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Briefing Paper to the West Area Committee Wards: Boothferry,
Derringham, Pickering,

17" March 2025 Newington & Gypsyville
and St Andrews and
Docklands

Update on Short and Long term voids

Briefing Paper of the of Corporate Director for Legal Services and Partnerships.

1. Purpose of the Paper and Summary

To update Members of the West Area Committee on the process, issues, plans and
outcomes regarding voids.

2. Background

2.1 The reduction in the number and turnaround times for void properties is a key priority for
Hull City Council and the KWL partnership. The effective management of voids is
imperative to prevent rent loss, improve the appearance of the local neighbourhood and
assist in meeting the demand for social housing and reduce the burden of use of temporary
accommodation.

2.2 The void process comprises of several teams within Ns&H (including KWL) who each hold
a section of responsibility for delivering/overseeing key actions and events, ensuring each
void flows through the process as quickly as possible. Void properties are spilt into three
different categories:

1. Management voids — short and long term voids.

e A short term void is received and managed by KWL and each void is categorised
as routine, routine plus or exceptional, which is determined based on the amount
of work required and cost of this work as explained in further detail below. This
categorisation then determines KWL’s KPI for completion.

¢ Along term void is initially managed by Housing Investment Service who create a
schedule of works. These often require structural surveys, potentially have
higher value works or involvement from other HCC departments, such as parks
and open spaces for tree removal etc. Once the void is ready to receive works,
this is then handed over to KWL to deliver the required works.

2. Access and Wellbeing voids. (Temporary homeless/rough sleeper properties)
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3. Strategic voids. Strategic voids are properties that have been earmarked for
demolition or require an options appraisal for example, sustainability, change of use.

2.3 The table below illustrates the current number of voids within the West Area each spilt down
into their specific void category.

Void category - West Void category - Citywide

Short term voids (West) | 75 (22%) Short term (Citywide) 341
Long term voids (West) |4 (11%) Long term (Citywide) 36
Strategic voids (West) 192 (66%)* | Strategic voids (City wide) 292

* There is a high percentage of Strategic voids in the West Area due to the ongoing
decanting of the Multi-storey flats on Millport, Torpoint and Woolwich which are due for
demolition in August 2025.

2.4 Below is a brief description of the void process:

e The vacating customer provides HCC with notification to end their tenancy. In
circumstances such as an eviction, death or abandonment this is not always possible.

e Upon receipt of this notification, the Tenancy Officer will attempt to carry out a pre-notice
inspection of the property to determine the condition and provide the relevant advice to
the vacating customer to ensure the property is left in an acceptable condition.

e During the notice period, the allocation process commences. Priority award cases are
checked and if no cases match this property type, the property is advertised to receive
bids from registered customers. KWL are informed of the incoming void which allows
them to plan the required resource to repair the property back to the lettable standard.

e Once the property is void, KWL are instructed to collect the keys, and are required to
complete a comprehensive survey and carry out the required work to bring the property
back to a lettable standard. Note: should there be known issues with this property
ie..structural issues, HIS Surveyors carry out this comprehensive survey.

e The property is allocated as per the Allocation Policy, relevant checks are completed and
the customer is informed of this allocation with an estimated return date which is provided
by KWL.

e Once all agreed work has been completed, KWL carry out 100% post inspections to
ensure the property meets quality standards and returns the keys to HCC.

e HCC then arrange an accompanied viewing for the customer and arranges for the
customer to ‘sign’ for the property. Should the property be refused, the allocations team
will reallocate the property to the next qualifying customer from the original bidding list.

e Should any quality issues be identified on the accompanied viewing, these are reported to
HIS who in turn arrange for a ‘callback’ to be raised for KWL to rectify any issues.
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3. Issues for Consideration

3.1 New initiatives and improvements to the void process have been introduced and continue to
be shaped as required to address the number of voids and the duration they remain void.
These consist of the following:

e Working closely with KWL to provide key information on the condition of the property and
to provide an early indication of work that will be required to return the property to a
lettable standard. This helps KWL plan their resources/workload.

¢ Introduction of a set of performance measures by the AD of Ns&H named, “Golden
Rules”, which is a cross-cutting set of instructions and performance measures. These
measures highlight key areas of focus throughout the overall process, which ensures
there is a consistent approach across all voids in terms of how they are to be processed.
Teams have direct access to this data which enables them to see what voids they have
and what they need to specifically do and by when, to progress the void through the
system. The system flags up which voids are overdue so they can take appropriate action
to resolve and move the void on to the next stage of the process. Heads of Service and
KWL receive a weekly update on their performance against these ‘Golden Rules’ from the
AD which illustrates the overall performance of the partnership and details the number
and location of each void.

¢ Close monitoring and discussion of KWL performance via agreed Governance
arrangements, including monthly Core Groups, where lead officers at KWL/HCC meet.

e The implementation of the wall and floor covering initiative. This initiative promotes the
retention of all window and floor coverings for the new incoming tenant, where
appropriate. This helps the finances and comfort of new tenants and means less removal
works / waste for KWL to deal with.

e The continued work with Energy Angels who assist with all void management issues.
Energy Angels assist with the replacement of missing/tampered utility meters, clear any
old debt for the incoming customer and add a small amount of credit to the meter so KWL
have access to power during the void period. This reduces time spend on meter issues
and speeds up re-let times.

¢ Increased number of post void inspections by HCC Surveyors, checking on quality and
missing works

e Quarterly Member updates on all long-term voids.

e Review Lettings Standard due to commence April '25 to ensure we have the right balance
of quality and time taken to complete works.

e HCC provide future voids to KWL, post termination form being submitted by vacating
tenant.
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e KWL provide estimated completion dates for voids so HCC can allocate and arrange
potential viewing - saving time.

3.2 Below is a table that highlights past/present operational issues and actions that are being
taken to address these in relation to short terms voids.

Short term voids

A short-term void is defined as a void that is managed by KWL and is assessed as being a
Routine, Routine + or an Exceptional void and each category carries its own key performance
indictor (KPI).

e Routine void — properties that require repair/replacement works to meet the Void Scope
of works.

¢ Routine plus — properties which in addition to the standard routine works also require an
renewal/replacement of Capital Elements (i.e. rewire, kitchen replacement) or large
elements (i.e. replacement of timbers floors or staircase)

e Exceptional void — properties that the nature of the work exceeds £10,000 (£13,000 from
April 2025) or the works are of a nature where if tenanted, the customer would have to
move out i.e. structural damage, fire/flood.

In the West Area, at the time of writing this report there are 75 Short term voids.

Issue Qutcomes/resolution

KWL not being sighted on the potential Increase in pre void inspections from the
condition of the void prior to receiving the Area Teams and providing non-technical
keys. information to KWL regarding the condition of

the property. Whilst the aim is to inspect
100% of our properties becoming empty, this
may not always be viable, in certain
circumstances such as abandonment, death
of a tenant or if the tenant does not allow
access due to work commitments etc..

Work has commenced with KWL to provide
relevant information and pictures early in the
process to enable them to start progressing
asbestos surveys and Energy Performance
Certificates’. There is a delay due to the
implementation of KWL’s new ICT system.

Performance monitoring not clear for each A set of 13 ‘Golden Rules’ have been
stage of the void process i.e. Area teams, implemented and created across the teams.
Housing Investment, Housing Access. These are performance measures for each

team who hold a role within the void process.
For example, how long it takes for the keys to
be sent to KWL, how long it takes to
reallocate after a refusal, how long it takes to
raise a call back should a quality issue be
identified. These are just a selection of
performance measures that are held within
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Power Bi and reported on each week for
assurance, assistance and challenge.
Please see Appendix 1 for a copy of the
‘Golden Rules’.

Members can access the performance
information from the following link:
Voids and Relets - Power Bl

KWL Void performance

KWL are not meeting the agreed Void KPI’s.
Performance is regularly and formally
discussed at the appropriate partnership
meetings in which KWL are asked to provide
details of issues affecting performance and to
produce recovery plans if required.

KWL have recently appointed additional staff
ie, Operational manager, Surveyors and
additional trades with an aim to reduce void
turnaround time.

Missing/tampered utility meters causing delays
in letting properties to customer and loss of
rental income through lettable allowance.

HCC partnered with Energy Angels in 2024
who are a void management company that
actively assist HCC in resolving issues with
missing/tampered meters or meters that have
large outstanding debts. Energy Angels
liaise with the utility companies who provide
the energy to the properties and either clear
the debt or arrange for a replacement meter
to be fitted. Having the specialist knowledge
of the Utility industry this prevents customers
and officers liaising individually with the
energy company, which has proven a difficult
and time-consuming process.

35% refusal rate which equates to one in three
properties being refused by customers.

HCC are to commence a review of the
Allocation policy with a proposal to reduce
the number of offers available to those
customers who have a priority award (urgent
need for housing). This is just one of several
proposals that will be subject to consultation.

Quiality issues identified on customer viewings
causing delays in occupying properties

Housing Investment Surveyors have
increased the number of Quality Inspections
carried out on all void properties returned by
KWL. These inspections have discovered
common themes in quality issues, which in
turn assist KWL to identify any patterns with
trades/operatives moving forward.

3.3

Below is a table that highlights past/present operational issues and actions that are

being taken to address these in relation to long terms voids.

Long term voids
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A long-term void is defined as void that needs to be initially managed by Housing Investment
Service (HIS) as they require more specialist intervention. In the West Area, at the time of writing
this report there are 4 Long term voids.

Issue Qutcome/Resolution
Steady number of properties that are being As properties become void, there is a small
affected by structural defects. percentage of voids where structural

damage has been caused by trees and
vegetation which are affecting foundations.
HIS are working closely with Building and
Design Service (BDS) to produce specialist
specifications in order remedy the issues.
These specifications often result in the
recommendation for trees and vegetation to
be removed because of the affect they are
having on moisture levels in the soil. The
management of trees can be a timely
process due to seasonal issues.
Furthermore, these properties require a
period of settlement before work can
commence on the structure of the property.
Regular reviews of this cohort of properties
take place within HIS.

Short term use of long-term voids Leading on from the point above regarding
the requirement for properties to settle, HIS
have recently carried out some cosmetic
works to some long-term voids and these
are being used by the homelessness team
for temporary short term accommodation.
These properties are safe and habitable but
just require time for the foundation to settle
before carrying out significant structural
work. This initiative assists with the
provision of temporary accommodation and
reduces rent loss on such voids.

Voids requiring renewal/replacement of utility HIS currently hold a couple of void
supplies. properties that require a new electric or gas
supply. Once this is identified on void, HIS
swiftly make an application to the relevant
Northern utility service for installation. Time
taken from request to installation can take
on average 4 months.

Maintain long term voids i.e. gardens, litter HIS are aware that long term voids can
become a target for vandalism and
flytipping. HIS aim to ensure that all
gardens are maintained and are littler picked
on a regular basis.
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The four long term voids in the West Area are:

Author:
Status:

149 Rosedale — Boothferry

This property is a 1 bed bungalow. This property has structural defects that have been
associated with mass vegetation and trees around the bungalow. BDS have completed a
structural report which includes the recommendation for large amounts of vegetation to be
removed. The orders for this work have been issued and HCC are awaiting a start date.
The property will require a period of settling after the vegetation has been removed. A
comprehensive survey has been completed by a HIS surveyor ready to issue to KWL.

87 Lindsey Place — Boothferry

This property is a 2 bed multi-storey flat, top floor and has been subject to water ingress
from the main roof of the Multi-Storey Block. Investigatory work is being carried out as to
what works are required to the main roof of the block to stop the water ingress.
Considerations need to be made to any telecommunication located on the roof and safe
access.

77 Conway Close — St Andrews and Docklands

This property is a 1 bed bungalow that has been subject to a major water leak. The
property is in the process of drying out, once nearly dry, HIS Surveyor will complete a full
survey to issue the work to KWL.

123 Linnaeus Street — St Andrews and Docklands

This property is a 2 bedroom flat. This property has structural defects that are potentially
associated to an overgrown tree and other vegetation. BDS have been commissioned to
provide a structural survey. Once this is completed, a HIS surveyor will formulate a
schedule of works based on the outcome of this survey.
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Below is an illustration of Power Bl which is a management tool that tracks the

location of each void across the City and be filtered to areas accordingly. This is an
illustration of all voids within the West Area of the City.
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3.5 Below is an illustration of the performance information held which monitors and reports
on KWL'’s void performance and is broken down into each void type. This is the current
Citywide picture.
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4. Next steps

To continue to performance manage each stage of the void process from when notice is
submitted to end the tenancy to the point where a new customer sign up for the
property. To create an environment where all staff can actively identify and resolve any
blockages/delays through clear and insightful data which is readily available and
continue to challenge each other/ teams to ensure the void process is embedded and
followed and keys are moved through the process within agreed timescales.

Corporate Director for Legal Services and Partnership
Contact Officer : Brad Smith/Clare Leader Telephone No. : 615471/612370

Officer Interests: None

Background Documents: - Appendix 1 — Golden rules
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