QUALITY ASSURANCE PROCEDURES
We take great pride in the consistent quality of our work and our services. We understand that occasionally there may be a problem or an oversight on our part and we are pro-active in dealing with these issues quickly and effectively, ensuring that there are no repeats of the problem.
To achieve this, we have in place the following tried and tested systems:

· Each contract has a dedicated Supervisor who is responsible for the smooth operation of each contract. He is the first point of call for customers and will endeavour to resolve any issues or complaints quickly and to the customers satisfaction.
· Our contact details are clearly displayed at all of the sites we service so tenants and customers can contact us directly
· We have a 24hr monitored phone line for customers to use in emergencies
· We also schedule regular meetings and site visits, with both operatives, customers and tenants and tenants associations. These meetings are used to fill in Customer Satisfaction Surveys and Quality Assurance checks and discuss any improvements or suggestions. Enclosed are examples of these survey sheets.

· We provide all clients with regular KPI reports that are tailored to their own requirements and specification
· We use a ‘grading’ system to monitor standards and these are checked by company management on a regular basis.

· We also have a complaints procedure that means all complaints are dealt with within 48 hrs and the customer is kept informed of the situation. This procedure is strictly monitored and checked by a member of senior management. A copy of this form is included
· All clients receive monthly reports, covering all aspects of our contracted services, including any complaints, how there were resolved and what has been done to ensure that a repeat is avoided.

· We provide regular reports concerning bulk rubbish, graffiti, light bulb replacement and damage.

Our approach to Quality Control and Assurance is ongoing and pro active. We continually work with our clients to introduce systems and procedures to improve our standards and help each other to reach and maintain the high standards expected within the commercial cleaning industry.
Please find below examples of the forms and templates we currently use to monitor our quality standards, as well as the process’s outlined above.

Customer Services Policy

Carter & Faraday Associates values its customers and recognizes that in exceeding their expectations, it will be better placed to develop and establish long term working and partnership style relationships.

Key to our Customer Service policy is our desire to strive to be the best and continually improve by adopting a service driven culture in all aspects of our operations.  We believe that by meeting and exceeding our Customer Service Objectives we will continue to distinguish Carter & Faraday from its competitors.  In doing so, we aim to also promote growth and an exiting working environment for our loyal staff and provide our customers with a service which is second to none.

With every customer we seek to:

· Clearly establish your requirements and tailor our services accordingly.  We can achieve this before commencing work by ensuring that we have clearly interpreted your requirements and tailored our specification, and therefore our service, to meet with your exact requirements.

· Consistently deliver our services to the standards agreed and endeavour to exceed them wherever possible.   We will carefully plan and schedule our work in accordance with the agreed specification and utilise the right staff in order to execute our obligations on time and with all standards comprehensively fulfilled.

· Be available to you when you need us.  All members of staff are encouraged to respond positively to customer contact and a member of Carter & Faraday staff is contactable 24 hours-a-day, 7 days-a-week using our main switchboard number.

· Respond to your comments, questions, concerns or complaints positively.  All staff are trained to respond to your communications with urgency and respect.  Feedback from our customers is encouraged in order that we can resolve problems or errors quickly whilst acting professionally and with courtesy at all times.

· Be pro-active in the delivery of our service.  We carefully monitor, evaluate and quality check the services we deliver and where possible, in conjunction with our clients.  By monitoring the standard of service we provide and by obtaining client satisfaction first hand we can ensure that we are delivering the best possible service.

· Keep you regularly informed of our progress.  We encourage regular contact between our staff and customers as increased communication and open dialog can only be of benefit to everybody and aid us in our service delivery.

· Provide clear and understandable written communications.  We will provide you with clear dialog and avoid using confusing ‘Jargon’ and unambiguous language.

· Work safely at all times to ensure that both staff and customers are protected from risk.

· Manage invoicing and commercial matters positively and in-line with your requirements.


· Treat all of our customers with courtesy, respect and consideration.

· Observe our Equal Opportunities and Dignity at Work Policies at all times.

· Provide a service that is customer focused, professional and responsive to your feedback.

· Provide a wide range of services and facilities to support the diversity of our customers needs.

· Provide a consistent, high quality service to all customers no matter the size or value of the contract.

· Employ staff that are friendly, approachable, informed and professional.

· Utilise up-to-date resources and invest in the latest technology.

· Work in partnership with our clients to achieve our joint objective of client satisfaction.

In support of this policy, Carter & Faraday Associates aims to provide an environment where quality and service come first through constant review of its working practices, training of staff and feedback from customers.

We firmly believe that by fulfilling our customers’ objectives, we will meet our own.
Quality Assurance Visit Check List

	Property Visited
	Flat   /   Hostel

	Checked by (customer) sign
	Please Print Name
	

	Checked by (for CFA) sign
	Please Print
	Unit / Flat No.

	Date:
	
	Grading          / 10


Communal Areas:

	Task
	OK?
	Action

	1
	Dusting to all areas – i.e. skirtings, sills, ledges, balustrades, banisters, radiators etc
	
	

	2
	Remove cobwebs
	
	

	3
	Remove marks from gloss paintwork where possible
	
	

	4
	Sweep & damp mop hard floor areas
	
	

	5
	Vacuum carpeted areas & brush down entry mats
	
	


Bathrooms & Laundry Rooms:

	Task
	OK?
	Action

	6
	Dusting to all areas – i.e. skirtings, sills, ledges, balustrades, banisters, radiators etc
	
	

	7
	Remove cobwebs
	
	

	8
	Remove marks from gloss paintwork where possible
	
	

	9
	Sweep & damp mop hard floor areas
	
	

	10
	Vacuum carpeted areas
	
	

	11
	Clean & disinfect all sanitary ware
	
	

	12
	Wipe tiles & splash backs
	
	


Kitchens:

	Task
	OK?
	Action

	13
	Dusting to all areas – i.e. skirtings, sills, ledges, balustrades, banisters, radiators etc
	
	

	14
	Remove cobwebs
	
	

	15
	Remove marks from gloss paintwork where possible
	
	

	16
	Sweep & damp mop hard floor areas
	
	

	17
	Vacuum carpeted areas & brush down entry mats
	
	

	18
	Clean sink, surfaces and cupboard doors
	
	

	19
	Empty kitchen bin only
	
	

	20
	Wipe over appliances including fridge/freezer, washing & drying machines and hob.
	
	


Externally:

	Task
	OK?
	Action

	21
	Sweep outside front entrance/porch and remove rubbish / debris to bins
	
	

	22
	Bin stores: Remove bins, clean & disinfect store – replace bins etc.
	
	


Work Certificates

Each ‘job’ we undertake has a work certificate assigned for each and every visit.  Upon completion of the visit, the operative will ask a tenant or scheme manager where present to certify the work and approve that it has been completed to a satisfactory standard; the certificates are also used as a means of further communication between ourselves and our clients with the operatives noting down any issues occurring on the sites, i.e. ‘Bulk Rubbish In Bin Area’, ‘Loose Stair Nosings To Main Staircase’, ‘3 x 60w Bulbs Changed’ etc.

Work certificates are produced weekly, in advance, so any alterations to the specifications for individual sites will be made and therefore available for the operatives next visit.

The list of tasks required for each site is printed on the tickets, a typical example is below:

Customer Satisfaction Survey

	Date:
	

	Completed By:
	

	Property / Site
	

	Customer Name:
	

	Customer Unit No:
	


	How do you rate the standard of cleaning within your property?

	□ Excellent
	□ Good
	□ OK
	□ Average
	□ Poor


	How do you rate the standard of Grounds Maintenance at your property?

	□ Excellent
	□ Good
	□ OK
	□ Average
	□ Poor


	Do you feel that performance is consistent?

	□ Always
	□ Usually
	□ Sometimes
	□ Rarely
	□ Never


	Have standards improved over the last 6-12 months?

	□ Very Much
	□ Yes
	□ Slightly
	□ The Same
	□ No


	How would you grade the level of performance out of 10?

	Cleaning
	□ 9+
	□ 8
	□ 7
	□6
	□ 5 & below

	Grounds M
	□ 9+
	□ 8
	□ 7
	□6
	□ 5 & below


Comments:

………………………………………………………………………………………………………………………………….
	Complaint Form

	Taken By:
	Date:
	Ref No:

	Contact Name:                                                        

Company Name / address of complaint:


Tel No:

Fax No:



	Nature of Complaint:
	
	

	
	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	To be actioned by:

	Action taken:
	
	

	
	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	Issue resolved on:

	Has customer been informed of action / complaint resolved               YES / NO

	Is customer satisfied with results?   YES / NO
	QA Check done?    YES / NO     in 48 hrs?

	


Quartix Vehicle Tracking

Carter & Faraday’s fleet of vehicles are fitted with satellite tracking devices enabling us to provide you with real-time updates of our operatives progress and the time spent at each site.  

The tracking system details every movement of the vehicles and can be used to resolve any potential disputes over attendance providing exact reports of journeys, distances and stopping time.

Whilst not full-proof, the tracking system further highlights our investment in our commitment to providing the highest standards of service.
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	Vehicle: GX52 CFA

	01/01/2004

	Start Time
	
	End Time
	
	Mileage

	08:00
	CFA Base
	08:15
	Jones House, Horsham
	12.34

	09:10
	Jones House, Horsham
	09:26
	Smith Close, Crawley
	7.12

	11:37
	Smith Close, Crawley
	12:56
	210 Walker Road, Croydon
	22.35

	14:44
	210 Walker Road, Croydon
	14:48
	222 Walker Road, Croydon
	0.75

	15:36
	222 Walker Road, Croydon
	16:15
	CFA Base
	32.89

	
	
	
	Total distance 01/01/2004
	75.45
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St Annes Street


London, SW1P 2DE


CARTER & FARADAY HOUSING TRUST�
123


DSG


01/01/04�
�



�
�
�
�
A-Z REF: PAGE 70 , GRID 6B �
�
�
�
�
�
�
�
OPERATIVE – PLS TICK OFF EACH TASK AS COMPLETED�
�
COMMUNAL STAIRCASE, ENTRANCE AREA & LIFT�
�
Dust all sills, ledges, radiators, banisters, balustrades and handrails�
(�
�
Vacuum clean all carpeted areas�
(�
�
Sweep and damp mop hard floors�
(�
�
Dust ledges above hand height�
(�
�
Remove cobwebs�
(�
�
Remove finger marks from entrance door glazing�
(�
�
Remove marks from gloss paint work and light switches where possible�
(�
�
EXTERNAL AREAS �
�
Sweep outside entrance area and leading path�
(�
�
BIN STORE AREAS: Remove bins from the bin area, collect any rubbish / debris from the floor and place in bins.  Disinfect floor and replace bins �
(�
�



TENANT SIGNATURE: ………………………………………………….





TENANT NAME: …………………………………………………………





FLAT NO: …………………………………………………………………





















































