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How to log an issue via Fixflo

Occupiers have the ability to report repair and maintenance requests online via your Fixflo site.
Each agency and brand will have its own unique Fixflo site.

Each agency's URL will look similar to this > youragency.fixflo.com. A good example of this
would be cslettings.fixflo.com.

You will need to go to youragency.fixflo.com to actually log in to your Fixflo account. You can
log in by going to the top right corner of the page clicking ‘Log in’. If you also forget your
password you can click on ‘Get Password’ where you will receive an email allowing you to
change your password

http://youragency.fixflo.com
https://cslettings.fixflo.com/
http://youragency.fixflo.com


Benefits of reporting via Fixflo include:

● Ability to translate the interface in over 40 different languages
● Capturing of detailed information about issues
● Guidance and advice pop-ups help occupiers to self-resolve issues
● An automatic email is sent to the reporting occupier with all details/confirmation of

submission

Once an issue has been reported by an occupier, it will appear on your agent's Fixflo
dashboard, depending on their settings, making it easy to review any new maintenance
requests before assigning to the relevant agent.

Logging calls and emails as issues on your
Fixflo system

If a repair request is reported to you via the phone or email, you will need to log that request
onto Fixflo.

1. Firstly go to ‘Create Issue’ > Create on behalf of’ from the main left-hand menu.

2. You can then enter the name or email address of the tenant and find the corresponding
user profile and property address.

3. If you click on ‘Create Issue’ you will be taken to the reporting site within your Fixflo
account to report the repair request.



4. Walk through the pictures and fill in all relevant details or use the search bar to quickly
find what you are looking for.



5. In case an occupier has forwarded you a picture, you can also upload it so it’s logged
against the issue.

6. The address and contact details should be auto-populated.



7. Lastly, you would need to ensure whether the occupier would like to be
present or not present when the contractor goes onsite and if necessary any details on
pets, alarm or parking restrictions.

Whilst on the last section of this page, if you have changed your settings to include Covid-19
questions you will need to answer them. Please note: all the Covid questions require an answer
before the maintenance and repair request is logged.

8. You can then submit the issue and ensure that you tick ‘Yes’ to notifying the occupier
that you have reported the issue on their behalf.



Reporting an issue with no occupier

There may be some cases where you need to raise an issue but not have it linked to an
occupier, for example, one of your contractors notices something when they are onsite and
alerts you to the issue or a property is currently void.

To handle these issues you will need to go to the create issue section on the left-hand side

1. Click on ‘Create Issue’ and from here go to ‘Without a reporting occupier’

2. Next, you will be taken to a fault tree similar to the one an occupier would go to report
their issue



3. After this is done you will need to enter the property address you wish to raise the issue
against. In the occupier’s contact details section, you will be asked whether or not you
would like to add a reporting occupier.

Alternatively, you can log an issue against a property.

1. Click on ‘Properties’ and search for the relevant address via the search



2. You can then click on the ‘Actions’ button where you can choose the option “Report
issue (without an occupier)”.

3. Walkthrough the reporting page as above and log the issue. It will not ask for any
occupier details and auto-populate with the right property details.

The Fixflo Dashboard
The Dashboard is a key feature of the Fixflo Professional and Fixflo Essential systems. It allows
you to have full visibility of all of your issues on the system, from the moment they have been
raised until they are ready to be closed.



Each agent who has their own login has access to their very own Dashboard
and can customise this to view what they would like to see. All panels are
interactive and can be clicked into which will either take you to an issue or to a
list of your issues.

The Dashboard is made up of 8 panels and they are easily customised. The default Dashboard
looks like this:

You can customise your dashboard by either adding new panels, removing panels you no longer
find useful, filtering the results of a panel or by selecting a different design for your panel that
you may understand better.

Customising your Dashboard

To add a new a panel on the Dashboard, you will need to go to the add panel button at the
bottom of your Dashboard screen:



This will create a pop up:

You can scroll down to see all of the options available to you and the search bar is available at
the top of the pop-up to help you search for a particular panel.

Panels can be selected on the left-hand side of the pop up:

The middle section shows the layout of the panel, for example, the top panel is a bar graph, the
middle panel is a pie chart and the bottom panel is text:



On the right-hand side, there is a description of the panel:

The panels have been segmented on the left-hand side of the pop up to help you search for
panels under certain themes:



Once you have selected a panel, click on 'Add selected' and that panel will populate in the
location which you had selected. Please note that only one panel can be selected at a time:



To remove a panel, you will need to hover over that panel where the three symbols in the top
right-hand corner of that panel will then jet out and show four icons. Click on the cog and then
select the ‘Delete’ button. This will remove the panel.



Tips for how to customise your Dashboard
When it comes to customising your Dashboard, it is worth starting minimal and building your
way up and you get used to the panels and what they mean.

Your first to-do list should be: 'Reported issues to do':

This panel will show you all of your 'Reported' issues which have a 'Reminder date' in the past.

Fixflo Professional and Fixflo Essential allow you to resolve end to end management of a
reported issue. Each issue will go through a works flow and as it gets progressed, the issue will
go from one issue status to another. The first issue status of any given issue will be 'Reported'.

Your second to-do list should be: 'Issues requiring action':



An 'Issue requiring action' could mean one of two things:

1. The issue status naturally lies with the Agent to take the 'Next step'. For example, the issue
may be 'Reported'; 'Awaiting instruction'; 'Landlord instructions received' etc. Any of these issue
statuses will lie with the Agent to resolve the issue and therefore will require your action.

2. Issues with a 'Reminder date' in the past. Any issue with a 'Reminder date' in the past will sit
in this panel, this ensures that nothing slips through the cracks. For example, if an issue is at the
status 'Job awarded, awaiting appointment date' this means that the issue lies with either a
Contractor or a Landlord to provide an appointment date to start resolving the issue. As the
issue is progressed to the Contractor or Landlord, the 'Reminder date' will update to a date in
the future. Once that date comes around, if the Contractor or Landlord has not added an
appointment date, the job will come back into your 'Issues requiring action' allowing you to have
visibility of this issue so that it does not get forgotten. You then have the option to either move
the 'Reminder date' to another date in the future, giving the other party some more time to
complete their action, or you can chase them.

How to Move Dashboard Panels

Panels can easily be moved from one location to another. To do this simply pick a panel up from
the top of the panel where you can see your cursor change into four arrows and then drop it in
the desired location.



How to Resize Your Dashboard Panels
In the bottom-right corner of your Dashboard panel you should see a little grey shape adjacent
to the corner of your panel. This grey symbol will allow you to reshape and resize your
Dashboard panel.

By changing the size of your Dashboard you are able to possibly see more information in the
dashboard panel than was visible before as seen in the example below:



Although both of the panels above are the same, we can see that the panel on
the right has been resized to show all of the comments that have recently been
received without the need to scroll down which will save you, the agent, time
and will allow for full visibility for the dashboard.

Filters On The Dashboard

Each panel will have filters added to them on the Dashboard. These appear on the top
right-hand corner of each panel and these can be filtered out to show you who's issues you are
viewing and which issues you are viewing.

Who's issues you are viewing:

This will be shown on the symbol which is on the left-hand side on the row of symbols which are
displayed. This is showing you who's issues you are viewing.

This can be split between 'All', 'My properties', 'My (including unassigned)', 'My (only)' and
teams, if you have teams set up on your Fixflo system.

To explain this further:
'All': Everybody's issues
'My properties': These are the issues which you are not assigned to, but these are all of the
issues at your properties. This works well for if you do not manage the day to day maintenance
of properties, but perhaps you manage the budgets instead.
My (including unassigned): These are all of the issues which are allocated to you and all of
the issues which are currently marked as unassigned.
My (only): These are all of the issues which are assigned to you and you only. These will not
include any unassigned issues.
Teams: If you have teams set up then you can oversee all issues assigned to that team. This
will not include unassigned issues.

When you hover over a panel the symbols will slide out to the left-hand side and you will be able
to make changes to who's issues you are viewing. These options allow the Dashboard to work
across all roles within your company.



Which issues you are viewing:

If you are subscribed to Fixflo Professional then you will be able to manage all of your Planned
Maintenance issues on Fixflo as well. If this is the case you will be able to use the filters to filter
out between viewing all issues, reactive issues and planned issues.

This filter sits on the right-hand side of the 'Who's issues' symbol.

All issues are both your reported and planned issues and this is shown using a globe symbol.
Reactive issues are symbolised using a spanner and planned issues are shown with cogs.

If you hover over the panel you will be able to make changes to these filters as well.



Searching for an issue
Issues can be searched for in three key places:

1. Top right from any screen: here you can enter the IS number, property, occupier, landlord
and contractor within your Fixflo site.



2. By going to Issues > Issue Search:

You can search by:

● Address
● Name (searching by surname is likely to return more relevant results)
● IS number (this is unique to each issue)

Advanced searches can be made by clicking the arrow on the right-hand side, which reveals the
advanced search options shown below:

There are many filters available to help you find the issues you are looking for:



3. By going to the property record. Go to ‘Properties’ and click into the record. You can
access a history of the property’s issues under the ‘Issues’ tab:

Progressing issues in Fixflo
Once an issue has been reported by an occupier, an email notification will be sent to them
confirming that the issue has been sent through to you.



Depending on the settings you have on your Fixflo site, you may have issues
that are automatically assigned to an agent that is responsible for a property,
postcode or even a landlord. It’s not just agents that can be assigned issues within Fixflo. It can
also be teams if they have been set up within your Fixflo site.

How do you assign issues to other agents?

1. Firstly, check the ‘Reported issues to do’ panel for your team on your Fixflo dashboard.
All newly reported repair requests will be listed here.

Note: Prior to reassigning the issue, please ensure to:
1. Review information under the ‘Detail‘ tab
2. Review that the “Issue priority” and title are accurately displayed
3. Read Property and Landlord notes

2. To reassign this issue to another agent click on the 'Assignment' tab where you will be
able to select another user in the 'Assigned agent' field. Once you have selected a new
user, please press 'Save' to apply the change.



Once the issue has been reassigned to the most suitable agent, their name will be displayed
towards the top of the screen:

Each agent will be able to keep track of how many issues are assigned to one another by
clicking on the ‘Open Issues’ dashboard tile. To ensure you can see all agents’ open issues, set
the filter on the panel to ‘All’. The filter is displayed by the silhouette as seen below:



How can an agent update the priority level
and title of an issue?

Before allocating the issue to an agent or a contractor, it would be best to:

● Review information under the ‘Detail‘ tab
● Read the Property and Landlord notes

There might be cases where another agent wants to make some slight changes to the issue
name or even the issue priority level.

To do this, simply click on the ‘Edit’ button on the right-hand side of the issue title:

You can then select from a drop-down of priority and ensure the right one is applied to that
issue:



Remember to press ‘Save’ after selection so that the changes are applied.



Viewing an issue
There are various tabs in an issue on Fixflo:

1. Next steps
2. Details
3. Comments
4. Quotes (please note this only appears if you use the quote workflow)
5. Appointments
6. Related
7. Documents
8. Assignment
9. Audit

Next steps
The next steps tab shows all parties that are related to the issue, so this would include the
agent, occupier, landlord and any contractors added to the issue. Contact details for each party
will appear once you click on their icon, important information (re: issue priority and whether the
occupier has requested to be present or not), the current status of the issue, notes that have
been lodged against a Landlord or Property profile, and the options for progressing the issue (i.e
workflows).

Detail
The details screen shows all the information provided about the issue including:

● Landlord information
● All details about the repair request
● Any photos or videos if they have been added
● Details of the property
● Tenants contact details
● Answers to the COVID 19 questions (if applicable)

This section will build up as the issue is progressed and end up including all job completion
details, cost details and feedback details.



Comments
Comments help you keep relevant information centralised and have it time stamped. You will
also be able to message your contractors, landlord, occupiers and others. In essence, you have
the ability to:

1. Leave private notes/upload emails

If you flick the ‘Private Note’ switch you can leave notes that are only visible to other
colleagues (i.e Property Managers, Team Leads and Property Directors). No tenants, landlords
or contractors will be able to view these so you can easily log call notes, handover notes or
anything that you want related to that issue.



Note: You can upload emails via private notes. Simply download the email and
save it, and then upload and save.

2. Message other related parties

You will be able to message contractors and occupiers via the ‘Comments’ tab. Contractors will
also be able to message you via both the mobile app and their online portal. They will receive
email notifications of new comments and push notifications if they are using the app. Comments
sent and received on Fixflo will look like Whatsapp/iMessage bubbles. You will also have the
ability to message other agents through Fixflo by entering your colleague’s name in the send to
section.

Quotes
The Quotes tab is where you can keep up to date with all quotes that have been submitted for
the issue you are currently working on. This tab will show quotes that have been submitted,
pending, rejected and who the job has been awarded to once you have instructed the works to
the contractor who’s quote you have accepted, as well as the price they have quoted.

Appointments

This page will allow you to have an overview of any upcoming or previous bookings.



Related

The Related tab will show you:

1. Any other issues raised at the property and, whether they are opened or closed
2. Any linked issues and allow you to link the issue to another
3. It  will also show you any other tenants associated with the property
4. Any interested people you have added to the issue

Documents

The Documents tab will show any photos, PDFs and other documents attached to the issue as it
is progressed. These documents can be attached by tenants, contractors or Property Managers.



Assignment

The assignment tab allows you to control which person or team owns and manages that issue.
An issue can be assigned to a specific agent or a team of agents or both! Once an issue is
assigned to someone, all issue notifications will go to them by default and will show as assigned
to them on their dashboard.

Audit

The audit trail shows a history of any actions taken on the issue, who did them and when. Those
actions include:

● Status changes
● Comment sent and received and whether they have been opened
● When system emails are sent/received/opened
● Quote approvals
● Invoice uploads





How does an agent instruct works
to a contractor?

To instruct an issue to a contractor simply select the ‘Instruct works’ option from the Next
Steps screen:

On the next screen, there are several fields. Not all of them are mandatory, however, we
recommend that Property Managers review and add the relevant information:

● Works authorisation limit: These can be dictated by the limit set on the user role
permissions if required.

● Works due by: add this in line with the priority of the job
● Instruction Notes: contractors will automatically have access to all details about the

issue but you can input more information
● Paying for work - This will default to the landlord but if you need to change this to

indicate the tenant is accountable for paying for the works you can
● Invoice - This is auto set to the landlord but if you need to change this to indicate the

tenant is actually accountable for paying for the works you can



Once you have completed all necessary fields click ‘Proceed to next step’.

You will now be able to select the contractor you want to award the job to (a list of all contractors
will appear):



You can search for them by name or email in the main search bar. The
drop-down arrow allows you to do advanced searches by location, services
and compliance.

With time, you will have noticed that next to each contractor’s details you will find additional and
useful details:

The first thing you would want to notice when selecting a contractor would be their certification.
To help you ensure all of your contractors are fully compliant with regulations, we have built a
feature enabling you to request certificate documents from each contractor profile. We use a
traffic-light system to monitor contractor certification:

Red - A certificate or certificates has expired.
Orange - A certificate or certificates are close to expiring.
Green - All certification is valid.

The ribbon beside a contractor’s certification means they are a preferred contractor and will be
displayed on top of the list - if you have a contractor that you use the most, this could be helpful
to avoid having to search for their name.



The stars reflect internal ratings of the contractor which happen when an issue
is closed. These are for internal use only. If you hover over the stars you can
see the average rating and how many people have reviewed them.

The medal will indicate the number of jobs that a contract has currently assigned to them.

Again, when you have selected the contractor click ‘Proceed to next step’.

And then click ‘Confirm’ to alert the contractor about the job. They will receive an email and a
push notification on the Fixflo contractor mobile app if it’s been downloaded by the contractor:

The status of the job has now changed to ‘Job awarded, awaiting appointment date’ and you
can see that you are waiting on the contractor.



How does an agent book an appointment on
behalf of the contractor?

Once you have communicated with the contractor to check their availability and assuming that
they have confirmed the day/time that they can go onsite, you will then book the appointment on
their behalf.

Simply click on the contractor’s icon and choose the option “Set appointment date” under the
“Next steps” section:



A pop up will appear and prompt you to add the date and time of the appointment and whether it
was agreed with the occupier or not.

Note: In some cases when an occupier has requested to be present during the works, it is
essential for the occupier to be contacted and that the booking is agreed before saving the
appointment date with the contractor.

Assuming that the appointment has been agreed with both parties and that the details have
been entered in the above page, you can then click “Save appointment date” so that the
contractor receives an email confirmation.



Important note: if you have selected that the appointment has been agreed with the occupier,
they will be notified of this via email. If the occupier has requested to be present but you haven’t
chosen that the appointment was agreed with them, they will still receive an email, but this time
stating that the contractor has proposed a date/time, so they can accept or reject.

When an occupier logs an issue and requests not to be present, they will still receive an email
confirmation of the appointment that was made by the contractor - this is to ensure that they are
kept in the loop.

The issue status will automatically change to “Awaiting job completion” once the agent has
saved the appointment:



Reminder Dates/Putting issues on
hold

The reminder date functionality controls when jobs pop back into your issues requiring action list
on your dashboard.

For example, if a contractor has a job due for completion today, tomorrow the issue is going to
be back in your to-do list if the contractor has not marked the job complete. This is useful as it
allows you to keep up to date with an issue you may have possibly missed as the next step
does not lie with you.

You can click on the reminder date to push an issue out, or bring it forwards. You can also click
this to put an issue on hold, and provide a reason why you are putting the issue on hold:



How does a contractor set an appointment
date on an issue?

The preferred method for most agencies would be to award the job to the contractor and for the
contractor to then select the works. Once the contractor has been awarded the job they will
receive an instant app notification letting them know they have been awarded a job as well as
an email with a job sheet attached. They can click through and begin setting their appointment
date. The email below is what a contractor will receive when awarded a job:



Note: The email your contractor receives will have your agency logo and not the Fixflo one as
shown in this example.

How can a contractor mark a job as
complete?
The main aim is to have the Contractor mark the job as complete via their profile and to upload
all the completion documentation (i.e invoice, photos), rather than updating the agent via email
or phone.

Please note that contractors receive daily reminder emails, with your agency’s logo, during the
week of their outstanding tasks:



If you have booked a job that was due to be completed today, and the contractor has not
marked it as complete, they will get reminded the next day to add completion details.

They can log in to their mobile app, online portal or click through one of these emails, go to the
outstanding job and click on “Mark as complete”.



A new page will come up requesting the below details:

● Job completion date: day/time that the job was completed
● Job duration: how long it took the contractor to resolve the problem
● Invoice method: they can either select “Invoice not Required”, “Invoice sent outside

of this system”, “Upload an invoice” document or “Create invoice within the
system”

Note: A contactor cannot mark the job as complete unless the above has been provided.



Invoicing methods (these can be removed if required):

● Invoice not required: Perhaps the invoice was paid already so no
invoice will be needed for this job

● Invoice sent outside the system: The invoice may have been sent to your agency’s
email address.

● Upload an invoice: If a Contractor uses an accounting system (e.g Quickbooks, Sage,
etc.), they can simply upload the generated invoice. If this method is selected they will
need to manually enter in their costs.

● Create invoice within the system: If a contractor is used to creating their invoices
through Microsoft Word or even handwriting them, they can then easily create one via
Fixflo’s invoice generator tool instead

Once all the invoicing details have been added, the contractor will then have to click on
“Submit” to mark the job has complete - the issue status will automatically update to “Job
completed, awaiting feedback”



Capturing occupier feedback
Once a job has been marked as complete by a contractor, depending on the settings, the status
should change to “Job complete, awaiting feedback”.

The occupier will receive an email notification asking for feedback about whether the job has
been completed or not. Depending on the settings, the occupier is given a certain number of
days to give feedback, and if not the issue will revert back to the agent, to take action on the
occupier’s behalf and close down the issue.

In the ‘Next Steps’ tab, you will be able to see that the issue is waiting on the tenant. They will
be able to login to their occupier portal and provide you with feedback.



They get asked the below question:

If they select ‘Yes’ the following additional questions appear:



If they select ‘No’ the below questions appear:

If the occupier does select No, the status will change to ‘Occupier negative feedback’ and revert
to the PM to follow up on this.

Each contractor also has a ‘Reviews’ tab on their profile and you can see occupier ratings for
specific contractors:



Closing down a job
Once the contractor has added their job costs/their invoice and the occupier has provided
feedback (or the chosen time given for occupier feedback has elapsed), the status of the issue
will change to  ‘Job completed, ready for closure’.

You will be able to view all job completion details under the ‘Detail’ tab and on the ‘Next Steps’
screen.

You can then choose to close the job by selecting ‘Close issue’.



You will need to select a reason why the job is being closed, provide notes if you wish and rate
the contractor. Additionally, you can send an FYI to a contractor, occupier and/or landlord to let
them know that the works have been completed.



The job is now closed:

How do you request quotes from a
contractor(s)?
If you need to request quotes from a contractor or group of contractors, you can use the
‘Request quotations’ workflow which is available on the next steps screen.



You will then be able to enter the following information:

● When you want the quote back by/ how much time are you giving the contractor to
provide a quote (mandatory)

● Ideal work completion date
● Any details for the contractor about the quote they are going to be providing
● You can attach any documentation
● Indicate who is paying for the work (it will default to the landlord)



You will then be able to select the contractor(s) you want quotes from. Please select as many
contractors as required - they will appear at the bottom as a list of your selected contractors.
Click ‘Proceed to Next Step’ to automatically notify these contractors.



The status of the issue will now change to ‘Quotes Requested’ and the next steps lie with the
contractors you have requested quotes from.



The contractor(s) will receive a push notification on their phone if they have the
mobile app installed, and they will receive an email notification too. This will
allow them to see basic information about the job when the quoting period is
set to expire and they can then click through to ‘Enter their quotation’ or can ‘Decline to
quote’.



How do contractors submit quotes?
There are two scenarios:

1. The contractor can provide a quote without going to visit the property
2. The contractor needs to visit the property before providing a quote

A contractor provides a quote without going onsite

They can click through from their email, or notification on the app and then click on ‘Quote’.

Please note they will also have the option to ‘Decline to quote’ and provide you with a reason
why.

After clicking on this workflow, the contractor will be able to enter:

1. Lead time required - an indication of how much time in advance they will need
2. Estimated duration of the job
3. Date quote expires - if any
4. Quote detail
5. Quote documents - they can upload a quote document
6. Enter in the costs of the quote





They will have to agree to our T&Cs and press ‘Save and submit all’. This will
then make the quote accessible on the PMs side of Fixflo.

The contractor needs to visit the property before providing a quote

In this instance, either you or the contractor can book in an appointment time. You, the agent,
can do this by clicking on the contractor you need to book an appointment for and then click on
‘Set appointment date’.

You can then specify the time just like you do when instructing works:



The contractor is also able to follow the process as above and upload/enter in their quotation via
the app or the portal.

Entering in quote details on behalf of a contractor

If for any reason you need to enter a quote on behalf of a contractor, you can do this by clicking
on their profile and clicking on ‘Quote’.

This will then bring up the screen just like a contractor sees and you can enter in information on
their behalf.



What does the landlord see?

Landlords will sometimes need to log into Fixflo to complete works or help move a reported
issue forward. Below you can see how the landlord can log into Fixflo, what the landlord can see
once they've entered Fixflo and how they can create an issue themselves.

Issues Screen
Once a landlord has logged into your unique Fixflo site, they will be taken to the issues page.
This will show them all the issues they are related to. Similar to agents, a landlord can see the
unique IS numbers attached to issues, as well as the issue title and the issue status.

As shown above, there are different sections and stages of an issue that the landlord can check:

Your tasks to do - These are tasks that have been left with the landlord. This can include
landlord instructions that need to be given, quotes that the landlord has been sent, or they may
need to mark a job as complete.
Jobs awaiting completion - This would be where a landlord would need to mark a job as
complete.
In progress - These are issues that are being progressed at the property the landlord is
attached to.
Completed - All works that have been completed at the property the landlord is attached to.
Reported by me - Issues raised by the landlord.



Issue Search

Landlords can search issues they are attached to. They can search for the issue via the issue
name, address, or the unique issue ID. Landlords are also able to filter searches by clicking on
the grey dropdown button. From here they can choose filters such as the status of the issue, the
time when the issue was raised as well as the priority level of the issue.

Create Issue

Landlords can also create issues just like an occupier or an agent would. The landlord is able to
follow the simple 5 step process in reporting the issue and can report it with or without an
associated occupier.



Issue Page

Similar to agents, landlords also have a workflow and tabs which they can follow on an issue's
journey to being completed. As mentioned previously the landlord can see the issue status, the
address and title of the issue.

The tabs are described below:

Next steps tab - Landlords will always land on the next steps tab when clicking on an issue.
This is where an issue is progressed and may vary depending on what option the landlord and
agents have chosen.

Detail - All the details regarding the issue will be here. This will include occupier details, the
fault detail and media attached to the issue. Landlords will only see the occupier contact
information if they have been awarded the job.

Comments - This is where a landlord can communicate with the agent. Landlords can only
comment to occupiers if they have been awarded the job. If they message the occupier, the
agent will have visibility of that.

Appointments - Any appointments attached to the issue. Landlords can cancel the
appointment and also add follow up appointments.

Landlords also can report another issue at the property or view an issue as a PDF by clicking on
the 'Actions' button and selecting 'View issue as a PDF':



How to handle issues where you are waiting
on the landlord to get back to you
This situation can arise in two instances:

1. Where you are unsure how to progress and issue and need to get their confirmation of
what they want you to do

2. When they are reviewing quotes that you have sent to them and decide if they will
proceed with any

Waiting for confirmation on how to progress an issue

To ensure the issue does not sit in the ‘Reported’ status on your dashboard, you can use the
workflow ‘Request landlord advice’.



You can provide a note in the recommendation box and press save.

Once you have clicked save the status of the issue changes to ‘Landlord instructions
requested’.

If you have not heard back from the landlord or the landlord has replied outside of Fixflo, you
can click on their profile and click on advise agency:

You can then indicate what the landlord has recommended/any notes so there is a full audit:



You will then be able to proceed with the issue.

Waiting for landlords to review quotes

Landlords, like agents, can view quotes from contractors that have been sent over from the
agent on Fixflo to review. If this needs to be done outside of the system, you are able to
generate the quotes into PDF format to make it easy to send through to them.

For the issue to not sit in the ‘Quotes requested’ status, it is recommended that you use the
‘Quote approval’ workflow to indicate that the quotes have been sent to the landlord.

You can click on ‘Request quote approval’ to move the issue forward.



Select the quotes that are being reviewed, then select landlord from the drop-down, and click
proceed to the next step. Don’t forget to tick the quote documents box if applicable.

The status of the issue will change to ‘Awaiting user review’ and you will see that you are
waiting on the landlord before proceeding:



The landlord will receive an email asking for their advice on the issue and will then be able to
log into Fixflo, with their landlord profile, and let the agency know what they plan to do. Once the
landlord has let you know about whether they want to proceed with any quotes, you can click on
the ‘Waiting for’ landlord profile and then select ‘Review the quotations.’

You can then accept or reject them based on what the landlord has said and progress
accordingly.



Fixflo Statuses

The following is a summary of all the different statuses

Key job statuses:

1. Reported - issues that have been reported and have not been progressed
2. Awaiting instruction - an agent has selected the ‘Instruct works option, but not yet

instructed to a specific contractor
3. Awaiting invitation to quote - an agent has selected the ‘Request quotes’ option but

not yet requested quotes from specific contractors
4. Quotes Requested - a quote has been requested for that job
5. Request quotes for ended - the quotation period that was set has ended OR all quotes

that have been requested have been supplied
6. Awaiting user review - the quote has been sent through to a PM, external user or

landlord to approve and is waiting on them for additional feedback
7. The quote has been reviewed by external user - the job is ready to be reviewed by

the contractor management team
8. Awaiting appointment date - At this point, the job has been instructed to a contractor

and the contractor team are waiting on them to provide an appointment time and date for
the job

9. Awaiting job completion - When you are waiting for the contractor to go on-site and
complete the job. A contractor needs to upload completion details to progress the issue.

10. Job completed, awaiting feedback - The job has been marked as completed by the
contractor and the occupier has been sent a feedback email

11. Job completed, occupier declined - The occupier has provided feedback that the job
is not complete

12. Job completed, awaiting contractor information - The job has been marked as
complete and an invoice has been marked as required but has not been added

13. Job completed, ready for closure - The job is complete. No information or feedback is
outstanding. The job can be closed down


