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Facilities Service Desk (FACTS)
Operating Procedure
Background:
The University via the Facilities Department operates a service desk which allows staff the provision of a single contact point when seeking assistance for a number of key services provided by the Facilities Department.
The service desk is available via phone (1111) and operates Monday – Friday 08:00 – 17:00 and/or by PC access via the University intranet.

By contacting the service desk staff are able to log requests for:
General repairs and maintenance

Caretaking tasks

Grounds maintenance

Signage requests

Lift repairs

Cleaning services

Requests for skip hire

Glazing repairs

Pest control

Hazardous waste removal of batteries and aerosols
Recycling services excluding confidential waste
Procedure (by phone 1111):
Staff member calls service desk operator who will require the following information:
Campus
Caller’s name

Contact number

Building, floor and room number for the job required
Actual request (with sufficient information)

The operator will log the request onto the FACTS systems which will allocate a job reference number, this reference number should be noted by the caller for future enquiries.

The request will also be allocated a priority (response time) which will also be relayed to the caller. The priorities are pre set for jobs/tasks that are common to the system and range from priority 1 – 4 for general repairs/ maintenance and 1 – 5 for caretaking tasks.
Requests that are not listed (common) will be allocated an agreed priority 3.
If you deem the job to be more urgent then advise the helpdesk operator and they will annotate this in the notes, however, they are unable to change the set priority.
The requests are then forwarded electronically to the agreed work group.

All non common priority 3 jobs/tasks will be assessed by the relevant Supervisor who will either agree the priority or reallocate dependant on request.

Any changes or reallocation of priority will be recorded on the FACTS system with an explanatory note being made by the relevant supervisor (supplier note box).

For general repairs and maintenance full details of the priority allocations are available within the Property Services Standard Operating Procedures. A general guide is listed below.
Procedure via Intranet:
In order to use the Intranet facility staff must first register as a user, you can do this by going to http://facts.wlv.ac.uk and completing the registration details.
To raise a request:

Log on (personal details retained).

Raise request using the drop down menus.

Add any additional information, be specific then press ‘raise request’.

The system will then issue a job number with the status showing as ‘queued’.

Help desk then processes the request allocating a priority.

When processed the priority will be displayed as a due date and time.
Enquires:
All enquires are initially directed via the helpdesk (1111) you will need to have the job number to hand.
Where possible the operator will investigate the system and respond to any query at the time of the call.

Where the information is not available the caller will be directed to the relevant Supervisor.
Changes to service provider:
On occasion it will be necessary to change the service provider to an external contractor or due to the nature of the work the request will be deemed to fall within the Minor Improvements Procedures. On such occasions the supervisor will contact the request originator directly to discuss the changes/way forward.
Out of hours/weekends:

In the event of an emergency during out of hours/weekends staff should contact the local campus caretaking/security team.
Priority response times:
General repairs and maintenance:
Priority 1: 1 – 3 days

Priority 2: 3 – 5 days

Priority 3: 5 – 10 days

Priority 4: > 90 days
Caretaking:




Priority 1: 2 hours







Priority 2: 1 day







Priority 3: > 2 days







Priority 4: > 5 days







Priority 5: > 10 days
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