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Closing the
Maintenance Loop

with Automation

Company Overview Greensboro, NC
Accounting System: AppFolio

Number of Units: 1,100

Real Property Management of the Triad User Since: 2019
aims to provide quality residential property
management services to property owners and
residents. With over 30 years of nationwide
experience, Real Property Management of the

Real Property Management of the Triad

Triad manages rental properties in Greensboro, Since implementing Meld Workflows,
Winston-Salem, NC, and surrounding areas. Real Property Management of the Triad
They work hard to keep properties occupied has seen 36% of residents completing

while protecting investments. With their local
market expertise and responsive team, they
have become the trusted leader in their area for

a maintenance follow-up survey
and resulting in an average resident

single-family and small-multi-family residences. satisfaction of 4 out of 5.

Real Property Management of the Triad has
been utilizing Property Meld since 2019.
Initially, taking their maintenance process to
the next level by streamlining communication
and speaking directly to residents, vendors, and
owners all in one documented space. Property
Meld helped them improve communication,
increase efficiency, and provide a better
maintenance process for their residents.



The Problem

After streamlining their maintenance In addition to ensuring vendors finished
processes, they noticed that closing work maintenance requests, Real Property
Management of the Triad would send a
general technician due to the need for
more information on resident maintenance

orders and completing maintenance requests

still required a lot of manual follow-up.

Vendors said work was complete even though submissions. As a result, they were wasting
it wasn'’t, which led to resident frustration. money on trip charges. The lack of specific
Issues arose with their accounting department information led to multiple trips to the

residence, which was time-consuming
for vendors, residents, and maintenance
coordinators.

because work was unfinished, and they were

paying for it.

Enter Property Meld

Courtney Catanese took over the maintenance department at Real Property Management of the Triad in
July of 2022. After attending the Property Meld User Summit in August of 2022, Catanese began diving
into Meld Workflows to help her automate aspects of their maintenance process that were causing
issues.

Catanese set up the first of their 60 Meld Workflows, which sent a message to residents after a Meld
(work order) was submitted. The workflow lets the resident know their Meld has been received and will
be addressed during regular business hours, helping residents know the expectations and feel valued.

Since implementing this Meld Workflow, Real Property Management of the Triad has seen 36% of
residents completing a maintenance follow-up survey and resulting in an average resident satisfaction
of 4 out of 5.

“Our vendors were saying they were trying to
contact residents to schedule, and residents
wouldn’t answer calls because they didn’t
know it was the vendor. The workflow gives
them a name to associate with, which makes

them feel more confident, and they know to
look out for communication from that company
and not necessarily from us.”

Courtney Catanese, Maintenance Coordinator

In addition, Real Property Management of the Triad has set up an individual workflow for each vendor.
When a Meld is assigned, the resident receives a message introducing them to their vendor and that
they will be reaching out to schedule maintenance. Lastly, when a vendor or maintenance technician
says the request is complete, a workflow is sent to the resident to confirm. As a result, the loop is
closed, and billing is paused until Meld completion is confirmed.
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The Results

Receiving more information from residents Since implementing Meld Workflows, Catanese
allows Real Property Management of the noticed they receive more information from the
Triad to ensure they are sending the right residents upfront, allowing them to fix the issue

quicker. Since September, the average speed
of repair for incoming Melds has gone down by
an average of 4.46 days. This increase in repair
speed has led to a more positive maintenance

vendor the first time, saving money on trip
charges. In addition, it has helped them
provide better communication with their

property owners because all the information experience for residents. Meld Workflows has
is in one place. Catanese says this has helped not only helped streamline their maintenance
the owners feel more confident about the process, but has given them the ability to
maintenance process. ensure nothing falls through the cracks.

P -;; k

Since the implementation of Since September, the average
Workflows, Melds received speed of repair for incoming
with photos attached has Melds has gone down by an
increased by 90% average of 4.46 days.
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Resident Satisfaction

“I think it's helping with communication in general. It helps owners feel more
confident about the maintenance we are completing. Since we are getting more
photos and information it makes them feel like we have our ducks in a row. If
they ever ask a question we have the information ready and in one place.”

Courtney Catanese, Maintenance Coordinator
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