homes) this equates to up to 200,000 empty properties at 
any one time. 

46% of those surveyed said ‘bedroom tax’ had increased the number of void 
properties. When considering the impact of bedroom tax on this particular group, 
team pressure was viewed as the having the biggest impact followed by turnaround 
time.

Figure 1: What impact has the introduction of bedroom tax had on your organisation? (based on 
those who ranked the above as (4 Medium to High impact and 5 High impact)

Team pressure Quality of pressure Turnaround time
Tenant satisfaction
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With 45% of respondents saying that their void turn around process takes 2-4 
weeks and a further 19% taking 4-6 weeks, the cost implication due to rent loss, 
council tax, and increased risk of property damage through theft and vandalism 
are huge. 

Figure 2: What is the current turnaround time from void to re-letting a property?

Less than a week 1-2 weeks 2-4 weeks 4-6 weeks
6-8 weeks More than 8 weeks Don’t know
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As you would expect, the most important consideration for social housing 
providers was the reduction in turnaround time of void properties, with 78% 
scoring this as important or very important (152 individuals) and 73% saying that 
better management of costs is a key issue for them (143 individuals). 

Figure 3: Which of the following would be most important to your organisation when managing the 
void process? (The above illustrates the split between those who viewed an option as Very 
important/Important and those who viewed each as of lesser importance)

Very important or important Less important
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75% of all those surveyed are currently using an IT system for void management, 
with 84% using a module within their Housing Management systems. However with 
up to seven departments now involved in the management of void properties, it is 
not surprising that 47% (111 respondents) are looking for a system that offers 
greater collaboration between internal departments and 43% (104 respondents) are 
looking for a fully automated process visible to all departments. 

This therefore poses the question as to whether housing management systems are 
the most appropriate tool for the job, or if a more collaborative void management 
solution is required. The latest cloud based tools can help social landlords reduce 
turnaround times, better manage cost and allow for greater collaboration in the 
management of their void properties. 
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About Oneserve

Oneserve is the most exciting and cost effective 
field service management solution provider on the 
market today. We combine software, service and 
technology, providing you with everything you 
need to transform the performance of your 
business. 	 	  	     

Our enterprise level field service management software provides all the tools you 
need to increase productivity, improve visibility and drive greater collaboration 
within your business and your supply chain – all from one cloud based, unified 
platform. Our solution can help you manage your call centre, workflow, scheduling, 
mobile workforce, supply chain, asset management, analytics and finance, and 
parts and stock.

To find out more, please give us a call on 01392 367367 or visit our website at: 
www.oneserve.co.uk.
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Void management survey 2014

Quest ion: What  would best  describe your role within your organisat ion?

AnswerAnswer CountCount PercentPercent

Chief 28 10 %
Director 67 24 %
Head 54 19 %
Manager 103 37 %
Other 29 10 %

Quest ion: What  are your primary job responsibilit ies within your organisat ion? Please t ick all that
apply.

AnswerAnswer CountCount PercentPercent

Strategic management and leadership 149 24 %
Customer services 95 15 %
T enant engagement 72 12 %
IT  management 14 2 %
Finance management 28 4 %
Resource management 33 5 %
Housing management 157 25 %
Housing Advisory 35 6 %
Other 43 7 %

Quest ion: How many propert ies does your organisat ion current ly manage?

AnswerAnswer CountCount PercentPercent

Less than 500 12 4 %
500-1000 42 16 %
2001-5000 91 34 %
5001-10000 71 26 %
10001-50000 49 18 %
50000+ 4 1 %



Quest ion: What  percentage of  your overall housing port folio is classed as void propert ies?

AnswerAnswer CountCount PercentPercent

Less than 5% 195 72 %
5-10% 48 18 %
10-15% 18 7 %
15-20% 1 0 %
More than 20% 0 0 %
Don't know 7 3 %

Quest ion: By what  percentage has the int roduct ion of  the bedroom tax increased your number of
void propert ies?

AnswerAnswer CountCount PercentPercent

1-5% 103 46 %
6-10% 19 9 %
11-15% 7 3 %
16-20% 13 6 %
21-25% 13 6 %
Other 52 23 %
Don't know 16 7 %

Grid: What  impact  has the int roduct ion of  the bedroom tax had on your organisat ion? ( 1= low
impact , 5 = high impact )

Quest ion: Team pressure

AnswerAnswer CountCount PercentPercent

1 28 13 %
2 24 11 %
3 58 26 %
4 77 35 %
5 36 16 %

Quest ion: Qualit y of  process

AnswerAnswer CountCount PercentPercent

1 67 30 %
2 54 24 %
3 61 27 %
4 32 14 %
5 9 4 %



Quest ion: Turnaround t imes

AnswerAnswer CountCount PercentPercent

1 79 35 %
2 32 14 %
3 55 25 %
4 33 15 %
5 24 11 %

Quest ion: Tenant  sat isfact ion

AnswerAnswer CountCount PercentPercent

1 79 35 %
2 48 22 %
3 58 26 %
4 29 13 %
5 9 4 %

Quest ion: On average, what  was the cost  of  repairs per void within your port folio in 2012/2013?

AnswerAnswer CountCount PercentPercent

Less than £500 16 7 %
£501-1000 28 13 %
£1001-2500 115 52 %
£2501-5000 36 16 %
£5001-10000 2 1 %
£10000 + 1 0 %
Don't know 22 10 %

Quest ion: Which of  the following departments within your organisat ion are involved in void
management?

AnswerAnswer CountCount PercentPercent

Housing management 207 32 %
Direct labour organisation (DLO) 89 14 %
Customer service 83 13 %
T enant engagement 21 3 %
IT 31 5 %
Finance 45 7 %
Housing repairs 154 24 %
Other 23 4 %



Quest ion: Do you current ly use an IT  system for void management?

AnswerAnswer CountCount PercentPercent

Yes 164 75 %
No 54 25 %
Don't know 2 1 %

Quest ion: If  you said Yes, which of  the following systems are you using?

AnswerAnswer CountCount PercentPercent

Void software solution 5 3 %
A module within your housing management system 150 84 %
A module within your asset management system 12 7 %
Part of a field service management system 1 1 %
Other 10 6 %

Quest ion: If  you said No, is this something you plan to implement  in the:

AnswerAnswer CountCount PercentPercent

Next six months 9 17 %
Next twelve months 13 25 %
After twelve months 1 2 %
No current plans to use 29 56 %

Quest ion: Who carries out  your void repairs in your organisat ion?

AnswerAnswer CountCount PercentPercent

In-house team/DLO 57 27 %
Sub-contract team 80 38 %
Combination of both 57 27 %
Other 16 8 %

Quest ion: How sat isf ied are you with the current  provision?

AnswerAnswer CountCount PercentPercent

Very satisfied 62 30 %
Satisfied 61 29 %
Satisfied with room for improvement 71 34 %
T here is much room for improvement 16 8 %



Quest ion: What  is the current  turnaround t ime f rom void to re-let t ing a property?

AnswerAnswer CountCount PercentPercent

Less than a week 6 3 %
1-2 weeks 45 21 %
2-4 weeks 94 45 %
4-6 weeks 40 19 %
6-8 weeks 13 6 %
More than 8 weeks 10 5 %
Don't know 2 1 %

Grid: Which of  the following would be most  important  to your organisat ion when managing the void
process? (1 = Not  Important , 5 = Very Important )

Quest ion: Reduct ion in turnaround t ime

AnswerAnswer CountCount PercentPercent

1 10 5 %
2 12 6 %
3 22 11 %
4 39 20 %
5 113 58 %

Quest ion: Bet ter management  of  cost

AnswerAnswer CountCount PercentPercent

1 5 3 %
2 13 7 %
3 35 18 %
4 50 26 %
5 93 47 %

Quest ion: A single, real-t ime view of  the process f rom start  to f inish

AnswerAnswer CountCount PercentPercent

1 23 12 %
2 24 12 %
3 55 28 %
4 48 24 %
5 46 23 %



Quest ion: Greater collaborat ion between relevant  internal departments

AnswerAnswer CountCount PercentPercent

1 13 7 %
2 44 22 %
3 54 28 %
4 40 20 %
5 45 23 %

Quest ion: Greater t ransparency through the supply chain

AnswerAnswer CountCount PercentPercent

1 38 19 %
2 39 20 %
3 62 32 %
4 34 17 %
5 23 12 %

Quest ion: A fully automated process, visible to all departments

AnswerAnswer CountCount PercentPercent

1 26 13 %
2 29 15 %
3 49 25 %
4 47 24 %
5 45 23 %

Quest ion: Would you be interested in f inding out  more about  integrated ICT  solut ions for void
management?

AnswerAnswer CountCount PercentPercent

Yes 41 21 %
No 154 79 %

Organisat ions

A1 Hous ing Bas s etlaw Ltd Abbeyfie ld
Adul lam  Hom es  Hous ing As s ocia tion  Ltd Advance
Aldwyck Hous ing Group Al l iance Hom es
Apna Ghar  Hous ing As s ocia tion Arches  Hous ing Ltd
ARK Hous ing As s ocia tion As hton P ioneer  Hom es  Ltd
ASRA Hous ing Group As ter  Group
Axiom  Hous ing As s ocia tion B3Living
Beechwood and Ba l lantyne Com m uni ty HA Berwicks h i re  HA
Blackpool  Coas ta l  Hous ing Bos ton Mayflower  Lim i ted
Bournvi l le  Vi l lage Trus t Brackne l l  Fores t Hom es
Br idgewater  Hous ing As s ocia tion  Ltd Broad land Hous ing As s ocia tion
Brom s grove Dis tr ict Hous ing Trus t Ltd C&C
Cadarn Hous ing Group Cadwyn Hous ing As s ocia tion  Ltd
Caldm oreaccord Car tre fi  Cym unedol  Gwynedd
Cas s i l toun Hous ing As s ocia tion Cas tle  Va le  Com m uni ty Hous ing As s ocia tion
CCG Ces tr ia  Com m uni ty Hous ing Trus t
Char ter  Hous ing As s ocia tion Chel tenham  Borough Hom es
Chor ley Com m uni ty Hous ing Cloch Hous ing As s ocia tion
Clwyd Alyn Hous ing As s ocia tion  Ltd Clyde Va l ley Hous ing As s ocia tion  Ltd
Clydes da le  Hous ing As s ocia tion  Ltd Coas t and Country Hous ing Ltd



Coas tl ine  Hous ing Ltd Cobal t Hous ing
Colches ter  Borough Hom es Com m uni ty Gateway
Com m uni ty Gateway As s ocia tion Com m uni ty Trus t Hous ing
Connect Hous ing Contour  Hous ing Group Ltd
Cornwal l  Hous ing Ltd Cube Hous ing As s ocia tion
Dale  & Va l ley Hom es Dale  and Va l ley Hom es
Derby Hom es  Ltd Derwent Living
Derwents ide Hom es  Ltd Drum chapel  Hous ing Co-operative  Lim i ted
dunedin  canm ore hous ing Dunedin  Canm ore Hous ing As s ocia tion  Ltd
Eas t Durham  Hom es Eas t Kent Hous ing
Eas tend Hom es Eas tlands  Hom es
Eas tlands  Hom es  Par tners h ip  Ltd Ei ldon Hous ing As s ocia tion  Ltd
Engl is h  Rura l  Hous ing As s ocia tion EPIC Hous ing
Equi ty Hous ing Group Lim i ted Fam i ly Hous ing As s ocia tion  (Wales )  Ltd
Fam i ly Mos a ic Fi rs t Ark Group
Fi rs t Wes s ex For th  Hous ing As s ocia tion  Ltd
Four  Hous ing Group Fr iends h ip  Care and Hous ing
Gedl ing Hom es Genes is  HA
Genes is  Hous ing As s ocia tion Glen Hous ing As s ocia tion
Glen Oaks  Hous ing As s ocia tion  Ltd Glouces ter  Ci ty Hom es
Graves end Churches  Hous ing As s ocia tion Greenfie lds  Com m uni ty Hous ing
Guinnes s  South Hafod Hous ing As s ocia tion  Ltd
Hal ton Hous ing Trus t Hebr idean Hous ing Par tners h ip
High Peak Com m uni ty Hous ing Hom es  for  Har ingey
Hom es  for  Nor thum ber land Hom es  In  Haver ing
Hom es  in  Sedgem oor Hor ton Hous ing
Hous ing So lu tions  Group I D S
iGov Im pact Hous ing
Im pact Hous ing As s ocia tion Incom m uni ties  Group l td
Indus tr ia l  Dwel l ings  Socie ty (1885)  Ltd Inqu i lab  HA Ltd
Is os ISOS Hous ing Group
King Street Hous ing Kingdom  Hous ing As s ocia tion
Kingdom  Hous ing As s ocia tion  Ltd Lanarkh i re  Houing As s ocd ia tion
Livin  Hous ing As s ocia tion Loreburn Hous ing As s ocia tion  Ltd
Manor  Es ta tes  Hous ing As s ocia tion  Ltd Marches  Hous ing As s ocia tion
Melvi l le  Hous ing As s ocia tion  Ltd Method is t Hom es  Hous ing As s ocia tion  Ltd
Mid-Wales  Hous ing As s ocia tion  Ltd Monm ouths h i re  Hous ing As s ocia tion
Mount Green Hous ing As s ocia tion  Ltd MTHA
Nor thwards  Hous ing NPT Hom es
Oak Tree Hous ing As s ocia tion Ore Va l ley Hous ing As s ocia tion
Or ig in  Hous ing Ltd Par tick Hous ing As s oci tion
Peabody Trus t Peaks  and P la ins  Hous ing Trus t
Pem brokes h i re  Hous ing As s ocia tion  Ltd Phoenix CHA
Picker ing and Ferens  Hom es Places  for  People
Plym outh  Com m uni ty Hom es Poole  Hous ing Par tners h ip
Poole  Hous ing Par tners h ip  Ltd Queens  Cros s  Hous ing As s ocia tion  Ltd
RCT Hom es RHP
Ribb le  Va l ley Hom es Rivers ide Hous ing Group
Rockingham  Fores t Hous ing As s ocia tion  Ltd Ros ehi l l  Hous ing Cooperative  Ltd
Rura l  S ti r l ing  Hous ing As s ocia tion  Ltd Rykne ld  Hom es  Ltd
Sal ix Hom es SBHA
Scottis h  Borders  Hous ing As s ocia tion Seven Locks  Hous ing
SHAL Hous ing Sheffie ld  Ci ty Counci l
Shore l ine  Hous ing Par tners h ip Sol ihu l l  Com m uni ty Hous ing Ltd
Solon South  Wes t HA Ltd South  Es s ex Hom es
South  Lakes  Hous ing Southdown Hous ing As s ocia tion
Souths ide Hous ing As s ocia tion Spectrum  Hous ing Group
St Vincents  Hous ing As s ocia tion  Ltd s ta ffoed and rura l  hom es
Stockpor t Hom es  Ltd Suffo lk Hous ing Socie ty Ltd
Sus s ex Hous ing and Care Swan Hous ing As s ocation
Swan Hous ing Group Taff Hous ing As s ocia tion
Taff Hous ing As s ocia tion  Ltd . Ta i  Cered ig ion
Teign Hous ing the barnet group
Thenue Hous ing As s ocia tion Thr ive  Hom es
Tower  Ham lets  Hom es Trent and Dove Hous ing Ltd
Two Cas tles  HA Ltd Two Rivers  Hous ing
Uni ted Wels h Hous ing As s ocia tion  Ltd Vale  o f Ayles bury Hous ing Trus t
Ve la  Group Victory Hous ing Trus t
Viewpoin t Hous ing As s ocia tion  Ltd Wakefie ld  and Dis tr ict Hous ing
Wal ter ton and Elg in  Com m uni ty Hom es  Ltd Welwyn Hatfie ld  Com m uni ty Hous ing Trus t
Wes lo  Hous ing Managem ent Wes t Kent Hous ing As s ocia tion
Wes t o f Scotland Hous ing As s ocia tion  Ltd Wes tfie ld  Hous ing As s ocia tion
WHCHT Wis haw and Dis tr ict Hous ing As s ocia tion  Ltd
Wolverham pton Hom es Worces ter  Com m uni ty Hous ing
Wrekin  Hous ing Trus t YHG
Yorks h i re  Coas t Hom es Yorks h i re  Coas t Hom es  Ltd
Yorks h i re  Hous ing Your  Hom es  Newcas tle




