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1.0 Service Delivery

1.1
Period of Agreement

1.1.1
This agreement will run from 1 June 2016 until 31 May 2018, or until terminated on 3 months notice given by either party.

1.2
Description of Services

1.2.1
This Service Level Agreement covers the provision of a building and engineering maintenance service for the University’s academic and related building stock and the related siteworks & infrastructure.
1.3
General Services

The Maintenance Services Department will:

1.3.1 Provide office cover from 08.00 to 16:30 Monday to Friday. Provide out-of-hours cover via the Security Control Room at all other times.
1.3.2 Operate a telephone Help Desk during the above office hours. 

1.3.3 Provide on-line Help Desk facilities for fault reporting (non-emergencies only)
1.3.4 Allocate a unique WREN job number to each maintenance request and provide client feedback on job where available via WREN-web

1.3.5 Be professional, courteous and sensitive to the client’s needs at all times

1.3.6 Undertake maintenance works using only approved measured term/specialist contractors or the department’s direct labour organisation
1.3.7
Undertake maintenance works during the above working hours, unless otherwise agreed with Building Co-Ordinators or required for safe working 

1.3.8
Maintain record systems to document the maintenance works undertaken on behalf of the University
1.3.9
Charge costs on a monthly basis in accordance with the recharge rates current at the time of undertaking the works
1.3.10
Monitor the quality of work to ensure compliance with current standards and legislation

1.3.11
Make available to the University all necessary documentation/certificates relating to repairs of a statutory nature

1.3.12
Co-operate with Building Co-Ordinators to maintain the security of premises and property whilst undertaking repairs. This will include signing into buildings and signing for keys where required by Building Co-Ordinators
1.3.13
Liaise with the Building Co-Ordinators, where practicable, before starting work and avoid undertaking non emergency tasks during sensitive periods

1.3.14
The Building Management team aims to comply fully with all relevant legislation.  The Head of Building Maintenance will maintain appropriate H&S Management Systems, which will be audited periodically.

1.3.15
The Building Maintenance team will maintain accreditation under the SafeContractor  or equivalent scheme as part of assurance measures for health & safety management.
1.4
Reactive Maintenance
Defined as un-planned repairs required to restore the building fabric, plant or equipment back to operational condition.

1.4.2
Provide emergency callout cover 24 hours per day, 365 days per year

1.4.3
Prioritise reactive maintenance requests using the following defined and agreed criteria (see Maintenance Services website for further explanation of the criteria used):
Reactive Priority 1 (Emergency)

· Response time within 4 hours from issue

· Completion time within 28 hours from issue

Reactive Priority 2 (Urgent)

· Response time within 2 working days from issue

· Completion time within 4 working days from issue

Reactive Priority 3 (Non urgent)

· Response time within 7 working days from issue

· Completion time within 14 working days from issue 
1.5
Planned Preventative Maintenance 

Defined as planned routine maintenance, testing and inspection of building fabric and plant to prevent component failure and maintain them in an operational condition
1.5.2
Compile a planned preventative maintenance programme for periodic review and approval by the Estates & Facilities Committee
1.5.3
Undertake the preventative maintenance programme in accordance with the agreed schedules and scope

1.5.4
Undertake preventative maintenance and statutory inspections on E & F managed facilities and equipment in accordance with manufacturer’s instructions and statutory requirements unless otherwise agreed

1.5.5
Report identified instances of statutory non-compliance affecting E & F managed facilities & equipment to the Director of Estates and Facilities Management
1.6
Long-term Maintenance

Defined as larger planned repairs (typically over £5k) aimed at preventing deterioration of the building fabric and/or to repair/replace major building components 

1.6.2
Maintain a 5-year rolling long-term maintenance programme, which will be prioritised in accordance with agreed criteria

1.6.2
Submit the programme to the Estates & Facilities Committee for approval in the summer term prior to the start of the programme
1.6.3
Provide the Estates & Facilities Committee with annual feedback on the progress of the long-term maintenance programme

1.6.4
Provide the Estates & Facilities Committee with annual feedback on the progress being made in upgrading the academic and related building stock to RICS condition categories A & B

1.6.4
Give one months’ notice to Building Co-Ordinators, where practicable, before starting long-term maintenance projects

1.7
Additional Services
1.7.1
Provide approximate estimates for customer funded ‘improvement’ works. The first hour of Maintenance Services time is free of charge; additional hours will be charged at published hourly rates. Estimates will be delivered within a mutually agreed period of time. 
1.7.2
Undertake ‘minor improvement’ works to a mutually agreed timetable.

1.7.3
Provide technical advice on building and engineering services issues. The first hour of Maintenance Services time is free of charge; additional hours will be charged at published hourly rates.

1.8
Queries, Comments and Complaints

1.8.1
Issues of whatever nature arising from this Service Level Agreement shall be subject to the following escalation process, where necessary:

Stage 1 : 

Referred to the Help Desk/Project Manager

Stage 2 :

Referred to the Head of Building Maintenance
Stage 3 :

Referred to the Director of Facilities Maintenance
2.0
Client obligations
The Building Co-Ordinators, Occupants and/or Estates & Facilities Committee will:

2.1
Building occupant obligations

2.1.1
Provide accurate and concise information to the Helpdesk, including details of the location of the fault, the nature of the problem, contact details, the room availability, any notice periods for access and details of any known hazards and risk assessments, where appropriate
2.1.2
Allow access at any reasonable time to carry out the works, including making arrangements to provide keys where necessary
2.1.3
Co-operate with Maintenance Services staff and contractors as far as reasonably practicable, to ensure disruption is minimised

2.1.4
Immediately report any defects or hazards associated with the works to the Help Desk (or, out of normal working hours, to Security)
2.1.5
Where needed, arrange for the attendance of a suitable member of staff to act as a chaperone whilst maintenance work is being carried out

2.1.6
Provide feedback on performance and participate in client satisfaction surveys from time to time

2.1.7
Co-operate with Maintenance Services staff to maintain the security of premises and property whilst maintenance tasks are being undertaken
2.2
Estates & Facilities Committee obligations

2.2.1
Review and approve the long term maintenance programme proposed by Maintenance Services, subject to the availability of funding

2.2.2
Indicate clearly any budget or cost limit that applies to a long term maintenance project
3.0
Key Performance Indicators

3.1
Monitoring and Review

3.1.1
Maintenance Services will nominate an ‘Account Manager(s)’ to act as the key point of contact. This person will assist with monitoring and review of the SLA and will deal with problems that cannot be routinely resolved by the relevant Maintenance Manager. 

3.1.2
A review meeting will be arranged by Maintenance Services prior to renewal of the SLA to review service delivery and any issues arising.  Maintenance Services will issue an updated SLA prior to renewal.  

3.1.3
The client or the Maintenance Services Department has the right to convene additional meetings should the need arise.  

3.2
Key performance indicators

Reactive Maintenance
3.2.1
Attend 98% of Priority 1 tasks within the target attend time

3.2.2
Complete 85% of Priority 1 tasks within the target completion time (subject to access, parts and materials being available)

3.2.3
Attend 85% of Priority 2 tasks within the target attend time

3.2.4
Complete 80% of Priority 2 tasks within the target completion time (subject to access, parts and materials being available)

3.2.5
Attend 80% of Priority 3 tasks within the target attend time

3.2.6
Complete 75% of Priority 3 tasks within the target completion time (subject to access, parts and materials being available)

Planned Preventative Maintenance

3.2.7
Complete 85% of planned preventative maintenance tasks within the target completion time (subject to access, parts and materials being available)

Long Term Maintenance

3.2.8
Specific key performance indicators and/or milestones to be agreed on a project-by-project basis

4.0
Additional Information

4.1
Maintenance Services information
4.1.1
Additional information relating to Maintenance Services and this service level agreement may be found in the following locations:

Maintenance news

http://www.fmd.reading.ac.uk/News_and_events/
Contacts

http://www.fmd.reading.ac.uk/For_University_staff/Buildings_maintenance/Contacts/
Helpdesk

http://www.fmd.reading.ac.uk/For_University_staff/Helpdesk/
Maintenance job prioritisation

http://www.fmd.reading.ac.uk/For_University_staff/Buildings_maintenance/Our_priorities/
Maintenance funding and responsibilities
In general central budgets are MADE available to fund the maintenance works described in this SLA. Schools and central service departments will be asked to fund works that constitute an ‘improvement.’ Further information is available here:
http://www.fmd.reading.ac.uk/docs/maintenance/Areas_of_Responsibility.pdf
Approved by the Estates & Facilities Committee
Date
1 May 2014
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