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1.0 PURPOSE

This document defines FP&M’s procedures and best practices for identifying,
documenting and executing unplanned work orders for technicians in the field. It
also establishes reporting procedures for Customer Service that are effective and
efficient and in alignment with Administrative Affairs Quality Principles.

By implementing this process, this will reduce unplanned service interruptions by
addressing root causes and underlying issues.

This procedure supports the campus Strategic Plan to advance organizational
development and employee excellence while allowing FP&M to redesign,

renovate and maintain campus physical resources.

2.0 BACKGROUND

FP&M is a diverse group of nearly 154 FTE with 180 budgeted positions who
perform a wide range of tasks that include permitting, construction, inspection
and maintenance. FP&M’s workforce interacts with all levels of the campus
community.

FP&M maintains the full lifecycle of facilities by taking legally required, regular,
and planned actions to ensure safe, functional and efficient operations. CSU and
CPP have a significant deferred maintenance backlog due to decades of
underfunding of facilities maintenance and renewal systemwide.

FP&M maintains an efficient work order system, TMA, to track our work. In-the-
field requests for unplanned work orders are not measured or managed.



3.0 OVERVIEW

Establishing this procedure will permit campus leadership and staff to measure
and adjust customer service policies and practices to gauge customer satisfaction,
maintain accurate budgets and plan essential maintenance. Progress in
performing deferred maintenance is a criterion used systemwide to determine
the allocation of capital resources.

4.0 CITATIONS

Facilities Operations Companion Report — Deferred Maintenance Condition

CPP Strategic Plan — Strategic Initiative 5

Facilities Modification detail\Work Request Flow Chart.pptx

5.0 PROCEDURES

Current Process

Unplanned customer service requests that bypass FP&M'’s work order
management system may be completed by a technician in the field. However, the
customer is asked to submit a service request in the work order management
system upon completion of the work.

New Process

Unplanned work orders requiring less than 10 minutes:

If the technician is asked to perform unplanned work while on a service call and
the task is estimated to take less than 10 minutes to complete, the technician can
perform the work and will be required to submit a new work order request using
a mobile device. Unplanned Work Request should be selected in the Request Type
Description field in TMA.

When an unplanned work order request is converted to a work order, sub-type 5
must be selected in the Work Order Sub-Type field in TMA. This will identify the
work order as unplanned and allows the customer service representative to run
monthly reports on the criteria and to quantify the cumulative impacts of these
requests.


https://app.powerbi.com/view?r=eyJrIjoiMmFiZDBlMzktNjNjOS00YjQ0LWE3YmQtNTMxOTBkYjM3M2Q4IiwidCI6ImJjMGZhNDcyLWViZDUtNDBkMC05MmIwLTM4NGUwYWY0YjA1NSIsImMiOjZ9
https://www.cpp.edu/strategicplan/strategic-initiative-5.shtml
file://///iitfileaa.win.csupomona.edu/fpm/Admin/Procedure/Draft/Facilities%20Modification%20detail/Work%20Request%20Flow%20Chart.pptx

Process guides have been created for these tasks and can be furnished upon
request.

Unplanned work orders requiring more than 10 minutes:

If the technician is asked to perform unplanned work while on a service call and
the task is estimated to take more than 10 minutes to complete, the technician
will not perform the work. The technicians will instruct the customer to submit a
service request to FP&M’s Customer Service Center (Ext. 3030 or
fmcustomer@cpp.edu) for intake, evaluation, prioritization and assignment to the
appropriate trades shop.

Emergency service requests include but are not limited to: threats to life, injury,
property damage, threats to health and safety, or academic enterprise.
Responses will be addressed by a technician immediately during normal business
hours, or as soon as possible after-hours.

Routine maintenance service requests will generate a work order in 24 hours
during normal business hours and will be addressed by a technician within 5
business days.

Unplanned service requests less than 10 minutes will be addressed by the

technician immediately during normal business hours. Service requests more
than 10 minutes will follow the same protocol as Routine maintenance.

6.0 DEFINITIONS

TMA, The Maintenance Authority, is CPP’s computerized maintenance
management system, a database of information about the organization’s
maintenance operations. TMA’s main function is work order management. The
system is used to schedule and track routine service calls and general
maintenance repairs as well as preventive maintenance work.

A service request, also referred to as a work order request, is a request
submitted by a customer with information about a service to be performed on
campus. A technician may also submit a service request via mobile device while
in the field. The fields required to open a service request are:



mailto:fmcustomer@cpp.edu
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Contact name

Extension

Department

Location of the issue (building and room/space)

The specific, measurable, actionable, relevant and time-limited description

of the issue requiring attention

A work order is generated from the work order request by a Customer Service
representative once FP&M determines the service request is part of FP&M'’s
portfolio of responsibilities and assigns the work order to the applicable trades
shop. A work order tracks work performed, hours, labor, material and other
costs. The following fields can be found on a work order:

R wn e

Work requested

Location of work performed

Person who requested the work

Requester contact information

Billing for the work (department and Chartfield string)

Planned work is defined as activities required by law, code or CSU Policy to

ensure that physical infrastructure is safe, effective, comfortable and efficient.
Examples of planned work include but are not limited to:

e Routine or Urgent service calls (e.g., issue reported by a customer that is
included in FP&M’s baseline service (Work order created and a technician is
scheduled and dispatched).

O

O

Baseline custodial services include stocking, cleaning and servicing

restrooms

Lights out (bulb replacement)

o Comfort call (temperature adjustment in offices/classrooms)
e Preventive Maintenance (PM)

O
O
O
O
O

Fire alarm testing,

Backflow device testing,

Electric motor, belts and filtration systems in buildings
Electrical switchgear

Plumbing fixtures, equipment and drains

e Chargeback/estimate request (cost recovery, scheduled work)

O
O

Request for carpet cleaning or floor waxing
Event request with 72 hours notice.



Unplanned work includes but is not limited to:

e A technician who is approached while out in the field and asked to perform an

unscheduled

task

e Furniture is found in the hallway, unattended/unannounced
e A technician is performing a task in a building and discovers missing ceiling

tiles

e Atechnicianis in a building and notices a hole in a wall that requires patch and

paint repair

e Site assessment/re-population request in the field

e Urgent Maintenance
o Running water is noticed and Landscape/Plumbing is called to repair a
broken irrigation line (sprinkler)

o A repair (air handler down) is discovered during an initial assessment of

a comfort call

o Alocksmith is needed to repair a broken key stuck in a lock
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Matthew Whinery
Sr. Associate Vice President, FP&M
mwhinery@cpp.edu

8.0 REVISION TRACKING

Revision History

Revision Date

Revised by

Summary of Revision

Section(s) Revised

08-25-2021

Aaron Klemm

Initial Draft

All

Review/Approval History

Approval Date

Approved by

Summary of Approval

Section(s) Approved

10-09-2024

Vanessa Garcia

Initial Draft

All

10-17-2024

Matthew Whinery

Initial Draft

All







Accessibility Report





		Filename: 

		11-05, customer-service-process needs approval and ada update.pdf









		Report created by: 

		



		Organization: 

		







[Enter personal and organization information through the Preferences > Identity dialog.]



Summary



The checker found no problems in this document.





		Needs manual check: 0



		Passed manually: 2



		Failed manually: 0



		Skipped: 0



		Passed: 30



		Failed: 0







Detailed Report





		Document





		Rule Name		Status		Description



		Accessibility permission flag		Passed		Accessibility permission flag must be set



		Image-only PDF		Passed		Document is not image-only PDF



		Tagged PDF		Passed		Document is tagged PDF



		Logical Reading Order		Passed manually		Document structure provides a logical reading order



		Primary language		Passed		Text language is specified



		Title		Passed		Document title is showing in title bar



		Bookmarks		Passed		Bookmarks are present in large documents



		Color contrast		Passed manually		Document has appropriate color contrast



		Page Content





		Rule Name		Status		Description



		Tagged content		Passed		All page content is tagged



		Tagged annotations		Passed		All annotations are tagged



		Tab order		Passed		Tab order is consistent with structure order



		Character encoding		Passed		Reliable character encoding is provided



		Tagged multimedia		Passed		All multimedia objects are tagged



		Screen flicker		Passed		Page will not cause screen flicker



		Scripts		Passed		No inaccessible scripts



		Timed responses		Passed		Page does not require timed responses



		Navigation links		Passed		Navigation links are not repetitive



		Forms





		Rule Name		Status		Description



		Tagged form fields		Passed		All form fields are tagged



		Field descriptions		Passed		All form fields have description



		Alternate Text





		Rule Name		Status		Description



		Figures alternate text		Passed		Figures require alternate text



		Nested alternate text		Passed		Alternate text that will never be read



		Associated with content		Passed		Alternate text must be associated with some content



		Hides annotation		Passed		Alternate text should not hide annotation



		Other elements alternate text		Passed		Other elements that require alternate text



		Tables





		Rule Name		Status		Description



		Rows		Passed		TR must be a child of Table, THead, TBody, or TFoot



		TH and TD		Passed		TH and TD must be children of TR



		Headers		Passed		Tables should have headers



		Regularity		Passed		Tables must contain the same number of columns in each row and rows in each column



		Summary		Passed		Tables must have a summary



		Lists





		Rule Name		Status		Description



		List items		Passed		LI must be a child of L



		Lbl and LBody		Passed		Lbl and LBody must be children of LI



		Headings





		Rule Name		Status		Description



		Appropriate nesting		Passed		Appropriate nesting










Back to Top



