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Introduction

Shetland Islands Council’s Housing Services shall be responsible for
minimising the number of empty properties in stock and the length of time they
are empty.

This is not a straightforward task as the void rate is highly dependent on
policies and performance in a variety of service areas, including application
management, allocations, and repairs and maintenance.

This details the policy and procedures to be followed when a tenant gives
notice of their intention to terminate their tenancy.

Principles and Objectives

The principles and objectives of the Void Management Policy are drawn from
the need to ensure that this policy adheres to the legal requirements placed
on the Council and reflects the aims of the Community Plan, the Council’s
Corporate Plan, Local Housing Strategy and good practice.

Principles

Legality

We will ensure that our void policy and procedures reflect the legal framework
and relevant codes of guidance.

Consistency

We will apply the void policy in a consistent manner in all areas of Shetland so
that existing and new tenants are treated in a similar manner regardless of
tenure.

Social Inclusion

We will not discriminate against existing and new tenants on the basis of their
sex, marital status, race, disability, age, sexual orientations, language, social
origin, religious beliefs or political opinions.

Responsiveness
We seek to have a policy, which is capable of responding to a wide range of
complex individual needs and circumstances.

Openness

We will ensure that the void policy is operated in an accountable manner with
regular performance monitoring and reviews. We will publicise the results of
the performance monitoring. In doing so an individual’s right to confidentiality
and the requirements of the Data Protection Acts will be safeguarded.
Individual tenants personal details will not be disclosed.
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Objectives

The key aims are:

e To ensure that individuals are allocated property that meets the defined re-
lettable standard

e To minimise the void days lost and the rent loss

e To minimise the cost of repairs

e To ensure that tenants are aware of their responsibilities with regard to
décor, cleanliness, repair and authorised/unauthorised alterations

e To ensure that prospective tenants are aware of availability of support and
assistance

e To monitor and report on void performance in order to highlight successes
and weaknesses

e To comply with health and safety, legal duties, regulatory requirements
and good practice standards

e To ensure effective, efficient and accountable, management of the process

Training
Officers shall be fully trained and given sufficient flexibility to make reasonable
judgements in dealing with individual cases.

Clear procedures are provided to officers to ensure there is a consistent
approach to managing voids complying with equal opportunities principles and
best practice.

Links with Legislation, other policies and procedures

The void management policy will assist the Council to meet its Local Housing
Strategy, Corporate Plan and Service Plan aims and priorities. In particular, it
will assist the Council to provide decent, secure and affordable housing to
meet housing need. The void management policy will also assist the Council
to achieve ‘best value’ in the use of its resources.

In meeting the principles and objectives of the void management policy we will
take account of the following legislative and policy requirements:

Community Planning Framework

Council’s Corporate Plan

Housing Service Plan

Housing (Scotland) Act 1987 as amended by the Housing (Scotland) Act
2001

Homelessness etc (Scotland) Act 2003

Shetland Islands Council’s Child Protection Procedures

Sex Offenders Joint Protocol

Anti-Social Behaviour Policy

Data Protection Acts
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Basic Stages of a Void

Notice of termination
28 days

If notice over phone/email send
‘Vacating Your Property’ Booklet
24 hours

Pre-Inspection
Letter

Programme essential Pre-Term inspection
repairs 5 working days

Shortlisting & Pre-
allocation

Pre-viewing by Refusal
prospective tenant
2 working days

Tenant vacates —
keys returned

Termination
inspection

Schedule non-essential Accompanied viewing (if not Order essential
repairs pre-viewed by applicant) 1 repairs 24 hours

Post repairs inspection
Within 7 day turnover time

Tenancy sign up
1 day
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Notice of Intention to Terminate

Most tenancies will terminate by a tenant giving notice. The tenancy must end
on a Sunday. Rent liability will be for the full 28 days up to the termination
date.

Notice to terminate a tenancy can be received in various ways from the
tenant:

e By phone to Housing Office

e By letter or e-mail to Housing Office

e In person at Housing Office

The notice should include:

Tenant/s name and address

Date of actual leaving

Forwarding / contact address and telephone number

The tenant’s signature — if the tenancy is in joint names, both tenants must
sign the notice

The 28 days notice period will begin only on receipt of written evidence. This
could be by letter or the completed ‘Vacating Your Property’ booklet

(VP0O0O01).

In all cases it is necessary for the tenant to complete the 'Vacating your
property' booklet, therefore if a tenant initiates request by phone/e-mail/letter
then the ‘Vacating Your Property’ booklet should be posted 2™ class within 24
hours of request.
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On receipt of the completed ‘Vacating Your Property’ booklet or written
termination, the Housing Assistant, Business Support will:

Action Checklist

Check that the booklet is completed accurately

Create the void on Orchard and complete the ‘Notice’ folder

Arrange a pre-termination inspection with the Technical Officer for within 5
working days of the notice date

Arrange a post-termination inspection appointment with the Technical
Officer within two days of the keys in date

Notify the DLO of the prospective void property, so that it can be included
in the void works progamme

Arrange a PAT and / or electrical test with the DLO for the expected keys
in date

Notify the rents section, and request details of the outstanding balances of
rent / Council Tax / rechargeable repairs to ensure payment before the
outgoing tenant moves

In cases where a debt is due the Housing Assistant will inform the
Recovery Section. They will arrange to visit the tenant and negotiate an
arrangement to pay. The Arrears Officer must aim to recover the debt/s or
confirm the repayment agreement in writing before the tenancy ends

Check if the outgoing tenant has an active application on the housing list
and cancel application

Acknowledge the notice of termination within 1 working day (VP0002)

Create a void pack

Start the void monitoring sheet (VP0003)
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Orchard Procedures

The void is created on Orchard by entering the property address, highlighting
the property and going to the Tenancy Management by Property screen, by
clicking on Task, Common, Tenancy Management by Property.

2 Te nancy Management By Property
File Go Task Tools Window Help

[F=] _Tﬂi [ ] I ; ] [ =]
I%l Maint. | Applicants Hﬁs NrDt Infio. made essage I‘ ‘ ’
Address: | Mrs LJohnson Departrment: HSG Houging
£ Bakland
Leru?.licin Property Type Code: 2BH 2 Bedroom House
Shetland RTE Code: 1 Cak BE BOUGHT
ZE1 05 oes
Tenure Type Code: GM SIC Gen Meeds
Woid Status: OCCUP Property Occupied ward Code: & UPPER 50UND GULBERWICK. Gl
Telephone Number: 01595633142 Scheme: Bakland
Tenancies Habitable D etails “oid Hiztory | Property UDCs |
Tenancy Tenancy | Tenancy Occupancy Occupancy | Tetwre Current | Lead
Seq Mo Nu ber Tenant enced Terminated C menced Teminated | Type  Tenants Tenant?
! Mrz L Johnson 3. _ Ves f
1 ‘I‘IBD4 Yoid D‘I A0 920 07 /05419958 D1 011 920 07/05/1995 GN no ves

[ Add Tenancy ] [ Madify Tenancy ] [ Delete Tenancy ] [ Woid Property ][ I adify W aid ] [ DizpozesSel ]

Occupancy History | Forwarding Address | Corresp. Address | Tenancy Letters | Tenancy UDCs |
Tenancy Tenure Tenancy Tenancy Occupancy  Occupancy

Addresz Humber Tupe Commenced Terminated | Commenced Terminated

E Bakland, Lenwick, Shetland,

You then click on Void Property
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Add Void Notice Details X

Yaid Type: | kain 5.1.C. Yaid Type (¥ |

Yacating Tenancy Mumber: 0

Yaid Tenancy Mumber: 0 Mext Tenancy Mumber: 0

Matice Date; | 20407 /2007
Expected T ermination; | 12408/2007

Allow Prevoid Letting: (3)Yes (Mo () Unknown

Reaszan:

Yoid Reasons:

Code | Dezcription

Temination-By Tenant

[ Q. H Cancel ]

The Void Type will default to Main SIC Void Type.

The Notice Date will be today’s date — this should be changed to the date
notice received

The Expected Termination Date should be the Sunday, four weeks after the
notice was received

Allow Pre-Void Letting will default to Yes.

The Void Reasons will default to Termination By Tenant. This should be
changed if the termination is for any other reason e.g. if a tenant has died, or if
the tenancy was abandoned.

Click on Ok and enter the tenants forwarding address.

Forwarding Address X

Address Fram To [ Add
&3 ) >

You then have to select the void event of Notice Received (if notice of
intention to terminate has been received) and click ok.
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Select Next Yoid Status [z|
Position Sort by
D escription; i) Description
Code Description

HOMOT Mo Maotice Received
’ .

ks

ok J[ cance ]

The void will then be created.

Void Management X

‘Warcating Tenant: Mrs L Johngon Woid Statuz: NOTICE Motice Received
A Offer Status: ALLOCT Awmaiting Pre-allocation
ht oid Type: MAIN Main 5.1.C. Yoid Type
Woid Mumber: 16101 CURRENT %0ID Expected Termination: 12/08/2007 Expected Available:
Mominations | Offers | Targets | Tenants | Quota Band | |
Motice | Ewvents | Fre Void |nspection | Full Ingpection | Motez | K.ey kanagement | Letters
Wacating Tenancy Humber: 13825
Yoid Tenancy Number; 22371 Mest Tenancy Number; 22372 Undo

Motice Date: 20/07 /2007
Expected Termination: 12/08/2007

Allow Preoid Letting: Yes Ma Unknown

Reason:
Void Reasons:
Code | Description Add
y Tenant
b TR Delete
Termination ] [ Change §tatus] [Ne:-ct Wioid E\-'ent] [Ne:-ct Dfter E\rent] [ LCancel “oid ]
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Click on the Events folder

Click on Next Void Event and select pre-void inspection arranged

Select Mext Yoid Event E'
Position Sort by
Code: () Code
D escription; | | {®) Description
Description Code
F.epz Mot Returned By Tenant 35
F.eps Received From Tenant 30
Occupied 210
395

Fre-Inspect Previouzly Comp.

\Pre-void Inzpect Armanged

[ ] 4 ] [ Cancel

Click on ok

X)

Add Void Event

Event Cade: 0033 Pre-vaid Inspect Arranged
Prewvious Vaoid Status: MOTICE Matice Aeceaived
Mest Waoid Statuz IMSF1 Pre-vaid Inspect Arranged
Prevviousz Offer Statug: ALLOCT Aumaiting Pre-tllocation
Mext Offer Status: ALLOCT Aumaiting Pre-tllocation

Officer: Waila Simpzon
Event Date/Time: EIIZENIE | [Q] 0327 |

o J(CCereel ]

Click on ok

The Technical Officer will then update the void, once the pre inspection has
been completed.
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Acknowledgement Letter (VP0002)

The acknowledgement will contain:

e Confirmation of the termination date

e The amount of rent due to be paid to the date of leaving

¢ A reminder that the rent account must be cleared up to the termination
date

e A reminder to notify utilities

e Confirmation of the pre-termination inspection date

e A claim form for any improvements qualifying under compensation
regulations

e Information on where to deliver keys to, and by when

e Advice on what to do if the notice to terminate the tenancy is to be
withdrawn

e Advice on completing a new application form within 4 weeks if they wish to
be considered for Council housing after they move

Void Pack
The Void Pack should have the address clearly marked on the front and all

relevant forms placed inside along with the copy of ‘Vacating Your Property’
booklet. (See checklist).

e Void Monitoring Sheet (VP0003)

e Pink Sheet for the pre-termination and termination inspections (VP0006)
e Copy of acknowledgement letter confirming pre-inspection to tenant
(VP0002)

Repair Agreement (VP0012)

Inventory form (For abandoned properties only)

D:\letters and formsvoidsnew1.docRegister Tenant List (VP0004)
Do and Don’t Sheet (VP0005)

Advice Note on Right to Repair

Advice Note on Right to Compensation

Copy of the Customer Service Standards

Copy of the Void Property Standards

Sign up checklist (VP0018)

Tenancy Agreement (VP0017)
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PRE-TERMINATION INSPECTION

The Housing Assistant should arrange a pre-termination visit by phone and /
or letter as above. This appointment should be entered in the Technical
Officers schedule for one hour and Orchard should be updated.

The majority of pre-terminations should be completed within five working

days.

The main purpose of the pre-inspection is:

To identify any repairs which are the responsibility of the tenant and
advise the tenant of the recharge policy

To identify any repairs that are the responsibility of the Council, and to
decide which repairs are essential repairs that will be required prior to
re-let to make the property safe and which are non-essential repairs
that can be carried out as routine

To advise the tenant that some repairs will be carried out as routine
and may be undertaken prior to them moving out - suitable
appointment times should be noted

To identify any major works that may be required to the property as
part of planned maintenance e.g. replumb, kitchen replacement

To agree what will be removed from / what will remain in the property
and in particular, if the property is suitable for pre-allocation and if there
is demand for the property, to list any items that the tenant wishes to
leave or sell onto the new tenant and advise the tenant of the
procedure

To check on and list any alterations carried out by the tenant, to
determine qualifying improvements for compensation and to advise the
tenant of the ‘Right to Compensation’ scheme

To identify any adaptation or special features of the property to assist in
the allocation process

To advise the tenant of the general condition the property should be left
in on termination and give them a copy of the Void Property Standards
To determine whether prospective tenants can view the property

To complete the ‘Vacating Your Property’ booklet if one has not been
returned and to obtain a forwarding address or contact phone number

Essential repairs will include:
¢ Repairs essential to make the property habitable

Health, safety and security repairs

Repairs considered essential to achieve a quick letting
Repairs that are impractical to do in an occupied property
Removal of substandard tenant alterations

A standard report form (VP00O6 - pink sheet) will be completed at the pre-
termination inspection, signed by the Technical Officer and the outgoing
tenant.
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The Technical Officer should arrange for a copy of the report to be given to
the outgoing tenant, within 1 day. The tenant will then have the opportunity to
remedy any defect for which they are responsible prior to the end of the
tenancy.

If any such defects are not remedied prior to the end of the tenancy, or if the
work is not of a satisfactory standard, a recharge may then be raised for the
cost of the works.

Relevant information from the inspection will be made available to any
prospective tenant to whom an offer of tenancy has been or is to be made.

Following the pre-termination inspection, the Technical Officer will discuss and

agree with the Housing Officer:

e |f the property can be re-let or if a ‘Policy Void’ form (VP0007) needs to be
completed

e |If the property can be pre-allocated

e If the property is likely to be a no / low demand void (VP0O008)

e |f the property can be viewed by prospective tenants

The Technical Officer will then update the pre-void inspection, notes (void
notes, garden condition) and tenants folder (improvements, items left,
rechargeable repairs) on Orchard

The Technical Officer will notify the DLO of any essential works, so that these
can be incorporated into the voids programme

The Technical Officer should

e Update the pre-termination folder on Orchard

e Check the property details to make sure the number and sizes of the
bedrooms are correct, the heating type is correct, details of any special
adaptations are noted

e Enter the relevant details into the tenants and notes folders.

e Update the void monitoring sheet

This should be done within 24 hours of the pre-termination visit.
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ORDERING REPAIRS

The Technical Officer will programme / order any repairs to be carried out on
return to office or within 1 working day of the pre-termination inspection.

The priority timescale for repairs orders will be at the discretion of Technical
Officers but will have regard to the overall targets for void management and
the nature of the repair.

Wherever practicable all essential repairs to properties required prior to a new
tenancy, should be given a 7-day priority or less.

All other works should be given a 28-day priority or less. However, some
repairs may be outside of the existing repair contract and completion within 28
days may not be enforceable.

Work given a 28+-day priority shall be any work that cannot reasonably be
expected to be done within 28 days. An example would be new windows.

Essential repairs (to be completed prior to the occupation of the property) will
be ordered separately from more routine repairs, which may be completed
during the void notice period or after occupation of the property as
appropriate.

Any work to be completed after the new tenancy starts must be agreed and
signed by the area Technical Officer and the new tenant.

A target of 10% post-inspection will be sought.

The Technical Officer should apply the following standards during Void
Inspections. Unless otherwise specified this standard applies to all void
properties and is to be included in the Tenant’s Handbook.

These conditions will ensure that Shetland Islands Council new tenants will
have accepted a property that is:

¢ Wind and water tight

e Secure and safe

¢ |n a habitable condition
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Void Property Standards

Living room
Decoration intact and clean

Floor coverings removed (Not Temporary Tenancies)

Doors and woodwork clean and operational

Windows clean and operational

Floor coverings intact and clean (Temporary Tenancies only)

Furnishings clean and in place as per inventory (Temporary Tenancies only)

Kitchen

Decoration intact and clean

Floor coverings removed (Not Temporary Tenancies)

Doors and woodwork clean and operational

Windows clean and operational

Kitchen fitments clean and operational

Floor coverings intact and clean (Temporary Tenancies only)

White goods clean and acceptable for use and equipment in place as per
inventory (Temporary Tenancies only)

Bathrooms

Decoration intact and clean

Floor coverings removed (Not Temporary Tenancies)

Doors and woodwork clean and operational

Windows clean and operational

All sanitary ware clean and acceptable for use

Floor coverings intact and clean (Temporary Tenancies only)

Bedrooms

Decoration intact and clean

Floor coverings removed (Not Temporary Tenancies)

Doors and woodwork clean and operational

Windows clean and operational

Floor coverings intact and clean (Temporary Tenancies only)

Furnishings clean and in place as per inventory (Temporary Tenancies only)

Front / Rear doors
Locks operational / secure and all keys returned

Services
Electricity and heating suppliers advised of leaving date and final meter
readings

External
Garden areas maintained and free of rubbish

General

There should be no personal belongings or rubbish left from previous tenant.
Inventory items only in temporary tenancies.
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Void Property — Action Guidance

The Technical Officer should take the following action if non-conformance with
the Void Standard is identified.

Action Guidance to be inserted
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Pre-Allocations

When a property can be pre-allocated, the Housing Officer will select
prospective tenants in accordance with the Council’s Allocations Policy, on the
Thursday following the pre-inspection and record any offers on the void
monitoring sheet.

The Housing Officer will ensure that all matches are recorded on Orchard and
that a paper copy of all housing lists at the time of making the selection is
placed in the void file.

When selecting prospective tenants, Housing Officers will check that the top
five applicants in all quotas have been awarded the correct level of points and
will correct any errors before proceeding with the allocation.

They will also check that the selected applicant is eligible to be made an offer
of housing. A record will be held in the file of the checks carried out.

Prospective tenants will be notified verbally and interest or refusal recorded by
file note and on Orchard. If a property is refused as a result of a verbal offer,
this should be confirmed in writing (VP0009) in line with the allocation policy.

If an applicant indicates an interest in the property, an appointment will be
arranged for a home visit, followed by an accompanied viewing. Itis intended
that this will take place within 2 days of the verbal offer of tenancy being
made.

Purpose of home visit

e To confirm the details held about the applicant’'s housing needs are still the
same

e To confirm that the information the applicant has given the Council is
correct

Purpose of accompanied viewing

e To enable the applicant to view the offered property

e To answer any queries the applicant has about the property

e To provide information on the tenancy agreement, rent, repairs and
planned maintenance that will be carried out to the property

e To advise the prospective tenant that the tenancy will commence on the
Monday following sign up, and that sign up will take place as soon as the
property is ready to let.

It should be noted that accompanied viewing must take place on all voids and
pre-lets.

If the outgoing tenant will not give permission for an accompanied viewing, the

prospective tenant should be given a virtual tour where possible, of the
property from photos held on the database.
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An applicant will be expected to verbally indicate their acceptance / refusal of
the offer within 2 days of the viewing taking place.

Formal Offers
All formal offers will be made in writing (VP0010) within 2 days of the offer
being accepted verbally.

Every offer of tenancy will contain at least the following information:
Size / type of property

Rent

Proposed date of entry where possible

Viewing arrangements

Arrangements for accepting, signing leases etc

Named contact for queries

Applicants are required to respond to a formal offer within 2 working days of
receiving the letter. A standard form (VP0011) is enclosed with the offer letter
for this purpose.

The prospective tenant should be advised in writing (VP0012) of the principal
repairs to be carried out on the property and of any programmed capital work
due, such as kitchen replacement, refurbishment etc.

If an offer is refused, the applicant will be asked to complete a refusal form
(VP0013), giving details of the reason for refusal. Where these reasons relate
to the condition of the house or concerns about neighbours etc, the issue will
be referred to the Housing / Technical Officer for comment / action.

The Housing Officer should then update Orchard and the void monitoring
sheet.

If there is No Demand for the property, the Housing Officer should update
Orchard to reflect this and complete a form with recommendations for how the
void can be let e.g. advertise vacancy, change of use (VP0014) to temporary
accommodation, relocating workers property etc.

The form should be passed to the Service Manager — Housing & Property. If

the change of use is authorised, KRL will update Orchard, following the
guidance in the Orchard procedures folder.
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TERMINATION OF TENANCIES

Keys

The outgoing tenant must return two sets of keys for each door, properly
labelled to the Housing Service by the date specified in the acknowledgement
letter.

If the outgoing tenant has handed in one set of keys only, then a second set
of keys should be cut.

As long as the full four weeks notice has been given, rent will be charged up
to the end of the week (Sunday) in which the keys are returned, unless the
keys are returned the next working day after the termination period ends.

When the keys are returned to the office the Housing Assistant will organise
the tenant to sign the Vacating Your Property booklet and log the keys. The
keys in sheet and Orchard will be used to track keys once they are received.

The Housing Assistant should then update Orchard to record the return of the
keys and the termination of the tenancy.

Orchard Procedures
Enter the property address and highlight the property. Click on Task,
Common, Tenancy Management by Property. Click on Modify Void.

2 Te nancy Management By Property E| E| X

File Go Task Tools Window Help

(=] | [f-a] | [¥] @ EoRIET R
I%l Maint. | Applicants Hﬁs NDt %I l made I@ajge i ’ U [ I‘ l ‘ ’
Address: | Mrs LJohnson Departrment: HSG Houging
£ Bakland
Leru?.licin Property Type Code: 2BH 2 Bedroom House
Shetland RTE Code: 1 Cak BE BOUGHT
ZE1 05 oes
Tenure Type Code: GM SIC Gen Meeds
Woid Status: OCCUP Property Occupied ward Code: & UPPER 50UND GULBERWICK. Gl
Telephone Number: 01595633142 Scheme: Bakland
Tenancies Habitable D etails “oid Hiztory | Property UDCs |
Tenancy Tenancy | Tenancy Occupancy Occupancy | Tetwre Current | Lead
Seq Mo Mumber Tenant Commenced Terminated | Commenced Terminated  Type | Tenants Tenant?
3535 Mrz L Johnzon 08 935 _ 08/05/13395 _ e Ve

935 03
920 0740541395 01

“ioid

0740541935 |GM no e

[ Add Tenancy ] [ Madify Tenancy ] [ Delete Tenancy ] | I adify Woid |[ Dizpose/Sel ]

Occupancy History | Forwarding Address | Corresp. Address | Tenancy Letters | Tenancy UDCs |
Tenancy Tenure Tenancy Tenancy Occupancy  Occupancy
Addresz Humber Tppe | Commenced Terminated ' Commenced Terminated

E Bakland, Lenwick, Shetland,
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Go to the Event folder and click on Next Void Event.

X

Select Mext Void Event

Position Sort by
Code: () Code
D escription; | | {®) Description
Description Code
F.epz Mot Returned By Tenant 35
F.eps Received From Tenant M

[ ok ] [ Cancel ]

Select Keys Received From Tenant and enter the keys in date

X)

Add Keyholder

F.ep Holder Type:

Perzon: | 1264 Mz Laumna Jokhnson

k.ey Set: ICI Default Fep Set
D ate/Time Issued:| A | | : |

Date/Time Returmed: |EI.'-"£EIE£2EIEI? | |UEI:32 |

Deposit Paid:
DepnsitHeturned:| A || : |

[ OE. ][ Cancel ]

Click on Next Void Event again and select Tenancy Terminated
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%]

Select Mext Void Event

Position Sort by
Code: () Code
D escription; | | {®) Description
Description Code
39

Mat Ta Be Terminated

' Tenancy Terminated

[ ok ] [ Cancel ]

Click on ok and enter the actual termination date

Void Termination

Expected Temination: [ 12/03/2007
Actual Terminatior: | 12/08/2007  [Q))

[ k. ” Cancel ] [ Help ]

Click on ok, then click on Next Void Event again, and select Technical
Inspection Arranged.
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S5elect Mext Void Event E'
Position Sort by
Code: () Code
D escription; | | {®) Description
Description Code
Lock Change Aranged-Ho Keys L)
Lock Changed Anranged 42

' Technical Inzpection Arranged

[ ] 4 ] [ Cancel

Click on ok

X)

Add Void Event
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The Rents Section should be notified using the standard form (VP0015) of the
termination and keys in dates and the void monitoring sheet should be
updated.

If no notice received prior to keys being handed in, the Housing Assistant
must complete a Vacating Your Property booklet with the outgoing tenant
ensuring that a forwarding address is given and advising the outgoing tenant
of the Council’s 28 days notice policy and rechargeable policy.

If the keys are put through letterbox, the Housing Assistant should tie up with
Vacating Your Property booklet.

If there is no Vacating Your Property booklet, and the tenant has not given
any written notice, the Housing Assistant should notify the Housing Officer of
the possible abandoned tenancy. The Housing Officer should then follow the
abandoned tenancy procedure.

Keys for vacant properties should be split and labelled with both sets being
kept in the key cabinet.

Both sets of keys should be handed over to the new tenant at sign up stage.

Spare keys should not be kept in the office for repairs if there is a current
tenant.
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Termination Inspection

The Technical Officer will carry out the majority of post termination inspections
within 1 working day of keys being received.

The purpose of the post-termination inspection is:

e To ensure that the outgoing tenants have complied with the current Void
Standard procedures

e To ensure that the property meets the Council’s minimum standards for
properties to be re-let

e |dentify any further repairs that are required to the property

e |dentify whether there are any outstanding items of disrepair, which are the
responsibility of the outgoing tenant

e Review qualifying improvements for compensation

e To ensure that the property has a current up to date Energy Performance
Certificate as required by the Building (Scotland) Amendment Regulations
2006. For further information, please refer to Policy Guidance Note 34 -
Energy Performance Certificates.

e To take meter readings as a record in case of queries from electricity and
district heating suppliers

The Technical Officer will update Orchard within 24 hours of the termination
inspection visit. The Technical Officer should advise the Housing Officer if the
property is ready to let, or provide an expected ready to let date and update
the void monitoring sheet.

If further repairs are required, these should be ordered as essential or non-
essential repairs in line with previous timescales.

The Technical Officer should ensure that any deviations from the Void
Property standard that are to be carried out after the new tenant has moved in
are agreed with the incoming tenant

The Technical Officer should ensure that within 10 working days of the post-

termination inspection, the outgoing tenant is informed in writing if there are
outstanding items, which will be recharged (VP0016).
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Sign Up & Creating tenancies

When a prospective tenant has indicated their acceptance of a vacant
property, the date of entry to the house must be agreed. This will be as soon
as possible after all essential repairs are completed and the property is ready
to let.

Once the Technical officer has advised the Housing Officer of the ready to let
date, the Housing Officer should contact the tenant to explain the sign up
process and arrange the sign up interview with them. The Housing Officer
should then advise Finance of this date.

It is the responsibility of the Housing Officer to have all relevant documents
ready for the sign up, copies of which should be available in the void pack:
e Tenancy Agreement (VP0017)

e New Tenant Sign Up Checklist (VP0018)

e Advice notes for tenants on the Right to Repair (VP0019) and the Right to
Compensation (VP0020)

Copy of the Customer Service Standards (OP46)

Copy of the Void Property Standards

Tenants Handbook

Register Tenant List (VP0004)

Do and Don’t Sheet (VP0005)

Instructions for heating systems (TO to supply) link to inspection

Purple tenant questionnaire (annual survey) link to sign up form

Home Safety Pack

The Housing Officer should ensure that the keys are delivered to Finance on
the day of the sign up interview.

At the sign up interview, the area Housing Officer will go through the sign up
checklist and explain the items noted before the lease is signed.

The Housing Officer should also arrange a post tenancy visit for the area
Technical Officer and / or themselves with the tenant for approximately four
weeks after the sign up date. If the tenant is being offered secure
accommodation as part of the Council’s duty to them under the homeless
legislation, this visit should be a joint one with the person’s named Housing
Officer and the area Housing Officer.

When the lease is signed the tenant should be advised to go to Finance for
the second stage of the interview, where they will pay their rent in advance or
complete a Housing Benefit claim form before collecting their keys.

The Housing Officer should then update Orchard to create the new tenancy

and complete the void monitoring sheet, which should be passed to the Policy
& Strategy team for analysis and filing.
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Finance staff will carry out a second pre-tenancy interview with the new
tenant, collect their payment of rent in advance or complete a Housing Benefit
claim form with them, and issue the keys.

The New Tenant Sign-Up Checklist should be completed and signed by the
tenant(s) at the end of the second sign-up interview. This should then be
copied and returned to Housing, as the original should be kept on the tenancy
file. The new tenant’s should also be given a copy of the checklist, as this will
confirm the date of the new tenancy visit.
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NEW TENANCY VISIT

The Technical Officer and / or Housing Officer should carry out a courtesy
new tenancy visit approximately 4 weeks after the sign up. The Housing
Officer will arrange this visit during the sign up.

The Technical Officer and / or Housing Officer should record the visit using
the new tenant visit form (VP0022). They should also ask the new tenant to
complete the new tenants’ Customer Satisfaction Survey (VP0023), which
should be returned to the Housing Policy & Strategy section.
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TENANT’S IMPROVEMENTS TO HOME - RIGHT TO COMPENSATION

Tenants may be entitled to claim compensation at the end of their tenancy for
certain types of improvements, which they have undertaken during the course
of their tenancy.

This only applies to work started after 1 April 1994 and for which they received
the written permission of the Housing Service.

The tenant can claim compensation when one of the following items has been
installed or replaced:

Bath or shower

Wash-hand basin

Toilet

Kitchen sink

Storage cupboards in bathroom or kitchen

Work surfaces for food preparation

Space or water heating

Thermostatic radiator valves

Insulation of pipes, water tank or cylinder

Loft insulation

Cavity wall insulation

Draught proofing of external doors or windows

Double-glazing or other window replacement or secondary glazing
Rewiring or the provision of power and lighting or other electrical fittings
(including smoke detectors)

e Security measures, excluding burglar alarm systems

Making a claim for Compensation

The tenant must make their claim in writing and tell us:

e Their name and address

e Details of each improvement they have made

e The cost of each of these improvements (include copies of receipts or
invoices)

e The dates on which each improvement was started and finished

e Details of any grants or other financial assistance they received for the
work

e Details of any other compensation they have claimed for the item of work

e The date on which their tenancy ends

e Where they would like us to send their payment

The Technical Officer should reply within 28 days of their tenancy ending, or
within 28 days of their application

The Technical Officer should tell the tenant the amount of compensation they
are entitled to, or that their claim has not been accepted

The tenant has the right to appeal the decision if they disagree with it
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RECHARGES

Recharges can be raised against any tenant for recovery of costs to the
housing service for repairs that are not due to fair wear and tear, or because
they are tenants responsibility.

Recharges should not be raised to try and recover costs of £25 or less. This
is on the basis that the administrative cost of recovery exceeds the amount.

When raising a recharge consideration should be given to supporting
evidence. There should be detailed and valid reasons for raising a recharge,
supported by photographs, correspondence, inspection records, police reports
etc, wherever practicable. The ultimate test would be could this recharge be
validated in a court? If the answer is NO, then a recharge should not be
raised. Similarly suspicion alone is not enough to validate a recharge, without
any supporting evidence.

In the event of any recharges arising from or following inspections, all details
are to be recorded on an inspection sheet (or “pink form”).

Where the inspection is a pre-void inspection, the vacating tenant should sign
the inspection form agreeing to the recharges.

Where it is considered by a member of the housing staff that a recharge is
appropriate, the recharge is to cover all items that have been damaged or
made defective during the tenancy, unless the damage can be considered as
fair wear & tear. Tenants can still be recharged for damage to their current or
former property.

The recharge procedure (OP5) should be followed in all cases.
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NEW PROPERTY ACQUISITION

A property, which may be suitable for purchase by the Shetland Islands
Council, will be identified when advertised for sale, by the Service Manager —
Business Support or the Asset & Properties Unit, in consultation with the
Service Manager — Business Support.

A joint viewing should be arranged between the officer responsible for
progressing the purchase (usually Alan Rolfe or Grant Gilfillan), the Senior
Housing Officer — Asset Management and the area Technical Officer.

The purpose of this viewing will be to assess the suitability of the property for
addition to the Council’s stock, taking into account alterations carried out
(check that planning permission / building warrants are in place) and repairs
needed to bring the property up to a lettable standard (as defined in the Voids
Policy).

A recommendation on whether or not to proceed with the purchase will then
be made to the Service Manager — Business Support.

If a decision is made by the Service Manager — Business Support to put in a
bid, the offer price will be discussed and agreed between the Asset &
Properties Unit and the Service Manager — Business Support.

The Asset & Properties Unit will then submit the agreed offer.

If the offer is successful, the Asset & Properties Unit will advise the Service
Manager — Business Support and the Service Manager — Housing & Property.
They will then arrange for Legal Services to carry out the conveyance for the
sale.

The Service Manager — Housing & Property, will decide, in consultation with
HMT on how the property should be used e.g. general needs let, temporary
accommodation, decant etc. This decision will be emailed to KRL for
information in relation to adding the property to the Orchard system.

Once the sale is complete, the Asset & Properties Unit will then arrange for
the keys, legal documents and plan of the house and land to be collected from
the seller’s solicitor.

The Asset & Properties Unit should complete the new property form (VP0024)
and deliver it to Housing along with the keys and legal documentation.

The Housing Assistant receiving the form and the keys should log the keys as
being received on the ‘keys in’ sheet and create a house file for the property,
filing any documentation received from the Asset & Properties Unit.

The form should then be passed to KRL for the property to be added to

Orchard, Servitor and Rents, and the Service Manager — Housing & Property
notified when this has been completed.
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If the area Technical Officer has not already carried out an inspection of the
property, this should be arranged, and any works ordered as required.

If the property is to be used as temporary or decant accommodation, the area
Housing Officer should also visit the property and arrange for carpets /
curtains and furniture to be ordered and delivered as required.

NEW BUILD

When the Shetland Islands Council builds new houses, the use of these
properties should already have been agreed by HMT. This decision should be
notified to KRL for information in relation to adding the properties to the
Orchard system.

When the new build is completed, the Senior Housing Officer — Asset
Management should ensure the Assessors register the property, and that the
new property form (VP0024) is completed. This form should be delivered to
the Housing Assistant along with the keys and any documentation for the
property e.g. plans.

The Housing Assistant receiving the form and the keys should log the keys as
being received on the ‘keys in’ sheet and create a house file for the property,
filing any documentation received from the Asset & Properties Unit.

The form should then be passed to KRL for the property to be added to
Orchard, Servitor and Rents, and the Service Manager — Housing & Property
notified when this has been completed.

If the property is to be used as temporary or decant accommodation, the area

Housing Officer should also visit the property and arrange for carpets /
curtains and furniture to be ordered and delivered as required.
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APPEALS / COMPLAINTS

If the tenant is dissatisfied with any aspect of the void management process
they should contact the Housing Service, if possible in writing. The complaint
will be acknowledged in three working days, and a full response will be
provided in 10 working days in line with Housing’s Complaints Procedure
(OP42)

If they are not satisfied with the outcome, they should write requesting a
review of the original response. This will be acknowledged in three working
days. A senior member of staff will carry out a review of the original complaint
and provide a full response within 10 working days.

These appeal procedures do not replace their rights to use the Council’s

Corporate Complaints Procedure or the right to refer a complaint to the Local
Government Ombudsman.

Council’s Corporate Complaints Procedure

Local Government Ombudsman
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PERFORMANCE MONITORING
Any Council policy and procedure should ensure accountability, and
monitoring is the means of achieving this, as well as a high quality service.

We will monitor and publicise the following aspects of the void management
policy and procedures:

Total Stock and total number of tenancies in management

Number of properties sold

Number of new build / property acquisitions

Number of tenancies given up

Turnover (number of new vacancies arising as % of total dwellings)

The percentage of properties in each quota band as a percentage of all re-let
in the year

% of total lets to current tenants

% of total lets to homeless applicants (duty)

% of total lets to other housing list applicants

Ethnicity by lets

Total number of re-lets
% letin < 2 weeks

% let in 2-4 weeks

% letin > 4 weeks
Overall days to relet
Average time to let

The above information should be reported on for:
Voids with demand; and
Voids with no / low demand

In relation to:

General needs accommodation; and
Supported accommodation; and
Temporary accommodation; and
Lerwick voids; and

Landward voids

Rent & Service charges charged
Cumulative actual income charged
Annualised income charged % of total annual rental due lost due to voids

Total number of ‘policy voids’ and reasons for the ‘policy voids’
Total number of ‘no / low demand voids’ and reasons for the ‘no / low demand
voids’

Number of nominations offered by HHA
Number of applicants nominated to Hjaltland
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Number of tenants not giving the full notice period
Number of tenancies given up within 6 months

Number of dwellings abandoned

Number of mutual exchanges

The number of houses refused 2 or more times, by reason
The number of refusals as a percentage of all offers

The number of appeals and complaints made each month
The results of the Customer Satisfaction Surveys

The Allocations Policy Monitoring Group will undertake this monitoring. The
Allocations Policy Monitoring Group is a working group made up of
Councillors, Housing Staff and the Shetland Tenants Forum to ensure that the
allocations policy and the voids policy remain effective and accountable.

Information will be circulated annually to all tenants, local Community
Councils, the Tenants Forum, as well as being made available at the housing
office to applicants and members of the public.

The views of applicants on the voids policy, the procedures adopted and the
manner of dealing with individual tenancy changes will be welcomed.

A feedback form requesting comments on the level of service received and
inviting comments for improvement will be issued to vacating tenants once

they have moved out and new tenants at the post tenancy visit. Comments
received are included in the monitoring process described above.

We will also produce a monthly report, which will be available on the Council’s
website detailing, the number of allocations each month, whether the quota
was met, whether ‘best fit' was achieved, the number of applicants on the
waiting list for the void and the points range of the applicant’s allocated (e.g.
250 — 300 points).

We will also produce a monthly report showing the number of days for
essential repairs to be completed from the date the keys are returned; and the
number of days to sign up from the date the keys are returned for each
property let. This report will clearly show the area the void is in, and the type
of void property e.g. temporary, general needs, sheltered.

In all reporting the confidentiality of allocations and individual tenant’s
circumstances will be maintained.

Issue 1.2

30/5/2011



Timescales and Targets Summary

Shetland Islands Council
Operational Procedure (OP) 49 — Voids Policy

Void stage Responsibility | Timescale Target

Notice of termination Tenant 28 days 90%

Issue VYP booklet HA 24 hours 100%

Issue pre inspection HA 24 hours 100%

letter

Pre term inspection TO 5 days 98%

Programme essential | TO 24 hours 98%

repairs

Report to vacating TO 1 day 100%

tenant

Short listing & pre- HO 5 days 100%

allocation

Formal offer HO 2 days 98%

Pre-viewing HO 2 days 100%

Response to formal Applicant 2 days 90%

offer

Keys back from tenant | Tenant 28 days 90%

Termination inspection | TO 1 day 98%

Order essential repairs | TO / DLO 24 hours / 7 98%
days

Order non essential TO/DLO 24 hours /28 | 98%

repairs days

Order planned works | TO/DLO 24 hours / to 98%
programme

Accompanied viewing | HO 1 day 100%

Post essential repairs | TO 7 days 100%

inspection

Tenant advised of TO 10 days 100%

recharges

Post non essential TO 28 days 10%

repairs inspections

Tenancy sign up, HO 1 day 100%

Housing & Finance

New tenancy visit HO/TO 28 days 100%
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Timeline |Day |Housing Assistant Technical Officer DLO Housing Officer
-28 Mon [Notice Received
VYP & pre-inspection letter
-27  |Tues |issued
26 |Wed
-25 Thurs
24 Fri
-23 Sat
-22 Sun
-21 Mon Pre-terminspection
Essential repairs
programmed / routine
-20 Tues repairs ordered
-19 Wed Routine repairs caried out
-18 Thurs Routine repairs camiedout | Shortlisting & pre-allocation
17 Fri Routine repairs carmied out
-16 Sat
-15 Sun
-14 Mon Routine repairs caniedout | Acconpanied viewing
13 Tues Routine repairs canied out
12 Wed Routine repairs camiedout | Acceptance / refusal
-11 Thurs Routine repairs camiedout | Shortlisting & pre-allocation
-10 Fri Routine repairs carmied out
9 Sat
8 Sun
-7 Mon Routine repairs caniedout | Acconpanied viewing
6 Tues Routine repairs canied out
-5 Wed Routine repairs camiedout  |Acoeptance / refusal
4 Thurs Routine repairs canied out
-3 Fri Routine repairs canied out
-2 Sat
-1 Sun
Acocompanied viewing if not
already camed out and/ or
0 Mon [Keysin Termination Inspection tenancy sign up
1 Tues Essential repairs ordered
2 Wed Essential repairs carried out
3 Thurs Essential repairs caried out
4 Fri Essential repairs carried out
5 Sat
6 Sun
7 Mon Essential repairs carried out
8 Tues Essential repairs carried out
9 Wed Post repairs inspection
Acconmpanied viewing if not
already camied outand / or
10 Thurs tenancy sign up
11 Fri
12 Sat
13 Sun
14 Mon
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STANDARD LETTERS & FORMS

VP0001
VP000
VP0003
VP0004
VP0005
VP0006
VP0007

N
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Vacating Your Property Booklet
Acknowledgement Letter

Void Monitoring Sheet

Register Tenant List

Do and Don’t sheet

Pink Sheet

Policy Void Form

No / Low Demand Void Form

Offer Refusal Letter

Offer Letter

Offer Reply Form

Repairs Form

Refusal Form

Void Property Change of Use Form
Rents Section Notification Form
Recharge Letter

SST

Sign Up Checklist

Advice Note — Right to Repair

Advice Note — Right to Compensation
New Tenant Visit Form

New Tenants Customer Satisfaction Survey
New Property Form

Vacating Tenants Customer Satisfaction Survey
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