
Recommendation Agree – 
Yes / No 

Management response Proposed actions Timescale Responsibility Update July 
2015 

Advise 
customers of the 
support that is 
available to 
enable them to 
access property 
adverts online. 
Provide a list of 
places where 
customers can 
access the 
internet (if they 
do not have 
access) in their 
community. 
Provide a 
document for 
customers that is 
a step by step 
guide to 
registering and 
bidding for 
properties online. 

 

Yes Paper forms are not 
normally given to 
customers unless staff 
establish that they are 
unable to access the 
system online, but even 
in those cases staff 
should be going through 
online registrations in 
the first instance. We 
cannot comment about 
the approach at offices 
outside Progress 
Housing, but if a fuller 
analysis of the mystery 
shopping is provided we 
will look at an action 
plan for improvements to 
share with staff & our 
external partners. 

We have however had 
training sessions with 
external partners in the 
past about supporting 
and encouraging online 

We will look to 
supplement what is 
already available in 
conjunction with tenants 
& applicants. 

 

 

 

 

 

 

 

 

 

 

 

 

By 
December 
2014 

 

 

 

Head of 
Neighbourhoods 
/  CBL Manager 
/ Customer 
Services 
Manager 

 

NPHA Staff 
on Reception 
are assisting 
customers 
with online 
applications 
in our Tenant 
Zone.  
Telephone 
appointments 
& paper 
applications 
are offered for 
those who are 
not able to 
access the 
office or 
internet. 

NFH 
Appointments 
are booked in 
by Progress 
Connect to 

Scrutiny Pool Action Plan - Vacant Property Adverts 

 



access. All partners to 
our schemes are signed 
up to encourage digital 
inclusion and would be 
happy to revisit this 
again. 

Properties are available 
for customers to view 
both online and in our 
offices even if someone 
is not yet registered. 

We do have computers 
available in our Tenant 
Zones that customers 
can use and staff will 
offer to assist if asked. 

This is due to be 
improved further at 
Sumner House during 
the next 6 months, but 
there are currently 2 
PCs available for use. 

At Warwick House, the 
Tenant Zone is used by 
our Connect 2 Progress 

 

 

 

 

 

 

 

assist 
customers 
with the full 
application 
and 
verification 
process 
which 
enables 
applications 
to be 
processed 
faster. 

Telephone 
appointments, 
home visits 
and paper 
applications 
are offered to 
those unable 
to access 
office or 
internet 

 

 



Team, local agencies 
and advocates to access 
MyHomeChoice. 

We provide up to date 
details of the most 
accessible local access 
points to our customers 
if they ask.  

We already have step by 
step instructions for 
those accessing on line 
as they fill in the form for 
MyHomeChoice. For 
Select Move 
improvements are due in 
the next release of 
software in the next 6 
months. 

 

 

 

 

 

Selectmove 
has gone live 
with the new 
upgrade and 
this has 
significant 
improvements 
in terms of 
accessibility 
and 
navigation to 
make the 
online 
application 
process 
simpler 

 

Reduce the 
number of clicks 
required to 

Yes, in 
part. 

It should take 2 clicks to 
access MyHomeChoice 
& SelectMove directly 

Work with the marketing 
team to improve access. 

December 
2014 

Head of 
Neighbourhoods 
/ Head of 

 



access the 
property adverts. 
Where there are 
links to Choice 
Based Letting 
sites link to the 
property pages 
rather than the 
registration page. 
Where a link to 
the registration 
page is provided 
ensure there is 
narrative text 
which explains 
what the 
registration page 
is. 

which we do not feel is 
excessive. 

From the Progress 
Housing website it takes 
5 clicks, so we agree 
that this needs to be 
looked at again with our 
Marketing team to make 
this more accessible; in 
the past it was 
accessible via the front 
page. 

The site does however 
click through to the 
property pages in the 
first instance when we 
have checked via a PC, 
but this is not the case 
with those accessing via 
a mobile device to 
Select Move. 

 

 

Discuss whether access 
to the Select Move via 
the mobile site can 
directly link to searches 
on properties rather than 
log in.   

We are addressing this 
with the implementation 
of our new PHG website 
so customers can see all 
PHG properties which 
are advertised on a 
weekly basis (with fewer 
clicks required) 

We have worked closely 
with Marketing to make 
finding a home easy for 
customers. 

We are intending to 
feature easy read 
application guides for all 
CBL web based housing 

 

 

November 
2014 

 

 

 

 

Aug 2015 

 

 

 

 

 

 

 

Feb 2016  

Marketing / CBL 
Manager 

Head of 
Neighbourhoods 
/ CBL Manager 

 

 



applications   

 

Ensure adverts 
contain the same 
information 
whether they are 
online or on 
paper. We would 
like staff to 
consider how this 
can be done and 
report their 
findings back to 
the scrutiny pool. 

No There are differences 
because these options 
are designed to be 
viewed in different ways. 

The online version has a 
text limit at the front with 
more details obtained on 
a further click behind the 
front sheet, whereas the 
newsletter allows for 
more details and 
characters to be used 
within the text.    

Both options do however 
provide the same 
information, but they are 
displayed differently. 

The next release of the 
Abritas system provides 
further enhancements to 
adverts. 

We will share the 
proposed enhancements 
with tenants and 
applicants; release is 
due in late October so 
we will publicise  

 

When featuring adverts 
on our new website we 
can make sure they are 
all consistent in terms of 
layout, charges, property 
features and eligibility 
e.g pets allowed. 

This allows us to be 
more descriptive in our 
text so we can provide 
more information than 
we can on our Abritas 
CBL systems 

We are working with 

November 
2014 

 

 

 

 

 

Aug 2015 

Head of 
Neighbourhoods 
/ Customer 
Services 
Manager 

 



 Marketing to  

Specify service 
charge costs on 
web adverts. 

Yes This should be 
happening. There is 
further details behind the 
first page on the website 
(under full details) about 
the breakdown of 
charges, however we 
identified that one of the 
service charges had not 
pulled through onto this 
page, although the total 
charge was correct.  

We will raise this with 
our IT provider Abritas 
as a potential fault but 
we have also spoken to 
staff to ensure that they 
are consistent and 
quality check their 
adverts. 

Raise potential issue 
with Abritas & ensure 
staff are consistent when 
advertising. 

Regular internal audits 
are now being carried 
out by CBL Manager to 
ensure the adverts are 
consistent and 
recommendations are 
applied 

November 
2014 

Head of 
Neighbourhoods 
/ CBL Manager 

 

Include total rent 
figure on paper 
advert. 

Yes The total figure is 
included on Select 
Move, but not 
MyHomeChoice, we will 
raise this issue with 

We will ensure that this 
is looked at for future 
updates on 
MyHomeChoice; there is 
no upgrade schedules 

Raise for 
future 
upgrades for 
MHC at the 
next 

Head of 
Neighbourhoods 
/ CBL Manager 

 



Abritas for future 
upgrades. 

yet for the scheme but 
we expect this within the 
next 18 months.  

Steering 
Group. 

Use clear photos 
and where 
possible use a 
photo of the 
exact property on 
offer. Particularly 
for hard to let 
properties use 
more photos of 
the interior. For 
reference we 
liked the clear 
images of 
properties on 
the Bolsover 
website. 

Yes A meeting has already 
taken place with 
marketing to focus on a 
more seasonal photo 
stock. This has been 
added into our new 
Voids Plus database to 
aid staff.  

We are exploring using 
USPs (unique selling 
points) to better sell our 
properties too; ie view 
overlooking the Fylde 
windmill & estuary. 

We hope to roll out 
these improved 
photographs for any new 
lets from the end of 
October 2014 and will 
share these with 
tenants. 

If a property is 

To improve pictures. A 
professional 
photographer is being 
used to improve photos 
for hard to let properties 
and we will then work 
with tenants to improve 
other photographs.  

We will also involve void 
inspectors with assisting 
and advising on 
photographs going 
forward.  

 

We are continuing to add 
to the photo library and 
are capturing seasonal 
photographs of our long 
term voids.  We are in 
the process of recruiting 
some additional Void 
Tenant Inspectors and 

First batch of 
improved 
photographs. 

 

 

Next void 
inspection 
session. 

 

 

 

 

 

 

 

 

Head of 
Neighbourhoods 
/ CBL Manager / 
Head of 
Marketing 

 

http://www.bolsoverlettings.org.uk/


advertised before the 
current tenants has 
moved out we 
occasionally will not use 
a photograph of the 
exact property at the 
tenants request or if 
deemed not appropriate.  

 

they will all be asked to 
take photos of the 
property and places of 
local interest to add to  
this library. 

We are embarking on a 3 
month trial with 
Rightmove to advertise 
some of our long term 
voids and we have to 
have photos of excellent 
quality and feature 
internal & external 
images. 

Following this trial 
period, we will review the 
process and look to 
implement the positive 
measures for our own 
website adverts .  We 
are limited to 1 photo on 
our Abritas systems  

 

 

 

 

 

July 2015 

Work with 
tenants to design 

Yes – 
in part. 

The adverts are set out 
on a template provided 

As above we will ask 
tenant inspectors to 

November 
2014 

Head of 
Neighbourhoods 

 



a new property 
advert. 
Incorporate the 
‘key’ that is on 
the website in to 
the new adverts.  

Take in to 
account 
recommendation 
1 regarding the 
consistency of 
adverts. 

by Abritas and are 
standard to a large 
degree. However the 
new upgrade which is 
due in the next few 
months allows us more 
functionality and we will 
share this with tenants 
and customers when it is 
available. 

We will incorporate the 
“key” to the guidance in 
point 1.   

assist us with the 
photographs and 
supplement the 
additional guidance 
provided. 

The “Key” for our new 
website adverts has 
been designed by 
Marketing having worked 
with tenant groups 

/ CBL Manager 

Explore and 
develop an 
effective 
mechanism for 
regularly seeking 
customers’ views 
on the property 
adverts and the 
lettings process. 
We would like 
feedback on how 
you will do this. 
For example 
there are 

Yes  We have carried this 
out as part of our twice 
yearly policy reviews, 
however we agree that 
this could be improved. 

We will carry out a 
satisfaction survey on a 
rolling basis and report 
this data regularly at 
Steering Groups within 
our partnerships; this can 
be done on an ongoing 
basis as applicants 
access the site. 

We will do this online, 
however we will also 
continue to carry out 
reviews as part of our 

Early 2015 

Early 2016 

Head of 
neighbourhoods 
/ CBL Manager / 
Customer 
Services 
Manager 

 



opportunities to 
gain views at 
sign up, six week 
visits, telephone 
and online 
surveys. 

regular service and 
policy reviews every 2 
years. 

We will also look to set 
up a yearly Focus Group 
with interested applicants 
and tenants about our 
allocation process 
generally and we will aim 
to do this by Spring 
2015. 

All of the Abritas systems 
have the  functionality to 
produce surveys or 
questionnaires.  There is 
some reluctance to 
implement these from all 
of the Partnership 
schemes we are working 
with. 

We can look to 
implement our own on 
our new website or we 
can add more questions 
to our new home survey 
to capture more 



 

information and feedback      

Work with 
tenants on 
developing 
property adverts 
as detailed in 7. 
Involve tenants 
in the 
development of 
the new 
Progress Group 
website and the 
find a home 
pages. 

 Although our advert 
format is generally not 
able to be changed 
significantly we will invite 
tenants to be involved 
with looking at the 
photographs that we use 
and we propose to do 
this as part of an 
extended void inspection 
process and our new 
focus groups. 

As above. 

 

This was identified at the 
volunteering conference 
where we were able to 
work with existing Tenant 
Void Inspectors and 
recruit new ones.  Some 
good suggestions 
included working on the 
adverts and taking advert 
photos (internal & 
external), places of 
interest, local area and 
identifying unique selling 
points for inclusion into 
adverts. 

November 
2014 

Oct 2015 

Head of 
Neighbourhoods 
/ CBL Manager 

 


