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1. Introduction 

 
1.1 Background 
 
The Swan Resident Scrutiny Panel was formed in October 2013 through the 
commitment of Swan Housing to meet the aims of the Homes and Community 
Agency’s Resident Involvement and Empowerment Standard. This standard 
requires landlords to develop tenant scrutiny in order to achieve a specified 
level of tenant led self-regulation.  
 
The Panel’s remit is to scrutinise customer services, particularly focusing on 
areas where customers have prioritised a need for improvement, and to make 
recommendations to Swan’s Executive Team. 
 
1.2 Introduction 
       
This is the panel’s fourth review. The panel were presented with the 
performance scorecard, the customer satisfaction survey results, a copy of 
Swan’s allocations policy and information on their tenancy fraud service. 
 
The customer satisfaction survey results identified that only 55% of new 
tenants were satisfied with the condition of their new home therefore the panel 
agreed this was the area they would carry out the service review on. 
 
The aims of the scrutiny panel in performing this review are as follows: 
 

• to improve customer satisfaction  

• to identify gaps in provision   

• to benchmark the service and learn from this  
 
Work on this review began in June 2017 and the report was completed in 
October 2017.  
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2. Methodology 

2.1 Desktop Review 

The Scrutiny Panel requested documents from Swan Housing as part of the 
desktop review. The desktop review was carried out in order for the Scrutiny 
Panel to gain awareness of: 

• The void and letting process 

• Swans lettable standard  

• Customer satisfaction survey process and questions 

• Benchmarking data 

• Work schedules 

• Neighbourhood’s role within the lettings process 

• Complaints information 

• Satisfaction levels 

• Photographs of void properties 

2.2 Inspection of void properties  

The scrutiny panel attended a site visit with John Dooley (Axis Supervisor) on 
29th September 2017. The purpose of this visit was to understand what 
happens during the void property period and to be able to see typically how 
voids are returned to Swan and the process of getting them back to a ‘lettable 
standard’.  

2.3 Research with Staff  

Research with staff was carried out to gain an understanding of the voids and 
allocations service and better understand who is involved.  The Scrutiny Panel 
interviewed: 

• Stewart Westfall - Axis Supervisor (London) to understand his role within 
the voids and allocations process and how Axis works alongside the 
Neighbourhood team.  

• Andrea O’Callaghan - Head of Business Improvement & Allocations to 
understand the role of the Housing team in relation to the Allocations 
process.  

 
2.4 Benchmarking  
 
The Scrutiny Panel reviewed similar Housing Associations ‘Lettable 
Standards’ including: 

- Hyde Housing 
- Clarion Housing 

 
This enabled them to identify if any gaps exist in Swan’s standard. 
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3. Key Findings 
 
This section summarises the Panel’s key findings from the review.  
 
Strengths 
 

• Swan’s information regarding their lettable standard and what they do 
to meet the HCA’s Home and Tenancy standard is more than 
comprehensive for both residents and staff 
 

• A ‘New Home Lettable Standard’ leaflet is available for tenants and this  
explains and shows photos of the condition of how tenants should 
expect their new homes to be let 
 

• Performance for letting new homes is very high. The average 
turnaround time for voids is 14 days and the target has been lowered 
for 2017/18 
 

• Customers are offered incentives if they are terminating their tenancies 
and have left their homes in a good condition 
 

• Swans Void Management procedure enables floorings deemed to be in 
a good condition to be left in properties if requested 
 

• All new tenants are sent the new lettings survey once they have moved 
in  
 

• There are no formal complaints regarding the standard of new lettings  
 

• Swans void and lettings standard is very comparable to other similar 
social housing providers – no gaps in the standard have been identified 
by the panel 
 

• Photos are taken and stored on all properties pre and post void works   
 

• Keys for voids are collected on the same day from the Housing team.  
The void is inspected on the same day or the following day. 
 

Areas for improvement 
 

• Customer satisfaction on ‘Overall condition of home’ is measured from 
only one question used in the ‘New Lettings Survey’.  The panel felt 
that the way question is phrased could lead to misinterpretation and 
this could reflect in the satisfaction data negatively 
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• There are other questions in the ‘New Lettings Survey’ that could be 
used to measure customer satisfaction more positively in terms of the 
condition of new homes  
 

• The photos used in the ‘New Homes Lettable Standard’ leaflet may 
lead customers to have unrealistic expectations of what to expect when 
entering their new home which could in turn impact the customer 
satisfaction results negatively 
 

• The ‘New Home Lettable Standard’ leaflet  does not currently get 
handed out to customers at any time during the letting process 
 

• Only seven customers this year have returned the ‘New Lettings 
Survey’ which is a very small percentage of the total number of new 
lettings (6.4%). The survey is currently posted to customers with no 
incentive to return 
 

• Better promotion of the ‘Goodbye Application Form’ is needed as only 
a small proportion of customers applied and received payment 
 

• The ‘Goodbye Application Form’ is not sent to Swan tenants that are 
moving internally. This incentive for tenants to keep their homes in a 
good condition before moving out is only available for tenants leaving 
Swan 
 

• The Scrutiny Panel fed back from their own experiences and confirmed 
that flooring in a property can be the difference between a house and a 
home.  Swan’s lettable standard allows carpets to be left in a property if 
deemed in an acceptable condition by the neighbourhood team only at 
present 
 

• Despite the turnaround target for a short term void being 4. 5 days, 
Axis aim to return the void back within 4.5 days   
 

• During the panel’s inspection of a typical void property (pre works) 
there was a clear difference in the level of standards that residents 
would expect to what is acceptable in Swan’s standard.  

 

• The quality of the photos being taken by staff is not up to standard and 
difficult to tell in some what has/hasn’t been done as a result of the 
works  

 

• The panels’ initial thoughts after seeing the before and after photos of 
some voids is that the standard is lower than they would have 
expected. They felt that if Swan’s standard was higher, residents 
moving in will be more likely to keep the property in a good condition.  
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4. Recommendations  
 
As a result of this scrutiny review the panel would like to make the following 
recommendations about how to improve the customer satisfaction of new 
homes:  
 
1. New Lettings Survey 

• It is recommended that a review of the question used to measure 
customer satisfaction should be carried out and a consideration to 
include the other questions used in this survey as they can also 
measure customer satisfaction 

• It is recommended that the surveys are completed at the 4 week 
visit rather than being posted out.  This gives customers time to 
complete with the visiting officer and will enable a fairer 
representation of satisfaction of new lets. 

 
2. New Home Lettable standard leaflet  

• It is recommended that the leaflet is updated with photos that are 
representative of Swan’s voids to help manage customer 
expectations 

• It is recommended that the leaflet is handed out at the 4 week visit 
when completing the ‘New Lettings Survey’ questionnaire so that 
customers are able to answer the survey based on Swan’s lettable 
standard rather than customer expectation. 

 
3. Void/Letting process – Axis and Neighbourhood – joined up delivery 

• It is recommended that the Neighbourhood team carry out audits on 
a percentage of voids each month or quarter, by using the photos of 
pre and post voids supplied by Axis to check that they are meeting 
Swan’s ‘lettable standard’ 

• It is recommended that Axis Supervisors are given the authority to 
make decisions on whether the flooring should remain or not 

• It is recommended that the Void turnaround target is not reduced 
again to avoid extra pressure on Axis to get properties turned 
around and rushed which could have a negative effect on customer 
satisfaction 

• It is recommended that staff spend time making sure photos of pre 
and post voids are in focus and of a good quality to manage 
expectations. 
 

4. Goodbye form – incentives  

• Goodbye Application Forms should also be sent to tenants that are 
moving out of their Swan home into another Swan Home.  Swan to 
consider changing the name of the scheme so that tenants moving 
internally could also benefit  
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• To consider redecorating voids rather than issuing decoration 
vouchers once the property has been let. 
 

5. Thanks 

The Scrutiny Panel would like to thank all the people who helped the panel 
carryout this service review.  The Panel would also like to thank the Resident 
Involvement Team for their continued support throughout this process.   
 
 
 
 
 


