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Estates Building Maintenance 
Service Level Statement
Mission statement – To maintain and enhance the buildings and services of the University to provide a quality teaching and learning environment thereby helping ensure a positive student experience.
1. Introduction and Purpose


The Building and Maintenance section of Estates provides a construction and maintenance service in accordance with Building Regulations and approved Department of Estates and Facilities policies and procedures to ensure the upkeep of all University buildings and external grounds.  The purpose is to respond to requests within the laid out timescales and keep buildings to RICS condition B wherever possible.
2. About the Section

The sections main office is located in Wenvoe Building at Treforest Campus Pontypridd.

Building Maintenance


The section covers the reactive and planned maintenance of all building elements such as walls, ceilings, windows etc and mechanical and electrical installations such as lifts, fire alarms and heating which are incorporated into the fabric of the buildings which are not classified as faculty or departmental equipment.  The section also provides ancillary support for corporate events.

Project Team


The Project Team are responsible for managing the design and construction process of construction and minor works projects other than general maintenance.

Grounds Maintenance


The Grounds Maintenance team are responsible for the maintenance and upkeep of University grounds.  This includes activities such as planting of trees, shrubs, flowerbeds, grass cutting of formal lawns. 

3. 
Contact
       Helpdesk & Reception

The Helpdesk provides a dedicated customer-care facility and the first point of contact for all Estates and Facilities customers. The Helpdesk monitors all maintenance requests, allocates a priority to them and then processes the request through to the appropriate service operative.

The Helpdesks & Reception desks at all campuses are open:-
Monday to Thursday between 8.30am and 5.00pm.
Friday between 8.30am and 4.30pm.
To Contact the Help Desk:-

Non urgent requests from all campuses must be logged online via the web Help Desk 

If you are using a mobile device or working from home using a laptop please use the following link:-

Mobile Access
Urgent Requests – Tel No: 01443 (4) 82222
Out of hours emergency calls should be made to the Security Lodge at Treforest Campus on 01443 482057.


Estates Help Desk
01443 (4)82222


Fax


01443 482738


E-mail 


esthelppontypridd@southwales.ac.uk
4. 
Estates Maintenance  Organisational Structure
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5.
Range of services and quality of service

5.1 We offer the following services
	Service
	Service level provided
	Responsibilities of customers



	Building Maintenance


	Provision of a reactive and planned maintenance service during normal working hours together with an out of hours emergency service.  We aim to :

· Ensure that our staff are helpful and friendly

· Provide an efficient and effective maintenance service which meets the needs of students, staff and visitors

· Comply with legal and contractual requirements

· Minimise the breakdown or failure of building elements and components and extend the economic life of the University estate as far as possible

· Respond to maintenance requests within agreed timescales.


	· Report defects to the Estates Help Desk via the online service http://estapp1.uni.glam.ac.uk/usw_helpdesklive or in emergency telephone ext 82222
· Please do not leave messages on an individual’s answerphone as these may not be collected for some time

· Co-operate where unavoidable disruption may occur as a result of a particular repair
· Remember the job number you are given in case of a query.  
· Treat our staff with respect and be polite.
Ensure repair requests are reported by completing an on line maintenance repair request form http://estapp1.uni.glam.ac.uk/usw_helpdesklive or in an emergency by telephoning the Help Desk on ext 82222.



	Service
	Service level provided
	Responsibility of customers



	Repair Priority

Priority 0 emergency

Priority 1 urgent

Priority 2 routine 


	· Immediate response to make safe (within 2 hours) - Immediate response to defects; incidents or breakdowns that could be dangerous or cause serious disruption to service delivery
· Within 24 hours - Any repair required to avoid danger to health, a risk to safety, or serious damage to building, e.g. fire, flood, storm damage, leaking tanks/ boiler, gas leaks blocked drains.  Anything which could significantly negatively impact the business.
· Within 7 calendar days - These are normally repairs which affect the comfort or convenience of the occupier e.g. minor heating and sanitary repairs


	It is important that staff / students requesting maintenance support clearly indicate the following 

· The nature of the problem

· The room number and exact location of the problem

· The name of the person making the request
 Maintenance staff inevitably have to prioritise their work, but in the event that

· Either the work is not undertaken in a reasonable time
· Or a factor unknown to Estates Services might affect the matter and change priorities (e.g. an impending important event)




	Service
	Service level provided
	Responsibility of customers



	Priority 3 programmed

Priority 4 planned 


	· Within 20 calendar days these are repairs, which do not fall into the emergency or urgent categories and can wait for a short time before they are dealt with e.g. repair/replacement window fittings, defective ball valves in cistern or storage tanks, general repairs to flooring, adjustment to doors, repairs to plasterwork.
· Within time specified on the works order These are non urgent jobs which are desirable bit not essential to health and safety or comfort and are dependant upon funds and availability of funds, e.g. external walls fencing, improvement to campus common areas.


	· Or staff are not notified for a reason (such as an impending wider refurbishment) the work is not programmed.
· The affected staff are requested to advise the Help Desk ext 82222 directly by telephone.  This assistance can avoid an irksome problem being overlooked


	Service
	Service level provided
	Responsibility of customers



	Emergency and Out of Hours Service


	The University will provide a 24 hour 365 days per annum emergency call out service. 

During normal office hours calls should be made to the Help Desk on ext 82222.

Out of hours emergency telephone calls should be made to the campus reception at Treforest on ext 82057. (The duty campus supervisor will then, using the authorised list of emergency names and telephone numbers, contact the appropriate maintenance personnel.)


	· Report emergency repair request to the Help Desk Operator or Duty Campus Supervisor using the prescribed procedure.
· Provide accurate and concise information when requesting work
· Plan your work and start the request process as early as possible through the prescribed procedure
· Obtain all necessary authority and budget provision. 



	Service
	Service level provided
	Responsibility of customers



	Minor works

	These works are defined as improvements required to satisfy user needs and legislative compliance in order to maximise on the functional efficiency of the University Estate.  Each year, these works are assembled to create a programme that is funded annually and broken down into the following sub categories:

· Pre Planned Maintenance and Minor Works

· Minor Works and Identified Corporate Needs

· Statutory Compliance and Health and Safety
The works for each sub category are selected on the basis of criteria that are scored to create a priority of need in order to maximise annual funding constraints.  In addition, projects from subsequent annual programmes are frequently linked through phasing in order to achieve long 
	To complete their list of proposals by the deadline issued each year – usually by the end of January.


	Service
	Service level provided
	Responsibility of customers



	
	term objectives and to minimise on abortive expenditure.  Individual projects arise from grant funding or Faculty/Departmental funding and these projects are integrated into the overall annual programme wherever possible.

All projects, whatever category and size, are procured in accordance with the University’s Financial Regulations and the management of both this process and the overall annual programme has to be carried out within the constraints of the resources available.  For this reason, the programme is assembled following analysis of the requirements from each Faculty and Department together with those projects that are required to fulfil legislative compliance for any particular period.  All improvements projects must be requested in writing using the Project Request Form 1 fully completed, dated and submitted to the Estates Project Office.  All requests must be accompanied by authority and budget provision.  Any requests that wish to be considered for inclusion within the annual funded programme must be submitted to 
	

	Service
	Service level provided
	Responsibility of customers



	
	the Project Office by the 31 January each year for works that will be executed within the forthcoming fiscal year.

Our obligations to you 

Will we respond to your request within 10 working days

We will arrange meet and discuss your requirements within 5 working days of our initial response

We will assess your requirements and provide a written proposal within 10 working days of meeting you 

We will endeavour to meet the project requirements and to offer the most appropriate solution to satisfy your needs within the constraints of the budget, timescale and available resources.

We will keep you informed of the progress of the works and any deviations from quality, cost and timescale.

We will notify you when the works are complete.

A satisfaction survey form will be provided for you to report performance observations.


	


	Service
	Service level provided
	Responsibility of customers



	Grounds Maintenance

	The maintenance of University grounds is the responsibility of the Maintenance Section. We aim to ensure that our staff are helpful and friendly. A grounds service is provided between the hours of 8.00am to 4.00pm (3.30pm on a Friday) except in the growing season when a 7.00am / 7.30am start with a correspondingly early finish is undertaken. This is normally, but not always, from May to September.

The Grounds Maintenance Team will :

· Maintain formal lawns and grassed areas
· Plant flowerbeds with summer and winter bedding plants.

· Prune and maintain shrub areas.

· Provide assistance for University events such as open days and graduation days

	· Provide reasonable notice if you require a particular service from us.
· Report any dangerous or unsatisfactory hard or soft landscaping problems immediately to the Help Desk ext 48888.
· Do not drop litter use the litterbins provided.
· Treat our staff with respect and be polite.




	Service
	Service level provided
	Responsibility of customers



	Grounds Maintenance


	· Clear snow, and grit roads during inclement weather.
· Undertake regular inspections of roads, paths, rainwater gullies, trees and embankments.
	

	Parcels and delivery services 

Incoming and external parcels

Office moves and movement of furniture, goods and equipment both on and in between campuses.

Removal and disposal of unwanted furniture, goods and equipment.


	· Parcels, packages and delivery of goods ordered for the University are initially received in the Goods Inward facilities at the Treforest and at the City Campuses.  These items can either be collected in person or delivered by Estates staff (IT, Catering and Students Union deliveries are not managed or processed by the Estates Services staff but by the department responsible).

· This service is undertaken by Estates Maintenance staff and requests for assistance can be made via the online service. 
· Estates Services staff will arrange collection and storage/disposal in conjunction with the University’s Disposals policy.


	· All parcels to be addressed correctly giving the name of the faculty/department, building name and room number of the recipient.

· If large bulky or heavy items need to be transferred between campuses, sufficient notice (at least 48 hrs) must be given to the relevant campus Maintenance Supervisor.

· All orders for goods or items that are delivered by couriers or transport companies must be clearly addressed for the intended recipient.  A reference or order number must be included in the address information.

· Staff should be available to accept items or have a nominated alternative signatory.

· Request for movement and transfer of equipment, furniture and goods should be made to the Estates Help Desk via the online service http://estapp1.uni.glam.ac.uk/usw_helpdesklive or in emergency telephone ext 82222

· Complete disposal certificates and forward to the University  Disposals Officer, Matthew Bellamy ext 83559



	Responsibilities

If we are unable to meet any of the above timescales for Maintenance, Minor Works or Grounds Maintenance, we will provide you with an indication of the time we will be able to resolve the matter.  Where Estates staff have a planned absence e.g. annual leave it is the responsibility of that member of staff to handover any current issues to their line manager or another staff member to deal with and inform the customer that this is the case.  Where unforeseen absences occur, e.g. illness, we will attempt to provide temporary cover and re-arrange meetings and appointments.  Longer-term absences will lead to duties being reallocated to other members of staff.  Although original timescales may have to be revised, we will endeavour to communicate and agree new timescales with our customers.


6.
Complaints Procedure
	Service
	Service level provided
	Responsibility of customers



	Complaints Procedure


	We aim to provide a first class maintenance service for our customers. However, if you are unhappy or dissatisfied with any aspect of the service provided we would rather be told about it so that we can hopefully solve the problem or prevent it from happening again.

How to make a complaint

Please telephone the Estates Help Desk on ext 82222 and we will try to resolve the problem immediately.  However, if this is not possible you can write to the Senior Maintenance Manager on ext 82063 or    email lloyd.griffiths@southwales.ac.uk
Your complaint will be acknowledged by return and you will receive a response within 10 days. 

Disputes

In the event of a dispute regarding the handling of your complaint you may take the matter to the Deputy Director of Estates, Mr Liam Sullivan on ext 82866 or email liam.sullivan@southwales.ac.uk
	In respect of all complaints we would ask that you:

· In the first instance contact the Help Desk on ext 82222.

· Escalate your complaint through the prescribed procedure.

· Provide us with clear information in order that we can investigate your complaint thoroughly.




7.
Confidentiality

We treat the information we receive as confidential and operate within the boundaries of the Data Protection Act 2003.  All information and records are stored securely and shared only where there is need for access in support of the delivery of service and accessible only to appropriate personnel.

8.
Statement on Services


The Department of Estates and Facilities works together with the University’s Faculties, Corporate departments and various outside agencies to provide a support service that aims to maintain and enhance the buildings and services of the University to provide a quality teaching and learning environment for the students and staff of the University of South Wales.


The provision of these services does not rely solely on the ability of the customers to participate on the basis of being fully informed as outlined above but is dependant on the collaboration of the Faculties and Departments.  As a result, the levels of service outlined in this Service Level Agreement are based on the agreement of the Director of Estates and Facilities and the Deans and Heads of Department complying with regulations and procedures to provide the best support to enhance the student experience at the University of South Wales.
9.
Monitoring of Services


We monitor our services extensively, through regular team meetings, benchmarking against industry and education sector benchmarks, satisfaction surveys, development of strategic plans and individual professional development.
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