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Facilities Management
Caretaking Services

1.0 Sectors

	Sector 1
	Sector 2
	Sector 3
	Sector 4

	Team Leader:

Craig Harold (x3504)
	Team Leader:

Rachel Knott (x3422)
	Team Leader:

Iris Hodgson (x3505)
	Team Leader:

Denis Hutchinson (x6523)



	Lipman

Northumberland

Pandon

Drill Hall

2 College Street

Burt Hall


	Library

Squires

Squires Annexe

Ellison Terrace

College House

Hadrian House

21/22 Ellison Place


	Ellison – All Blocks

Sutherland

Trinity

Wynne Jones

4 North Street

6 North Street


	CLC East

CLC West

Bullocksteads

	craig.harold@northumbria.ac.uk

	rachel.knott@northumbria.ac.uk

	iris.hodgson@northumbria.ac.uk

	denis.hutchinson@northumbria.ac.uk



2.0 Service
We will provide a caretaking service: 
· Monday to Thursday between the hours of 6.00 and 22.00 
· Friday between 6.00 and 19.30 (21.00 in Lipman Building for pre-planned activities in the Gym and Theatre).  
· During Semester time the following buildings are opened at weekends:

	
	Sat
	Sun

	Sector 1
	
	

	Northumberland 
	(
	(

	Lipman
	(
	

	
	
	

	Sector 2
	
	

	Library
	(
	(

	Squires 
	(
	

	
	
	

	Sector 3
	
	

	Ellison
	(
	(

	
	
	

	Sector 4
	
	

	CLC East/West
	(
	(


3.0 Routine Task
Every Day we will:

· Open up your building and unset the burglar alarm.
· Secure the building and set the alarms.
· Remove daily rubbish and take it to the skip.

· Replenish soap, paper towels and toilet tissue.
· Deliver parcels left at reception.
· Set out classrooms as per planned timetabled requirements.
· Clear Snow and grit around the building in inclement weather.
· Sweep/clean around the immediate outside of the buildings.
· Carry out irregular Security Patrols of the buildings which have no control of entry staff.
· Check for any minor repairs and arrange for the repair to be carried out.
· Complete reactive tasks, furniture moves, etc. as requested via building receptions
Every week we will:

· Carry out Fire Alarm Tests.
· Check Fire equipment.
· Check that clocks are in working order in teaching areas and if not arrange for batteries to be replaced.

Twice yearly we will:

· Amend the clocks in the teaching rooms to BST or GMT.
4.0 Response Times for Non Routine Work

We will:
· Respond to emergencies requests within 15 minutes.
· Respond to urgent requests within 2 hours.
· Respond to significantly important requests within 24 hours.
· Respond to normal requests within 2-10 working days.
	Emergency:
	First Aid

	
	Fire Alarms

	
	Burglar Alarms

	
	Serious security breach

	
	Flood

	
	Keys

	
	

	Urgent:
	Replenish toilet tissue/ towels/ soap on request

	
	

	Significant: 
	Unblock sinks (minor maintenance) 

	
	Sweep up litter

	
	

	Normal:
	Room Changes

	
	Changing dispenser bottles (library only)

	
	

	
	Removals

	
	Delivery/transport of goods

	
	Minor maintenance tasks

	
	Setting up for examinations

	
	Removal confidential waste 

	
	Dispose of old furniture 

	
	Fire Drills

	
	Re arrange the Board Rooms to one or two rooms


5.0 Health and Safety

We will:

· Ensure fire exits are not locked whilst the building is occupied 

· Ensure fire exits are not obstructed.
· In the event of a fire alarm activation, bring down the lifts in the building and remain at the building entrance prevent anyone going into the building and be available to the fire brigade/fire co-ordinator.

· Carry out weekly checks on fire alarm and equipment.
In return we ask that:

· When filling crates/boxes for removals ensure that they are light enough for one person to lift (try lifting yourself as a guide)

· You do not leave anything in corridors that may obstruct egress in the event of a fire.
6.0 Environmental Issues

We will:

· endeavour to turn off lights when we see them on and no one occupying the area

· inform someone if we notice that PCs have been left on all night/weekend

· support building recycling schemes.

7.0 Customer Care

We will:

· Aim to ensure staff are always helpful, polite and friendly.
· Invite periodic customer feedback on how we are doing.

8.0 Complaints Procedure

If you are unhappy or dissatisfied with any aspect of the caretaking services, there is a complaints procedure.  Please put your complaint in writing to the Facilities Team Leader responsible for the particular sector you have the complaint about. You will receive an acknowledgement within 5 working days and a full response within 10 working days.

Complaints can be forwarded to:

Facilities Team Leader (Building)
Estates Department

4 North Street

9.0 What we expect from our customers

We ask that:

· You please plan your caretaking requirements and give us reasonable notice when you need a service.

· If you are moving offices please read our ‘On the Move’ document (can be found on the web site: 
www.northumbria.ac.uk/sd/central/estates/fm/fmmoving
·  You please treat our staff with respect and be polite.

· You please provide us with detailed brief of your caretaking requirements and wherever possible supply us with a drawing/plan of any room changes/removals.

· You please be aware that when you change your brief/requirements in the midst of a job that results in extra time and resource which impacts on other customers requiring our services too.

· You provide us with full timetable details for your teaching rooms needs so we can ensure that the room is ready for your use.

10.0 Reporting Procedures

The process for requesting work from the caretaker will be by ringing the building reception between the hours of 0830 and 1700 hours each day.  To enhance service levels and to reduce customer response times, one reception per sector will act as the focal point for the logging of specific nominated tasks.  The utilised reception will be located as close as is possible to the sector headquarters.  The following receptions will be utilised:
	(1)
Sector 1 
	Northumberland
	X 3208

	(2)
Sector 2
	Squires
	X 3206

	(3)
Sector 3
	Ellison
	X 4000

	(4)
Sector 4
	CLC West
	X 6000
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