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Our policies provide a framework to underpin our vision and values, housing association limited

to help us achieve our strategic objectives.

Our Vision By providing quality homes and services, we will create stronger
Local people, local control. communities and a better quality of life for our customers.
Our Values
- Focused on the needs of our customers and communities. - Open and accountable.
- Supportive of our staff and Committee members. - Inclusive and respectful.
- Responsible, efficient, and innovative. - Fair and trustworthy.

Strategic Direction

Consolidation and improvement: Applicable to our core business as a landlord & property manager.
Growth: Through the new build opportunities, we are taking forward.

Partnerships: Where this can help to address shared goals and increase capacity and value.

Resilience: A key priority across all parts of our business.

Strategic Objectives
Services: Deliver quality, value for money services that meet customers’ needs
Homes & neighbourhoods: Provide quality homes and neighbourhoods.

Assets: Manage our assets well, by spending wisely.

Communities: Work with local partners to provide or enable services and activities that benefit local
people and our communities as a whole

Our people: Offer a great workplace environment that produces a positive staff culture and highly
engaged staff.

Leadership & Financial: Maintain good governance and a strong financial business plan, to ensure
we have the capacity to achieve our goals.

Our Equalities and Human Rights Commitment

We understand that people perform better when they can be themselves and we are committed to
making the Association an environment where employees, customers, and stakeholders can be
open and supported. We promote equality, diversity, and inclusion in all our policies and procedures
to ensure that everyone is treated equally and that they are treated fairly on in relation to the
protected characteristics as outlined in the Equality Act 2010.

Privacy Statement

As data controller we will collect and process personal data relating to you. We will only collect
personal information when we need this. The type of information we need from you will vary
depending on our relationship with you. When we ask you for information, we will make it clear why
we need it. We will also make it clear when you do not have to provide us with information and any
consequences of not providing this. We are committed to being transparent about how we collect
and use your data, and to meeting our data protection obligations with you. Further information
about this commitment can be found within our full Privacy Statements.

Policy Scope & Review

For the purpose of this policy the term Association will include all members of the Tollcross Housing
Association Limited. Therefore, all employees, governing body members, volunteers, customers
and other relevant stakeholders will be expected to adhere to this policy and/or procedure. All
policies and procedures are reviewed every 3 years in line with best practice and current legislation.
The Association reserves the right to make additions or alterations to this policy and procedure from
time to time. Any timescales set out in this policy may be extended where required.




Void Management Policy 9 TOLLCROSS

August 2025 (t housing association limited
Contents

Section Page

1. | Purpose 2

2. | Key Principles 2

3. | Aims & Objectives 2

4. | Lettable Standard 3

5. | Responsibilities 3

6. | Procedures & Staff Training 6

7. | Targets & Performance Monitoring 6

8. | Role of Committee 7

9. | Complaints 7

10. | Review & Consultation 7

Appendices Page ‘

A | Lettable Standard 8

B | Equality & Human Rights Impact Assessment 12

-_—



Void Management Policy TOLLCROSS
AUgUSt 2025 (t housing association limited

1.1

1.2

1.3

2.2

2.3

2.4

2.5

2.6

2.7

Purpose

This Void Management Policy is Tollcross Housing Association’s strategic approach to the management
of housing properties from pre-termination stage to the re-letting of the property to a new tenant, working
in conjunction with the Association’s Termination Policy.

A property is classed as void when the existing tenant has ended their tenancy and moved out of the
property. The void period is the time between the date of termination of a previous tenancy and the start
of a new tenancy.

Successful management of void properties is crucial to the business of the Association. Rental income
is lost while a property is void and whilst it is void it is vulnerable to deterioration and could be a target
for vandalism.

Key Principles

Tollcross Housing Association (the Association) aims to manage the process of repairing and re-letting
void properties in the minimum amount of time and to an acceptable standard of repair.

The Association will ensure the availability of its housing stock is maximised to meet the demand from
housing applicants and will allocate its properties to match their needs and circumstances in relation to
size and design.

Appropriate repairs to void properties will be carried out to satisfy contractual and legal obligations and
to achieve the Association’s lettable standard.

A sensible approach will be taken that whilst aiming to ensure that repair spending on void properties is
within budget, this may need to be exceeded to achieve the lettable standard. An unacceptable lettable
standard could lead to difficult to let voids which will incur additional loss of income.

Where appropriate, and where it is more cost effective to the Association, a decoration allowance will be
given to incoming tenants to allow them to decorate the property to their own taste. Inspections will be
carried out to ensure the work has been carried out by the new tenant and is to an acceptable standard.

Outgoing tenants’ responsibilities will be identified. When terminating their tenancy with the Association,
tenants will be advised of their repair and redecoration requirements, to leave the property in a good
state of repair and in a re-lettable condition. The Association will, if appropriate in the circumstances,
raise recharges with the outgoing tenant for any work identified as their responsibility which had not been
carried out to a satisfactory standard.

The above will also apply to tenants of the Association who wish to transfer to an alternative Association
property. In addition, they will be required to fulfil their tenancy responsibilities in relation to repair and
decoration, and to clear any outstanding rechargeable repair costs prior to receiving an offer to transfer,
unless there are extenuating circumstances where this would not be appropriate.

Aims & Objectives

The aims and objectives of this policy are therefore to:

achieve a quick turnover of a void property.

minimise rental loss and maximise rental income.

make best use of the void property in relation to demand.

ensure the Association’s contractual and legal obligations in relation to repair and lettable
standard are fulfilled.

control void repair costs and budgets.

e identify and advise outgoing tenants of their responsibilities.
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e ensure that outgoing tenants’ contractual obligations are fulfiled and where work is not
satisfactorily carried out by the tenants that appropriate recharges are raised and recovery is
pursued.

e ensure management of the void process is efficient and effective with appropriate records and IT
systems being maintained.

Lettable Standard

The Association’s housing properties are located in the Carmyle, Lilybank, Newbank and Tollcross areas
and vary in type, built form and age. The condition of vacated properties inevitably varies due to age,
wear and tear of fixtures and fittings and how the previous tenant has maintained their home.

The Association will have a minimum standard for letting its housing properties (see Appendix 1), below
which no property will be relet. Appropriate repairs and/or replacement of fixtures and fittings will be
carried out to vacant properties to comply with contractual and legislative requirements and the property
will be in a habitable and clean condition for reletting.

The Association’s lettable standard will be reviewed on a three yearly basis in line with the Void
Management Policy. The review will incorporate feedback from the Association’s Performance
Improvement Network members in order to measure our customer’s expectations. We will also look at
all regulatory requirements and sector best practice to continuously improve this area of the business.

Information detailing the lettable standard will be accessible via the Association’s website.

The Association will aim to carry out major repair or replacement/planned maintenance work while the
void property is vacant. Public utility services to the property will be available for the commencement of
the new tenancy.

To assist the Association achieve a minimal void period, repairs of a minor nature may be carried out
after the tenancy commences. The tenant will be advised of any outstanding minor repairs prior to the
tenancy commencing.

To assist in minimising void maintenance repair costs, the Association will, where appropriate, issue
decoration allowance vouchers to new tenants. A schedule indicating the required decoration work
covered by the allowance will be kept in the tenant’s file and with the void property records. Allowance
amounts will be reviewed in line with Policy review timescales.

Alterations in void properties and/or non-standard fixtures carried out by or left by previous tenants will
be left for the incoming tenant only where they are to an acceptable standard, fit for purpose, beneficial
to the new tenant and are safe in relation to Health & Safety standards. If however, the Association does
not intend to maintain the alteration or non-standard fixture in future years, this needs to be made
clear to the incoming tenant who will require to take on and sign up to this responsibility when accepting
the offer of the tenancy.

Where necessary for rechargeable repairs, evictions or abandonments, a photographic record of the
condition of the property will be taken by the Association at post-termination inspection stage and stored
in the void property records.

Staff will endeavour, at all times, to recycle recoverable items from empty properties subject to this not
having a negative impact on key performance indicators or budgetary requirements. This will require the
new tenant signing a waiver accepting future responsibility of the recoverable goods.

Responsibilities

Responsibility for the repair, management, and allocation of void properties lies with the Housing and
Maintenance Departments.
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The Finance Department also has responsibility in relation to raising rechargeable repairs.

Close liaison between departments is essential and especially so between Housing and Maintenance
Departments to ensure a void property is timeously moved through relevant stages. The key stages
include pre termination stage (Housing and Maintenance) and post termination inspections
(Maintenance); repairs to the property to bring to lettable standard and meet legislative requirements
(Maintenance); selection and offer of the property to a new tenant (Housing); and the signing of the
tenancy agreement on the day of let (Housing).

Department Managers have responsibility for drawing up, monitoring and reviewing the procedures for
their department’s areas of responsibility and for liaising with other Managers to ensure the Association’s
objectives and targets are being achieved and being reported to Committee and the Scottish Housing
Regulator.

Housing Department responsibilities are to:

e Complete a termination of tenancy form. This will assist in improving timescales for pre-allocation
and lettable standards and allows staff to capture all information in relation to the property such
as disabled adaptions, quality of property etc and reasons for terminating.

e organise a joint housing and maintenance pre-termination inspection of the property following
receipt of the tenant’s notification of termination.

e providing the outgoing tenant with information on their rent and other responsibilities prior to
termination and obtaining information from the outgoing tenant regarding forwarding address etc
to allow pursuance, if required, for arrears and rechargeable repairs.

¢ liaise with maintenance on joint letter confirming outcome of pre-termination inspection in relation
to rent; tenant responsibility requirements; and recharges if not done etc and issue to tenant.
Control and monitor the movement of void property inspection forms/paperwork between
departments, tenants, and prospective tenants.

e record certain key dates and stages through which each void property progresses on the void
management computerised system.

e monitor the computerised system to ensure that no unnecessary delays occur in each void
property and that individual timescales of stages are being met and the system is being updated.

¢ liaise with Maintenance staff as appropriate to ensure information and paperwork is progressed
timeously.

e select suitable candidates from the housing, section 5, or transfer housing lists for the allocation
of void properties.

e issue offer to prospective tenant and arrange accompanied viewing of the property and agree
tenancy start date.

¢ liaise with the Maintenance Officer, as appropriate, if a void property is being refused due to
condition.

e carry out formal let day procedure with each new tenant, sign tenancy agreements and carry out
a ‘settling’ in visit shortly after the commencement of the tenancy.

e update tenancy records on the void management computerised system with termination and
commencement of tenancy dates, setting appropriate termination dates to meet contractual and
legal requirements.

e prepare void statistical and performance reports and report appropriate statistics to the
Operations Sub-Committee and the Management Committee.

e Managers to analyse void management reports and liaise with the Maintenance Manager, where
appropriate, on performance management issues.

¢ liaise where necessary with benefit agencies for any outstanding rent and pursue former tenants
for recovery.

e at new tenancy visit, establish whether decoration has been carried out and advise Maintenance
Officer for follow up inspection etc.

e obtain utility suppliers details including top-up codes.

Transfers:
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Where the Association intend to consider a tenant for a transfer to alternative accommodation, the
housing department will be responsible for:

organising a joint housing and maintenance pre-transfer inspection of the property to establish
any repair and redecoration work required after the tenant has had the provisional offer and is
looking to proceed to be allocated to the alternative property.

explaining to the tenant their requirements after receiving a transfer offer that they wish to proceed
with.

liaising with the Maintenance Officer regarding completion of the work after the offer has been
made and prior to the tenant moving out.

5.6 Maintenance Department responsibilities are to:

carry out a pre-termination inspection of the property (preferably jointly with the Housing Officer)
and explain to the outgoing tenant any repair and redecoration work that they require to do before
handing in their keys.

liaise with housing staff on joint pre-termination letter to allow them to issue a letter to the tenant
confirming tenant responsibility requirements etc.

carry out post termination inspections.

establish any outstanding work requirements of the outgoing tenant, confirm in writing to the
tenant and liaise with Finance in raising any rechargeable repairs.

establish repair and maintenance responsibilities of the Association.

raise works orders with approved contractors and monitor that the work is carried out to the
Association’s satisfaction and that it is completed within relevant timescales.

establish and set decoration allowances if appropriate.

provide projected and completed dates to the housing department to assist in the re-allocation
of the property.

record certain key dates and stages through which each void property progresses on the void
management computerised system.

liaise with housing staff regarding the progression of the void works or if projected dates are
unlikely to be met.

control and monitor the movement of keys between contractors and provide housing
management with keys for accompanied viewing and a full set of keys prior to the day of let to
the new tenant.

ensure public utility services are available in the property e.g. credit meters cleared and ready for
use.

carry out final inspection of the property prior to let and ensure that all necessary paperwork, is
passed to housing for the day of let.

where necessary for rechargeable repairs, evictions or abandonments, Maintenance Officers will
take photographic evidence of the property at post termination inspection stage and store these
with property records on the void management system software.

update property records with any adaptations and/or alterations to the property.

analyse void management reports and liaise with the Housing Manager, where appropriate, on
performance management issues.

carry out inspection of property after let stage on request of HO/HA to ensure the new tenant
completes required decoration to an acceptable standard and in accordance with the redecoration
requirements (identified at post termination inspection stage).

Carry out weekly checks of vacant properties and run the taps to ensure there is no stagnant
water and test the temperature of the water and record the results.

Carry out weekly checks on utilities and top-up if required.

Transfers:

Where the Association intend to consider a tenant for a transfer to alternative accommodation, the
maintenance department will be responsible for:
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e carrying out a pre-transfer inspection of the property (preferably jointly with the Housing Officer)
to establish any repair and redecoration work required to be carried out by the tenant.

¢ providing information to the Housing Officer to allow issuing a letter to the tenant confirming tenant
responsibility requirements.

e inspecting the property when the tenant confirms work is complete and liaising with the Housing
Officer on the outcome and when the tenant has completed their responsibilities to an acceptable
standard.

Finance Department responsibilities are to:

e ensure that end of tenancy adjustments, where required, are finalised through the rents system.
¢ raise invoices for rechargeable repairs.
e transfer any credits on rent account to rechargeable accounts.

Departmental Managers have responsibility to monitor and ensure that the specific tasks which are the
responsibility of their departments are being carried out within set timescales and that the service and
the product being delivered are of a good standard.

Procedures & Staff Training

The Association will develop and maintain comprehensive procedures which reflect the commitments of
this Policy. These procedures will guide and direct the actions of staff from housing, maintenance and
finance departments who will have identified responsibilities in void management and rechargeable
repairs.

The Association will use our void management system allowing staff to record key information, and
monitor progress of the void property through several stages from pre-termination; repair; offer; to re-let.

Staff will be provided with in-house and external training on void management. Training will cover the
requirements of this policy; the procedures; the IT system; health & safety and legislative requirements
in property management.

Targets & Performance Monitoring

Performance targets and timescales will be set for departments and staff in progressing a void property
through the key stages, which include pre and post termination inspections, repairs to the property,
selection, offer and accompanied viewing and the signing of the tenancy agreement on the day of let.

Organisational targets will be identified jointly by the Housing Director and Technical Director each year
and recommended for approval by the Operations Sub-Committee, and will include:

average time to re-let void properties (in calendar days),
average time to let new properties (in calendar days)
voids available for re-letting as a % of housing stock,
rental income lost as a % of total rental income

Reports will be produced to assist in measuring performance against targets and will allow comparison
of results on a month to month and year on year basis indicating trends and highlighting where
performance requires to be investigated and addressed.
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The Association’s performance will also be monitored against derived information from other
organisations through possible benchmarking arrangements and comparisons of performance statistics
reported by the Scottish Housing Regulator.

Collectively, Departmental Managers will be responsible for ensuring the Association’s void management
objectives and overall targets are being achieved. They will be required to introduce improvements in
the operation of void management if possible or necessary or in line with legislative changes or good
property management guidelines.

Periodic audits of the void management function will be carried out, to assess performance and check
compliance with policy, procedures and good practice and highlighting areas which may need to be
addressed.

Role of Committee

Committee Members will be concerned with the overall strategy and policy to be adopted in relation to
void management. They will monitor performance in void management against Key Performance
Indicators to assess the impact on loss of rental income and service delivery.

Statistical reports on void management will be presented quarterly to the Operations Sub-Committee and
annually to the Management Committee. The content of these reports and the amount of detailed
information provided will reflect the Association’s standing orders and scheme of delegated authority
between the Committees.

In accordance with the scheme of delegated authority, Committee Members on the Operations Sub-
Committee will be responsible for:

e Reviewing and approving the Void Management Policy

¢ Considering and implementing as appropriate, recommendations made by the Performance
Monitoring groups

e Scrutinising and monitoring performance in void management

e Comparing the Association’s performance against targets and the performance of peers.

Complaints

Any tenant or former tenant who feels aggrieved by the service they have received from staff in carrying
out their responsibilities in relation to this policy and its associated procedures can make a complaint to
the Association.

All complaints will be fully investigated in accordance with the Association’s Complaints Policy. A written
guide on the complaints process is readily available to customers on request and is on display in the
reception area of the office.

Review & Consultation

The Association will formally review this policy at least every three years. A review within this period may
however be carried out as required to make amendments due to legislative changes, performance
requirements or changes to the Association’s Standing Orders and delegated authority to Committees
and to the Management Team. The Policy will be put out to consultation during this review process, and
all feedback will be considered prior to implementation.

The Decoration Allowance amount will also be reviewed as part of the Policy review process.



Void Management Policy TOLLCROSS
AUgUSt 2025 (t housing association limited

Appendix A — Lettable Standard

Introduction

This section sets out the Association’s aims, objectives and working methods in relation to Conditions
of Re-let.

Aims

To ensure that houses are offered for let in a condition:
which exceeds the tolerable standards

which is free from infestation and vermin
which ensures the safety of the occupiers

which allows the tenants full use of all parts of the house and complies with the conditions
of the tenancy agreement.

Objectives

To provide a house which meets the expectations of the incoming tenant the Association will ensure
all empty properties reach the following standards:

Common Area

The common area, accessible to the tenants, will be inspected to ensure it is free from major defects.
Doors

Flat entrance door to be well fitting, secure and free from any major defects, eg obvious unsightly
appearance or damage, have security chains, spyhole and two sets of keys.

Pass doors to be well fitting, free from major defects, eg obvious unsightly appearance or damage,
doors to have handles and latch sets or roller ball catches.

Flooring
Floors to be secure and free of any major gaps which may cause damage to floorcovering.

Skirtings and Facings

Skirtings and facings to be complete and similar in appearance.
Kitchen Units

Kitchen units to be operational and free of any major defects eg obvious unsightly appearance or
damage. Work surfaces to be hygienic, clean and presentable.

Windows
Windows to open and close easily, and restrictors to be fitted and working properly.

Sanitary ware

Sanitary ware to be clean, complete with plugs and chains, free of any major defects eg obvious
unsightly appearance or damage and taps operational.
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Kitchen Sink

The kitchen sink to be clean, complete with plugs and chains, free of any major defects eg obvious
unsightly appearance or damage and taps operational.

Pipework

Pipework to be free of any leaks and provision made for connection to automatic washing machine.
Plasterwork

Walls and ceilings to be free of any major defects eg obvious unsightly appearance or damage.
Glazing

Glazing to be clean, presentable and appropriate for the room it is fitted in.

Electrical Installation

Installation of electricity/door entry system/smoke detector/extractor fan to be in a presentable
condition and working properly.

A new Electrical Testing Certificate (EICR) to be carried out.

Heating System

The heating system to be tested and working efficiently. Where gas pipework is fitted this must be
tested for soundness and the Association will provide the new tenant with a copy of the gas safety
record for the appliance/s fitted.

TV Installation

This should be working properly.

Personal Effects

All personal effects which belonged to the previous tenant will be removed. If the previous occupier
is deceased and the floorcoverings are in a good condition, these may remain in place at the
incoming tenant’s request.

Cleanliness

“The property is to be left in a good and clean condition”. All rooms, including cupboards to be in
accordance with the following criteria:

a Ceilings

e there should be no signs of mould, especially in corners and above windows
e there should be no finger-marks on landing/stair ceilings
¢ there should be no grease stains, especially in the kitchen

b Walls

e there should be no signs of mould around windows or in corners
e there should be no grease stains, especially in the kitchen

c Paintwork
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Decoration

the windows and frames should be free of mould and condensation and the surfaces
clean

Sanitaryware

all surfaces and traps should be clean
all toilet bowl(s) and waste clean

Kitchen Units

all work surfaces, kitchen units and cupboards should be clean

“The interior decoration of the dwelling is to be left in a good state of repair”.

a

Ceiling

ensure the ceilings are not nicotine stained
ensure the emulsion paint is not flaking, especially kitchens and bathrooms
ensure any textured finish has not been badly applied

Walls

ensure if wallpapered, it is done neatly and completed

ensure if emulsioned, it is complete and uniformly covering the walls
ensure there are no excessive marks around pictures, wall units etc
ensure there are no excessive holes from shelves, picture hooks etc
ensure the surfaces are not nicotine stained, check especially tops of walls

Paintwork

ensure all the surfaces are uniformly glossed, there are no missed patches

the surfaces are not excessively chipped, especially door frames, skirting and inside of
front and back doors

ensure door handles etc., are free of paint

Kitchen Units and Worktops

all surfaces should be in good condition.
if vinyl covered, it is to be done neatly and completed.

Sanitary ware

ensure the tiles, sanitary ware, and splash backs are free of paint

Decoration Allowance

10



Void Management Policy TOLLCROSS
AUgUSt 2025 (t housing association limited

e decoration vouchers will be given to the incoming tenants should the house fail to meet
the Association’s decoration standards

g Redecoration

e in extreme cases, where a flat may be refused because of the condition of the
decoration and especially if it is sheltered housing, consideration may be given to
redecorating part or all of the property

h Keys
sufficient keys will be provided eg.

2 mortice and 2 yale keys for flat entrance door
2 front close door keys

1 rear close door key

1 cellar key

11
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Appendix 2 — Equality & Human Rights Impact Assessment

Policy Void Management Policy
EIA Completed by Joe Wilson, Technical Director EIA Date 11 August 2025

1. Aims, objectives, and purpose of the policy / proposal

The aim of the policy is to ensure the strategic approach to the management of housing properties from pre-
termination stage to the re-letting of the property to a new tenant, working in conjunction with the
Association’s Termination Policy.

2. Who is intended to benefit from the policy / proposal?

Tenants, staff and contractors.

3. What outcomes are wanted from this policy / proposal?

The procedures detailed within this policy are to ensure that all reasonable steps have been taken to return
void properties in a timeous manner and ensure the Lettable Standard is achieved.

4. Which protected []Age [] Gender reassignment [] Religion or belief
characteristics could be [ ] Disability  [_] Marriage & civil partnership [ ] Sex

2
affected by proposal [ ] Race [] Pregnancy and maternity [ ] Sexual orientation

5. If the policy / proposal is not relevant to any of the protected characteristics listed in part 4, state why and
end the process here.

Although the protected characteristics are not relevant, when considering the return of a void property, staff
should consider the personal characteristics of the tenant if it is known who will be moving into the property.

6. Describe the likely impact(s) the policy / proposal could have on the groups identified in part 4

7. What actions are required to address the impacts arising from this assessment? (This might include;
collecting data, putting monitoring in place, specific actions to mitigate negative impacts).

8. Consider the impact and actions to be considered for the following Human Right articles:

Article 6: Right to a fair trial
Everyone should be given the opportunity to participate effectively in any hearing of their case and present their side.

Impact: N/A Actions: N/A

Article 8: Right to respect for private life, family life & the home
Everyone has the right to access and live in their home without intrusion or interference.

12
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Impact: N/A Actions: N/A

Article 14: Prohibition of discrimination
Everyone has equal access to the other rights contained in the Human Rights Act.

Impact: N/A Actions: N/A

13




