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1.
Purpose

1.1
To ensure a high quality cost effective repair and maintenance service by carrying out pre and post inspections.

2.
Scope

2.1
The Director – Frontis & Property supported by the Head of Property Services shall be responsible for the review of this procedure.
2.2
This procedure shall be reviewed annually in September each year.
2.3
The Head of Property, Maintenance Partnering Manager, Contract Managers, Maintenance Officers, Property Team and partner contractors shall be responsible for implementing this procedure.
3.
References
3.1
The procedure is part of and linked to the Group’s Empty Property Management procedure - click here to access procedure 

3.2
Reference should also be made to the Group’s Continuous Improvement Policy click here to access policy  
4.
Definitions

R&M

-
Repairs and Maintenance

CM

-
Contract Manager
MO

-
Maintenance Officer
CSA

-
Customer Services Assistant  

PT 

-           Property Team

5.
Risk Factor 

5.1
Risk factor is financially high in that failure to ensure appropriate repairs carried out in a timely manner could lead to financial losses due to higher maintenance costs.

5.2
There is also risk from fraud by contractors overcharging and reputation loss because correct repairs are not done.

6.
Process

6.1
Pre-inspection

     
Pre-inspection will occur when a CSA (or other member of staff receiving a repair request) is unable to accurately diagnose the repair being reported. Pre-inspection may be required where the repair complies with the definition of a non-urgent repair:

These repairs do not pose a major problem to people or property and cause only  minimal discomfort or inconvenience  
6.2
Pre-inspection of Non-urgent Repairs
A pre-inspection shall be carried out if any one or more of the following conditions are   met:

( 
The estimated value of the repair exceeds £200
( 
The repair works are likely to be rechargeable

( 
Customer request to carry out an improvement/alteration to a property 

( 
The person recording the repair is unable to diagnose the defect and remedy based on the information supplied by the customer or by using the available diagnostic tools

( 
All void property repairs

6.2.1
A pre-inspection shall NOT be carried out if any one or more of the following conditions are met:
( 
Repairs of a gas nature 

( 
Repairs of an electrical nature

( 
Repairs where the health and safety of the household may be implicated

( 
Repair complies with the definition of an emergency or urgent repair 
6.2.2
Pre-inspections should focus on complicated or potentially expensive repairs such as dry rot, rising damp, large-scale plastering, major roof repairs or potential disrepair works. Refer to Appendix 1 for further guidance. 

6.2.3
Pre-inspection shall be carried out by the MO, CM or where applicable the partner contractor. 
6.3
Post-inspection
6.3.1

A minimum of 10% of repairs shall be post-inspected if the cost exceeds £200 and where work has been carried out in a void property 100% post inspections will be undertaken. 

6.3.2
5% of all other repairs shall be post-inspected.  These repairs are selected at random for post inspection by the CM from works for which the contractor has practically completed on the R&M system.
Appendix 1

Pre-Inspection of Non-Urgent Repairs

1.
The Audit Commission recommends that levels of pre-inspection should not exceed 10% of all repairs ordered. 
2.
Monitoring of the time taken to complete a repair is calculated from the point at which a repair is reported, not from the time it is ordered. To ensure we correctly monitor our performance the time taken to carry out a pre-inspection should be incorporated within the overall lead-time to complete a repair. Business Object reports will assist to monitor the type and value of repairs completed without a pre-inspection, and where outbound calls may be required.     
3.
All repairs complying with the definition of an emergency or urgent repair priority will NOT be pre-inspected. All repairs of a gas or electrical nature, or where health and safety may be implicated will NOT be pre-inspected. ANY REPAIRS THAT REQUIRE A PRE-INSPECTION MUST BE ON A 21 CALENDAR DAY LEAD TIME PRIORITY.    

4.
Repairs of a non-urgent/routine nature may require a pre-inspection where accurate repair details cannot be diagnosed. To assist in determining if a pre-inspection will be required, the appropriate Contract Manager/Maintenance Officer may be contacted for advice. Further guidance is also attached to this briefing note. 

5.
Customer Service Advisors will be prompted to request a pre-inspection where the estimated value of the repair being ordered is likely to exceed £200. Further work is to be carried out to the Schedule Of Rates (SOR) to ensure these budgetary controls are in place.  

6. Where a pre-inspection is required the customer is to be advised. Any access arrangements and contact details are to be obtained.

7. The current method of notifying Contract Managers/Maintenance Officers/Partner Contractor(s) that a pre-inspection will be required (workflows/diaries/appointments) will continue. Contract Managers/Maintenance Officers/Partner Contractor(s) are to determine according to their workload if a site visit will be required to specify repair works. Where diagnosis can be made without a visit, the customer to be advised by the Contract Managers/Maintenance Officers/Partner Contractor(s). In some instances the Contract Managers/Maintenance Officers/Partner Contractor(s) may be able to diagnose repair works by making telephone contact with a customer to obtain more details of the work required. In all instances notes on Archouse will be required to support whatever action has been taken.   

8. Contract Managers/Maintenance Officers/Partner Contractor(s) are required to complete all pre-inspections within 5 calendar days. So for example, if 5 days is taken to pre-inspect, the balance of 16 calendar days (from 21 calendar days for a non-urgent repair) will remain for the contractor to complete the repair. The time allocated to carry out a pre-inspection will be reviewed following analysis of output from Business Objects reports. 

9. Contractors are to be advised that there may be some uncertainties in repair work being ordered without a pre-inspection. If Contractors require further guidance on a repair they must liaise with the appropriate Contract Manager/Maintenance Officer for their area. 

10.  
Pre-inspection may be carried out where a repair complies with the definition of a 21 calendar day repair:

These repairs do not pose a major problem to people or property and cause only minimal discomfort or inconvenience.

	TYPE OF REPAIR  
	Pre-Inspect M&D
Y/N
	Pre-Inspect
D&S

Y/N
	COMMENTS

	External Works
	
	
	

	Footpaths/paving around the perimeter of a property
	Y
	Y
	Any hazard that may result in trips, falls or disrepair claim. This may include relaying uneven, broken or missing paving stones.

	Fencing
	Y
	Y
	Any request for RENEWING an existing fence, side gate or garden gate.

	Garden gates/side gates
	N
	N
	Any requests to replace missing catches, hinges or to re-hang.

	External property finishes
	Y
	Y
	Repairs to pebbledash, rendering or pointing to brickwork.

	Damp/Water ingress
	Y
	Y
	Any visible signs of damp/water ingress or external leak into property.

	Blocked rain water goods – downspouts, gutters or gulleys
	N
	N
	Blockages may result in defect detailed above resulting in water to overflow.

	Drains, sewers and vent pipes
	N
	N
	NOTE – internal blockages are occupiers’ responsibility to clear.

	Roof structure
	N
	N
	Missing slates/roof tiles, refixing lead flashings, re-bed chimney pots, pointing to stacks.

	Steps and walls
	N
	Y
	D&S requirement only.

	Double glazed/PVCU 

windows – misted units
	N
	N
	NOTE do not order renewals to damaged seals/misted units other than living room and kitchen locations. D&S requirement.

	Clothes posts/rotary driers
	N
	N
	Do not order any UNLESS for communal areas.

	Communal lights
	N
	N
	Replacements of bulbs, tubes or covers.

	Internal Works
	
	
	

	
	
	
	NOTE any item of work where a customer states a RENEWAL/REPLACEMENT of a component is required.

	Internal door
	Y
	Y
	Replacement may be required due to damage by occupier, eg hole in door, door hanging off hinges. This work may be rechargeable.

	Sanitary ware
	Y
	Y
	Replacement of bath, w/h/b or w/c. EXCLUDES new w/c seat, taps/wastes or bath panel.

	Plastering
	Y
	Y
	Where large quantities may be required to walls or ceilings. 

	Damp/mould/ condensation
	Y
	Y
	Pre-inspection required to identify source/remedy. Advice only may be provided.

	Minor joinery repairs
	N
	N
	Refix/replace skirting boards, architraves, door linings, or repairs to kitchen units/door catches/work tops.

	Minor plumbing repairs
	N
	N
	Leaking taps, refix w/c seats, re-washer ball valve, leaking overflows.

	Minor plastering/tiling repairs
	N
	N
	Small areas of plaster patches, refix/replace missing wall/floor tiles, mastic sealant to worktops/baths/sink.
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