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Void Management Policy
Introduction/Purpose

The purpose of this Policy is to set out Rosehill's approach for managing
empty properties which arise within its housing stock.

It is recognised that Rosehill, as with other landlords, will experience
some level of turnover in its stock as tenancies end for various reasons
and are subsequently re-let. It is inevitable during turnover that there may
be periods where some properties are empty between one tenancy
ending and the next one beginning.

We fully recognise that good management of void properties and the
limitation of void periods are vital to: maximise rental income; provide a
quality service; meet housing need and achieve good neighbourhood
management.

Therefore the main aim of this Policy is to minimise any void periods that
may arise. This will be achieved by operating efficient and effective
systems and procedures; complying with relevant legislative and
regulatory requirements and taking into account best practice.

This policy does not operate in isolation of other areas of our work. To
ensure good void management practice the policy interlinks with a
number of other policies which govern key areas of our work including
Allocations, Abandonments, Former Tenant Arrears, Anti-Social
Behaviour, Racial and Other Harassment, Neighbourhood Management
and Decoration Allowances.

Legal and Regulatory Framework

Whilst this Policy sets out to explain Rosehill's approach to void
management it must do so in the context of legal and regulatory
requirements. Therefore the following relevant legislation has been taken
into account in the development of this Policy:

Housing (Scotland) Act 2001

Housing (Scotland) Act 2014

Data Protection Act 1998

The Gas Safety (Installations and Use) Regulations 1994

The Energy Performance of Buildings (Scotland) Regulations 2008
Matrimonial Homes (Family Protection) (Scotland) Act 1981
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The Scottish Social Housing Charter

The Social Housing Charter came into effect in April 2012 and was
reviewed in 2017 this sets the standards and outcomes that all social
landlords should aim to achieve when performing their housing activities.
The Charter replaces the Performance Standards and the outcomes
relevant to this Policy are:

1. Equalities

Social Landlords perform all aspects of their housing services so
that every tenant and other customer has their individual needs
recognised, is treated fairly and with respect, and receives fair
access to housing and housing services.

2 Communication

Social landlords manage their businesses so that: tenants and
other customers find it easy to communicate with their

landlord and get the information they need about their landlord,
how and why it makes decisions and the services it provides.

4 Quality of Housing

Social landlords manage their businesses so that: tenants’ homes,
as a minimum, meet the Scottish Housing Quality Standard
(SHQS) when they are allocated; are always clean, tidy and in a
good state of repair; and also meet the Energy Efficiency Standard
for Social Housing (EESSH) by December 2020.

13. Value for Money

Social landlords manage all aspects of their businesses so that
tenants, owners and other customers receive services that provide
continually improving value for the rent and other charges they pay.

Social landlords are responsible for meeting the standards and outcomes
set out in the Charter. The Scottish Housing Regulator is responsible for
monitoring, assessing and reporting on how well social landlords,
individually and collectively, achieve the outcomes.

In line with the regulatory principles, the Regulator’s approach to
monitoring landlords’ achievement of the outcomes and standards in the
Charter will be based on the landlords’ performance information and their
own assessment of their performance. Therefore, for each year ending
on 30th September, we will be expected to:



3.1

e Measure and assess our performance in progressing towards or
achieving the Charter outcomes and standards

e Provide the Regulator with some key performance information on
our achievement of the outcomes and standards

e Report our performance to tenants and other service users who use
our services.

Tenancy Terminations

There are four main ways a tenancy can end which could lead to the
property becoming void for a period of time:

Tenant giving notice

The death of the tenant (where there is no-one in the household to
succeed to the tenancy)

The tenant abandons the property

By court order e.g. tenant evicted for rent arrears

3.1.1 Tenant giving notice

3.1.1.1 Once a tenant advises of their intention to end their tenancy, staff within

the Generic Team will issue the tenant with our Termination of Tenancy
Form. It is preferable that staff are present when the Form is being
completed but if this is not possible it can be posted or emailed to the
tenant. For the avoidance of doubt we will not accept any verbal
notification of a tenant’s intention to end their tenancy.

3.1.1.2 The termination form must be signed by the tenant and any joint tenant,

spouse, civil partner or anyone living with them as husband or wife.

3.1.1.3 Tenants are required to give 28 days’ notice as per the conditions of their

tenancy agreement. This period of notice can be reduced in exceptional
circumstances and only with the authorisation of the Housing Services
Manager or the Director. For example where a new tenant has been
identified for the property and is able to move in before the 28 day period
elapses.

3.1.1.4 Pre tenancy end inspections will be carried out where possible to enable

staff to assess the repair and decoration standard of the property and to
discuss any other matters relating to the tenancy such as the rent account
or qualification to the Right to Compensation for Improvements. During
the 2020/21 pandemic these inspections where carried out via video call.
Where it is absolutely not possible to visit in person for any reason the
video call is acceptable as an absolute minimum. Permission to
undertake the inspection via this means must be approved by a Senior
Manager as it is preferable to see the property and outgoing tenant in
person.



3.1.1.5 Tenants will receive written confirmation of any key details discussed and
agreed at the pre tenancy end inspection. For example if the tenant is
required to undo and make good any damage as a result of unauthorised
alterations.

3.1.1.6 As the intention is to minimise and preferably prevent any void period
arising, the task of finding a new tenant is begun immediately upon
receiving a valid notice of termination of tenancy. To assist with this,
where possible, viewings of the property should be arranged with the
outgoing tenant during the notice period.

3.1.1.7To ensure tenants do not fall foul of their responsibilities as set out in
Clause 6.7 of their legally binding tenancy agreement, we will periodically
publish articles in our newsletters about what tenants need to do if they
plan to end their tenancies. This information will also be published on our
website.

3.1.2 The Death of a Tenant (where succession to tenancy does not apply)

3.1.2.1 Where we are formally notified of a tenant’'s death staff will liaise with
whoever has the authority to act upon the deceased tenant’s behalf and
this generally will be other family members.

3.1.2.2 The tenancy formally ends upon the tenant’s death and any entitlement
to housing benefit/ Universal Credit housing element will also cease at
that point. The rent account will not be closed down until the keys have
been handed in and any debt accrued during this period will be treated
as former tenant arrears. Therefore it is important that every effort is
made to minimise the rent loss however this must be approached with
sensitivity and care, fully recognising the difficult time it can be for people.

3.1.2.3We will give up to a maximum of four weeks for the property to be
completely cleared and the keys to be handed back to us. Any extension
to this period will only be granted where payment is made in line with the
rent for the property. Any extension must be authorised by the Housing
Services Manager or in their absence the Housing Officer (Generic
Team).

3.1.2.41t is expected that the authorised person(s) will clear out the house,
however in exceptional circumstances we will assist with the disposal of
larger items of furniture. Such a decision will be made by the Housing
Services Manager or Director. In such circumstances we reserve the
right to either charge for this disposal service or reduce the time the
authorised person(s) has to hand over the keys.

3.1.2.5Due to the difficulties in a tenancy ending in such a way, it is highly
unlikely that staff will be able to begin viewing the property until the keys
are handed in. However staff will still begin the task of finding a potential



new tenant as quickly as possible after being notified of the tenant’s
death.

3.1.2.6 On occasion we will hear about a tenant’s death through word of mouth
and not through any formal means. In such circumstances, upon hearing
of a tenant’s death, we will wait approximately 3 working days to see if
anyone makes contact to formally advise us. In the event that no contact
Is made staff will begin making appropriate enquiries.

3.1.2.7 Staff will begin by checking if we hold any contact details on file for any
friends or family of the tenant or if there is any involvement with Social
Services. Failing which staff will contact the Police to assist with
identifying family of the deceased tenant.

3.1.2.8 We will work with all relevant agencies to conclude matters and to enable
the property to be emptied and handed back to us.

3.1.3 Tenant Abandons the Tenancy

3.1.3.1 We have a separate Policy which governs how we manage abandoned
or suspected abandoned properties. The associated procedures clearly
set out the processes staff will undertake to identify, verify and recover
abandoned properties.

3.1.3.20nce staff are satisfied that it is more than likely that a tenant has
abandoned a property the first abandonment notice will be served which
will run for a clear 28 days. During this period staff will tentatively begin
the process of identifying a potential new tenant.

3.1.3.3Upon the 28 day notice expiring, and there having been no contact by the
tenant, staff will serve the second and final notice and recover the
property in accordance with our Abandonment Policy. This will include
taking an inventory of any property and belongings of the tenant and
making any arrangements for storage of such items if deemed feasible
under the statutory requirements.

3.1.3.4The tenant, who has abandoned the property, will be held liable for the
rent during the period from service of the 15t Abandonment Notice to the
2"d Abandonment Notice.

3.1.4 Tenancy Ended by a Court Order

3.1.4.1 We will normally only pursue and enforce a court order to evict a tenant
on the grounds of rent arrears or anti-social behaviour.

3.1.4.2 The process for recovering properties through eviction proceedings are
covered under the Procedures relating to Rent Arrears and Anti-Social
Behaviour.
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Void Procedures

We have procedures which describe the operational process, in detalil,
for managing void properties and clearly demonstrate the role of different
staff at various stages in the process.

Communication

Good communication is key to the effective management of void
properties and can contribute to the aim of preventing and minimising
void periods.

Communication with Tenants

We will ensure tenants have access to important information about their
tenancy rights and responsibilities including what they need to do if they
wish to end their tenancy.

Information is made available at the sign up stage for new tenants,
articles will be published periodically in our newsletters and information
will be made available on our website.

In addition we will ensure we have well trained staff who are able to
provide tenants with good quality advice and assistance in relation to
tenancy matters.

Communication between Staff

The process of dealing with a void from start to finish is extensive and
involves more than one member of staff and more than one team i.e.
Customer Services Team, Housing Services and Technical Services.
Therefore it is vital that all concerned communicate with each other
throughout the entire process and work to the common goal of re-letting
properties as quickly as possible whilst ensuring the condition of the
properties are to the Lettable Standard.

The need for good communication extends to the contractors who are
carrying out any repairs to void properties.

Whilst a number of staff may play a role in the void process, the Housing
Officer (Generic Team) will take the lead role for overseeing that the
procedures are followed throughout the process. She will closely liaise
with the Repairs Co-ordinator to ensure repairs are being progressed
within the agreed timescales and that the target hand back date will be
achieved. She will also keep the Housing Assistant, whose patch the
void is in, informed of all progress.
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Security

When a tenancy has ended and the property is to be re-allocated we will
carry out a lock change. If the property is being relet on the same day,
the locks will be changed within two hours of the keys being handed into
the office. In all other circumstances, the locks will be changed within 24
hours of the keys being handed in.

In the case of abandoned properties or properties repossessed through
eviction proceedings, the locks will be changed within two hours of the
properties being recovered.

Where the property is likely to be void for a longer period of time and is
deemed to be vulnerable to vandalism, we may consider boarding up the
property or ‘sitex’ the doors and windows. The use of boards/sitex will be
avoided where possible as these in themselves can attract unwanted
attention and can contribute to a negative view of an area.

Property Maintenance

If voids arise during the winter months, we will undertake the following
precautionary measures, if assessed as being necessary:

e Keep the heating on at low level and where there is a loft, leave the
hatch slightly open to allow the heat to rise into the loft and prevent
the pipes from freezing.

or

e Drain down any water supply pipes and heating systems.

Inspections

To establish how long it is likely to take to re-let a property, we will aim to
carry out a series of inspections:

Initial Pre-Tenancy Termination Inspection

The Housing Officer (Generic Team) in conjunction with the Repairs Co-
ordinator will carry out this inspection. At the inspection staff will highlight
any repair issues which the tenant may need to address e.g. the removal
of any unauthorised alterations and the making good of any damage
caused to the property. In addition staff will endeavour to highlight any
repairs which we will be responsible for.

Staff will also obtain the details of the gas and electric suppliers used by
the tenant and establish the type of meters installed in the house. Where
card meters are installed, staff will arrange for the tenant to hand in the
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cards along with the keys when he/she leaves the property. Tenants are
also encouraged to leave the meter in credit (couple of pound
approximately) to ensure there is some power available in the property.

The timescale for carrying out the initial inspection is detailed in the
attached procedures.

Final Pre-Tenancy Termination Inspection

Where the initial inspection highlights that the tenant is responsible for
making good any damage to the property or for the removal of
unauthorised alterations, a follow up inspection will be carried out.

The timescale for carrying out the final inspection is detailed in the
attached procedures.

First Void Inspection

On receipt of the keys from the tenant, a further inspection will be carried
out. If the property is to be relet the same day, the inspection must be
carried out within two hours of the keys being handed in. In all other
circumstances the inspection must be carried out within 24 hours of the
keys being handed in.

The Housing Officer (Generic Team) in conjunction with the Repairs Co-
ordinator will carry out the inspection. As the property is empty a
thorough inspection will be undertaken and final meter readings
recorded.

With regard to card meters if these are showing a minus credit reading
staff will, if there is sufficient time, automatically request that the meters
are re-set. However if there is limited time the Housing Officer (Generic
Team) will authorise a “top up” of the meter if this would be more feasible
than waiting for the meter to be re-set. In such cases it is unlikely that
more than £20 will be spent. This will ensure there is an adequate supply
of power for the gas and electric checks to be carried out and any repairs
needed. In the event that the minus credit reading is significant staff will
have no option but to wait until the meter has been re-set.

The number and nature of repairs found, if any, will determine when the
house can be relet i.e. either immediately or within a defined timescale.

Interim Inspections

Where the number of or scale of repairs is significant the Maintenance
Assistant will carry out interim inspections to check the progress of the
work, resolve any issues that might arise and ensure works are on track
to meet the agreed hand back date.
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Final Void Inspection

Upon completion of any identified void repairs, the Housing Officer
(Generic Team) and the Repairs Co-ordinator will jointly carry out a final
inspection to ensure that the property is of a good standard ready for let.

If any issues are identified e.g. repairs not complete or not to a good
standard, the Repairs Co-ordinator will be responsible for ensuring such
defects are addressed promptly and typically should aim to have such
issues remedied within 24 hours.

Void Repair Works

The extent of work required will vary from void to void. Whilst it is
important that all required work is carried out and the void property is
brought up to a good standard this must be balanced with the need to
minimise how long it is empty and therefore losing rent. To ensure repairs
are carried out within a reasonable time period the following timescales

will apply:

1 Day: this will only involve lock changes and gas and electrical
inspections
5 Day: will likely include removal of rubbish and minor clean;

removal of gas fire; adjustment of doors and windows;
replacement of electrical fittings including consumer units;
minor plumbing works and replacement of smoke alarms
and CO detectors

10 Day: Significant plasterwork; artex removal; replacement
components e.g. bathrooms, boilers, internal doors,
consumer units and ceilings; major clean/rubbish removal

20 Day: Rot; asbestos removal; major component replacement e.g.
kitchens; external works

Contractors will be responsible for cleaning up after carrying out any
repair work and for removing any debris from the property and this
extends to the garden area.

If necessary the property will be cleaned prior to the keys being issued to
the new tenant.

Decoration Allowance
We operate a Decoration Allowance Policy which extends to void

properties. This clearly sets out under what circumstances a decoration
allowance can be awarded to tenants moving into void properties.
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Energy Performance Certificates

We use an external contractor to produce EPCs for our properties. When
an EPC is produced it is valid for 10 years. For any subsequent void staff
must ensure that the current EPC is displayed within the property. If for
any reason the certificate has been removed staff will re-print a copy and
display within the property.

The process for requesting and producing EPCs by the external
contractor is set out in the attached void procedures.

Gas and Electrical Inspections

If the property is to be relet the day after the keys are handed in, the
above inspections must be carried out, where possible, within four hours
of the keys being handed into the office. If this is not possible because
e.g. the keys are not handed in until 4:00 pm then the inspections should
be arranged for first thing the next working day. This should still enable
the keys to be issued to the new tenant later that day unless the
inspections highlight any faults to be addressed. In all other
circumstances the inspections should be carried out within 24 hours of
the keys being handed into the office.

The Repairs Co-ordinator should notify the contractors in advance of
when the keys are due to be handed in, to enable provisional
arrangements to be made for carrying out the above inspections.

Where a full gas safety check has been carried out to the property within
the last six months a gas soundness check only will be carried out.
However if has been over six months a full gas safety check will be carried
out.

We carry out periodic electrical inspections to our properties every 10
years. As part of the void process we will arrange for our electrical
contractor to carry out a visual inspection plus a 10% check of all wiring
and fittings. Any damaged switches, sockets and light fittings will
automatically be replaced as will any electrical fittings which have been
altered by tenants.

Any shower which Rosehill has not installed should be the subject of an
electrical inspection. If it passes the electrical inspection the new tenant
will be given the option of keeping the shower but will be required to sign
a disclaimer in relation to ongoing maintenance responsibility. If the
shower fails the inspection it will be removed along with all associated
cabling.
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Record Keeping

Good record keeping is important to ensure good void management
practice.

The attached procedures set out in detail the process involved in dealing
with tenancy ends/voids. However in summary it is important that staff
use the appropriate forms for recording information e.g. tenancy
termination notices, pre-tenancy termination/ void inspection forms. In
addition staff must also follow the procedures relating to the tagging of
keys, updating the sub-let book and notice board, notifying all relevant
staff of impending relets and issuing tenants confirmation of tenancy end
details.

Performance Management

We set targets for re-letting void properties which enable us to measure
and monitor our performance in relation to how quickly we let void
properties and how much rent we lose through voids.

The measures we use for these targets are in line with the requirements
of the Annual Return we have to submit to the Regulator.

Our Management Committee monitors performance in relation to these
two targets for voids along with other key performance information on a
guarterly basis. In addition we compare our performance from year to
year and against other RSLs in our Peer Group (as determined by the
Regulator).

In addition to these two key void targets, our Management Committee
also receives reports on the following on a quarterly basis:

Percentage of lettable houses which became vacant
Percentage of tenancy offers refused

Spend on void properties (via quarterly management accounts)

Annually we monitor and compare our performance over the last five
years and against other RSLs in our Peer Group.

Tenant Participation
Tenant Participation
One of our strategic objectives is to engage effectively with tenants and

service users so that our service delivery meets their requirements. In
order to ensure we do this effectively we have a tenant participation
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strategy. Tenants are encouraged to engage with the operational design
of services.

Further details of this can be found in our Tenant Participation Strategy.
Copies of this are available in our office or online at
www.rosehillhousing.co.uk

Equality and Diversity

We are committed to providing fair and equal treatment for all our staff
and customers including tenants and will not discriminate against anyone
on the grounds of race, colour, ethnic or national origin, language,
religion, belief, age, gender, sexual orientation, marital status, family
circumstances, employment status, physical ability and mental health. In
implementing this policy we will positively endeavour to achieve fair
outcomes for all. In order to achieve this we will collect this data on all our
applicants. We are also required to report data on all applicants in our
Annual Return on the Charter to the Scottish Social Housing Regulator,
we will collect sufficient data to enable us to meet our regulatory
requirements.

We are committed to removing any barriers to communication.
Therefore, if required, this Policy can be produced in another format e.g.
Braille, large print, etc or another language

17. Risk Management

17.1

18.

18.1

In all the key areas of our business we need to consider any risks which
may arise. To this end we have in place a robust Risk Management
Policy and from this flows our Risk Register. We have identified our
material risks which are regularly monitored by our Management Team
and Audit Sub-Committee.

Key to the mitigation of the risks associated with allocations issues and
the subsequent impact on the reputation of Rosehill and possible litigation
risk is having a comprehensive policy in place to govern the management
of allocating our properties and ensuring we meet our statutory and
community obligations.

Complaints Procedure

We aim to get things right first time and provide a good quality service to
our tenants. However, we acknowledge that things can go wrong and
that some tenants may be unhappy with the service provided. We have a
Complaints Policy and procedure. The procedure can be used where
there is dissatisfaction with this Policy or its operation. Our Complaints
Policy is available in our office or online at www.rosehillhousing.co.uk.
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Data Protection

On the 25" May 2018 the legislation governing data protection changed
with the introduction of the General Data Protection Regulation (GDPR).
Updated to UK GDPR following the Brexit in January 2020

We hold a variety of Personal Data relating to individuals including
tenants, waiting list applicants, factored owners, other service users,
employees and Committee Members. Our Privacy Policy sets out the
basis on which we can process and share such data with third parties, it
also sets out how we will securely store individuals’ data, whether
electronically or in paper format. It also provides information on
individuals’ rights under UK GDPR including: to view personal data held
about them by us; to request a restriction of processing of their data; the
right to be forgotten and a right to object to us processing their data. In
terms of the rights to be forgotten and to restrict or object to processing
of Personal Data, any such requests will require to be considered on
their own merits and legal advice will need to be obtained in some
circumstances. We have the responsibility for accepting or refusing such
requests and will do so in writing.

Under UK GDPR we are required to provide all customers whose
Personal Data we hold with a Fair Processing Notice (also known as a
Privacy Notice). The Notice sets out the Personal Data we process and
the basis for doing so.

We will only keep and process Personal Data for the original purpose
we gathered it for and we will not keep it for any longer than necessary.
Attached to our Privacy Policy is a table of Retention Periods for
Personal Data held and processed by us. We recognise that not all
Personal Data can be processed and kept for the same period of time,
and this will vary depending on the individual circumstances of each
person whose Personal Data we hold.

The Privacy Policy sets out what should happen in the event of a Data
breach e.g. does the breach require reporting to the Information
Commissioner’s Office and whether the individual affected should be
notified. Timescales are set out for dealing with data breaches.

Full copies of our Privacy Policy are available upon request at our office
or from our website www.rosehillhousing.co.uk

Policy Review

This Policy will be reviewed at least every three years or sooner to ensure
it continues to reflect current thinking and practice and to comply with
legislative requirements and regulatory guidance.



20.2 Any tenant wanting to get involved with the review of any Rosehill policy
can do so. Further details of this can be found in our Tenant Participation

Strategy. Copies of this are available in our office or online at
www.rosehillhousing.co.uk



