Warranty Office Routine (for more details, refer to chapters or figures noted)

	Task
	Daily
	Weekly

	
	Home owner contacts

	Calls, 
e-mails, 
and faxes
	●
Emergency: Respond immediately.

●
Nonemergency: Respond within 
4 hours.

●
Set up/confirm appointments. 

●
Follow up on issues or questions.
	●
Follow up with home owners and trades regarding work orders: incomplete and completed 
(Chapters 7 and 8).



	Inspections
	●
Conduct inspections (Chapters 4 and 5). 
	

	Letters and 
home owner literature
	●
Compose individual letters to home owners within one business day.
	●
Send welcome to warranty letters.

●
Send year-end letters 
(Chapter 4).


	
	Administrative tasks

	Work orders
	●
Issue work orders within one business day of inspection 
(Chapter 6).
	●
Pull or log out completed work orders.

	Files
	
	●
Set up files for closed homes.

●
File home owner documents.

	Reports
	
	●
Update pending work order report for staff meeting.

●
Review hot files.

	Budget
	
	●
Approve invoices. 



	Supplies and equipment
	
	



	
	Personnel and associates

	Warranty staff communication 
and training
	●
Answer questions/discuss issues as needed.
	●
Conduct warranty meeting (Figure 12.2).

●
Invite other department reps to join meeting.

●
Conduct training seg-ment at staff meeting (Chapters 2–10 
and 14).




Continued

	Monthly
	Quarterly
	Annual
	As needed

	Home owner contacts

	
	
	
	●
Check with the home owners on roof repair list after significant rain.

●
Respond to severe weather damage reports (Chapter 7).

	
	
	
	●
Assemble com-munity binders (Figure 5.2).

	
	●
Send seasonal maintenance hints in letter or news-letter (Chapter 13).
	●
Update home owner guide (Chapter 1).
	

	Administrative tasks

	


	
	
	

	
	●
Pull/archive expired warranty files.
	
	

	●
Compile/print warranty item analysis reports.
	
	●
Develop budget for next year.
	

	
	●
Review budget versus actual costs.

	
	

	●
Inventory office supplies and forms. Replenish as needed.
	
	●
Review warranty office space and work environment.
	

	Personnel and associates

	●
Arrange for manu-facturer training workshop (Chap-
ter 14).
	●
Review staffing needs versus work-load (Chapter 14).

●
Visit competitor/
report findings at staff meeting. 
	●
Plan training (Chap-ters 2–10 and 14).

●
Conduct performance appraisals twice each year (Chap-
ter 14).

●
Read all customer documents.
	●
Schedule new warranty employee orientation (Chapter 14).


Continued
Continued

	Task
	Daily
	Weekly

	
	Personnel and associates

	Other departments
	
	●
Attend a community team meeting.





	Trades
	
	●
Follow up with trades on outstanding work orders (Chapters 7 and 8).






Continued

	Monthly
	Quarterly
	Annual
	As needed

	Personnel and associates

	●
Attend a staff meet-ing: sales, selections, construction.

●
Inspect model homes.
	
	
	

	●
Prepare trade performance report.

●
Send evaluations 
of trade contractors to purchasing 
(Chapter 10).
	
	●
Organize social activity with the trades (Chap-
ter 10).
	●
Conduct new trade orientations (Chapter 10).












































