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Our Scope

« Help Desk: deals with requests for service - , |

The Estates Division is responsible for development
and implementation of the LSE Estates Strategy

Facilities Management: supporting the School's strategic objectives.

- Maintenance: reactive and planned maintenance  The professional teams that make up the Estates
of current facilities Division work together to develop the buildings, spaces

and facilities to a quality commensurate with the

- Cleaning: daily cleaning and bin collection School's international academic standing and carbon

. . ) , reduction plan. We aim to ensure the safe, secure and
) AnCIIIary FM Services: pest control/blinds etc. environmentally sound operations and maintenance of
- Sustainability: carbon reduction/waste LSE assets, considering the human needs of the staff

and students, in a cost effective manner

management

- Security: crime reporting, access, emergencies 28 campus buildings
, _ s | 11 Halls of Residence ‘
- Post Room: delivery of internal/external mail a 4
- Portering: removal/relocation of heavy items & 17 e L O
confidential waste

Capital Development/Project Management: You can find out more on our web page:
- Refurbishments, new works and new builds

Property and Space Management:
- Office moves and space planning

www.lse.ac.uk/LSEServices/EstatesDivision
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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.

Give access to the full range of services available to you — whether delivered directly by this organisation
or by another, more appropriate, service provider.

Be clear about what you can expect from any service we deliver to you and the timescales within which
that service will be provided.

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.




Who uses the Help Deske

Report requests via Departmental \ I Y ) Contacting Help Desk directly
Managers / Administrators Emergency ext: 2444, or via
All LSE _ Online Request forms

Facilities
Users

}

¥ Reporting Out of Hours to Security
‘ Ext: 2000

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

m Estates Division
Facilities Management

i Customer First UK
Help Desk & Customer Service Limited

Emergency / Urgent Work

s Dial ext. 2444 or #6244 from communal phones - Mon to Fri between 2.00 and 17.00 o'clock
» Jut-of-hours - contact Security on ext.2000

Submit a Service Request

» Log a request via the Estates Help Desk web page:
wenw Ise ac uk/LSEServices/estatesDivision/HelpdeskandServices

Follow up progress

» email: estates follow-up-jobs @lse ac uk
s call Help Desk on ext. 7956

Submit a Furniture Request (Standard)

* Email estates-help-desk@lse.ac.uk

More information / Read the Newsletter / Check job time scales

s vyisit our website - Estate Help Desk - www lse ac.uk/L5EServices/estatesDivision/HelpdeskAndservices
s Contact Help Desk for more information on ext. 6514

Need further help / Loga query or complaint

s Contact Customer Services Manager on ext 7778 or email: a.ahjem@lse.ac.uk

MNeed a porter

# Log a request with the Head Parter by completing the porter's request form; link:
wwew Ise ac.uk/LSEServices/security/porterForm.aspx




Service Request Forms

Finding the Forms

Estates Division

FM Services

= Staff and Students Section F755 imbrosetna auasang

= Services and Divisions
= Estates Division — Help Desk

and Services

= Service Request Form — top

right hand side of page

Maintenance requests

Use to report electrical, plumbing, heating, cooling and fidure related issues
and prablems to existing facilities on campus. Typical examples are lamp
changes, installation of shelves, broken glass and blocked tailets. Also used
for whiteboard and noticeboard requests

-~ range of services we
= offer, from
housekeeping and
maintenance to space
planning and security.

To request a service please
complete the appropriate form.

LSE Estate

The LSE Estate
comprises 28 campus
buildings, 11 halls of
residence, 2 pubs and
17 acres sports
ground. Find out more.

Don't walk past, report it!
Sustainable LSE TS
LSE is committed to
acting responsibly to
minimise its
environmental impact.
All staff, students and
visitors share this

3PN estates Division
DoNT iaiK ST -marOR T
Estates Help Desk:- Mol 8.30amm-5.00pm
5. Hotpciesh 47955
- amait
£ comergmney: 42444 (00 020 7431 87154
b s e s

responsibility. They are
supported by the School's
Sustainability Team.

LSE Estates Division
organises national research on
‘student experience’

Building and construction

D . We are committed to

‘ +# creating a higher quality
e ¢ built environment,
k‘! % commensurate with
m R LSE's academic
¥ standing. Strategic
projects are being
developed and delivered by the
Capital Development team.

patring the
Customer First”

Furniture request form
Use to request single or multiple items of furniture.

Addiitional or T Iocks (D only)

Additional or replacement keys, digital and Salto fob reprogramming
(Departmental Administrators only)

For information on the standard Safto locks fime schedules to
rs and fobs, please see A -Z of
services under Salto lacks

Hew Works Request form
Any improvements or new works to facilities, including painting and decorating

Office moves and space management requests
Including allecation of space, relecation, acquisitions and disposals, please
contact Estates.space.requests@lse.ac.uk

Door plate request form

Use for requests for installation of new door signs, replacement of braken
signs, orto change text on the ‘old-fashioned printed signs. The update of
new signage is the responsibility of your Department Manager / Administrator,
using the new template.

Peacock Theatre request form (for use by Sadlers Wells personnel}

Out of hours maintenance support form

This form is usually submitted by Canferences and Events on behalf of the
event organiser. Itis used to request direct Iabour support for an out of hours
function. Please note thata budget code will be required as the overtime cost
will be charged backto the event organiser.

Data point form (for use by IT services only)
Flease log your request with IT Services who will then arrange the works in
conjunction with Maintenance

Estates cleaning and environmental requests
Use to report any cleaning and refuse related issues as well as waste and
recycling requests

Telecoms request form (for Telecoms use only)
Please log your request with Telecoms who will then arrange the works in
conjunction with Maintenance

Disability access requests and queries

Portering request form
Flease submit this form at least 72 hours in advance wherever possible.

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

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

Nabila Cruz De Cavalho-

Ahjem, Albena - Customer Services Manager
Estates Helpdesk Assistant.

Deals with all aspects of the Estates Helpdesk
management and associated Customer Services,
incl. dealing with queries and complaints; edits the stewards requests, contractors, closing of job tickets
FM newsletter; responsible for all relevant MIS and and responsible for collection of data and information
administration. Member of working groups: searches

Customer First, Office User Group etc.

' | Provides Helpdesk support, deals with building

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

Contact details: TW1, 4th Floor, 020 7955 7778, t.townsend@Ise.ac.uk
a.ahjem@lIse.ac.uk

Hulse, Olivia - Help Desk Technician /

Nelson, Felix - Helpdesk Technician. _ _
Furniture Co-ordinator

Responsible for receiving all maintenance

requests, raising works orders and door plates. 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 7955 6415,
f.nelson@lse.ac.uk

Contact details: TW1, 4th Floor, 020 7106 1160
o0.s.hulse@lse.ac.uk

WE ARE HAPPY TO HELP!



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

Home »
Services and divisions 4
Estates Division 4
Helpdesk and services >
Helpdesk

Senice request forms

A-Z senices

Room temperature

Contractors on site

Facility Management Newsletters

How to contact us

Use Senice Request Formta reporta
facilities or maintenancs issus.

To follow up progress on a job email
estates follow-up-jobs@lse.acuk.

Helpdesk Enquiries: 02079557956
Emergencies: Mon-Fri, 8am-5pm
020 7831 8713 or ext 2444 or #6244 if

calling from a public access phone

Emergencies: Out of hours
Contact Security on ext 2000

Helpdesk

The Estates Helpdesk is the first point of contact and interface between the LSE
customers and the Estates Facilities Team. We receive, assess, process and co-
ordinate job requests, information enquiries and feedback; we offer direct supportto the
Facility and Maintenance Teams; and we act as an information hub for any enquiries
relating to the Estates Division. Helpdesk who's who. - we are here o help

Getting assistance Response times and stats Quick

reference

Are you a new user of Helpdesk? You can find out more about how to use our
senvices in our guide for new users .

For more information please read the Estates helpdesk reference booklet.

Service Request Form unless itis an emergency please use the relevant on-
ling form to submit your sernvice request, this enables us to log the job and
manage progress. Flease include as much detail as possible.

For information on additional and replacement furniture requests please
check this link

To report an emergency or a very urgent job

Flease dial ext 2444 or #5244, orif calling from a public access phone dial 020
78318713 —e.g. blocked toilets, floods, lift faults, power loss, H&S hazards or
anything likely to cause injury. This numkber is for emergency use only and

is staffed between 08:00 - 17:00

Out of hours please call security on ext. 2000

For general information or to check progress on a current job, email
estates.follow-up-jobs@lse.ac.uk. Alternatively, please contact Help Desk
Technicians on ext. 5415 or ext. 7956,

Queries and Feedback contactthe Customer Senices Manager via email
a.ahjem@lse.ac.uk or on ext. 7775.

f www.lse.ac.uk/Estates/HelpDesk
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Estates Facilities Management

Newsletter
Editor's blog

Lats 3k about e Fave thought Impossbie and. | aiso wanied o congratuiate:
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Wihat 3 ceetration Ehasbemn T m:::: o tm""“""‘""‘"
of sporsng talent, srength of et el Sty ARk
character, postviy and abdlty N0 WITEssed e CRiebradon of  afietes. For every god meoal
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opinion, the Parsiympics andl hard work brought success. | winners and painied a post
games were 3 great success  The Parabmpians focused on e goid in thelr home town —

BEERD B
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September 2012

i overcome adversiy. In my

Estates Division
Faciities Management

and Famiymplang ane o gt
their own homours kst

This wouid refiect the scsie of
athisemant oy Brch
afimtes Wl oeserved

Read all about it!

- Visit our webpage

- subscribe by emailing:
a.ahjem@lse.ac.uk

What will I find?

- Topical News

Fardhack miz
Jan—June 2012 Vol Tt v bt s 148
misimtenance work o 7
In the Frst half of 2002 mantmance have | oo
complarted - -

5169 jals s respens 1 servies % -
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af Py Cuak. W vary mech hope pau Bk rusding E, hawsvar anculd pou los 2 unssbacrite from
i nevwriaiter plaass ragly to 1 Srigined smul with ‘sz in the hasdine,

Estates Facilities Management

London School of Economics and Political Science
Newsletter

Reader

- Updates on Works

- Announcements

- Feedback Review

- Performance Review

- Staff Interviews

- Trivia

) [5 Estates Division

{4 Estates Division

Facilithes Managem

For more information plaase visk cur web page at:

se.ac

1P

Staff news

Mirren McLeod, Help Dezk
Technician, ieft Hep Dezk
at the end of Auguzt 1o

pursue 3 career in
manketng. We would iike 1o
wizh her 3l the best for the
future.

Her position Iz curentty
Aied with an agency s

member—weicome Jennifer

Wilams, who Wit be with us.
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matemity lesve.
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I've just read the newsletter and it's been a really enjoyable read with a good bit of humour.

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

Reviews

Your newsletter is fantastic, and a highly enjoyable read.

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



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
=d: email: estates-help-desk@Ise.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.

. Estates Division




