Estates and Campus Services

Facilities Service Level Agreement for York Science Park Residents
Normal working hours: Monday - Thursday 09:00 - 17:00, Friday 09:00-16:00 email: fm-helpdesk@york.ac.uk

24 hours

fm-helpdesk@york.ac.uk

Plumbing issues (leak, drains, waste, shower,
toilet, blocked facilities)

Priorit Definition Response Time Action Examples (but not limited to) Target Resolution
y (Business days) Time
Level (Business days)
1 Emergency Immediate response to | During working hours Critical Lab equipment issue Dependent on the
e Health or safety the scene and alleviate | contact: Someone trapped in lift situation — second
issue that has the | the situation (First Estates and Campus e Chemical spillage (where it could cause injury or | résponse within 5
capability of response 2 hours) Services property damage) working days (time to
causing serious . . Facilities Helpdesk e Fire, imminent risk of fire or explosion fix if a second visit is
, p
harm and (Outside workyng e  Intruder Alarm required)
) hours there will be an Tel: 01904 325555
requires immediate response e Fire exit door not opening
immediate from the University of | Follow up with written e Serious injury to any person
response to make | York Security team. details in email: e Maijor leaks or flooding
it safe. fm-helpdesk@york.ac.uk e Risk to life/injury
e Serious injury All other ti e Significant loss of power/communications/heating
i other times: iy
:2223:;rallalssuis Tel: 01904 323333 e Ceiling col!apse / loose roof parts
y breac : e No power in room
o (Security emergency
or significant line)
security risk NB - if your Internet and telephones are provided by
e Business Security Services: York Data Services please telephone 01904 217000
Continuity — Tel: 01904 324444
significant impact
to
Resident’s/YSPL
business
capability
2 Urgent First Response within | email: e Broken glass (where it will not cause injury Second response

within 10 working
days (time to fix if a



mailto:fm-helpdesk@york.ac.uk

Door Access issues (where no other party can
assist)

Light bulb change (where it significantly impacts
users’ working area e.qg. light is flickering)

second visit is
required)

e Partial loss of heating
e Air conditioning not working
e Partial loss of power/comms
e Dangerous paving, floor tiles missing/loose
e No hot water
Essential First response within 5 | email: e Door Access issues (when alternative access is Second response
working days fm-helpdesk@york.ac.uk available) within 15 working
(excludes weekends e Light bulb change (where it does not impact a days (time to fix if a
and public holidays) users’ working area) secolnd visit is
e Broken WC seat (where alternative facilities are required)
available)
Minor leaks
Damage to an internal door windows etc that
could cause security problems
e keys/fobs
Non urgent/routine | Long term email: e Furniture requests/repair/removal
maintenance fm-helpdesk@york.ac.uk e Inoperable light fixtures
e Minor plumbing issue (dripping tap)
e Grounds maintenance
e Window Cleaning
e  Minor repairs to doors/windows

Inductions and exits
from offices/labs

Downsizing/upsizin
g of office space

Dependent on notice
periods, move-in/out
dates and availability.

liaise with YSPL team
enquiries@yorksciencep
ark.co.uk in the first
instance

Information regarding Inductions and Exits to
allow /YSPL Estates Team to plan any office
moves/furniture removals/office setups/painting
Replacement of name plates for offices
recharges to be raised for reinstatement costs

As agreed with
Estates/YSPL &
resident company



mailto:enquiries@yorksciencepark.co.uk
mailto:enquiries@yorksciencepark.co.uk

Planned Works n/a e Works assigned to contractors for specific works Project dependent —

(resident or YSPL works) as agreed with
e Timeframes to be agreed on a project by project Estates/YSPL &
basis customer
Funds Release Paper work completed | liaise with the accounts quotes for reinstatement costs Deposit to be
Authorisation Form | on the day of exit, all team recharges to resident when quote received returned to residents
documentation, quotes | accounts@yorksciencep invoice to be raised if applicable as per the licence

to be completed within | ark.co.uk
30 working days

credit note to be raised for rent, keys, kabas etc agreement terms

final statement sent to resident

To report a non urgent maintenance/facilities job/issue: for example report a blocked toilet, dripping tap, light bulb change, air conditioning not working, request keys or
fobs or to add/remove furniture for your office etc please email fm-helpdesk@york.ac.uk

For urgent maintenance/facilities issues such as no heating, loss of power or flood please call the Facilities Helpdesk on 01904 325555 which is covered Monday to Thursday
09.00 - 17.00 and Friday 09.00 - 16.00.

Out of these hours please call Security on 01904 324444

Please provide the details of your building, office number, company name when reporting or requesting a job.
Please report any cleaning request or issues via the portal: Log a cleaning Job

For Accounts and finance enquiries please email: accounts@yorksciencepark.co.uk

Office/lab space and licences enquiries please email: enquiries@yorksciencepark.co.uk
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