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RP0001 – POLICY, PROCEDURE & SERVICE LEVEL STANDARDS – Maintenance Management


Company Policy and Procedure requires that our maintenance management service and all associated actions adhere to the following service level standards:

· Step #1: Log the Call/Issue
A maintenance ticked must be logged for all reported / identified maintenance issues within the following time frames:
· Urgent: 1 hour
· Other: 1 business day

· Step #2: Notify Tenant that maintenance has been logged

· Step #3: Request Authority from Landlord (Step/s #2 & 3) within the following timeframes:
· Urgent: 1 hour
· Other: 1 business day

· Landlord instructions / authority MUST be obtained in writing – in the case of URGENT maintenance this can be confirmed by email through RedRabbit post-actioning of required actions

· Step #4: Task Contractor
· Urgent: 1 hour
· Other: 1 business day

· Step #5: Managing Unresolved Maintenance Tickets
· The follow up on all maintenance tickets due for follow up daily by doing the following:
· Follow up with contractor/s / tenant/s / landlord/s, as relevant
· Document the actions taken on the ticket and note updates / progress
· Update tenant/s / landlord/s / contractor/s as relevant
· Set a new follow up reminder:
· Urgent: Daily
· Other: For a suitable date

· Step #6: Closing Resolved Maintenance Tickets
· Invoices to be set for payment and copy to landlord/s within 1 business day of receipt
· Close ticket immediately after forwarding invoice
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