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	Report to East & South Area Board 

23 May 2005


	
	

	Title:


	Property Inspectors – End of Year Report of Activity

	Report of:
	Repairs Service Manger

	
	


Purpose of Report

1. To inform the Area Board of the work carried out by Property Inspectors during the twelve 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 it is anticipated 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 are required to 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 to the end of the financial year 2004/5

6. Contractors are now providing weekly invoices showing all repairs carried out, this is used as a basis for the Post Inspectors to select a 10% sample of work. The invoices also allow the company to filter the information on a weekly and monthly basis to highlight any duplicate work and costing errors.

7.  A breakdown of the activity levels and findings of the Property Inspectors for the financial year is attached at the Appendix. The information is broken down from Boroughwide level to Area Board and neighbourhood level. 

8. The figures show that in the East and South neighbourhoods the Property Inspectors completed 2542 (71%) of the 3600 target for inspections by the end of the year. This is a steady improvement from the half-year figure of 60% and the third quarter figure of 63%. 

9. Satisfaction with the quality of work has dropped slightly from 87% to 86%. All defective works are referred back to the contractor to be remedied. Once rectified and returned to the Post Inspector a further 10% sample check is carried out.

10. Overall levels of customer care satisfaction are demonstrated by operatives being polite and helpful and carrying out neat and tidy and work within timescale. This has also dropped slightly from 88% to 87%. We are working closely with the contractors to try and improve this figure.

11. Monthly meetings with Contractors and Post Inspectors are used to identify areas of poor performance, quality issues and highlight any works not being completed on time.

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

Contact: Paul Marshall, Repairs Services Manager

    Tel No: (0191) 433 5313

