

Procedure for handling Resident Bed Bug Complaint when covering the Front Desk
All staff covering the front desk must adhere to the following steps in the event that a bed bug complaint is received by a resident:

· Obtain name, address and phone number of individual
· Ask the location in which bed bugs have been found and furnishings on which the bugs have been seen in the unit. Examples are- small bedroom on twin beds, Master bedroom on bed, in dresser, livingroom on sofa, etc. The staff person should get as much information as possible regarding the situation i.e. children have bite marks, itching etc.
· Enter the bed bug complaint in a work order in YARDI titled BED BUGS in the Description and Problem Description sections of the screen.  Enter as much detail as you can in the problem section.
· Immediately send an e-mail to the Bed Bug Coordinator and Maintenance Supervisors with the information so that the treatment process can be put in motion. 
Beacon Bed Bug Coordinator Protocol

1. Assign Coordinator to serve as Liaison between WatchAll, Maintenance and Residents.
2. When property staff – Maintenance, Management, Resident Services- are made aware of a potential bed bug problem in a unit the Pest Control Coordinator (Coordinator) should be informed and a work order should be entered into YARDI for an inspection of the unit by Rent-to-Kill-WatchAll/Maintenance. The Coordinator will start filling out the Beacon Bed Bug Tracking form. In addition, as determined by Maintenance/WatchAll, abutting units will be scheduled for inspection in YARDI and notices will be sent 24-hours prior to inspection.
3. Inspection findings should be communicated to the Pest Control Coordinator and if bed bug activity is found the Pest Control Coordinator should call the resident to inform the HOH (Head of Household) of treatment procedure and treatment schedule. 
4. The Coordinator will set up a meeting with the resident to review the Beacon Bed Bug Protocol and explain the responsibilities that the resident has to prepare for the treatment. The coordinator will need the signature of the HOH on the INITIAL SERVICE NOTICE form from WatchAll. If the Resident indicates to the Coordinator that he/or she cannot make the necessary preparations themselves and they have no family and/or friends to assist them the Coordinator may suggest resources that may be of assistance.  In the event that the resident is ineligible for assistance and/or the resident is not willing to cooperate in preparing the unit for treatment, the Coordinator will inform the Property Manager and/or Resident Service Coordinator.
5. Treatment will be scheduled by the Coordinator with WatchAll and residents. The Resident will be given 72 hours to prepare for treatment.  Treatment dates will be input into YARDI by Coordinator.  Prior to initial scheduled treatment, the Coordinator will schedule with Maintenance a pre-inspection of the apartment 24 hours prior to treatment to ensure that the apartment is being prepared for treatment.  Maintenance will then report preparation status to the Coordinator.
6. If at the Pre-inspection the unit is not being prepared properly for treatment, the Coordinator will contact the Resident to inform the Resident that they will be fined (cost of a Pest Treatment Service Call) if on the date of the scheduled treatment they are not prepared. The Resident will also be informed that they are in violation of their lease for not preparing for treatment and could be subject to eviction proceedings.
7. If on the scheduled treatment date it is determined that the apartment has not been prepared for treatment as stated in the INITIAL SERVICE NOTICE the Resident will be fined for the cost of a pest treatment service call.  The Coordinator should instruct the Bookkeeper to issue a bill to the resident in the amount of the fine.
8. The Coordinator will follow up with residents who do not prepare sufficiently for treatment with a Lease Violation and a copy of the IPM Unit Report that states areas of apartment that were not prepared sufficiently and need preparation prior to follow-up treatment.

9. The Coordinator will file the following documents for each unit: Beacon Bed Bug Tracking Form, Notice of Intent to Perform Pest Control Services (INITIAL SERVICE notice), IPM (Integrated Pest Management) Unit Report for Bed Bugs, Notice of Intent to Perform Follow-up Pest Control Service, IPM Report Log, Multi-Family Inspection Report, WatchAll Treatment Invoices, Second and Third Service Notices in WatchAll Log Book. Note: IPM Report Log and Multi-Family Inspection Report will be filed under separate tabs.
10. The Resident will receive a yellow copy of the Notice of Intent to Perform Follow-up Pest Control Service from the WatchAll exterminator on the day of the initial treatment.  The Notice will state the date and time of the next follow-up treatment.  The Coordinator will also send a letter to the Resident to remind the Resident of the upcoming treatment one week prior to scheduled treatment date.

11. Prior to follow-up treatment the Coordinator will schedule Maintenance to conduct a pre-inspection of the apartment to ensure that the apartment is beginning preparation for treatment.  Maintenance will then report preparation status to the Coordinator.
12. If the unit is not being prepared for follow up treatment the Coordinator will contact the Resident to inform the Resident that they will be fined call if on the date of the scheduled treatment they are not prepared. The Resident will also be informed that they are in violation of their lease for not preparing for treatment and could be subject to eviction proceedings.

13. Treatments will be scheduled for a set day each week as determined by the individual site.
         Follow-up treatments will be conducted every thirty days as needed.
14. The Coordinator will input scheduled follow-up date in YARDI and follow-up with WatchAll representative to review the WatchAll spreadsheet, which tracks the focus units and abutting units      to be treated.
   15. The WatchAll exterminator will be escorted to unit by Maintenance and/or Beacon staff. 

         After all treatments the Coordinator must obtain the Materials Safety Data (MSDS) sheets from
         WatchAll to be filed with the documentation for each treated unit. 
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