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Pre and post inspection policy
POLICY STATEMENT
This policy provides guidance on when and why pre and post inspections are carried out. The pre and post inspection of routine maintenance work is vital in ensuring that the Association delivers a maintenance service to its tenants that is both high quality and offers good value for money.

Responsibility for ensuring that high quality value for money services are delivered rests with the Responsive Repair Manger. The following policy offers Association’s wide guidance in achieving key targets of 5% Pre-inspection rate and a 10% post inspection rate. 

Strategies to achieve quality by using pre or post inspections should be tailored to suit the local repair needs and should be developed in consultation with customers and contractors

Unnecessary pre or post inspections are costly in terms of resources and may delay service delivery and cause further inconvenience to tenants. Emphasis must therefore be placed on proper repair diagnosis and first time fixes.

SCOPE
This policy is applicable to all aspects of repair service-delivery to general needs, sheltered and supported housing schemes and any repair that the Association has responsibility for managing.

POLICY

1. Pre Inspections
1.1. Staff should seek to keep the level of pre-inspections to a minimum and focus resources on improving the accuracy of repair diagnosis and job specification. The Association sets a target of 5% for pre-inspections and this should be treated as an operational maximum. 

1.2. Responsive Repairs Manager should monitor both the numbers of pre-inspections being carried out and the number, nature and type of variation orders being issued. Achieving this target should not be done at the expense of delaying an otherwise straightforward repair.

1.3. Guidance on the need for pre-inspections by repair category

1.3.1. Emergency repairs - an emergency repair by its very nature means that a pre inspection is either not needed or is inappropriate for the satisfactory conclusion of the repair. 

1.3.2. Pre-inspections should only be carried out if the tenant cannot fully explain the problem, Locator Plus cannot help in the diagnosis and a proper instruction cannot be issued to a contractor or the emergency repair relates to the failure of a structural component.

All pre-inspections for emergency repairs will be carried out within the 24-hour time scale for responding to emergencies.
1.3.3. Urgent and Routine repairs - for urgent and routine repairs, pre-inspections should be carried out in the following circumstances:

· When an accurate telephone diagnosis cannot be made

· If the repair needs to be recharged and is likely to result in a dispute 

· Further investigation is needed to identify the problem is required; 

· Where a more detailed specification is needed to properly instruct the contractor

· If the repair request is a repeat request or in respect of an ongoing problem. 

· Malicious or deliberate damage has been caused to the property.

1.3.4. Timescales to complete Pre-inspections - Pre-inspections should be carried out within 5 working days upon request of the tenant, or by a mutually agreed appointment. 

2. Post Inspections of Repairs
2.1. Responsive Repair Manager should ensure that 10% of all completed repairs are subjected to a post inspection that can demonstrate that value for money is being achieved.

2.2.  The selection of jobs for post inspection should be tailored to suit local needs and requirements and as a minimum all jobs selected for post inspection be based upon the following criteria:

· Priority
· Location

· Job cost/Order value

· Trade type

· Contractor/operative

· Tenant satisfaction

· All completed voids

· Gas safety audits (see gas safety procedure)

· Where the work is the subject of a complaint
2.3. Selection of orders for post inspection may be done using either auto generation in Genero/CX or by manual selection against the above criteria and in accordance with the following:
· 100% post inspection of completed void works orders

· 100% post inspection of completed orders exceeding £500 in value 

· 100% of all completed orders varied by more than 50% of the original order value

· 100% post inspection of all orders were then tenant is dissatisfied with the repair and the tenant satisfaction survey flags this.
2.4.  Each job should be assessed against the following criteria:
· Was the completed in accordance with the instruction and set standards?

· What standard of workmanship has been achieved?

· Was the repair done on time and without unnecessary delay? 

· Has value for money been achieved?
· Has the repair remedied the defect that was originally reported?

· Is the customer satisfied with the repair?

3. Record keeping and reporting
3.1.  A record must be kept of all inspections, normally on Genero/CX and recorded against each order checked.
4. Timescales
4.1. Responsive Repairs Manager should ensure that all post inspections are carried out within 28 working days of the completion of the works orders.  
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