2007 Fort Drum 

Army Family Action Plan Conference
Issues and Resolutions
Title: Notification of Closed Work Orders
Issue: Currently FDMCH allows residents to complete and sign a Permission to Enter request allowing maintenance to enter the home in resident's absence. The issue is residents are not aware when work orders have been completed because there is no follow up.

AFAP Recommendation: FDMCH maintenance should provide a written notification in resident's home after work order is complete. FDMCH staff should make follow-up calls after the work order to confirm resident's work orders were actually completed.

Agency Solution: For residents who have signed Permission to Enter forms, maintenance technicians enter the home to complete work orders sometimes without the resident home. Residents like to know that the work order is complete. FDMCH leaves a comment card/survey in the resident's home after a technician completes the work order and leaves a bright yellow door hanger on the front door that says "Hi Someone Was In Your Home Today to..."  FDMCH is going to place the hanger on the refrigerator door instead of the front door for better visibility. Additionally, FDMCH randomly calls 10 % of residents to ensure satisfaction on work orders after completion. For those residents that elect not to have a Permission to Enter form signed and are not home when a maintenance tech arrives, the maintenance tech will leave a "We're sorry we missed you" door tag with a phone number to call to re-schedule the service request. 

Subject Matter Expert (SME): Fort Drum Mountain Community Homes
Status: Complete

