Special Handling Analysis

1. Define and Measure the Problem

Number of homes affected? 

Specific community or model(s) affected? 

Physical effects on the home? 

Emotional impact on the home owners? 

Financial impact on value of property? 

Correction costs? 

Prevention costs? 

2. Identify Resources and Partners

List the individuals, agencies, or companies who might assist you in achieving a resolution, either through information, funding, or doing the actual work. 

3. Examine Product Quality

Take a brutally honest look at what your company’s role in the situation is. What, if anything, are you doing (or not doing) that might be a factor? Consider the following factors: 

Design 

Materials 

Installation 

Sequence of construction 

Supervision 

4. Review Expectations You Set with Home Buyers

What do your buyers hear or read as they progress through your process that applies to this situation? Where in your process would you appropriately inform your home buyers about this subject? 

A. Conversations

●
Conversations customers have with sales and other personnel 

●
Preconstruction conference agenda

●
Frame stage tour agenda

●
Orientation agenda

●
Warranty appointments

B. Documents

●
Contract

●
Disclosures and riders

●
Warranty and warranty standards

●
Maintenance guidelines

●
Manufacturers’ literature

Continued

Continued

5. Establish a Response Procedure

Determine and prioritize actions you need to take for the following three groups of customers:

A. Home Owners Who Have Complained

●
Inspection checklist to assure consistency, no matter who performs the inspection

●
Repair options and recommendations

●
Detailed documentation such as work orders and follow-up letters or reports

B. Future Home Owners

●
Conversations with sales and other staff

●
Documents of the sale

●
Home owner guide

●
Standard meeting agendas

●
Warranty appointments

●
Trade personnel conversations 

C. Pending Home Owners

These folks have not closed yet, but they have signed their contracts. You may need a buyer’s update before or at closing so you can stop problems before they start. This step is an interim task, necessary only with those buyers who are already in your system. 

6. Follow Through with Training

Avoid assuming that because department heads got regular updates, this information has filtered through to frontline personnel. Ask yourself what your personnel need to know and figure out how they will learn it.












































