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	Report to South and East Area Board 

10 August 2004


	
	

	Title:


	Property Inspectors – Quarterly 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 three 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 First Quarter 2004/5 Post-Inspections.

6. A breakdown of the activity levels and findings of the Property Inspectors for the first three months of this financial year is attached at Appendix 1. The information is broken down from Boroughwide level to Area Board and Neighbourhood level. 

7. These figures show that the South and East neighbourhoods have completed 341 (38%) of the 900 target for inspections at the end of the first quarter. 

8. Satisfaction with the quality of work is assessed by the Property Inspectors. The results demonstrate that the majority of the 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 one where the most improvement is needed.

10.  As part of the inspection tenants are asked to express their overall expressed satisfaction with the repair carried out. Levels of satisfaction are consistently high for both neighbourhoods covered by this Area Board. The results show that overall customer satisfaction with the work inspected is 95% in South neighbourhood and 90% in East neighbourhood. The overall average for customer satisfaction for this Area Board is 94%.

11. The following issues are in hand:

· Actions to address the shortfall in inspections completed

· Planning Inspectors’ findings and weekly reports are shared with the  contractor via local meetings with depot managers, 

· Findings form part of the regular monitoring meetings held with the repairs service provider,

· Regular meetings of Planning Inspectors takes place to ensure they move towards adopting the same inspection standards across the Borough,

· Consideration is being given to rotation of Planning Inspectors and doubling-up to help achieve standardisation,

· A postage satisfaction card is now issued with the repair receipt.

Recommendation

12. The Area Board is recommended to

· note the contents of this report,

· agree to receive further activity reports on a quarterly basis.

Contact: Julie McCartney
Ext: 8984

Appendix 1

Property Inspectors Activity – April /June 2004

	
	10% target for inspections 

at end of the first quarter 
	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


	2250
	843
	37%
	80%
	48%
	96%
	89%
	72%

	West and Central
	1350
	502
	37%
	73%
	40%
	93%
	84%


	57%

	East and South


	900
	341
	38%
	91%
	61%
	100%
	95%
	94%

	West


	450
	95
	21%
	81%
	26%
	100%
	97%
	54%

	Inner West


	450
	249
	55%
	70%
	38%
	88%
	82%
	49%

	Central


	450
	158
	35%
	72%
	52%
	96%
	79%
	72%

	East


	450
	61
	14%
	97%
	68%
	100%
	97%
	90%

	South


	450
	280
	62%
	91%
	60%
	100%
	98%
	95%
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