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COMMUNITY SELECT COMMITTEE _ BASIC VOID JOURNEY _ Jan 2023

PROCESS IMPROVEMENT NEEDED POSSIBLE SOLUTIONS/RECOMMENDATIONS
Pre-Void inspection must S EElEl,
planned and/or
be completed to make )
/— T T preventative Empty Homes Co-
[ Tenant gives four Make use of notice . s maintenance work Ordinator manages
S e B » T | -» of their responsibilities, F----- >
\_  weeks notice period allow for planning of ! listed against the key-to-key process
work need:d and cgheck property that can be across teams
. carried out during Void
property detail for CBL X
period
\ 4 Clarity for all

Business areas
notified that the
property is on
notice

\ 4
CBL process
commences and
property is
advertised

A\ 4

Tenant or
representative
hands back keys

\ 4
Post-Void
Inspection — tenant
has gone — full work
is planned

Work commences

Y
Work is completed
and signed off —
keys are returned to
Lettings

Viewings are
arranged

Property is re-let

services re their role
within the key-to-
key process
overseen by Empty
Homes Co-ordinator

Property
information needs
to be up-to-date

Easier process for tenant to
return keys and clarity/
streamlining to allow earliest
possible work start date

Turn property
around more
quickly and to the
Lettable Standard

Customer feedback
required to allow
for continuous
improvement

Pre-void inspection
and up-to-date
Asset Management
information

Smartlockers
provided for keys to
be left in at end of

tenancy

Work allocated to a
Void Path — review
of paths required to
allow properties to
be tracked and to
identify issues

Documentation
required to make
tenant aware that if
keys are returned
early, work can start
in property

turnaround current
properties and

contractor support

Review SDS capacity to

consideration of external

>

Review of Lettable

Standard required,

along with lettings
packs signed by
Project Officers

Standard

Additional KPIs to measure
performance against Lettable

Customer surveys
pre- and post-let
and complaints

analysis

Benchmarking partners contacted
to allow assessment of our
performance against similar

organisations

Review of Tenancy Audit Process;

Review of documentation required to end a tenancy (to include clarity about early return of keys and subsequent commencement of

works);

Review of Standard and Major Works definitions required
Review of ongoing Asset Management Strategy
Review Aids and Adapts process to make best use of stock

Reviews Required to Underpin Future Voids Key-to-Key Process:
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