Customer Working Groups

Summary of Recommendations

Yellow = In Proiress

It does not appear that F&S schedules work.

1. Use a timeline or other tool for scheduling all projects, large or small.

4. Maintain a history of scheduling performance - the time it takes to complete each
job. Use this to spot potential problem areas in work scheduling.

F&S is developing new procedures for assigning maintenance work. Using the AiM
system and other tools to collect and analyze data is a part of the new process.
F&S is using the feedback to identify operational problem areas, including
planning, to continuously improve its processes.

There are no firmly-defined criteria for prioritizing work.

Information on F&S processes and services is outdated or insufficient.

9.

10.
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F&S Staff appears to have incomplete understanding of roles, current processes,
and programs as well as insufficient customer service and communication skills.

Customers are not consistently getting specific information regarding work order
status.

Contractor Services is not sufficiently transparent.

7.
As a public institution the University cannot endorse or give the appearance of
favoring a vendor.
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38. Frequently Asked Questions (FAQs), where online submission is allowed and
written responses by authorized individuals are given.
The FAQ will be updated and posted to the Construction Services Website.

Overhead for Contractor Services should not subsidize, or be subsidized by, other
funding sources.

Customers believe F&S does not understand the challenges faced by facility
managers and how scheduling, costs, and communication affects them and their
constituents.
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