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Emma Wilson 
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This Policy outlines Horizon’s approach to managing void properties in order to meet 
tenant expectations, SHR and statutory requirements, and to minimise void times 
and lost income. 

This policy has been reviewed and complies with Horizon’s and the Link group’s 
vision of providing socially inclusive services underpinned by our core values of 
equality and diversity. Services and procedures which are developed from this policy 
will be subject to similar assessment. 
 

This policy fully complies with Horizon’s Data Protection Policy, Data Protection 
legislation and good practice 
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1.       INTRODUCTION 
 
1.1  Voids are properties which are currently empty because a tenancy has ended 

and a new tenancy has not yet started.  Voids may arise due to formal 
termination of a tenancy, abandonment of a tenancy, the tenant transferring to 
another tenancy, eviction of the tenant or the tenant’s death.   
 

1.2 Because rent is not due on a void, it represents a loss and Horizon aims to 
keep this loss to a minimum whilst ensuring that a property is let to the right 
applicant as quickly as possible.   
 

1.3 Horizon aims to let every property to a household which is the best match for 
that property, and in particular, letting every wheelchair accessible property to 
a household whose needs require this level of space and adaptation, generally 
households which include a wheelchair user.  Although we seek to minimise 
rent loss, we also seek to maximise the best match for the property when 
allocating it.  This may mean that on occasion, we will hold a highly adapted 
property empty until it is allocated to an applicant best matched to the 
property.   

 
1.4  The purpose of this policy is to set out our approach when dealing with void 

properties to ensure that Horizon provides an efficient and customer focused 
service which:  

 
• complies with regulatory and legislative requirements  
• ensures value for money in repairing void properties and achieving the re-

let standard  
• balances the need to minimise rent loss whilst letting empty properties to 

the right applicant in terms of our allocations policy, so ensuring best use 
of the property 

• maximises customer satisfaction in relation to the standard of their new 
home 

• is consistent with our Asset Management Strategy. 

2.       PRINCIPLES 
 
2.1      This Policy will apply to all buildings in Horizon’s full ownership and to all 

individuals employed and/or engaged by Horizon. It covers all aspects of the 
void management service affecting re-lets and new lets delivered by Horizon 
and its partners, contractors or other agencies at times.  

 
2.2 In order to meet our strategic objectives this void management policy is 

underpinned by the following principles.  
 

• Enabling inclusion in communities and decision making 
• Equality of housing choice 
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• Enabling independent living in communities of choice 
• Openness and transparency in decision making 

 
2.3 Relevant Legislation, Standards and Practice 
 
2.3.1 Horizon manages its voids in accordance with relevant legislation, standards 

and practice.  These include: 
 

• The Housing Scotland Act 2014  
• General Data Protection Legislation (GDPR) 
• The Equality Act 2010  
• Gas Safety (Installation and Use) Regulations 1998  
• The Control of Asbestos Regulations 2012  
• Building Standards (Scotland) Regulations 2013  
• The Health and Safety at Work Act 1974 and all subsequent 

amendments and regulations created by virtue of the Act  
• The current edition of the IEE wiring regulations  
• All current and relevant British Standards and approved codes of 

practice  
• Construction Design and Management Regulations 2015  
• The Buildings Energy Performance Directive (January 2003)  

 
2.3.2 This policy also complies with the guidelines set by The Scottish Government 

in the Social Housing Charter (SSHC). In terms of the management of voids, 
the Charter states that every social landlord must manage their business so 
that:  
 
tenants’ homes, as a minimum, meet the Scottish Housing Quality Standard 
(SHQS) by April 2015 and continue to meet it thereafter, and when they are 
allocated, are always clean, tidy and in a good state of repair (SSHC 
Outcome 4: Quality of housing) 

 
 and 
 

Social landlords manage all aspects of their businesses so that tenants, 
owners and other customers receive services that provide continually 
improving value for the rent and other charges they pay. (SSHC Outcome 13: 
Quality of housing). 

3.        OBJECTIVES 
 
3.1        This policy is designed to meet the following strategic objectives: 
 

• To continue to improve the quality and accessibility of our services, 
meeting people’s needs at different stages of their lives; 

• To target investment effectively to maintain attractive, well-designed 
homes and places where people want to live; 
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• To extend housing and tenure choice for disabled and older people, 
particularly wheelchair users; 

• To more clearly demonstrate value for money and social impact to our   
range of stakeholders. 

 
            3.2    The specific objectives of this policy are: 
 

• To minimise the loss of rental income as a result of properties being 
empty; 

• To ensure that Horizon makes the most effective use of its housing 
stock to let to the best matched applicant; 

• To clearly define the responsibilities of tenants and Horizon in relation 
to void management and be open and accountable for all actions and 
decisions; 

• To ensure that tenants and prospective tenants understand the basis 
for our decisions in managing vacant properties and organising for 
these to be relet quickly and appropriately; 

• To ensure that properties are brought up to a consistent and acceptable 
standard when let; 

• To ensure that staff are well trained and supported to deliver a high 
quality service which meets tenants’ needs. 

4.      APPROACH AND METHOD 
 
4.1     The Board in its formal approval of the policy acknowledges that it accepts full   

responsibility for its implementation. Day-to-day responsibility for the operation 
and monitoring of this policy lies with the appropriate managers. All relevant 
employees have a responsibility to ensure that this policy is applied as 
instructed.  

 
4.2 Properties will be re-let in accordance with our allocations policy. The use of   

choice based lettings and advertising properties through Homehunt will also 
help to minimise void periods. 

 
4.3 Void times and costs will also be kept to a minimum by: 

 
• ensuring that tenants understand and adhere to the standards at  

through our pre-termination visits, carrying out early viewings where 
appropriate.   Out going tenants to arrange key collection with Horizon 
at the earliest possible date to allow pre-arranging statutory checks 
such as for the gas and electricity; 

• supply and completion of Energy Performance Certificates (EPC). 
 

4.4      We will arrange for prospective tenants to view vacant property, and will take   
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into account individual circumstances so that applicants with disabilities –      
including cognitive impairments – have sufficient time to consider offers where 
appropriate. 

    

4.5    Tenancy Sustainment  
 

The Association will be mindful of households likely to abandon their property, 
particularly those with rent arrears, those facing legal action, first time tenants, 
and vulnerable people. Whenever possible we will offer financial advice and 
other support to tenants who are at risk in order to reduce the likelihood that a 
property will be abandoned. We will also seek to identify any potentially 
abandoned properties as quickly as possible by for example visiting tenants 
who fail to respond to contact, by following up reports of tenants moving out, 
and by regular estate inspections.  

 
We will seek to minimize unnecessary voids through our Tenancy Sustainment 
procedures, through effective housing management, by supporting tenants with 
financial inclusion advice (for example relating to benefits, debt or budgeting), 
by the installation of adaptations so that tenants with particular needs can 
remain in their home, or by signposting tenants to the relevant resources for the 
provision of housing support.  
 
All new tenants will receive a call from Horizons’ Tenancy Sustainment Team to 
help and support with benefit advice, Scottish Welfare fund and budgeting.  

 
4.6   Transfers 
 

In order to minimise void times and rent loss, transfers to another Horizon 
property will normally only be permitted when there has been a satisfactory 
property inspection of the current property prior to a tenancy offer being made.   
 
Homehunt Team to make Horizon aware of current tenants looking for a 
transfer within Horizon Properties.  Horizon to arrange a pre inspection to 
maximise the time for tenants to carry out any repairs.  
 
Transfers to be encouraged to ensure the homes allocated meet the tenants 
needs and to minimise unmet housing needs across Horizons’ stock.   

 
4.7   Death of the Tenant 
 

In the case of a void arising due to the death of the tenant we will consult with 
relatives in order to have the property available for letting as soon as possible. 
Normally we will expect keys to be handed in within 2 weeks of the tenant’s 
death without any additional rent being charged, with the option for relatives to 



www.linkhousing.org.uk 
 

 

 

 7 
 

extend this period to up to 4 weeks on payment of rent. With due sensitivity, 
staff will advise the next-of-kin of any issues which will result in a recharge 
liability, and that this will be recharged against the tenant’s estate unless 
addressed by the next-of-kin.  

 
4.8    Repairs and Improvements 
 

It is recognised that the main factor in delaying the re-let of void properties is 
often the need to carry out repairs and improvements. Whenever possible 
repairs and improvements will be undertaken after the new tenant has moved 
in. Targets will be set for statutory checks/EPC and for repair work, and these 
will be closely monitored by the managers and teams responsible. Targets will 
also be set for re-letting properties once keys are in and properties are ready, 
and again performance will be closely monitored and reported.  

 
Adaptations which are essential in order to make the property habitable for a 
new tenant will be carried out prior to the property being re-let. Where the cost 
of adapting a property is high, both in terms of alterations and potential void 
loss, we will carry out an assessment and look at other options which may be 
available to the applicant before reaching a final decision on whether to 
complete the work.  

 
4.9   Voids - Tenant Responsibilities 
 

Tenants must meet their obligations as described in the Tenancy Agreement, 
including giving the required 28 days notice unless a shorter notice period has 
been agreed with us, and leaving the property in an acceptable condition which 
as far as practically possible meets the Re-let Standard (see Appendix 1) with 
the exception of fair wear and tear. Where this is not the case, Horizon will 
recharge outgoing tenants for any repairs required to the property which are 
due to tenant damage, disrepair or neglect, for changing locks or replacing keys 
if not returned, and for the cost of removing rubbish, furniture or personal 
belongings.  
 
Where an outgoing tenant leaves a property in such a good state of repair that 
only statutory checks and security works are required, they will be given a High 
Street voucher in accordance with our Tenants’ Incentive Scheme, provided 
they have no other outstanding debts or liabilities to Horizon.    

 
4.10   Voids – Horizon’s Responsibilities: Re-let Standard including Decoration 
 

We will aim to ensure that all vacant properties are brought up to our current 
Re-let Standard (Appendix 1) before they are re-let. Where certain items 
covered by the standards are due to be improved within a reasonable time as 
part of current planned maintenance programmes the new tenant will be given 
the appropriate information. 
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Internal decoration is normally the tenant’s responsibility. However where the 
internal condition of a void property would adversely affect the time taken to re-
let it, we will consider either carrying out some decoration or providing the 
incoming tenant with a decoration allowance, in accordance with current 
procedures.  
 
We will ensure that prospective tenants are kept fully informed about the 
commencement of their tenancy and about any delays which affect when they 
can move in. 

 
4.11   Relevant Policies and Standards 
 

This Void Management Policy is intended to be consistent with and complement 
other policies and procedures in particular the Asset Management Strategy, 
Gas Safety Policy, CDM Policy, Allocations Policy, Factoring and Property 
Management Policy, and our Tenant Participation Policy and Strategy.  

 
The Void Management Policy must also operate in conjunction with Financial 
Regulations and Standing Orders, Procurement Policy, Complaints and 
Compliments Policy, Payments to Tenants (Compensation), Estate 
Management, Adaptations and Equality and Diversity Policy. 

 
5. MONITORING, PERFORMANCE MEASUREMENT AND REPORTING 
 
5.1  The activities covered under the Void Policy will be subject to performance 

monitoring on a continuing basis.  Targets are set annually through our 
Business Plan. We will report on our key performance areas to our 
Management Team, our Board and our Tenants. KPI’s will include satisfaction 
with the standard of property when re-let, average days to re-let, % re-let within 
target time, number of refusals and reasons, tenancy sustainability, termination 
reasons, and income lost due to voids.  

           
5.2   If any significant issues of concern arise, these will be dealt with by the 

Operations Director who will report such matters to the Board.   Any   matter   
which demonstrates a serious failure   of   internal   controls will   also   be   
reported immediately to the Managing Director of Horizon and the Chief 
Executive of Link. 
 

5.3 Periodic audits of policy compliance may be conducted by managers and by the        
Internal Auditor with results being reported as appropriate to the Audit Sub 
Committee. Key areas for audit and review will include:  
 
• Risk management 
• Provision of training and / or information to staff 
• Compliance with policy and procedure 
• Effectiveness   of   communications   about   maintenance   with   contractors, 

tenants and within Horizon and the Link Group 
• Progress towards strategic targets 
• Compliance with regulations e.g. Gas, Health & Safety 
• Budgetary and expenditure control 
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• Contract administration and contractor performance 
• Customer satisfaction with Property Maintenance 
• All new tenants to complete customer satisfaction survey for relet standard 

and value for money.   

6. COMPLAINTS AND APPEALS 
 

Horizon Housing welcomes complaints and positive feedback, both of which 
provide information which helps us to improve our services. We use a complaints 
handling procedure (CHP) developed by the Scottish Public Services 
Ombudsman (SPSO) and the Scottish Housing Regulator.  
 
The CHP allows for most complaints to be resolved by front line staff within a five 
day limit (frontline), or if the complaint is complex, a detailed investigation will be 
made by a manager within a 20 day limit (second stage). At the end of the second 
stage our response will be made by a director. If the customer remains 
dissatisfied he/ she may then refer the matter to the SPSO.  
 
The SPSO does not normally review complaints about our factoring service. If a 
factoring customer is dissatisfied after using the CHP, the complaint may be 
referred to the Homeowner Housing Panel.  
 
Anyone receiving care or support service from us has the right to complain either 
direct to the Care Inspectorate or to us.  
 
At each stage Horizon Housing will advise the customer how the complaint should 
be taken forward and advise which agency would be most appropriate to consider 
the case.  

7. POLICY AVAILABILITY  
 

This policy is available on request free of charge from Horizon Housing. A 
summary of this policy can be made available in a number of other languages and 
other formats on request.  

8. POLICY REVIEW 
 

Horizon Housing undertakes to review this policy regularly, at least every three 
years, with regard to:  
 

• Applicable legislation, rules, regulations and guidance  
• Changes in the organisation  
• Continued best practice.  
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Appendix 1: Minimum Relet Standards 
 
 

The following standards outline the minimum acceptable condition voids should be in before 
being handed back to the Housing Officer for re-let. 
 

Area  Minimum Standard 
General • Property to be in a clean and tidy condition. All surfaces will have 

been wiped down 
• All furniture or other items belonging to the previous tenant to be 

removed unless otherwise agreed 
• No junk mail to be left 
• Low energy light bulbs fitted throughout [this should be carried out 

prior to completion of Energy Performance Certificate (EPC)] 
• EPC displayed 
• Meters read and recorded 

Garden • Cleared of rubbish 
• Bins emptied 
• Grass cut 
• Provision of a cloths drier 
• Leave garden shed if in good condition 

Windows • Fully operational with safety catches in place 
• Provide minimum of 2 sets of window keys if applicable  
• All glass panes complete and crack free 

Front Door • Fully operational 
• Minimum mortice and yale lock 
• Minimum 2 sets of keys 
• Letterbox and backflap 
• Spyhole to by fitted at a standard height  

Back Door • Fully Operational 
• Minimum mortice lock 
• Minimum 2 sets of keys 

Communal 
Areas 

• Minimum 2 sets of keys for main entry doors 
• Minimum 1 set of keys for bin store 
• Area will be clean and tidy 

Internal 
Doors 

• All doors to be intact and operating properly 
• Any cracks or holes should be repaired or door replaced 
• Doorstops to be fitted as standard 
• Bathroom doors should have a locking device 
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Floors • Loose/missing floorboards to be repaired/replaced 

• Floor surface to be even to allow flooring to be laid 
• Carpets and laminate to be uplifted unless otherwise agreed 
• Non slip flooring to be clean or replaced 

Skirtings and 
Facings 

• Re-secured and filled where necessary 
• Missing or damaged skirtings/facings to be replaced 

Kitchen Units  • Damaged drawer fronts/doors replaced (unless in the next 12 
month’s planned maintenance programme) 

• Hinges replaced/adjusted where necessary 
• All surfaces to be washed down 
• Replace sealant where required 
• Extractor fan to be cleaned/replaced 

Bathroom 
Suite 

• Free from significant staining 
• No significant chips or cracks on sanitary ware 
• All surfaces to be washed down 
• New toilet seat fitted 
• Sealant replaced where required 
• Missing/damaged tiles to be repaired/replaced 
• Extractor fan to be cleaned/replaced 
• Door to have safety lock enabling door to be opened from outside 

Shower Unit • Shower screen or rail must be intact 
• Electric shower to be checked during Institute of Electrical 

Engineers (IEE) inspection 
• All surfaces to be washed down 

Loft Space • All items to be removed 

Electricals • All sockets/switches/light-fittings to be returned to standard 
• All electrical appliances (eg wall lights) left by previous tenants to 

be removed unless otherwise agreed.  These items must pass the 
electrical check and be with Housing Officer, Incoming tenant to 
sign a mandate to take responsibility of appliance.   

• All accessible bungalows to be provided with electric oven and hob. 
Any gas appliances should be replaced with electric.    

Decoration • No sign of nicotine damage  
• All rooms in good decorative order or prepared for redecoration 

(decoration voucher may also be offered) 
• Repair/replace any broken wall tiles (if more than 3 rows of tiles 

then entire tiled surface which is damaged to be replaced). 

Gas Safety 
Checks - 
Boilers and 
Appliances  

• A landlord's gas safety certificate, commonly referred to as a CP12, 
will be carried out prior to any other works being carried out and a 
copy provided to the incoming tenant 

• Horizon assumes responsibility for checking appliances as well as 
the smoke and heat detectors, as part of the CP12 inspection 
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 Privacy Impact Assessment Screening Questions 
 
Carrying out a Privacy Impact Assessment [PIA] will be useful to any project – large 
or small – that:  
 

• Involves personal or sensitive data about individuals 
• May affect our customers’ reasonable expectations relating to privacy  
• Involves information that may be used to identify or target individuals  

 
Please tick the applicable statement(s) below. Will your project involve: 
 
 

If you have answered ‘Yes’ to any of these points, please complete a full Privacy 
Impact Assessment. If you have answered ‘No’, you need take no further action in 
completing a Privacy Impact Assessment.  
 
 
 
 

1. A substantial change to an existing policy, process or 
system that involves personal information 

 

Yes No  

2. A new collection of personal information 
 

Yes No  

3. A new way of collecting personal information (for 
example collecting it online)  

 

Yes No  

4. A change in the way personal information is stored or 
secured 

 

Yes No  
 

5. A change to how sensitive information is managed Yes No  
 

6. Transferring personal information outside the EEA or 
using a third-party contractor 

 

Yes No  
 

7. A decision to keep personal information for longer than 
you have previously  

 

Yes No  

8. A new use or disclosure of personal information you 
already hold 

 

Yes No  
 

9. A change of policy that results in people having less 
access to information you hold about them 

 

Yes No  

10. Surveillance, tracking or monitoring of movements, 
behaviour or communications 

 

Yes No  

11. Changes to your premises involving private spaces 
where clients or customers may disclose their personal 
information (reception areas, for example)  

Yes No  
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Equality Impact Assessment Screening Questions 
 
Will the implementation of this policy have an impact on any of the following 
protected characteristics? 

1. Age  Yes No  
2. Disability Yes No  
3. Gender reassignment Yes No  
4. Marriage and Civil Partnership 

  Yes No  
5. Pregnancy and Maternity Yes No  
6. Race Yes No  
7. Religion or belief Yes No  
8. Sex   Yes No  
9. Sexual orientation  Yes No  

 
If you have answered ‘Yes’ to any of these points, please complete a full Equality 
Impact Assessment. If you have answered ‘No’, you need take no further action in 
completing an Equality Impact Assessment. 
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