Using Al Triage to Handle Off-Hours

Emergency Maintenance Requests

As a homeowner, you probably know that maintenance issues rarely show up
conveniently. Sometimes, your tenant might call you about a burst pipe late at night, or
even report a dripping tap just as your office is closing. Basically, when you find yourself
managing lots of properties, it might get pretty overwhelming deciding which issues

need your immediate attention.

But luckily, Al triage can help you with this. Al triage essentially uses artificial
intelligence to review incoming maintenance requests, assess their urgency, and even
direct them to the appropriate next step. Thus, it's a pretty useful way to manage your

after-hours reports without leaving every tenant waiting until the next day.



What Is Al Triage?

Emergency

Now, we’ve established that Al triage is simply the use of artificial intelligence to review
and sort maintenance requests according to their seriousness. Before setting up any Al

triage tool, define in writing what counts as emergency rental maintenance so the

system knows which requests to escalate right away.

For example, a major water leak, suspected gas leak, fire, and even exposed live wiring
can all be categorized as emergencies. In other words, an emergency is anything that
could threaten someone's safety or cause serious damage to your property, thereby

making your rental unsafe to occupy.
Urgent

Next up are urgent requests. These are requests that need your prompt attention, but
they also don'’t really pose an immediate threat or cause any major damage to your
property within minutes. For context, imagine your rental’s heating system stops working
during cold weather. An effective Al system can ask the tenant how much of your
property is affected, when the system broke down, and other relevant questions that let

you route the problem through the right person.
Routine Maintenance Requests

In general, routine maintenance requests can usually wait for normal business hours
without creating an immediate safety risk or significant damage. For example, things like
a loose cabinet handle in your tenant’s unit or a sink that’s draining slowly can fall into
this category. Basically, your tenants can use the Al triage system to log the details of

whatever issues need fixing.


https://www.baymgmtgroup.com/blog/emergency-rental-maintenance/

Benefits and Limits of Al Triage

Faster Response

One pretty cool benefit of the Al triage system is that your tenants can report any
problems and get an initial response, even if your office is closed for the day. Apart from
this, your tenants can answer a few questions and have their request routed according

to the level of urgency, while you’ll only receive alerts about serious issues.

Nonetheless, a fast automated response isn’t actually the same as a repair. Sometimes,
your Al triage might misunderstand and miss important details, or even classify a
problem incorrectly. That's why you still need an escalation process that lets your
tenants get assistance when there’s a serious problem on the ground. Owners who
would rather not field 2 a.m. calls themselves often turn to a full-service firm like Bay

Property Management Group Washington DC to handle after-hours maintenance.

Fewer Unnecessary Vendor Charges

Calling a contractor at midnight can be quite expensive, especially when an issue could
safely wait until morning. Thus, your Al triage is a great way for you to save money on
unnecessary vendor charges before you decide whether an after-hours visit is

necessary.

Still, saving on call-out fees doesn’t mean you should jeopardize your tenants’ safety
and risk serious property damage. The truth is Al can’t actually confirm what's
happening inside your property. So the moment you spot any unclear details, arrange a

professional assessment instead of allowing your system to dismiss the request.


https://www.baymgmtgroup.com/property-management-companies-washington-dc/
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Setting It Up

Clear Emergency Definitions in the Lease

Before you eat up your Al triage, make sure your lease fully explains what counts as an
emergency and how your tenants should report one. Also, include useful examples,
after-hours contact details, and instructions for contacting emergency services as well
so your tenants know what to do when there’s a problem. In addition, check that your

process reflects the landlord-tenant laws that apply to your properties.
Tenant Education

Without a doubt, your tenants need to know how to use the system. So when they move
in, explain where they should submit their requests and what information they should
provide too. Furthermore, show your tenants how to reach a human contact if the Al tool
isn’t available or if they can’t use it. Don’t forget to emphasize that they should never

delay seeking help just because they’re waiting for the Al system to respond.



On-Call Vendor Lists

Your Al system is only as useful as the people behind it. Thus, you need to create an
up-to-date list of plumbers, electricians, HVAC technicians, and other contractors who
accept after-hours calls. Don’t forget to include their contact details, availability, and also
the jobs they handle. Additionally, set rules for when your system should contact a

vendor, alert you first, or even try another contractor if the first person does not respond.

Conclusion

To sum up, an Al triage is a great tool for making your after-hours maintenance much
easier by helping you separate emergencies from jobs that can wait until later. In
addition, it can improve communication, organize requests, and also reduce
unnecessary call-outs when the need arises. Still, it's there to support your judgement,
not replace it. That's why you absolutely have to set clear procedures, educate your
tenants, as well as keep reliable contractors on call. With these safeguards, any urgent

problems are bound to receive the attention they need.
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