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Purpose 
The purpose of the procedure is to minimise the time that properties are empty (void loss). This maximises our revenue so that we can provide affordable 
housing for new customers. 
 
Scope 
This procedure is for the use of the Operations Team. Other Stakeholder which may refer to the procedure will include: 

• Customers 
• Applicants 
• Local Authorities 
• Contractors 

 
Other related Policy and Procedures: 

• Lettings Policy and Procedure 
• Asbestos Policy 



 
 

  

• Electrical Testing policy 
• Gas policy 

 
Responsibility 
The responsibility for the approval, delivery and implementation of this procedure will be the shared responsibility of the Head of Assets and Investment 
and Head of Housing. The day-to-day delivery will be the responsibility of the individual Customer Relations Manager (CRM), Scheme Managers (SM) with 
the support from Customer Relations Officers and Contract Officers. 
 
Data Processing 
 
Personal Data: BCHG will obtain personal data such as names, forwarding address and reason for termination within this procedure, to improve our 
services and achieve our legitimate business aims.  Notice to Quits will contain this data, these are stored on Sharepoint. Data will be removed in line with 
our retention policy. 
Data Protection: All personal data will be stored in Sharepoint and Open Housing 
Data Integrity:  We will not keep any paper copies and ensure that files are removed in line with BCHG Retention Schedule. 
 
Compliance, Monitoring & Reporting  
 
If any personal data is not securely saved, or is leaked to the public domain – the matter will be investigated as per the Data Breach Procedure and 
addressed through disciplinary procedures where necessary.  
 
Any hard copies of documents will be scanned and saved to secure locations. All hard copies will be destroyed. Once a customer leaves BCHG, any 
documents will be destroyed in line with the respective retention period. 
 
The ACRM (Voids and Lettings) will monitor performance on the Lettings Log. The Head of Assets and Investment will monitor voids performance through 
the Voids Dashboard. Weekly updates are provided to Operations Management, Finance & Compliance by the ACRM. 
 
 
 
 



 
 

  

Stage 
 

Activity/Outputs Responsibility Timescales Reference 
Documents 

1 Management of the Void Property    
 
 
 
 
 
 
 
 
 
 

When a property becomes void, both the administration of closing the tenancy 
and getting an incoming customer ready for the re-let should work in parallel with 
managing the property (Appendix 1). 
 
We are generally notified by the customer prior to a written notice being handed 
in, we will ask the customer to complete Appendix 2  
 
On receipt of written notice from a customer to end their tenancy, a void 
notification form will be obtained from Open Housing (Appendix 3) and 
completed by CRM/SM and emailed to the void notification inbox. The written 
notice must be saved onto SharePoint. This form highlights important information 
about the property for any contractor and gives an indication of how we wish the 
property to be re-let (nomination, direct). The final section of the void notification 
will be completed by the ACRM and sent to the CRO to be filed onto Sharepoint. 
 
On receipt of the void notification, a Rent Re-Let Form (Appendix 5) must be 
completed by the ACRM and sent to the Finance Business Partner. 
 
The CRM/SM, accompanied by the voids supervisor will complete a home visit 
to each property prior to becoming void, so we are able to deliver key messages 
to the customer, using Appendix 4. We will also take this opportunity to 
complete the exit survey, when an exit survey is sent out, a note is placed on the 
lettings log in the appropriate column (Exit Survey sent out). The form used by 
assets can be found here: https://forms.office.com/e/HWnZwZMnzs. 

 
Appendix Six gives a comprehensive guide on the administration of a void 
including what steps are completed on Open Housing. 
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If keys are not handed in on time (12pm on Monday following void date), we 
will revise the end date on Open Housing to the following Sunday and place a 
note on Open Housing. 

2 Void Inspection Upon Return of Keys    
 Upon receipt of keys, the CRM/SM will send an email to the Void Notification 

inbox advising this, Sure Maintenance will take this as instruction to cap the gas 
where applicable. The keys are handed over to Homeforce to carry out a void 
inspection and to give an indicative timescale to the Operations Team working to 
a 5, 10 or 20 day timescale. Homeforce and Operations will ensure regular contact 
on the progress of voids. 
 
Once the keys are handed in, ACRM will send a message to Finance through 
Teams to apply an effective start date for the new rent figure, ready for re-let.  
 
Where the cost of a Void is likely to be over £5k, this should prompt a discussion 
to evaluate what we do with this property, such as disposal. 
 
There are circumstances where voids will fall into major works, such as: 

• Asbestos Removal  
• Work that requires scaffold or other such assess equipment 
• Work that requires a ‘drying out’ period, i.e the installation of chemical 

damp proof and associated works 
• Major structural repairs/insurance works 
• Capital replacements (kitchens, bathrooms) 
• Arson 

 
Homeforce inputs all work directly onto a tablet and allocates a job number, 
taking photographs where necessary which is stored on the cloud. They also 
record essential inform, e.g meter readings (provided to CRO for input into Energy 
Angels portal – gas, electric & water). Work is allocated to a Multi Trade and 
Electrical Operative; 

• EICR – Electrical Inspection and Condition Report 

CRM/SM 
 
 
 
 
 
 
ACRM 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Homeforce 

  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
 

  

• Drain down water supply (where properties will be vacant for a period of 
over 3 weeks)  

• Organise an asbestos check (if not already completed) 
• Organise for energy assessment (if not completed in the last 10 years) 
• An assessment should be made at this time as to whether any further 

increased security measures are needed for example Sitex or alarms. 
• Any concerns with the property such as damp, neglect, poor condition, 

hoarding etc 
• H&S tasks in which the Operative complete at every property 
• Drain down property if it is a long term void and it is the autumn/winter 

period 
 
During the void inspection a key safe is fitted to ensure that access is available for 
follow on visits and there can be no delay through mislaid keys. Operations have 
access to Voids Dashboard that shows whether it is a standard or major works 
void, and any estimated completion dates. 
 

 
 
 
 

3 Re-let Stage    
 At the letting of the property, a turn on and test of the gas supply will be arranged 

through Sure Maintenance and the customer. At the sign up, the CRM must 
ensure that the customer is made aware of the contact details that they need to 
do this, this is also included in the sign up pack provided. On completion of this, 
a copy of the LGSR certificate will be left with the new customer and a further 
copy will be issued to BCHG. 
 
On satisfactory completion of the void, Homeforce will provide the following 
information to the Operations team via Sharepoint; 

• EICR 
• Gas Safety Certificate (if applicable) (from Sure) 
• EPC 
• Asbestos Surveys (if applicable) 

 

 
CRM 
 
 
 
 
 
Homeforce  
 
 

  
 
 
 
 
 
 
 
 
 
 
 
 
 



 
 

  

All works will be completed as defined in the lettable standard (Refer to Appendix 
7). Performance of Homeforce is monitored through the Voids Dashboard and 
overseen by Head of Assets. In exceptional circumstances, this standard may be 
caried with the authority of the asset manager. 
 
Performance in Operations is monitored by the ACRM and Head of Housing 
through the Lettings Log on Sharepoint, whilst the Voids Dashboard is proactively 
monitored by the ACRM to check on progress of voids alongside weekly meetings 
with Assets. Weekly updates are sent by the ACRM to Finance and the Operations 
Management Team.  
 

Appendix 7 

 Diversity and Equality    
 BCHG have a number of properties that have been designed for use by vulnerable 

residents. These may include: 
• Older people 
• Young people 
• People suffering from DV 
• People with disabilities 

 
Many of these properties have additional security features or adaptations, if a 
property becomes empty, it is necessary to consider the client group that it will 
be let out to. Where a property has been adapted, this will remain for the benefit 
of the incoming customer should they require it. 

   

 

 

 

 

 



 
 

  

 

 

 

 

 

 

Appendix 1: Managing the Void property  

 

 

1

•Notice received, void notification form completed by CRM and sent to void notification 
mailbox. ACRM terminates tenancy, updates HB detail on Open Housing, inputs property on 
lettings log and sends rent re-let form to Finance.

2
•Homeforce raises order for Asbestos Management Survey, Gas Cap, EICR & EPC if necessary

3

•On receipt of keys, CRM/SM sends email to void notification confirming receipt. Gas is 
capped. Keysafe fitted to property and void inspection completed by Homeforce. Finance 
informed of effective date by ACRM.

4
•Once inspection completed. Operations advised of works completion date. 

5
•Once property is ready, sign up arranged and completed with certificates provided by 

Homeforce, all docs stored on Sharepoint.



 
 

  

 

 

 

 

Appendix 2: NTQ 
MOVING OUT FORM 

Please fill out and return to your Customer Relations Manager or Scheme Manager  Your notice must begin from a Monday. 
 
Name……………………………………………………………………………………………………………… 
 
Address…………………………………………………………………………………………………………… 
………………………………………………………………………………………………………………………. 
………………………………………………………………………………………………………………………. 
 
We/I wish to give 28 days notice that we/I will end our/my tenancy on the property mentioned above. 
 
We/I will be leaving the property on (date):………………………………………………………. 
 
*Please make sure that you tell us if this date changes.  We will charge you the total week’s rent until we receive the keys. 
 
We are leaving for the following reasons ……………………………………………………….. 
 
You must understand to hand in the keys by midday on the Monday after your tenancy ends. The keys should be handed in to 134 High St, Blackheath, B65 
0EE unless arranged otherwise with your Customer Relations Manager or Scheme Manager. 
 
Our/my new address will be: 



 
 

  

……………………………………………………………………………..……………………………………………………………………………………………………………………….…………………………………………
……………………………………………………………………………. 
 
Our/my telephone number will be:…………………………………………………………………….. 
 
We will not be responsible for any belongings left in the property after you have handed in the keys. 
 
You must leave the property empty, and carry out any outstanding repairs which are your responsibility. Failure to do so could result in us re-charging you 
for the cost of such work. 
 
You must also pay off any outstanding rent or rent arrears before leaving the property. 
 
Your signature(s): …………………………………………………………... 
 
Date: ……………………………………………………………………………… 
 
You must tell the Council Tax and water rates departments at your local council offices that you have moved within 21 days. Don’t forget to have your meters 
read so that you avoid paying the gas or electricity used by the next tenant. Remember to tell Housing Benefit or the Department of Work and Pensions for 
Universal Credit claims the date your tenancy will end.  
 

 

 

 

 

 



 
 

  

 

 

 

 

Appendix 3: Void notification 
 

VOID NOTIFICATION -   
 
Sure Maintenance; Please take this as your instruction to arrange to cap the gas at this property following the expected hand in of keys. The keys will be at the 
property in a keysafe coded 5014, they will be on site within 2 days of hand in.  

 
  
Customer Details 
 
Name: «T1Title» «T2Inits» «T1Surn»           
  
Address:  «PAddr1», «PAddr2», «PAddr3», «PPC» 
  
Date that notice has been received:      
 
Ensure notice is filed on sharepoint, tick box when this is done: ☐ 
 
Reason for Void: Death/Purchased Own Property/Moved closer to family/Fleeing from DV/Eviction/Financial Reasons/Harassment (what type)/Medical 
Reasons/Transfer to Larger property/Transfer to smaller property/Move for support/Overcrowding/Relationship breakdown/Surrender/Under occupation 
 
Is customer transferring to another BCHG property? Yes ☐     No  ☐ 
 
Date of Void (Sunday - allow 4 weeks for notice to expire): 
 
Date keys expected (Monday): 
 



 
 

  

Is rent account clear? Yes☐  No ☐    (if no, please give details below to clear account): 
 
Property Details  
 
Property Type:       Floor Level (if flat): 
 
Will major work be needed?: Yes ☐           No ☐ 
 
Reason for major work and work needed: 
 
 
Neighbourhood or Property issues to be considered when letting/consider for disposal/major work:  
 
 
Current Adaptations (include any gifted items):         
 
 
Re-let details:  
 
PLEASE PROPOSE Preferred Re-let type:                              Nomination ☐      Direct List ☐     Transfer ☐ 
 
Reason:  
 
Moving out Visit Date by CRM/SM: 
 
Compliance/Health and Safety checks:  
 
Sharepoint link (search for property through top bar):  
https://bchgcouk.sharepoint.com/sites/Assets/Assets/Forms/Property%20Documents.aspx 
EPC register:  
https://find-energy-certificate.service.gov.uk/find-a-certificate/type-of-property 
 
EPC required? (valid for 10 years):      Yes ☐           No ☐ 
     

https://bchgcouk.sharepoint.com/sites/Assets/Assets/Forms/Property%20Documents.aspx
https://find-energy-certificate.service.gov.uk/find-a-certificate/type-of-property


 
 

  

Gas Cap required?   Yes ☐          No ☐ 
 
Last Gas Safety Cert on file ready for sign up pack?   Yes ☐            No ☐ 
 
Emergency Alarm Call Centre notified of void       Yes ☐        No ☐ 
(if applicable – schemes, Advent and Mews only) 
 
Tenancy Details: 
 
Current Tenancy Type:    Assured/Starter/Secure/Affordable/ 

Fixed Term/Rent to Buy 
 
Tenancy to be granted upon letting:   Assured (please specify otherwise) 
 
Certification 
 
Certified by CRM or SM: (Sign) 
 
Date:    
 
 
ACRM use only: 
  
 
If secure, has end date been entered on OH? Yes ☐     N/A ☐    
 
If secure, have VOA been notified to de-register rent? Yes ☐     N/A ☐    
 
If an internal transfer of a secure tenant, has application to  VOA been made for the rent? Yes ☐     N/A ☐    
 
If an internal transfer, has HB reference moved to new tenancy? (please ensure the HB ref for previous tenancy is ended) Yes ☐     N/A ☐    
  
If Affordable, has a valuation been requested? Yes ☐     N/A ☐      
 



 
 

  

Finance informed of void for SP purpose:  Yes ☐     N/A ☐    
 
 
Decision on how we will relet:     
 
Approved by ACRM: (Sign) 
 
Date: 

 

 

 

 

 

 

 

 

 

 

 

 

 



 
 

  

Appendix 4: Moving out Form 
Moving out visit Date:  
  

Tenant Name:                                                                 Address:   
  
Phone Number:                                                            Tenancy end date:                
Email:  

Rent Account Review  
  
Are there any rent arrears?  
  
If yes, what is the outstanding balance:  
  
Balance by end of tenancy:  
  
Arrangement to clear rent arrears:  
  
  
Forwarding address  
  
  
  
  
Property condition:  
  
  
  
  
Any damage (ensure agreement is made to make good:  
  
  
  
  
Repairs outstanding (ensure they are reported):  



 
 

  

  
  
  
Exit survey: 
Remind customer (tick when complete):  
Remind customer of exit survey to be sent by text:  
Any alarms that have been fitted? What’s the code?  
Ensure all gas and electric keys are left in property  
To hand in keys before 12pm on the hand in date (Monday)  
To report all repairs  
Ensure all belongings are cleared of property including in the loft, any belongings left will be recharged to customer  
Unless there are any items that can be left which are in a very good/like new condition (carpets, light fittings, window 
dressings)  
  
  

  
 

 

 

 

 

 



 
 

  

Appendix 5: Rent Re-let Form 
Rent Re-Let and Adjustments Form 2022.23.xlsx 

Appendix 6: Admin Guide  
  

 

  

  
  

CRM/SM 

 

 

  

 
 

 ACRM 

  
  

 
 

   

Refer to Energy Angels and record referral on lettings log 
spreadsheet 

https://bchgcouk.sharepoint.com/:x:/r/sites/HousingServices/Lettings/2021%20Lettings%20Forms/Rent%20Re-Let%20and%20Adjustments%20Form%202022.23.xlsx?d=we9f354c827384811a6c199ec29e7732b&csf=1&web=1&e=j57w7v


 
 

  

 

CRM 

Visit property to complete inspection and provide meter readings to CRO  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 
 

  

Appendix 7: Void Standard 
Introduction 

The aim of this standard is to ensure the consistent quality of properties offered for letting by BCHG. All properties must be warm, dry, secure and free from 
disrepair. 

All properties must comply with current legislation including: 

• The Housing Acts 
• The Landlord and Customer Act 
• The Environment Protection Act 

 
1. Checks to be carried out prior to void inspection 

When is cyclical maintenance next due? 
When was the last gas service? 
Are any planned maintenance works proposed? 
All repairs for the property should be cleared from the maintenance systems and check any outstanding day to day repairs. After the void inspection, 
Homeforce should identify any circumstances which may require planned programmes of work to be altered. 
 
Arrangements should be made to complete the following: 

- Cap off gas supply at meter 
- Turn off electricity supply 
- Drain down water supply from 1/10-31/3 or where property empty for over 21 days 
- Ensure appropriate property security measures are in place 
- Ensure valid EPC on property/arrange to update if necessary 
- Complete asbestos survey if not already completed  

 

 

 



 
 

  

 

 

 

 

  
   
   

   
   
   
   
   
   

  



 
 

  

 

 

 

 

  

  

  

  

  

  

  



 
 

  

 

6. Doors 

  

  

  

  

  

 

All sanitary sealants to be clear from cracks, defects and mould. 

  
   
   
   

   
   
   

  
   
   
   
   
   



 
 

  

 
  

 

Non slip vinyl floor covering (vinyl) to be installed and in good condition in the following rooms: 

• WC 
• Bathroom/Shower Room/Wet Room 
• Ensuite 
• Kitchen 
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