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	Report to East & South Area Board 

8 May 2006


	
	

	Title:


	Property Inspectors Report for Final Quarter December 05 March 06

	Report of:
	Repairs Service Manger

	
	


Purpose of Report

1. To inform the Area Board of the work carried out by Property Inspectors during the final quarter of last 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 completed responsive repairs.

3. It is anticipated that around 90,000 of the repairs carried out Boroughwide during 2005/6 are suitable for post-inspection. Property Inspectors are therefore expected to post-inspect around 9,000 completed jobs by the end of March 2006. 

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

6. This report relates to the following values of the company: -

· being customer focused, innovative and professional – involving customers in what we do

· being a listening and learning organisation – staying in touch with what customers want.

Results of post-inspections – Final Quarter – December 2005 to March 2006

7. Contractors are continuing to provide 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.

8. A breakdown of the activity levels and findings of the Property Inspectors for the financial year is attached at Appendix 1. The information is broken down from Boroughwide level to Area Board and neighbourhood level. 

9. The figures show that in the South & East neighbourhoods the Property Inspectors completed 3153(88%) of the 3600 target for inspections by the end of the fourth quarter. This is a slight decrease on the 90% reported in the third quarter figures from February. This is mainly due to the fact that the inspector’s post in Central Area was vacant from03/10/2005 to 28/11/2005, and Inner West from 09/01/2006 to 13/03/2006. During this period the remaining three inspectors covered all areas. Two Property Inspectors have now been recruited and the section is fully staffed

10. The inspector’s satisfaction with the quality of work has increased from 74% to 80%, and they continue to work closely with the contractor to ensure the quality issues are addressed. 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.

11. 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 increased from 82% to 86%. Continuous close working with the contractor is helping to maintain a steady improvement with this performance.

12. 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.

13. Corporate Complaints, leasehold queries, Cost Queries and Councillor enquiries investigated by the inspectors are now recorded in appendix 1 as general inspections. 

           Equalities and Diversity Implications
14. There are no equality and diversity implications arising from this report.

Financial Implications

15. There are no financial implications directly arising from this report.

 Recommendation

15.
The Area Board is recommended to note the contents of this report.
Contact: Paul Marshall, Repairs Services Manager

       
Tel: 0191 433 5313
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