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Estates Division Services 
 

• Help Desk: deals with requests for service 

 

Facilities Management: 

- Maintenance: reactive and planned maintenance 

of current facilities 

- Cleaning: daily cleaning and bin collection 

- Ancillary FM Services: pest control/blinds etc. 

- Sustainability: carbon reduction/waste 

management 

- Security: crime reporting, access, emergencies 

- Post Room: delivery of internal/external mail 

- Portering: removal/relocation of heavy items & 

confidential waste 

Capital Development/Project Management:  
- Refurbishments, new works and new builds 

Property and Space Management:  
- Office moves and space planning 

Our Scope 

The Estates Division is responsible for development 

and implementation of the LSE Estates Strategy 

supporting the School's strategic objectives.  

 

The professional teams that make up the Estates 

Division work together to develop the buildings, spaces 

and facilities to a quality commensurate with the 

School's international academic standing and carbon 

reduction plan. We aim to ensure the safe, secure and 

environmentally sound operations and maintenance of 

LSE assets, considering the human needs of the staff 

and students, in a cost effective manner 

28 campus buildings 

11 Halls of Residence 

2 pubs 

17 acres of sports ground 

You can find out more on our web page:  

 

www.lse.ac.uk/LSEServices/EstatesDivision 

 



Customer First Accreditation 

Our service promise to you: 

Your needs will be clearly diagnosed and your objectives understood prior to any service being delivered to 

you. 

 

Be clear about what you can expect from any service we deliver to you and the timescales within which 

that service will be provided. 

Give access to the full range of services available to you – whether delivered directly by this organisation 

or by another, more appropriate, service provider.  

That we will continually review your needs and follow up after services have been delivered to you 

Have open access to our customer feedback and complaints procedure and that your feedback on 

services will be listened to and, where appropriate, will inform the development of future services. 

 
Services will be clearly targeted, relevant and appropriate for customer’s needs. 

 
Our people to be appropriately trained and developed to have the necessary skills to diagnose and 

meet your needs 

Our people to deliver an impartial and objective service operating in your best interests at all times.  

 
 



Reporting Out of Hours to Security 
Ext: 2000 

Who uses the Help Desk? 

All LSE 

Facilities 

Users 

Contacting Help Desk directly 
Emergency ext: 2444,  or via              

Online Request forms 

Report requests via Departmental 
Managers / Administrators 

Estates and users work together to ensure that faults are attended to promptly.  

To attend to a fault in a timely manner, we need to know about it.  

 

If you see a fault with the facilities on campus please report it to Help Desk 

or contact a member of the Estates staff. 

DON’T WALK PAST – REPORT IT! 



How to contact the          

Help Desk 



Service Request Forms 

Finding the Forms 

 
 Staff and Students Section, 

 Services and Divisions  

 Estates Division – Help Desk 

and Services 

 Service Request Form – top 

right hand side of page 

 

 

 

Using the Forms 

 
 Choose from the options 

available and fill in relevant 

details 

 If you are unsure or need 

assistance, please contact us 

using estates.follow-up-

jobs@lse.ac.uk 

 

 

 



The Help Desk Team 

Ahjem, Albena - Customer Services Manager 

 

Deals with all aspects of the Estates Helpdesk 

management and associated Customer Services, 

incl. dealing with queries and complaints; edits the 

FM newsletter; responsible for all relevant MIS and 

administration. Member of working groups: 

Customer First, Office User Group etc. 

 

Contact details: TW1, 4th Floor, 020 7955 7778, 

a.ahjem@lse.ac.uk 

Nelson, Felix - Helpdesk Technician. 

 

Responsible for receiving all maintenance 

requests, raising works orders and door plates. 

 

Contact details: TW1, 4th Floor, 020 7955 6415, 

f.nelson@lse.ac.uk 

Nabila Cruz De Cavalho-  

Estates Helpdesk Assistant. 

 

Provides Helpdesk support, deals with building 

stewards requests, contractors, closing of job tickets 

and responsible for collection of data and information 

searches 

 

Contact details: TW1, 4th Floor, 020 7955 7956 , 

t.townsend@lse.ac.uk 

Hulse, Olivia - Help Desk Technician / 

Furniture Co-ordinator 

 
First point of contact for furniture requests and 

queries. Also responsible for dealing with service 

requests, general help and assistance with 

emergency call outs and enquiries. 

 

Contact details: TW1, 4th Floor, 020 7106 1160  

o.s.hulse@lse.ac.uk 

WE ARE HAPPY TO HELP! 

Emergency Line: ext: 2444 or #62444 from a public access phone 



Our Website 

Information Available 

 
 Getting Assistance 

 Service Request Forms 

 Response Times 

 Quick Reference/Q&A 

 Estates Help Desk User 

Reference Booklet 

 Contingency Procedure 

 News 

 Giving Feedback 

 

 

www.lse.ac.uk/Estates/HelpDesk 



The Newsletter 
Read all about it! 

How? 

What will I find? 

- Visit our webpage 

- subscribe by emailing:                     

a.ahjem@lse.ac.uk 

- Topical News 

- Updates on Works 

- Announcements 

- Feedback Review 

- Performance Review 

- Staff Interviews 

- Trivia 

I’ve just read the newsletter and it’s been a really enjoyable read with a good bit of humour. 

I love an Estates newsletter that extols the virtues of Michael Sandel’s television series on Justine (not last because it’s my favourite book 

at the moment), quotes Hemingway and Ted Danson (!) and illustrates the staff huddle with a chart of smillies. 

Your newsletter is fantastic, and a highly enjoyable read. 

Reader 

Reviews 



WORKING TOGETHER TO MAKE THE CAMPUS A BETTER PLACE 
If you need a repair or notice a fault with our facilities, e.g. lights not working, dripping taps, leaks, blocked 
toilets/sinks, , trip hazards, broken locks, lift out of service, unsafe practice etc.: 

PLEASE CONTACT ESTATES HELP DESK  
OR REPORT IT TO ANY MEMBER OF THE ESTATES STAFF 

Estates Help Desk - Mon-Fri 8.30am-4.30pm  

☎ emergency: ext. 2444, communal phones dial #6244; DD: 020 7831 8713  
☎ general enquiries: ext. 7956 or ext.6415 

✉: email: estates-help-desk@lse.ac.uk; Estates web Service Request Form 
www.lse.ac.uk/EstatesDivision/HelpdeskAndServices/Helpdesk 

Security: ☎ Out of hours: ext. 2000 
Where possible we will assist you, if we cannot – we will tell you why.  

All jobs are prioritised based on merit and subject to emergencies, workload & staff availability. 

 


