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MEMORANDUM FOR SEE DISTRIBUTION 

SUBJECT:   Policy Letter 3-13, Instruction for Submitting Service Orders

1.  Reference.  Local Policy.

2.  Purpose.  To establish a 222d BSB policy for submitting service orders to promote better understanding between the Directorate of Public Works (DPW) and the customer by explaining detailed procedures and priorities for DPW accomplishment of minor repair and maintenance work.  

3.  Applicability.  This policy applies to small-scale maintenance and repair work accomplished on Government owned/leased facilities and equipment.  This includes routine minor repairs required for the utilities and other building components and all emergency or urgent failures.  This type of work is generally referred to as a service order (SO) and is limited to a total of 40 hours of labor or a total cost of $1,000, whichever is less.  

4.  Procedures. 


a.   Service Orders Initiation.  A SO may be initiated by calling or visiting our work reception desk at Bldg. 8165, DSN 485-6133 for routine service calls during normal duty hours or DSN 115 during non-duty hours or for emergencies.  Routine SOs will not be accepted on the emergency line.  SOs must be submitted through the Company R&U identified on a signature card, approved by the unit commander, and is maintained at the DPW Work Reception Branch.  Individuals may request repairs by providing the following information to the customer service representative:



(1)  Name of person requesting the repairs, or most knowledgeable of repairs.



(2)  Telephone number.

(3)  Unit.
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(4)  Building number.

(5)  Description of the failure.

(6)  Specific location (e.g. second floor, north end, hall).   


b.  Unsatisfactory work accomplishment.  Customers are encouraged to contact our work reception desk to express their satisfaction or dissatisfaction with work accomplished.  Any unresolved complaints or special comments requiring the management’s attention may be addressed to the DPW NCOIC at DSN 485-7565.  Upon completion of repair work, customers will receive a SO for signature to acknowledge receipt of requested services and to remark on the quality of services.  In general, SOs that have been unsatisfactorily completed will be corrected within 24 hours of notification of the requirement.  


c.  Appointment procedures.  Normally, visits to accomplish SO work will be prearranged with the requester depending upon availability of craftsman, relative urgency, and time of request.  Pre-arrangement will be limited to half-day time frames, i.e. 0800-1200 hrs or 1200-1600 hrs.  If the repair needed is for a private room or other normally secured area, the caller should request an appointment time and date.  Worker access to common areas is rarely a problem, thus no appointment is necessary.


d.  SO number.  Write down the service order number provided by the customer service representative.  This number may be used to reschedule the appointment time, if necessary, to check the status of the work order if completion is delayed, or to eliminate confusion with other service calls for similar work.


e.  Non-DPW work.  The DPW frequently receives requests for work outside its responsibility.  The following is a list of the most common requests received of this type, along with the proper office to contact:


Request




Responsible Office

Phone

AFN TV/cable/reception problem
Cable 
TV office

DSN 485-6150


Repair furniture (housing)


Housing


DSN 485-6638


Telephone Repair



DCO



DSN 119


Wall-mounted bulletin boards/charts
User/Requester

DSN 485-7130


and audio/visual display
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Personal name and office signs

User/Requester

DSN 485-7130


Security containers


IMMA



DSN 485-6259


f.  Self-Help.  If the work requested is of a self-help nature, the customer service representative will advise the requester how to obtain the necessary supplies.  You may contact the Self-Help Store at DSN 485-7375.  Any self-help materials in excess of the quantities authorized for issue from the Self-Help Store will be requested on a work request (DA Form 4283).


g.  Projects.  Large-scale work order requests such as requests for new construction, total building renovation, and other major repairs are submitted through the unit commander/director on a DA Form 4283, Facilities Engineer Work Request.

5. This Policy Letter supersedes Policy Letter 3-13 dated 13 December 2000.

6.   Proponent for this Policy Letter is DPW at DSN 485-1560/7185.









     /S/

Encl

TODD A. BUCHS




LTC, AR




Commanding
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Service Order Priorities
1. Emergency:                                                    


a.  Emergency work takes priority over all other work and requires immediate action, including overtime or diverting craftsmen from other jobs, if necessary, to cover the emergency.  Usually work will be classified as emergency when it consists of correcting failures, which constitute an immediate danger to life, health, mission, security or property.       


b.  Examples include: fire, leaky gas line, hot fuses or fuse panels, broken hot and cold water lines, no heat or electrical power in entire apartment or building, stopped-up main sewer line in building, broken water main or hydrant, overflowing drains, broken water or steam pipes, major utilities service failures, broken or exposed electrical components which may cause fire or shock, stopped-up commodes (when only one is available for use),  inoperable commercial freezer, inoperable range (when all heating elements are not working).  Normal response time is within one hour.                                    


c.  The following deficiencies are not considered emergencies: broken window/door pane; leaky faucet or shower head; defective dishwasher, washer, dryer; non-operating oven/microwave oven and refrigerator; clogged or broken sink/bath tub; low water pressure; burned-out light bulbs; water outage.  In general, any replacement work should not be performed after duty hours.                                                                                                                                             


2.  Urgent:                                                       

 
a.  Urgent work is required to correct a condition, which could become an emergency, could seriously affect morale or has command emphasis.  No overtime will be authorized without the DPW's specific approval. 


b.  Examples include heating and warm water supply outages, air conditioning system failures, or functional failure of ranges and refrigerators. As a general rule, every effort will be made to accomplish all urgent work within at least two working days of receipt of the request.  However, actual response times for urgent work may vary from two hours to five calendar days depending upon availability of craftsmen, relative urgency, and time of request, i.e., weekend, night time, duty hours, etc. Some common urgent type of service orders and the target times for response are as follows:     



 (1)  Heating outage - midwinter          




  2 hours

   

 (2)  Complete water supply outage to a  housing unit or barracks                
  3 hours  



 (3)  Lock-in/lock-out due to defective lock (not due to negligence)

  3 hours

 

 (4)  Inoperable commercial freezer           




  3 hours

   

 (5)  Inoperable domestic refrigerator          




16 hours

   

 (6)  Inoperable domestic range/oven            




24 hours 



 (7)  Inoperable commercial range/oven    




  3 hours

   

 (8)  Warm-water supply outage to a housing unit or barracks                            
  8 hours 
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Service Order Priorities  (cont’d)

 (9)  Air conditioning outage (domestic)- midsummer

               
36 hours

 (10)  Inoperable commode where other operable commodes exist                           5 days 

  

 (11)  Broken or defective windows/doors that compromise security                        2 days

3.  Routine:                                                         



a.  Work that does not meet the criteria for emergency or urgent covers required work which, if not accomplished, would only continue inconvenience or unsightly conditions.  Service Orders in this category will generally be grouped by geographical area for accomplishment in the most economical manner on a first-come first-served basis.  Some of the work requirements in this category may be combined into a single Service order.  When possible, every effort will be made to respond to and complete routine SO within 30 days.       
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