RESPONSIVE MAINTENANCE - PRIORITISATION CATEGORIES

Introduction

The Estate Services Department deals with around 21,000 maintenance jobs each year. In order to help us manage our workload effectively the Estates Services Department operates a prioritisation system for jobs taken by the Help Desk. Each call is put into one of three categories, which dictate the urgency with which we will respond and resolve any problem.

Priority 1 (Emergencies)

Response time: within 4 hours 
Completion: 28 hours from issue

Incidents that are likely to:

• endanger life or represent a serious health & safety risk

• cause serious disruption to the operation of a building

• cause extensive damage to property
Examples of a Priority 1 incident might include:

1.   Gas leak

2.   Major power & lighting failures

3.   Major heating failure (usually more than 6 rooms affected)

4.   Major flooding or other severe weather damage to property

5.   Damage compromising the security of the building.

6.   Fire alarm activation or fault indicated on panel

7.   Person(s) trapped in a lift

8.   Lift failures if only one lift in building

9.   Blocked foul water drains

10. Any incident affecting animal welfare

11. Total loss of cold water to site creating fire risk (no hydrants)

12. Anything compromising the running of the following:

♦ Security control centre – Whiteknights House

♦ Failure of main water / sewage pumps

♦ IT Services machine room & telephone switchroom

♦ Loss of mains water supply

♦ Loss 
of power to sub-stations

Priority 2 (Urgent)

Response time: 2 days from issue 
Completion: 4 days from issue

Incidents that:

• represent a lesser health & safety risk

• cause disruption to the operation of the building/business

• cause minor damage to property
Examples of a Priority 2 incident might include:

1. Non essential power/lighting failure (but where no alternative power/lights)

2. Minor roof leak

3. Single blocked sinks, toilets or urinals, where there is no risk of overflow

4. Vermin

5. Minor heating or mechanical equipment failure (where no alternative available)

6. Lifts failures where no occupants trapped

7. Pungent smells

8. Equipment failure that has minimal effect to the customer

9. Glazi
ng replacement (where there are no security implications)

Priority 3 (Routine)

Response time: 7 days from issue 
Completion time: 14 days from issue

Incidents that are routine or non-essential in nature and can normally be undertaken at any time.

Examples of a Priority 3 incident might include:

1.   Cable management – faults / repairs

2.   Waste management / removal

3.   Non-essential power or lighting failure (where alternative power / lighting available)

4.   Minor electrical repairs

5.   Non-essential heating failure (where alternative heating source exists)

6.   Damp

7.   Investigative work

8.   Requests for training, electrician’s attendance at fire drills etc.

9.   Customer funded work requesting feasibility

10. Energy performance issues

· Notes

· Attendance / completion times for Priority 1 incidents are based upon investigation, effecting simple repair or isolating & making safe. Maintenance Team Supervisor will schedule and prioritise any work subsequently required.

· Where resources are available Priority 1 response will be immediate.

· Completion times are subject to the availability of labour & materials and the specific nature of the problem.
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