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Foreword

This User Guide document has been designed for the purpose of training relevant
members of staff within the Estates Department.

System Support

If you require assistance please contact ebisusers@ed.ac.uk in the first instance. All
urgent requests should be directed to the EBIS Users Support Desk on 0131 650
9683.

More information on the EBIS Project is available at:

www.ed.ac.uk/estates/what-we-do/ebis

Logging on to Web Central
Login to the following URL using your EASE user name and password:
www.webcentral.estates.ed.ac.uk/archibus/login.axvw

This will open Web Central Application showing access you have been set up with.

Estates Helpdesk

The Estates Helpdesk is open 8am — 6pm during each business day, with Security
dealing with emergencies out with these times. Contact details are as follows,
telephone 0131 650 2494 or by email estates.helpdesk@ed.ac.uk

Accessibility

If you require this document in an alternative format, please contact
estates.helpdesk@ed.ac.uk or telephone 0131 650 2494.
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1. Reviewing And Approving A Work Request (WR)

1.1.Purpose

This user guide is for the Helpdesk and shows the different steps needed to
complete the following activities:

» Access the Building Operations Console to view requested Work Requests
assigned to your team

* Approving the Work Request

» Assigning the Work Request to a team work queue

1.2. Accessing the Building Operations Console

After logging onto the WebCentral system you will see the following screen, select
the (A) Building Operations Console  option.

A ARCHIBUS

A Building Operations Management

4 On Demand Work

v Estimate and Schedule Work Requests
v Panning Board

« Reserve New Part inventory

| Approve Work Requests

Assign Work Requests to Work Order
®  Manage Work Order/Requests
W issue Work Orders
@ Update Work Orders and Work
Requests

W Work Team Performance Report

When you see the following screen, check the filters applied and then select the (B)
Filter option.

A ARCHIBUS

Management

(See Appx A to review the filters and column setup for the Building Operations
Console page)

This screen is broken down into sections based on the Work Request life cycle.
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(See Appx B to understand the lifecycle of a Work Request)

The page will load with the status bands collapsed, but indicating how many
requests are in each band (number loaded/number in section).

Building Operations Console [+-T1
T

More | Clear Recent~  Group By  Status v

Show | 200 Newest Requests v | Site s Building = Floor

Building Name Work Request Code « Problem Type Location « Work Description Work Team Code « Assigned To Due Date No. cf = Repair Type
» Requested (0/1)
» Assigned to Work Order (0/8)
» Issued and In Process (168/168)
» Completed (0/23)

The following the options will help to view the page:

The (C) Expand/ collapse triangle to the left of the titles to hide or show information
by work status.

The (D) Navigation slider to the right of the screen to scroll up and down the page

!

Building Name Work Request Code « Problem Type Location . Work Description Work Team Code « Assigned To Due Date No. ¢f « Repair Type @

» Requested (0/1)

» Rssigned to Work Order (0/8)

¥ Jssued and In Process (168/168)
HOLYROOD CAMPUS GENERAL 1196053 ELECTRICALILIGHTING 550 test of return HELPDESK GARY GRAHAM 29/09/2017 1 Hold | Update | Complete
OLD COLLEGE 1196051 ELECTRICALIEMERGENCY LIGHTING 1--1-B.65 rerrererer HELPDESK NEIL THOMPSON... 28/09/2017 2 Hold ' Update | Complete
EDWARD SALVESON HALL 1196041 PLUMBING|WATER 861-06 TEST3 EM MS_HOLYROOD  ALAN ANDERSON... 20/09/2017 2 Hold Update Complete
ABDEN HOUSE 1196038 ELECTRICAL|ASSIST CONTRACTOR/CON 905 test document HELPDESK DREW DICK 25/09/2017 1 Hold Update Complete
OLD COLLEGE 1196037 ELECTRICALIASSIST CONTRACTOR/CON 1 test telephone HELPDESK DREW DICK 25/09/2017 1 Hold Update Complete
ABDEN HOUSE 1196036 ELECTRICALIDEMO 905 test cf schedule future HELPDESK DREW DICK 22/09/2017 1 Hold Update Complete
ABDEN HOUSE 1196035 ELECTRICALIDEMO 905 test cf HELPDESK DREW DICK 22/09/2017 1 Hold Update Complete
ABDEN HOUSE 1196032 ELECTRICALIASSIST CONTRACTOR/CON 905 schedule test 1 HELPDESK AFM 22/09/2017 1 Hold Update Complete
ABDEN HOUSE 1196031 ELECTRICALIASSIST CONTRACTOR/CON 905 schedule test HELPDESK AFM 22/09/2017 1 Hold Update Complete
OLD COLLEGE 1196028 ELECTRICALIASSIST CONTRACTOR/CON 1 test 31st Aug am HELPDESK DREW DICK 21/09/2017 1 Hold Update Complete
OLD COLLEGE 1196027 ELECTRICALIASSIST CONTRACTOR/CON 1 test mobile pm wed 30th HELPDESK DREW DICK 21/09/2017 1 Hold Update Complete
KBTRADES MAINT UNIT 1196023 ELECTRICAL|ASSIST CONTRACTOR/CON 677 test mobile HELPDESK DREW DICK 13/09/2017 1 Hold Update Complete
MED/BRISTO GENERAL 1196022 ELECTRICAL|CCTV/ALARMS 100 test HELPDESK AFM... 13/09/2017 2 Hold Update Complete
01N COlIFGF 1196019 FXTFRNAI [HFAITH & SAFFTY 1 test HFI PDFSK I8/08/2017 0 Hold lIndate Comnlete

Total records: 200

Refresh your screen regularly to view new work requests, further work requests in
your queue not currently showing on your screen, will be notified by the (E) More,
View Them button, select this to load these work requests

» Rejected (0/2)
¥ Requested (1/1)

INFIRMARY ST,09-11 1196054 ELECTRICALIEMERGENCY LIGHTING. 305 Test 02/10/2017 0
v Assigned to Work Order (9/72)

INFIRMARY ST09-11 1196062 ELECTRICALILIGHTING 305-01-1.05 Light not working HELPDESK GARY GRAHAM 03/10/2017 1
ASHWORTH EXTENSION 1196060 GLAZINGIGLAZING REPAIR 644-02-205A 11/09 EMTEST MS_HOLYROOD 26/09/2017 0
OLD COLLEGE 1196050 ELECTRICALIEMERGENCY LIGHTING 1--1-B65 rererereer HELPDESK GARY GRAHAM. 28/09/2017 5
ABDEN HOUSE CAR PARK 1196047 ELECTRICALIASSIST CONTRACTOR/CON 6505 test MS_POLLOCK 27/09/2047 )
OLD COLLEGE 1196046 ELECTRICALIEMERGENCY LIGHTING 1--1-804 test HELPDESK 27/09/2017 0
FORREST RDA41 1196045 GLAZINGIGLAZING REPAIR 106-00 TEST6 EM HELPDESK AARON WILSON. 27/09/2017 3

1196043 ELECTRICALIHEATING 601-02 TEST4 EM HELPDESK 20/09/2017 0

1196034 BLINDS/CURTAINSINEW INSTALLATION 110 test mob1 HELPDESK AFM... 05/01/2018 2

1196018 ELECTRICALJASSIST CONTRACTOR/CON 1 test HELPDESK 04/09/2017 0

¥ Issued and In Process (108/108)

FLOWAVE TT BUILDING 1196061 PLUMBING|FLOOD 676-01-1.73 11/09 TEST EM MS_HOLYROOD BOBBY LONNIE. 18/09/2017 2
THOMSONS LAND 1196055 FLOORINGIDOOR MATS 555 *T*VERIFICATION TEST CS_CENTRAL BOBBY LONNIE... 15/01/2018 2
HOLYROOD CAMPUS GENERAL 1196053 ELECTRICAL|LIGHTING 550 test of rewrn HELPDESK GARY GRAHAM 29/09/2017 1
OLD COLLEGE 1196051 ELECTRICAL|IEMERGENCY LIGHTING 1--1-B.65 rerrererer HELPDESK NEIL THOMPSON.... 28/09/2017 2
EDWARD SALVESON HALL 1196041 PLUMBINGIWATER 861-06 TEST3 EM MS_HOLYROOD ALAN ANDERSON. 20/09/2017 2
ABDEN HOUSE 1196038 ELECTRICALJASSIST CONTRACTOR/CON 905 test document HELPDESK DREW DICK 25/09/2017 1
OLD COLLEGE 1196037 ELECTRICAL|ASSIST CONTRACTOR/CON 1 test telephone HELPDESK DREW DICK 25/09/2017 1

If more than 50 records select Show Next at bottom of screen
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1.3.Displaying “Requested Work Requests”

To progress a Requested Work Request, you will need to review the details to
ensure they are correct.

Set filter to (A) Pending Steps and press the FILTER button.
Navigate to the Requested section of the Building Operations Console  page.

Work Requests should be approved as soon as possible after being received, and by
their due date to ensure they are received by the work teams with the maximum
amount of workable time possible.

You can re-order a column by clicking on it's header, so it is either sorted in
ascending or descending order. (Note filters can be used to focus on priority work)

To view the details of an individual record, select the (B) Approve option.

Building Operations Console

'Snow Pending Steps v Jsi == Building = Floor = Problem Type Mare Clear Recent + Group By | Status v

@ HD01 ¥ Signout  Help
ARCHIBUS
a Building Operations Management R GG CaeE e |
4 On Demand Work
2- %0
a Supervisor (Work Requests)
Show [200 Newest Requests v/] suilding Floor Room Problem Type More | Clear (M) Recent+| Groupey[Staws v
] Work Reguest Code proptem Type Locaton Work Description ue date Supervisor
¥ Requested (1 29
O ssearss JOINERYIDOORS AND LOCKS 5203 ey wont work n lock 15/08/2016
O ssea120 PLUMBINGITAPS 108 12p Leaking 15082016
O sseansz ELECTRICALILIGHTING 30500 NEW 1210872016
O sses116 ELECTRICALILIGHTING 305-00 test 12/08/2016
O ssearto PLUMBING 55802 s not fushing property /082016
A Werk] e Dt foonars Repatt O sses00 JOINERYIDOORS AND LOCKS 11828 Approvesk o30872016
1 364005 JOINERYISHELVING/NOTICE BOARDS 118202 Approvesk 030872016
O ssea002 PEST CONTROLIBIRDS/NESTS 11 Approvesk 030872016
1 3863969 ELECTRICALILIGHTING s Approvexk 0270872016
[ sss3049 ELECTRICALILIGHTING s-1m-1Mos TEST NEW CUSTOMER Approvek 29/072016
[ 3863945 JOINERY|DOORS AND LOCKS 1-1-8.101 Test Approvesk| 29/07/2016
[ ss63042 ELECTRICALILIGHTING Sm e Approve] 28072016
O sse30as ELECTRICALILIGHTING s2m testcp customer Approvesk 28072016
O sses890 PLUMBINGISHOWERS 305-RF-201 NTTESTING 4D. Fautt on roof Approvesk 2500772016
O ssesess FLOORINGICARPET 11835 carpetis tom Approvesk 08/0872016
O ssesess ELECTRICALIFIRE ALARM 25400 Approvesk 1200772016
[ sse3851 JOINERY|DOORS AND LOCKS. 1-1-811 ek 28/06/2016
O ssessso JOINERY|DOORS AND LOCKS. 1-00-6.102 28/06/2016
[ ss3845 JOINERYIFURNITURE REPAIRS saszsa {eft hand wal light fs out Approvexk 2708016
v Approved [ @
[ 3863896 CONTRACTORBLINDS 305-00-G.208 scenario 3¢ EM AFM(AFM)
¥ Assigned to Work Order [J ©%
O sseaszs KEYSISUPPLY NEW KEYS 1 new lock locks [ Cancel
[ sssa127 ELECTRICALILIFT TRAP i Pt e diatn | Cancet 080872016
[ sseatze JOINERYIDOORS AND LOCKS 256 Dok Him By I Cancel 09/082016
O sseaszs JOINERYIDOORS AND LOCKS 52 fauty lock i Cancel 290872016
0 sseaszs ELECTRICALIPLANT ROOM CHECKS 20 ctean piznt room I cancel 2970872016

Page 6 of 26



Estates Maintenance Helpdesk User Guides Helpdesk V1.5

1.4. Amending Details Of A Requested Work Request B efore Approving It

After selecting the Approve option, the system will display the Approve Work
Request pop up screen.

After reviewing, you can amend some of the details if you feel it necessary, for
example the location, problem type or priority.

Approve Work Request 1355389

Site Code HOLYROOD Requested By GW
Building Code™ |5 Requestor Phone 651 4200
Building Name ADAM HOUSE Division Code P68
Floor Code |02 Department Code D958
Room Code Document 1 |Uplead a document ]
Problem Location East staircase floors 2 & 3 Document 2 t
Problem Type | ELECTRICALILIGHTING Document 3 |Up t
Equipment Code Document 4 |Upload a document )

Description™ [ There are a couple of lights on the staircase that are operated by a fish key and cannot currently be turned off]

Comments

Priority* 15 Working Days
® 5 Working Days
Urgent
Emergency
By Agreed Date

Workflow

Response required within 2 Days

Completion required within 5 Days

‘Workflow Steps:

On status of Requested: Edit and Approve is required by HELPDESK OPERATOR

Forward Approve Reject Cancel Work Request

You can alter information in 2 different ways:

Approve Work Request 3864144

i) Typing directly into a field will start to provide a
drop down list to select from.

For example, changing the problem type and
starting to type Joinery will provide a list of all
problems that start with the letters “JOI”, making it
quicker to see and select the option you require.

Or

i) Hovering your mouse over either field (even if it Problem Type HEATING ENGINEERIWATE
already contains an entry) will provide an additional

(A) option.
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Selecting that option will provide a further Select Value pop up screen, with details
of all available entries for that field.

Select Value - Problem Type =
When you have identified the entry required’ Problem Type Code: BISl €231 DISI ESS) FIZ00 GIsl HISI JE31 K4 LS PRI TE ALLEST
. . . . . Problem Type Code Problem Type Description
clicking on it will select the chosen option, close ’ = o
1 BLINDS/CURTAINS BLINDS/CURTAINS
the SeIeCt Value Screen and popUIate the detalls BLINDS/CURTAINS|NEW INSTALLATION NEW INSTALLATION
on the Approve Work Request screen. BLINDS/CURTAINSREPAR RePAR
CALLOUT CALL OUT
CALL QUT|ELECTRICIAN ELECTRICIAN
CALL QUTIHEATING ENGINEER HEATING ENGINEER
(NOTE: Selecting Close will return you to the s oo e
Approve Work Request screen without copying R Qo
across any deta”S). CLEANINGIBROKEN GLASS BROKEN GLASS
CLEANING|CARPET SHAMPOO CARPET SHAMPOO
I:l‘n;ali.‘re;‘o;u.sa.r-eshuwn. o
Close
[L5 Working Days
b Working Days
You can amend the priority by selecting one of ey
the different (B) Radio Buttons options. - k:agr“‘““
) . . Response required within 2 Days
Any amendments to this section will also update Completion required within 5 Days
. Workflow Steps:
the Workflow details. On status of Isequesmd: Edit and Approve is required by HELPDESK OPERATOR

Request will be dispatched to HELPDESK

NOTE: If you make any changes to problem
Type or Location, please remember to double check the priority as this defaults to 15
days following any changes to these sections

You can also amend the (C) Description text to highlight if the job is Urgent, or an
Emergency, or if the work is Rechargeable by adding the relevant prefix (see
appendix 2.4 Useful Prefixes for list of common prefix to the start of the description
text).

Approve Work Request 1196056 S
Site Code HOLYROOD Division Code P62
Building Code™ 305 Department Code D415
Floor Code 01 Document 1 |Upload a d t
Room Code |1.10 Document 2 |Upload a document L
Problem Type JOINERY|WINDOWS Document 3 |Uplc
Equipment Code Document 4 |Upload a document ]

Description® Window lock is stuck.

Comments

Priority” (@) 15 Working Days
5 Working Days
Urgent
Emergency
By agreed date
Workflow
Response required within 3 Days
Completion required within 15 Days
Workflow Steps:
On status of Requested: Edit and Approve is required by HELPDESK OPERATOR

Request will be dispatched to HELPDESK

Forward = Approve = Reject = Cancel Work Request

Page 8 of 26




Estates Maintenance Helpdesk User Guides Helpdesk V1.5

If you do make any changes, remember to add any (D) Comments to help explain
your changes.

Approve Work Request 1196056 =
Site Code HOLYROOD Division Code P62
Building Code™ 305 Department Code
Floor Code 01 Document 1 |Uploa 1t
Room Code 1.10 Document 2 1t
Problem Type JOINERY|WINDOWS Document 3 | t
Equipment Code Document 4 T

Description® Window lock is stuck.

omments This is an urgent job due to temperature! - priority changed

Priority” 15 Working Days
5 Working Days
® Urgent

Emergency
By agreed date

Workflow

Response required within 4 Hours

Completion required within 10 Days

Workflow Steps:

On status of Requested: Edit and Approve is required by HELPDESK OPERATOR

Request will be dispatched to HELPDESK O
Forward I Approve | Reject ~ Cancel Work Request

(Note: these comments will only appear in WR history and not be viewable to mobile
users at a later point, so should not contain details about the work required, only
what changes you have made to the original request, e.g. changing the priority)

(Note: Any significant changes ie priority URG/5 day should be discused with
requestor prior to being changed)

Once changes have been made select E Approve this will save changes, close the
Approve Works Request screen and return to Building Operations Console

(Note: If problem type/location/priority have been changed the WR remains at
Requested and requires secondary approval)
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1.5.Rejecting A Requested Work Request

THIS IS NOT A PREFERD METHOD, WRs SHOULD BE HELD AT APPROVAL WHILE AWAITING UPDATE

If you have reviewed the work request and feel it is not appropriate (for example a
duplicate request, the information is incomplete or the job has not been finished) and
you are unable to contact the requestor to clarify required details then you can reject
by selecting the (A) Reject option

Approve Work Request 1196056 =
Site Code HOLYROOD Division Code P62
Building Code™ 305 Department Code D415
Floor Code 01 Document 1 |Upload a document T
Room Code 1.10 Document 2 U |
Problem Type JOINERY|WINDOWS Document 3 |Upload a document T
J Y t

Equipment Code Document 4 |Upload a document

Description™ ‘Window lock is stuck.

Comments | This is an urgent job due to temperaturé - priority changed

Priority™ 15 Working Days
5 Working Days
® Urgent

Emergency
By agreed date

Workflow

Response required within 4 Hours

Completion required within 10 Days

Workflow Steps:

On status of Requested: Edit and Approve is required by HELPDESK OPERATOR

Request will be dispatched to HELPDESK
Forward Approve Cancel Work Request

(NOTE: If you have selected the Reject option, without

: . o
having added any comments, the system will prompt essage
you to enter these' ::izsdd your comments before reject work
Select the (B) OK option, which will return you to the @

Approve Work Request pop up screen to add some comments).

When rejected, the work request status will be updated to Rejected and appear
under this status heading in the customers console for review.

The Approve Work Order pop up screen will be closed and you will be returned to
the Building Operations Console  screen.

(Note: It should be highlighted to customer that WR has been rejected either via
telephone or email)
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If the Work request is one you have created (or you need to talk a user through
finding and actioning a rejected work request) these will be displayed in your console
under the status step (D) Rejected. To resubmit the request you must first apply
filter to show (C) Pending Steps , this will give access to the actions Buttons (E) &

(F).

Building Operations Console

< 2 Show | Pending Steps v | site ] # Building M Floor & Problem Type More || Clear |[FEE0| Recent ~ Group By | Status
Building Name Work Request Code Problem Type Location Work Description Work Team Code Assigned To Due Date No. ¢f Repy
D ¥ Rejected (1/1)
INFIRMARY ST,09-11 1196057 LIFTSIMINOR FAULT 305-01-1.08 The Lift car is making a strange noise 02/10/2017 0

» Requested (0/2)

You can then either, cancel and archive the work request immediately using (F)
Cancel button, or add further information/resubmit the work request back to the
Estates Helpdesk team for further review. To do this select (E) Update button.

The Update Work Request pop up screen then appears.

1.6. Cancelling A Work Request
You can also cancel and archive a work request without providing an opportunity
for a customer to review and resubmit the work request by selecting (A) Cancel
Work Request option.

(NOTE: Comments should be added into (B) Comments section explaing why
the work request is being canceled.

Approve Work Request 1196056 =
Site Code HOLYROOD Division Code P62
Building Code® 305 Department Code D415
Floor Code 01 Document 1 'Upload a document T
Room Code 1.10 Document 2 |Upload a document Tt
Problem Type JOINERY|WINDOWS Document 3 Upload a document  §
Equipment Code Document 4 |Upload a document t

Description® 'Window lock is stuck.

o Comments [This is an urgent job due to temperaturd - priority changed J

Priority” 15 Working Days
5 Working Days
® Urgent

Emergency
By agreed date

Workflow

Response required within 4 Hours

Completion required within 10 Days

Workflow Steps:

On status of Requested: Edit and Approve is required by HELPDESK OPERATOR

Request will be dispatched to HELPDESK

Forward =~ Approve  Reject = Cancel Work Request
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Once selected you will be returend to the Building Operations Console.

(NOTE: The (C) Forward button only permits a work request to be moved to another
indivdual and not a work team at this stage, therefore this will not be used)

1.7. Approving A Requested Work Request

If you have reviewed the work request and feel it is appropriate, ensure appropriate
prefix is added and select the (A) Approve option.

Approve Work Request 1353670

Site Code |POLLOCK Requested By SYLVIA THOMSON({17354}
Building Code* | 849 Requestor Phone 22183
Building Mame S0UTH HALL PHR Division Code P58
Floor Code |-1 Department Code D961
Room Code Document 1 | Upload a doc

nts toilets sink le: Document 2 |Upload a document

Problem Location south hal

Problem Type | PLUMBING[TAPS nt3 Up

Equipment Code Document 4 |Up

Description™  *15* south hall gents toilets sink left hand side top off tap missing.

Comments

Priority” (& 15 Working Days
5 Working Days
Urgent
Emergency
By Agreed Date
Workflow
Response required within 3 Days

Completion required within 15 Days
Workflow Steps:
N reabiie ~fF Daniiactads EAid and Anarawna ic rnaniead ke HEI DRECY NDEDATNAD
Forward Reject Cancel Work Request

The work request status will be updated, and will have moved from the Requested
status section to the Assigned To Work Order status section of the Building
Operations Console screen under HELPDESK work team.

The Approve Work Order pop up screen will be closed and you will be returned to
the Building Operations Console  screen.

The system also allows approvals to be applied to a group of work orders where
individual review is not required.
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From the Building Operations Console
screen, select the (B) Tick Boxes next to
the work orders that require approval. Show 200Nt aquess

Building Operations Console

An (C) Approval option will appear at the o= - e
top of the screen, that will allow you to 3

7 3864150 CLEANINGIBLOOD 1 Tast Work Request Primary Trace
Y 3864148 EXTERNAL DOORSIUNSECURE 1-03-3413 Door not locking
approve the selected group. B meiic S e e
3864146 ELECTRICAL] POWER 1-1-802A Power out

The system will also display a comments S
field, should you wish to add further
comments.

(NOTE: There is an Approved work order status, which is not used by UoE. When
you return to the Building Operations Console screen and you cannot see the work
request, try removing any filters so you can see the Approved status section. If this
has happened, escalate to the Helpdesk Manager).

1.8.Forwarding The Work Request To A Work Team

An Approved Work Request will now need to be forwarded to the appropriate work
team queue to carry out the request.

(Note: this can be done multiple times if required as long as the work request has not
been assigned to Craftperson & no time has been incurred on it)

From the Building Operations Console page, select the (A) Schedule option.

¥ Requested [] ©

[ 3864131 JOINERY|DOORS AND LOCKS 3203 key wont work in lock Approvek
[ 3864004 JOINERY|DOORS AND LOCKS 1-1-B.28 Padlock has broken. Approvek
[] 3863945 JOINERY|DOORS AND LOCKS 1-1-B.L01 Test Approvek
[] 3863851 JOINERY|DOORS AND LOCKS 1-1-B.11 enhcgheghgchcghgeheg Approvek
[] 3863850 JOINERY|DOORS AND LOCKS 1-00-G.102 main room door hinge is loose Approvek
[ 3863231 JOINERY|DOORS AND LOCKS 1-1-8.22 Second test with EASE authentication on Test - ... Approvek
¥ Assigned to Work Order [1 (2
[ 3884125 JOINERY|DOORS AND LOCKS 532 faulty lock Estimate dule Issue Cancel
[ 3864114 JOINERY|DOORS AND LOCKS 1 Door Lock Faulty Room 1 Estimat Issue Cancel
[ 3864126 JOINERY|DOORS AND LOCKS 256 Door closer faulty Estimate e Issue Cancel
[ 3863978 JOINERY|DOORS AND LOCKS 1-1-B.Z62 scenario test EM replace handle on door Estimate Schedule Issue Cancel
[ 3864006 JOINERY|DOORS AND LOCKS 1--1-B.226 lock not werking properly Estimate Schedule Issue Cancel
[] 3883194 JOINERY|DOORS AND LOCKS 1-1-BA7 test at pollock Estimate Schedule Issue Cancel
[ 3863219 JOINERY|DOORS AND LOCKS 1--1-B.LO1 Test on 28/04/16 Then on 14 /7 Estimate Schedule Issue Cancel
[ 3883196 JOINERY|DOORS AND LOCKS 1-01-1.286 test SLAs set up Estimate Schedule Issue Cancel
[ 3863181 JOINERY|DOCRS AND LOCKS 1-1-B.57 Test 2 Estimate Schedule Issue Cancel
[ 3863183 JOINERY|DOORS AND LOCKS 1-00 TEST MASS Estimate Schedule Issue Cancel
[ 3863184 JOINERY|DOORS AND LOCKS 305-00 TEST Estimate Schedule Issue Cancel
[ 3883186 JOINERY|DOORS AND LOCKS 305 test Estimate Schedule Issue Cancel
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The system will display the following pop up screen.
Select the (B) Forward option, to select an appropriate work team.

Schedule Work Request 3864114 it

Schedule requests to better plan and balance work for teams and craftspersons. You can change the schedule assignments until you issue the request.

¥ Trades (1}

No records to display.
¥ Craftspersons Assign Craftsperson (@)

No_records to displav.

Forward Work Request 3864114 =lnio 10

Supervisor || I

Work Team Code

(NOTE: If you select the (C) Save option without populating a name or team, the
system will prompt you to enter details)

You can select where to forward to in 2 different
ways:

Supervisor

Work Team Code |M|

MS_BIOQ_EBUSH

i) Typing directly in the Work Team Code fields,

) 4 . ) MS_CENTRAL
which will start to provide a drop down list to select MS_HOLYROOD
from MS_KINGSB

MS_POLLOCK

Or

UTOL JUVUTLTT

i) Hovering your mouse over either field will provide —

an additional (D) Option. Work Team Code

(NOTE: UoE are only using the Work Team Code
option, not the Supervisor )

Select Value - Work Team Code

Work Team Code: BI1l CI4 ET FI5] HIZI KO LI M SBI 22 ALB4I

Selecting that option will provide a further Select Value pop oerstn K
up screen, with details of all available entries for that field. ( E :. S o —
When you have identified the (E) Entry required, clicking v

on it will select the chosen option, close the Select Value e e
screen and populate the details on the Forward Work presen Py
Request screen. o s o S
(NOTE: Selecting (F) Close will return you to the Forward '

Work Request screen without copying across any details).
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If you select a wrong Team, you can repeat these steps until you have the desired
name.

Forward Work Request 3864144

Supervisor

When you have the team populated, select the (G)
Save option, which will return you to the Building

Operations Console scree

1.9 Returning A Work Request

If you need to update the perimeters of a work request after approval you can reset
the status to an earlier point in the workflow. You should update work request
parameters at the Requested status step only.

(Note: see appendix 2.2.1 valid moves & reasons to change work request status)

Access the Work Request pop up screen, and expand the (C) More Information
section.

' Work Request

~ Problem
Work Request Code 1484732 Problem Type ELECTRICALILIGHTING

Description Light not working
5

Problem Location

e ¥ More Information Link New

Service Request Code 71632¢& Work Order 1480608

Requested by (O Date Reguested 02/07/2021

Requestor’s Phone # 650 7479 Time Requested

School (P62 Site Code BIOQ/BUSH

Subject Area Code | D91é Building Code 2705
Accougilogy Floor Code |00
Status Room Code G.0OS
Date to Perform  UZ2/07/2021 ID Equipment Code
Time ta Perform Wark EIT Number
Document 1 | wr-1484732-docl.pdf CEEbd Document 2 Lip t
Document 3 |wr-1484732-doc3.pdf CEEZHY Document 4 | Lol t

[ Indicate on Drawing ‘

Recharged | No v‘

Related Requests 1543334

Priority” @ 15 Working Days Workflow _
() 5 Working Days Response |Equ|r§d WJt’\iH 3 D?ys
O Urgent ‘Con’ﬂpletlon req.wed within 15 Days
() Emergency Workflow Steps

() ByAgreed Date On status of Reguested: Edit and Approve is required by HELPDESK OPERATOR

Reguest will be dispatched to HELPDESK

You can reset or change the status step of the work schoot [p62

request to an earlier point in the workflow by s;:u“ ot

Se|eCtIng the dl’Op dOWﬂ menu (D) StatUS Status ::sued e:ﬂ: In Process v @
Date tgfPerform | ~equeste

NOTE: *RET* To be added as prefix in problem TR e | roacked |

description if being returned to requested to highlight 2 '.\ :

this is a returned Work Request as it will need to go on ot s

through the Approval process agaln Related Rgguests | Completed

Priority 15 Working Days
S Working Days
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Return Work Request 1196053

his action returns the request to prior status or a prior workflow step.

Once you have selected the new s
status step, the Return Work
Request pop up screen displays.

You are required to leave (E)
Comments, and then select (F)
Update Request to complete the
change in status step.

Selecting Cancel will return you to
the Work Request pop up screen
with no change to the work request
saved.
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APPENDIX A

2.0. Appx A: Using filter & amending columns - Buil ding Operation Console
Screen

2.1  Using filters

From the main Building Operation Console screen it is always good practice to
ensure you have applied filters before asking the system to display information about
your Work Requests.

There are a range of filter options available to you, depending on your role. For
example, as a Customer you may wish to search for all you Work Requests under a
specific building.

The (A) Show option will provide a drop down list of generic searches, such as by
status or Work Request age.

Choose an option then select the (B) Filter option, and the page will show the Work
Requests that fall within the selected criteria.

Building Operations Console

Show 200 Newest Requests v Md c Recent * Group By Status

Escalated

My Requests

Requests Requiring My Approval
My Approved Requests
Unassigned Requests

200 Oldest Requests

200 Nearing Escalaton

There are a range of filters by (C) Location & Problem Type

Selecting the (D) More option offers a search on a wider range of Work Request
information, such as date or assigned craftsperson.

(<) ()

Shaw 200 Newest Requesis v[3u| ding Floor Room Problem Type ] More | | Clear m Recent * Group By Stalus -
Building Operations Console OaNas
LA

Show 200 NewestRequests « 2uilding = Floo = Room i problem Type = less | Clear [T Recent~  GroupBy Staws

Estimated Cost

Work Request Status Priority Escalated? []
[Z] Approved [7] Assigned [Tl issued [ 10 20 50 40 5
[Tl Stopped [T] on Hold [Tl Compteted

You can select information for the different fields in 2 different ways:
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i) Typing directly in any fields, which will start to provide a
drop down list to select from

Or

Selecting that option will provide a further Select Value
pop up screen, with details of all available entries for that
field.

When you have identified the entry required, clicking on it
will select the chosen option, close the Select Value
screen and populate the details on the main screen.

You can search on more than 1 item, by selecting one or e
more of the tick boxes to the left of an option.

(NOTE: Selecting Close will return you to the previous screen without copying
across any details. Selecting Clear will remove any options ticked for selection and
default to the 200 Newest Work Requests).

Some Select Value pop up screens may also contain an additional search function.

Selecting one of the (F) Number/ Letter options at the top of the Select Value pop
up screen will narrow the display to only show items that start with that number/
letter.

Select Value - Equipment Code

Equipment Code: Q154551 11201 2[1732] 3[114] 5031 §[ AR9] CI21 DI24] FI3640] J201 K[393] MI49] NIl QI51 PLU TI2A w4 “[1 ALL[!lEl‘l]]

Egquipment Code Equipment Standard

000000

After selection of an individual Number/ Letter option to return to the original list,
select the (G) Up option.
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Select Value - Equipment Code
Equipment Code: NCI€] e
[T]  Equipment Code

| NCMONITOR1
[T NcMONITOR2
[ NcowP1

Equipment Standard

MONITOR
MONITOR
OHP
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2.1.1 Using the Group By Option

Having applied the necessary filters and the system has displayed the relevant work
requests, you can also amend how the records are grouped.

As a Customer, you will be able to group the records be either the Work Request
Status or by Problem Type.

Selecting the (A) Grouped By option will display an option list, for you to choose a
relevant option.

Building Operations Console

Show 200 Newest Requests ~ G

s e

[Tl Work Request Code Problem Type Location Wark Description Due Date Work Order
¥ Assigned to Work Order & @

7] 3864148 EXTERNAL DOORS|UNSECURE 1-03-3413 Door not locking Estimate Schedute Issue Cancel 26/08/2016 3864139

[l 3864147 ELECTRICALIGENERATORS 1-05-521 not working as expected Estimate Schedule Issue Cancel 26/08/2016 3864140

¥ Issued and In Process 0 &

[C] 3864149 JOINERY|FIXTURES & FITTINGS 1-02-22438 Coming away from the wall Hold Stop Update Complete 02/09/2016 3864137

7] 3864145 ELECTRICAL| POWER 1-1-B01 Plug socket not working Hold Stop Update Complete 02/09/2016 3864136

[0 3864142 FIRE SAFETY|EVAC SIGNAGE 1--1-B.01 Electrical Problem Description Hold Stop Update Complete 01/09/2016 3864134
v Stopped [ 1}

[0 3864140 JOINERY|DOORS AND LOCKS 305-00 check door Close 31/08/2016 3864132

¥ Completed [ @
[l 3864150 CLEANING[BLOOD 1 Test Work Request Primary Trade Close 19/08/2016 3864138

[ 3884141 ELECTRICAL[ELECTRICAL EQUIPMENT 1-01-1201 Electrical Problem Description Close @ 01/05/2016 3864133

Total records: §

The system will re-group the records by the selected option.

More | Clear ||

Show 200 Newest Requests + 5. i n Prab Recent~  Group By Problem Type ~
[C] work Request Code Location Work Description Due Date Supervisor Status
¥ BLINDS/CURTAINS|NEW INSTALLATION | @
[T 3864151 201-02-2.10 test to see if leaving UYAWL tick box ticked, u.. 16/12/2016 Requestad
v CALL OUT|PLUMBER ] @
[ 3864153 1-1-8.07 billy bob requested to attend 2000nrs 15/09/2016 Issued and In Process
v CLEANING|BLOOD 1 @
[ 3864150 1 Test Work Request Primary Trade 15/08/2016 ATLOL Completed
¥ CLEANING|CARPET SHAMPOO | @
[ 3864155 1-00-6.103 Carpet stained due to Leakage 21/13/2016 ATLOL Completed
[T 3864154 101-1386 Carpet neavily stained 21/12/2016 ATLOL Completed
¥ CONTRACTOR 1 @
[T 3863884 329-01-121 Faulty drain (KD 1c) 25/07/2016 AFMAFM) Approved
¥ CONTRACTOR|DECORATION 1] @
[ 3863906 6201 NT 4C AFMAFM) Approved
v DECORATION|EXTERNAL ] @)
O 3864152 1-1-8.01C White paint please 19/12/2016 Requestad
v ELECTRICAL| POWER 1 @
[ 3864146 1-1-B.02A Power out 02/09/2016 Requested
[ 3864145 1-1-801 Plug socket not working 02/09/2016 ATLOL Issued and In Process
v ELECTRICAL|ELECTRICAL EQUIPMENT 1 (3
[ 3864158 1 please supply and test new electrical equipment 08/09/2016 Assigned to Work Order
[ 3864141 1-01-1701 Electrical Problem Description 01/09/2016 ATLOL Completed

¥ ELECTRICAL|EMERGENCY LIGHTING [ ©)
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2.1.2 Amending Columns - Building Operations Consol e

Having applied the necessary filters and the system has displayed the relevant work
requests, you can also amend the columns displayed depending on your role.

For example, as a customer and fault reporter, including details of who the work has

been assigned to may help with understanding progress, and when making
enquiries.

CUSTO1 w Sign Out Help
Find a form or report

Selecting the (A) Edit icon will display an option
list, choose the Select Work Request Fields
option.

Select Work Request Fields

[T Display Two Lines for Work Request Description

[[] Highlight escalated requests

Select Fields =izl

The system will dlsplay a Select Fields POp up Available Fields Visible Fields:
screen. Ntk Team oce D
Assig Location
The left hand column will show all available s | Pk
fields, while the right hand column will show the Py e Coe Aeiors
selected fields already displayed on your oot s
Building Operations Console. BN e ork Order
Room i )
. . ) . . B Show Hide Up Down
To add an item to your display, highlight it,

then select the (B) Show option.

[ Upoe [
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The selected item will move from the left hand
column into the right hand column.

You can also change the order the new item
appears on the Building Operations Console
screen by moving it (C) Up or Down.

To make something appear further to the left on
the Building Operations Console screen, move it
higher up the list. Alternatively, to appear further
to the right, move it lower down the list.

When you have amended the visible fields, select
the (D) Update option, which will save the options
selected, close the Select Fields pop up screen

Select Fields

Available Fields:

Helpdesk V1.5

Visible Fields:

Requested by
Work Team Code
Supervisor
Status

PM Procedure
PM Schedule Code
Division
Department

Site

Building

Building Name
Floor

Room

Equipment
Fiioit,

>

m

Work Request Code
Problem Type
Location

Work Description
Actionl

Action2

Action3

Actiond

Action5

Due Date

Work Order

Show

D | Cancel

and return you to the Building Operations Console screen.

S

(Note: Selecting Cancel will not save any amendments, close the Select Fields pop

up screen and return you to the Building Operations Console screen).

To save your preferred console setup select (E) icon, and confirm yes.

rwva v

Find a form or report

a1y wuc

[ ]

| Report Problem LR ags

Date Work Requested Due Date

13/09/2016
12/09/2016
15/09/2016
13/09/2016
30/08/2016
30/08/2016

04/10/2016
26/09/2016
19/01/2017
13/10/2016
06/09/2016
20/09/2016

Approvex

ApproveX
ApproveX
Approvek
ApproveX
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The following tables provide a recommended Building Operations Console screen
layout:

Helpdesk Operators Supervisor Customer

Building Name
Work Request Code
Problem Type

Work Description
Priority

Due Date

Action buttons 1 -5
Work Team Code

Building Name
Work Request Code
Problem Type
Requested By
Work Description
Assigned To

Due Date

Action buttons 1 — 5
Escalated for

Building Name

Work Request Code
Problem Type

Floor

Work Team Code
Assigned To

Date Work Requested
Due Date

Action buttons 1 -5

Completion Escalated for
Completion
Alternative fields
Location * Location Location
Supervisor e Supervisor Work Description
Status e Status Supervisor
Requested By *  Work Request Status

Work Request

PM Procedure

PM Schedule Code
Division

Department

Site

Building

Floor

Room

Equipment

Work Type

Assigned To

Date Work Requested
Date To Perform

Date Work Completed
Service Request Code
Work Team Code

PM Procedure

PM Schedule Code
Division

Department

Site

Building

Floor

Room

Equipment

Work Type

Date Work Requested
Date To Perform

Date Work Completed
Service Request Code
Work Team Code

Requested By

Work Request

PM Procedure

PM Schedule Code
Division

Department

Site

Building

Equipment

Work Type

Date To Perform

Date Work Completed
Service Request Code
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APPENDIX B

2.2 Appx B: Work Request Life Cycle

As your work request progresses through different stages, the status will be updated
accordingly.

There are 5 key statuses, with an additional optional status

2. Assigned 1o 3 .Issued and in
-
1. Requested . Ak Ordlar — 5. Completad . m

4. On Held -
Parts/Labour/
Access

1. Requested: The Work Request has been raised by the customer and
assigned to the Helpdesk to assess prior to issuing to a work team.

2. Assigned to Work Order: The Work Request is now being assigned to the
correct Work Team awaiting scheduling to a craftsperson, until this has been
done work cannot begin on the request.

Note: a Work Team may reassign to another Work Team while at this status

3. Issued and in Process: The Work Request is now with a Craftsperson and
ready to work.

4. On Hold — Parts/Labour/Access (Optional): A Work Request can be put on
hold for one of the noted circumstances.

5. Completed: The work pertaining to the Work Request has been completed.
At this stage the Customer Survey will become available for completion.

6. Closed: When you close out work requests, the work is no longer included
the Open Work Requests reports as these have been Archived to history
tables. This will happen automatically after a minimum period of two weeks.

2.2.1 Valid Moves & Reasons to Charge Work Request  Status

Valid Changes

Complete/On Hold ——— Issued. If complete in error/Returning to work
Issued —— Assigned. If issued in error

Assigned ———» Requested. If priority/location/problem type needs amended

Do not return to requested if has been issued in error
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2.3 Processing Batched Work Requests
The system also allows the mangment of work requests to be carried out in batches
or groups of work requests.

From the Building Operations Console screen, select the (A) Tick Boxes next to the
work requests that you wish to action.

Building Operations Console

Show 200 Newsst Requests + Zuilding B Problem Type More | Clear
[ Zselected  Estimate | Schedule || Issue || fancel
[

T RETEST T o Location Werk Description

¥ Assigned to Work Order

Cl 3864150 CLEANING|BLOG a “Test Work Request Primary Trade Estimate Schedule Issue Cancel
[¥] sge4143 JOINERY]FIXTUR S 1-02-2.2438  Coming away from the wall Estimate Schedule @ Issue Cancel
[T 3864148 EXTERNAL DOORS|UNSECURE 1-03-3413 Door not locking Estimate Schedule Issue Cancel

O] 3864147 ELECTRICALIGENERATORS 1-05-5.21 not working as expected Estimate Schedule Issue Cancel

[7] sgg4145 ELECTRICAL| POWER 1-1-8.01 Plug socket not working Estimate Schedule & Issue Cancel

The (B) Action Buttons will be replicated at the top of the screen, that will allow you
to process the selected group of work requests for the required action.

(NOTE: depending on how the information is displayed on the screen, you may need
to scroll up to be able to view the new options that appear at the top of the screen)

Once the grouped action has been completed, you can de-selected the ticked work
requests by removing the tick, or selecting and de-selecting the (C) Group Tick
Box.

2.4 Useful Prefixes

The table below shows some of the more common prefixes added to Work Requests by the
Helpdesk. This is not an exhaustive list as adhoc prefixes can be used from time to time.

Prefix Detail

*EMERG* Highlights the priority of Work Request as Emergency

*URG* Highlights the priority of Work Request as Urgent

*h5* Highlights the priority of Work Request as 5 Day

*rG* Highlights the priority of Work Request as 5 Day — originally Urgent

*15*% Highlights the priority of Work Request as 15 Days

*dd/mm/yy* | Highlights a specific date Work Request required to be completed by

*CS* Work Request FAO Contract Services

*FMS* Work Request requires FMS attendance — arranged by Helpdesk

*LIFT* Work Request requires Lift Maintenance attendance — arranged by
Helpdesk

*PEST* Work Request requires Pest Control attendance — arranged by Helpdesk

*GRAFF* Work Request requires CEC attendance — arranged by Helpdesk

*FH* Work Request requires Fume Hood Maintenance attendance — arranged
by Helpdesk

*BS* Work Request FAO Building Services

*KEYS* Work Request FAO Keys Department

*FSU* Work Request FAO Fire Safety Unit

*FEST* Work Request FAO Festivals Team

*SS* Work Request FAO Soft Services

*RECHARG* | Highlights possible rechargeable work
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