
 

 

 

8.1 

AGENDA ITEM 8 
 

HIGH PEAK BOROUGH COUNCIL 
 
 

Report to Housing Select  
 

2nd July 2015 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
Appendices Attached  
Headline Void Improvement Plan: Appendix 1 
Re-let Standard: Appendix 2 
Void Operations Improvement: Plan Appendix 3 
 
 
1. Reason for the Report:  

To update Councillors with the latest information regarding the void process 
and the voids improvement action plan.  

 
 
2. Recommendation 

2.1 That Councillors note the report and progress made in improving void 
performance.  

 
2.2  That Councillors consider the new void performance framework, detailed at 

8.11. 
 
2.3 That Councillors request a further update on the headline void improvement 

plan at a later meeting to be agreed.  
 
 

3. Executive Summary 
 
3.1 The monitoring of voids is an important performance indicator as it relates to 

rental income, the cost of void improvements, customer satisfaction and 
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8.2 

quality of housing. This report demonstrates how the void process is 
performing and the measures planned for further improvement. 

 
 
4.        How this report links to Corporate Priorities  
 
4.1 This report links to the corporate priority of delivering quality services, to meet 

financial challenges and provide value for money. 
  
 

5. Implications 
 
5.1 Community Safety - (Crime and Disorder Act 1998) - There are no specific 

community safety outcomes 
 
5.2 Workforce – there are no direct implications 
 
5.3 Equality and Diversity / Equality Impact Assessment 

This report has been prepared in accordance with the Council's Diversity and 
Equality Policies. 

 
5.4 Financial Considerations  

Void loss impacts on the potential rental income for High Peak Borough 
Council. 

 
5.5 Legal 
 All matters to comply with standing orders and statutory responsibilities. 
 
5.6 Sustainability - None 
 
5.7 Internal and External Consultation 

The current void re-let standard was agreed following consultation with 
tenants..  

 
5.8 Risk Assessment – None 
 
 
6.         Background and Detail  
 
6.1    The monitoring of voids is an important performance indicator as it relates to 

rental income, the cost of void improvements, customer satisfaction and 
quality of housing. This report demonstrates how the void process is 
performing and the measures planned for further improvement.  

 
6.2 A ‘void’ is a property that doesn’t have a current tenancy.  This could be for a 

number of reasons, including termination of a tenancy, the death of a tenant, 
eviction or the abandonment of the property. 

 
6.3  Void performance has been monitored following a recent downturn in void 

turnaround time. At a meeting of the Housing Select committee on the 19th 



 

 

 

8.3 

March 2015 a headline void improvement plan (see Appendix 1 for update on 
progress) was agreed by Councillors and a request was made to provide an 
update on progress at a future meeting.  

 
6.4 When we re-let a property our objectives are to: 

• Meet housing need 

• Maintain the quality of stock 

• Maximise rental income 

• Achieve value for money 
 
6.5  All properties are re-let to an agreed re-let standard (see Appendix 2) and we 

must also comply with health and safety requirements.  This standard was 
agreed following consultation with Tenants & Tenant Scrutiny in 2011.   

 
6.6  The Tenant Scrutiny group has recently carried out a review of the void 

process and we are currently awaiting this report.   
 
6.7 All void performance is measured in calendar days. The void process is now 

measured in line with the Housemark definitions and each void is given a 
minor or major void status.  This is common practice across the housing 
sector.  

 
6.8 One of the actions identified in the headline void improvement plan was to 

standardise the definitions of a major and minor void in line with the 
HouseMark standard definitions. This has now been implemented. Below is a 
definition of a major void : 

• Structural repairs – these are works that  are necessary to maintain 
stability and weather resistance in the main structural elements of the 
dwelling 

• Site works  - these are works that are essential to the safety , security 
and protection of tenants, e.g. asbestos removal, replacement or 
substantial reconstruction to unstable boundary walls, footpaths  

• Services installations / renewal of – gas, electricity, water supplies, 
heating 

• Consequential and other works – these are works required as a 
consequence  of major repairs such as reinstatement or making good 
finishes and fittings 

• Any works that significantly improve the dwelling (capitalised repairs) e.g. 
kitchens, bathrooms, central heating systems, lifts, roofs, windows and 
structure  

 
6.9  All other voids are classified as a minor. 
 
6.10  Detailed analysis of void data has highlighted that a number of properties have 

low customer demand and are hard to let.  This leads to these properties 
being void for longer periods of time. When such properties are allocated it 
has a detrimental effect on the void performance figures which can lead to an 
artificial and negative impact on performance. Furthermore, the current 



 

 

 

8.4 

performance indicators do not provide members with transparency about long 
term void properties not yet let.  

 
6.11 In order to provide greater clarity It is recommended that the Council’s hard to 

let properties be defined as: 
 

• Sheltered bedsits (all schemes) 

• All units Alma Square 

• All units at Marian Court 

• One bedroom flats at St James Court, Harpur Hill 

• Affordable rented properties subject to s106 planning restrictions on 
allocations 

• Properties subject to a local letting policy / criteria 

• Properties that have been significantly adapted to meet the needs of 
disabled people 

• Properties at Highfield House, New Mills (supported housing scheme) 

• Unallocated properties, after being advertised on two bidding cycles 
 

6.12 We will be conducting a 100% stock condition survey in 2015/16 which will 
inform a review of the HRA business plan. This will allow us to understand the 
sustainability of our stock and have a full awareness of ‘low demand 
properties.’ This will help inform the review of the re-let standard. 
 
 

7 Performance 
 
7.1   Performance for 2014/15 was below target. As a result of the improvement 

work already done void performance has improved significantly. But it is 
important to continue to drive service improvement in the ways set out in the 
action plan. 

 

 
 

7.2 A detailed analysis of performance and processes has taken place and a void 
improvement action plan has been drawn up.  A void process review workshop 



 

 

 

8.5 

took place on 30th April 2015 and identified a number of operational 
improvements. A further detailed operational plan (see appendix 3) is to be 
monitored by the landlord’s services meeting – the Council’s officer monitoring 
group chaired by the Executive Director (Place)  

 
7.3      As previously reported there had been an increase in the number of void 

properties. This contributed to the downturn in void turnaround performance.  
 

.  
 
7.4  The letting of low demand properties has a negative impact on void times 

because they typically have been empty for a long time.  So, perversely, 
success in letting low demand housing can actually make the turnaround times 
appear worse. Best practice is now recommending a more strategic approach 
to low demand housing with performance monitoring that allows for visibility of 
poor performing assets. 

 
7.5 Because of the low-demand effect the current performance monitoring does 

not provide a balanced view of the actual void performance. The reason for 
poor performance could be that the process for re-letting empty properties is 
inefficient and/or that the properties being let are unpopular. The current 
performance indicators do not allow us to get to the bottom of the problem.    

 
7.6 Currently the total rent loss through voids is 1.17%, however if we deducted 

the low demand properties it I would be 0.65%. It is therefore recommended 
that a separate analysis of low demand housing to determine the correct 
investment strategy. 

 
7.7 In respect of customer feedback 100% of tenants are satisfied or very satisfied 

with their new home.  
 
7.8 The amount of rent loss on voids in 2014/15 was £135,436.00 compared with 

£129,799.00 in 2013/14. 
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8.6 

7.9 It is recommended that we introduce a new performance monitoring 
framework which gives a focus on cost, rent loss, the time the property 
remains empty and customer satisfaction. 

 
 The table below details the recommended new void performance framework. 

This will ensure meaningful performance monitoring.   
 

 Target 
 

Monitored by  

Average re-let all voids 
(including repairs & lettings) 

35 days Housing Select 

Average rent loss due to 
void 

£411 Housing Select 

Customer satisfaction 95% Housing Select 
Average cost per void 
(combined minor and major 
voids) 

To follow Housing Select  

Average re-let al voids hard 
to let 

Information  Housing Select 

Total number of hard to let 
properties still void  

Information Housing Select  

Total rent loss of hard to let 
properties still void 

Information  Housing Select 

Average re-let minor voids 20 days Landlords Services 

Average re-let major Voids 60 days Landlords Services 
Average re-let minor voids 
excluding hard to let  

17 days  Landlords Services 

Average re-let major voids 
excluding hard to let  

51 days Landlords Services 

Average void repairs time 
major and minor (repairs 
part of void process) 

To follow Landlord Services 

Average time to allocate a 
property (lettings part of the 
process) 

To follow Landlord Services 

Average cost per void minor 
and major  

To follow Landlord Services 

% of properties let at first 
offer 

To follow Landlords Services 

 
Roger Burnett Interim Head of Customer Services 

 
Authors  Jason Hawkes Head of Communities 
   Email -Jason.hawkes@highpeak.gov.uk   

Tel - 0345 129 8075 ext 6534 
 

Sandra Webster  Home Options and Customer Support Manager  
Email – Sandra.webster@highpeak.gov.uk  
Tel – 0345 129 8075 ext 3832 



 

 

 

 

8.7 

Appendix 1 
Headline Void Improvement Action Plan  

 
 

ACTION BY STATUS 
Review Performance Ongoing- Monthly Weekly void performance 

monitored weekly & 
monthly 
 

Review Void Process & 
Procedures 

31st April 2015 Held void improvement 
workshop 
 

Set Void Performance 
targets and definition 

31st March 2015 Definition now as defined 
by housemark. 
Performance targets set 
and awaiting feedback 
from Housing Select & 
Landlords Operations 
meeting in July 2015  
  

Review Void Budget 31st March 2015 Budget codes identified 
and set up in OHMS.  
 

Produce a Void Policy and 
New Lettable Standard 

1st April 2016  

Future Property 
Sustainability 

1st April 2016 Awaiting outcome of stock 
condition survey 
 

Procurement or in-
sourcing 

1st April 2016  
 

Procurement Strategy September 2016   
 

 



















Appendix 3 

 
Void Operations Improvement Action Plan 

 
Action When Status 

Some intrusive work on asbestos 
needs to be done for the Stock 
Condition work.  Can be rolled into 
major voids 

30th June 2015 Complete 
All Asbestos survey 
requests will now be 
for a Refurbishment 

Survey for the 
Kitchen, Bathroom 
and Heating and a 

Management Survey 
for the remainder of 

the property 
‘Tell us Once’ – Explore being on 
the mailing list  

31st July 2015  

Look at merging Stock Condition 
work with void work 

31st July 2015  

Check time taken from receiving 
keys, to working on site.  Can this 
be improved? 

31st July Lettings Assistants 
have a target to 

inspect void property 
before 5pm the day 
following receipt of 

keys 

Change the Golden Goodbye so it 
says 2 weeks before termination  
for access 

30th August 2015  

Reduce refusals by arranging for 
tenant to: 

• View property while void if 
safe and clean 

• Sign up in advance  

• Have multiple viewings  

30th September 2015 Is happening where 
there are no Health & 

Safety Issues  

Bidding cycle due to change to at 
least weekly 

October 2015  

Look at adjusting the figures to 
reflect Bank Holidays as non 
working 

Complete  Complete  
HouseMark definition 

includes Bank 
Holidays 

Investigate the costs of employing 
an ‘in house’ Asbestos Surveyor 
 

To be agreed at 
Landlord Services 

meeting 

 

Look at allocation of work and 
roles across the entire DLO, also 
the cost of what we invest in 
certain properties to let them.  Is it 
cost effective?  

To be agreed at 
Landlord Services 

meeting 
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Action When Status 
Investigate the possibility of mobile 
working for the process, especially 
the void inspection work 
 

To be agreed at 
Landlord Services 

meeting 

 

When terminating, ask for email 
address to send information to.  
Check legality of a ‘web 
termination form’ 
 

To be agreed at 
Landlord Services 

meeting 

 

Investigate the different options to 
gain mass entry to property, 
especially in the Hope Valley (see 
Peaks & Plains) 
 

To be agreed at 
Landlord Services 

meeting 

 

One copy of work schedule to be 
left in property 

To be agreed at 
Landlord Services 

meeting 

 

Look at employing a ‘man in a van’ 
to deliver building materials and 
collect/remove rubble rather than 
using EJG (see Peaks & Plains) 
 

To be agreed at 
Landlord Services 

meeting 

 

Investigate option of having the 
Asbestos survey done pre 
termination  
 

To be agreed at 
Landlord Services 

meeting 

 

Service from EJG needs to 
improve prior to procurement 

To be agreed at 
Landlord Services 

meeting 

 

EPC should be done at end of void 
to reflect improvement work, 
especially with major voids 
 

To be agreed at 
Landlord Services 

meeting 
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