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ATTACHMENT J-C5.6


ARC TROUBLE DESK FORMS AND PROCEDURES

I.
Reception of Trouble Calls (TC)

Each trouble call (TC) received at the ARC Customer Service Center is entered on a Log Sheet as shown below.  Each call received is evaluated for priority assignment, and pre-defined information is obtained from the caller.  If the call is deemed as a critical situation, then the Customer Service Center Operator initiates procedures outlined previously.  If the call is of an urgent or routine nature, then the caller is referred to Work Control for service request assistance.
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The log sheet is completed as follows:

1.
Date and Time:  The date and time the call is received is entered in these fields.

2.
BLDG #:  This is the number of the building where the problem exists.  If the problem cannot be associated with a building (such as water in roadway), than accurate information is obtained which serves to pinpoint the location of the problem.

3.
CALLER'S NAME:  The name of the caller is recorded.

4.
BLDG ##, ROOM ##, PHONE EXT.:  This field is used to enter the building number of the caller, his/her office or room number, and the telephone extension.

5.
PROBLEM:  This area is used to comprehensively describe the problem.

6.
REMARKS:  Special notes are entered here.  If the requester is different from the caller, than it should be so noted here.

7.
TRBL SITE:  This gives the location of the trouble area, noting that it may or may not be the building that the caller is calling from.

8.
PRIORITY:  The priority of the work order is noted here.  If the priority level is not stated by the caller, then the Trouble Desk operator will make a judgment call.

9.
TC #:  This is a sequential number given to the Trouble Call for tracking purposes.

10.
CRAFT #:  This refers to the most applicable craft that will be involved in the resolution of the problem.

11.
ROUTED TO:  In instances when a call requires the special attention of a specific individual, the "Route to" field is filled in with that individual's name.

12.
DATE and TIME:  This is the date and time that the TC was routed to a specific individual.

13.
SR #:  Service Request Number (if applicable).

II.
Input Into Computerized Maintenance Management System (CMMS)

After the TC log sheet has been completed, the information is entered into the CMMS.  If the TC is classified as priority 3 (critical), the service center operator immediately contacts the performing craft supervisors by phone, pager, or radio for immediate dispatch of workers.  If the TC is classified as priority 2 (urgent), the service center operator will contact the performing craft supervisors by phone, pager, or radio within 15 minutes for dispatch of workers per instructions stated in this specification.  The service center operator is responsible for transferring all information from the log sheet to the CMMS to form a Trouble Call Work Order (TCWO).  The TCWO is downloaded, and is printed automatically.  This document becomes the primary tracing instrument in the execution and resolution of the work request.  A TCWO is created for all TC's, regardless of their priority.  A sample of the TCWO is shown on the following page.

A TCWO is what the ARC Customer Service Center will deliver to the Contractor craftsperson for execution.  The Contractor is responsible for complete execution of the TCWO according to this contract.  The completed TCWO shall be given back to the Customer Service Center for close-out.
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