
Progress Housing Group 
 

Property Adverts Sub Group Scrutiny Report  
 

1. Background 
The Scrutiny Pool on 16th July selected Property Adverts as a topic for review 
by a sub group.  
 
2. What we chose to look at 
We identified the specific areas we would examine, these were: 

• How easy is it to access property adverts 
• Do the adverts clearly set out accurate information that meets the 

needs of applicants 
• How are customers involved in reviewing the effectiveness of property 

adverts 
 

3. What we reviewed  
We conducted the scrutiny by: 

o Assessing all the ways applicants can access property adverts 
o Mystery shopping of Area offices and Council Offices 
o Conducting a website review of property advert pages 
o Reviewing property adverts online and on paper 
o Reviewing the Select Move satisfaction survey and results. 

 
4. What is working well? 
Customers can view property adverts in the windows at Progress Offices. 
Computers are provided at each office to enable customers to access 
property adverts online if they wish. We note there is a range of support on 
offer for vulnerable applicants to enable them to access the property adverts 
and the bidding system. 
 
5. What we think can be improved and our recommendations  
Having reviewed the information available to us we have detailed below our 
findings and recommendations. 
 
Our Findings  Our recommendations 
 
How easy is it to access property adverts? 
 
1. Our mystery shopping visits to 
Area Offices and Council Offices 
found limited support on offer to 
enable applicants to make an 
application online or view properties. 
Our mystery shoppers were given 
paper application forms and were 
told they could view properties once 
they had completed the paper 
application.  

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. 
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2. Accessing property adverts on 
the Progress website requires too 
many clicks and could be confusing 
for new customers to the website. 

Reduce the number of clicks required 
to 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. 

 
Do the adverts clearly set out accurate information that meets the needs 
of applicants? 
 
3. There are inconsistencies 
between online adverts and paper 
adverts. 
 

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. 
 

4. Paper adverts specify the rent 
and service charge costs. Web 
adverts specify a total rent figure. 
 

Specify service charge costs on web 
adverts. 
 

5. Paper adverts do not contain the 
total rent figure. 
 

Include total rent figure on paper 
advert. 

6. Photos on the adverts do not 
always refer to the actual property 
on offer, and will often show a shot 
of the scheme or houses in general. 
Photos do not show the interior of 
properties or gardens. Some of the 
photos are not clear, sharp images; 
therefore it can be difficult for 
customers to know what is on offer. 
 

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.  

7. The design and layout of the 
paper adverts makes them difficult 
to read. It is hard to match up the 
text to the headers in the middle of 
the page. The text is written in a 
small font size and generally the 
style of the adverts is not eye-
catching.  
 

Work with tenants to design 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. 

 
How are customers involved in reviewing the effectiveness of property 
adverts? 
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http://www.bolsoverlettings.org.uk/


8. A satisfaction survey on Select 
Move was undertaken in 2012. We 
can find no further evidence of 
customer views being sort on the 
property adverts and the lettings 
process since that date.  

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

9. We could find no evidence of 
recent involvement activities that 
have considered property adverts or 
lettings. 

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. 
 

 
We hope our recommendations will contribute to the further development of 
the service and ensure that customers can access property adverts in a 
simple and clear way. 
 
4. Support provided for the Scrutiny Review 
The group wishes to express its thanks to all those staff members who have 
supported and assisted with this Scrutiny Review. 
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