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	Report to West and Central Area Board 

3 February 2005


	
	

	Title:


	Property Inspectors – Third Quarter Report of Activity

	Report of:
	Principal Housing Services Manager

	
	


Purpose of Report

1. To inform the Area Board of the work carried out by Property Inspectors during the first nine months of this financial year.

Background

2. The company has five Property Inspectors, one for each neighbourhood, whose role is to carry out a ten percent quality check on all responsive repairs carried out.

3. On average we anticipate that around 90,000 of the repairs carried out Boroughwide during 2004/5 are suitable for post-inspection. Property Inspectors are therefore expected to post-inspect around 9,000 completed jobs between them by the end of March 2005. 

4. During post-inspection Property Inspectors check the following: -

· That the work has been carried out correctly

· That customer care standards were acceptable

· That the work was carried out within the specified timescales

· That operatives were polite and helpful

· That the work was carried out in a neat and tidy way

· The customer’s overall satisfaction with the repair 

5. Following a post-inspection a Property Inspector will: -

· Record all their findings

· Refer all unsatisfactory work back to the contractor with deadlines set for completion

· Follow-up any complaints made by the customer

· Collate statistics for discussion with the contractor

Results of post-inspections as at the end of the third quarter 2004/5

6. Property Inspectors are focusing their inspections more around multi-trade jobs and those involving high cost as these will inevitably be the ones which are more difficult for contractors to coordinate and therefore more likely to affect customers perceptions of satisfaction. A breakdown of the activity levels and findings of the Property Inspectors for the first nine months of this financial year is attached at the Appendix to this report. The information is broken down from Boroughwide level to Area Board and neighbourhood level. 

7. These figures show that the West and Central neighbourhoods have completed 3,036 (75%) of the 4050 target for inspections by the end of the third quarter. This in an improvement from the end of the half-year when 62% had been completed. Nevertheless there is still a backlog to catch up on. 

8. Satisfaction with the quality of work is assessed by the Property Inspectors. The results demonstrate, that in the main, work is carried out satisfactorily. Where the quality is not acceptable, the work is referred back to the contractor to be remedied.

9. High levels of customer care satisfaction are demonstrated with operatives being polite and helpful and neat and tidy.  Work carried out within timescale is also an important element of the level of service provided and, although continuing to improve, remains one where the most improvement is needed.

10.  As part of the inspection tenants are asked to express their overall satisfaction with the repair carried out. Levels of satisfaction fluctuate between the three neighbourhoods covered by this Area Board. The results show that overall customer satisfaction with the work inspected has continued to increase in all neighbourhoods.

11. The following issues are in hand: -

· Day to day line management of the Property Inspectors moved from Area Housing Managers to a centrally-based Repairs Service Manager with effect from January 2005.

· The shortfall situation can now be monitored by the Repairs Service Manager and resources more effectively deployed to try to meet the year-end target.

· Although performance continues to improve, there is still an issue with work not being completed within target timescales by our strategic partners. Regular monitoring meetings will continue to take place.

· Property Inspectors satisfaction with the quality of work seems to be levelling out within our Area Board and between Area Boards with the exception of Central neighbourhood which, although better than at the half-year, remains lower than the other four neighbourhoods. Again the centralised role of the Repairs Service Manager should ensure that this is resolved.

· Overall customer satisfaction is now at its highest level for the year. 

Recommendation

12. The Area Board is recommended to note the contents of this report.

Contact: Kevin Lumley, Principal Housing Services Manager
Tel: (0191) 433 5305

Appendix

Property Inspectors Activity – April to December 2004

(Half-year figures in brackets)

	
	10% target for inspections 

at end of the first three Quarters
	Inspections 

achieved
	Inspections achieved as % of quarterly target
	Inspectors satisfaction with quality of work
	Work inspected    completed within timescales
	Customer satisfaction with politeness and helpfulness of contractor
	Customer satisfaction with neatness and tidiness of work.
	Overall customer satisfaction

	Borough


	6750

(4500)


	4729

(2768)


	70%

(62%)
	80%

(78%)
	61%

(51%)
	96%

(96%)
	89%

(88%)
	72%

(67%)

	West and Central

Area Board


	4050

(2700)
	3036

(1681)
	75%

(62%)
	75%

(72%)


	59%

(46%)
	95%

(94%)
	85%

(82%)


	63%

(53%)

	East and South

Area Board


	2700

(1800)
	1693

(1087)
	63%

(60%)
	87%

(87%)
	63%

(60%)
	98%

(99%)
	97%

(97%)
	88%

(88%)

	West

Neighbourhood
	1350

(900)
	820

(431)
	61%

(48%)
	86%

(84%)
	64%

(48%)
	100%

(100%)
	95%

(92%)
	81%

(76%)

	Inner West

Neighbourhood
	1350

(900)
	1285

(749)
	95%

(83%)


	80%

(74%)


	55%

(43%)
	96%

(94%)


	91%

(87%)
	63%

(47%)

	Central

Neighbourhood
	1350

(900)


	931

(501)
	69%

(56%)
	59%

(57%)
	60%

(50%)
	88%

(89%)
	70%

(67%)
	47%

(43%)

	East

Neighbourhood
	1350

(900)
	593

(413)
	44%

(46%)


	88%

(88%)
	69%

(70%)
	96%

(97%)
	95%

(96%)
	87%

(87%)

	South

Neighbourhood
	1350

(900)
	1100

(674)
	81%

(75%)
	87%

(87%)
	61%

(54%)


	100%

(100%)


	98%

(98%)
	89%

(89%)


