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1.0 - Partnership Agreement

Between REFM and the Vancouver Board of Parks and Recreation

Dated from October 2014

GM REFM GM Park Board
“Bill Malco@ Broy

Signatory
Date ﬂw / ?yjﬁé /Y
Witness W M
5 November 07, 2014
N
CITY OF

VANCOUVER



2.0 - Key Contacts

The following table identifies the primary contacts within Real Estate and Facilities
Management (REFM) and the Vancouver Board of Parks and Recreation responsible for
the negotiation and ownership of this Partnership Agreement.

Real Estate and Facilities Management:

Director of Real Estate Services - Jerry Evans
Director of Facilities Planning and Development - Danica Djurkovic

Director of Facilities Operations - Marvin Rogers

Vancouver Board of Parks and Recreation:
Deputy General Manager - Huub Langeveld
Director of Parks - Bill Harding

Director of Recreation - Thomas Soulliere
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3.0 Real Estate and Facilities Management Functions

Facilities Operations

Real Estate Services

Facilities Planning and Development
Danica Djurkovic

Marvin Rogers

Jerry Evans
Real Estate Real Estate L Environmental s . Facilities Work Control and Property Maintenance and
. Energy and Utilities . Facilities Planning S .
Development Operations . Planning Development Optimization Management Operations
N Craig Edwards . Robert Skene X . .
Brian Sears John Breckner Jennifer Mayberry Natalka Lubiw Brian Landels Susan Antoniali Paul Hsu

Land Development

Property Acquistion /
Disposition

Energy Performance
Management

Contaminated Sites
Management

Facilities Long Term /
Capital Planning

Developer Proforma
Analysis and
Negotiations

-Community Amenity

Contributions

-Heritage Revitalization
Agreements

Lease Agreement
Negotiations

Utility Account
Management

Green Building /
Sustainability Initiatives

Facilities Asset
Management

Project Management -
Managing Design and
Construction

-New Construction and
Additions
-Renovations and
Enhancements

Work Control

Building / Property
Management

Maintenance Planning

Vendor Performance
Management

Parking Lot Management

Preventative
Maintenance

Property Endowment
Fund Management

o)

Property Data Record
Management (SAP)

Residential Portfolio
Management

N CITY OF

VANCOUVER

Hazardous Building
Materials Management

Interiors Planning and
Design

Capital Maintainance

Building Automation
Systems (DDC)
Management

Corporate Zero Waste
Program

Quality Assurance - CAC
Initiatives

Technical Investigations
Management

Environmental
Regulatory Branch

Quantity Surveys

Emergency
Environmental Response

Demand Maintenance

Corporate Security
Gary Wilson

Security Operations

Security Planning and
Investigations (Threat-
risk)

Security Systems
Management

Mechanical Systems
Operations

First Aid and Security
Training

General Maintenance

Emergency Response
(Tactical)

Janitorial

Inspection and
Regulatory Compliance
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4.0 - Vancouver Board of Parks and Recreation

J ~ i\

—_——A A

BOARD OF PARKS
AND RECREATION

Organization Chart
Management Team

Vancouver Park Board

Malcolm Bromley

General Manager

Vancouver Park Board

Cheryl Chan

Manager of
Administrative Services

Recreation

Huub Langeveld

Deputy General
Manager

Revenue Services

Gordon Barber

Manager, Revenue
Services & Marinas

Marketing & Business

Octavio Silva

Manager
Business Development

Fundraising

Josie Riebe

Manager, Fundraising
and Development

Human Resources

Deb Gale

HR Manager, Business
Partnerships

Information Technology

Norm Mills

IT Business Relationship
Manager

4

\4
CITY OF

—~

Bill Harding

Director of
Parks

Operations

Brian Quinn

Manager, Park Operations
and Major Maint & Constr

Development

Tiina Mack

Manager
Park Development

Dave Hutch

Manager, Park Research
and Planning

Urban Forestry

Howard Normann

Manager, Urban Forestry
& Specialty Parks (Act)

VANCOUVER

Thomas Soulliere

Director of
Recreation

West Region

Daisy Chin
Manager
Recreation Services

Susie Hutchison

Manager
Recreation Services

East Region

Terry Walton

Manager
Recreation Services

Finance

VACANT

Director Financial
Planning & Analysis

Tim Sansom

Manager, FP&A
Parks & Recreation

Communications

e il Bt

Joyce Courtney

Manager of
Communications
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5.0 - Scope of REFM Facility Activities

Real Estate Services

Real Estate Development

e Land Development
e Strategic land assembly and development for PEF and civic
departments.

e Community Amenity Contributions
e Proforma analysis and negotiation of CAC’s and amenity bonuses

e Heritage Revitalization Agreements
e Proforma analysis and negotiation of heritage compensation for
HRA’s

Real Estate Operations

Property Acquisition / Disposition

e Lease Agreement Negotiations
o Negotiate Real Property Agreements
e Commercial Leases and Licences of PEF and Capital assets (with
the exception of Park Board facilities)
¢ Negotiation of leases for civic departments for non-City owned
properties

e Property Endowment Fund Management
e Strategically manage the PEF assets (with the exception of Park
Board facilities) in order to maximize real rates of return while
commensurately meeting City objectives

e Property Data Record Management (SAP)
e Create and maintain SAP property data records for all City-
owned properties, leases, licenses and other interests in real
property

e Residential Portfolio Management
e Administer the rental of all single family and multi-family
residential properties within the PEF, held for future civic use

Facilities Planning and Development
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Energy and Utilities

e Energy Performance Management

e Major energy retrofit projects to improve energy efficiency and
reduce Greenhouse Gas (GHG) emissions

e Minor building modifications to improve energy efficiency and
reduce GHG emissions
Corporate GHG and energy reduction program support

e Continuous re-commissioning of buildings to improve energy
efficiency

e Utility Account Management
e Assist departments in setting up Annual Utility Budgets

Environmental Planning

e Contaminated Sites management

e Contaminated site assessments, remediation, inventory, and
management (all City departments, including impacted streets
(Engineering))

e Strategic and regulatory advice regarding contaminated
sites/contamination management to other groups/departments

o Site-specific advice for property acquisition, disposal,
development, etc.

e Training and education on contaminated sites/contamination

management to other groups/departments.

e Green Building and Sustainability Initiatives
e Green Building Design Guidelines for new construction and
renovations/retrofits
e Water conservation
o Green operations to improve the sustainability of city-owned
facilities to achieve Greenest City targets

e Hazardous Building Materials management

e Hazardous Building Materials Inventory (all City-owned buildings
and infrastructure)

e Hazardous Building Materials Management Program (all City
departments)

e Hazardous Building Materials Assessment and Abatement

e Indoor Air Quality Assessments

e Strategic and regulatory advice regarding hazardous building
materials to other groups/departments.

e Training and education on hazardous building materials to other

groups/departments.
o)
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e Corporate Zero Waste Program

Waste diversion and reduction for all departments. Options for
the existing waste program are provided and this may include an
opportunity for reduction in operating costs.

Containers will be provided and set-up of the initial program.
Support may be provided for the management of the program, if
requested.

¢ Environmental Regulatory Branch

External Environmental Regulatory Branch (Environmental
Contamination Team)

¢ Emergency Environmental Response (in cooperation with VFRS)

Facilities Planning

Response to emergency and non-emergency calls regarding
hazardous materials releases, incidents, discoveries.

Provide scientific and regulatory advice to VFRS for hazardous
materials identification, mitigation, management, remediation,
and disposal.

Notify appropriate internal and external authorities, as required.

e Facilities Long-term Planning

Programming studies

Feasibility studies

Conceptual design

Long-term facilities capital planning, in collaboration with
service departments

o Facilities Asset Management

Building condition assessments

Seismic assessments

Capital maintenance planning of CoV assets
Drawing record management

e Interiors Planning and Design

o)
&TY OF

Space Planning
Interior design
Needs assessments
Move management
0 Space Reconfigurations
o Staff Moves
Furniture inventory management
Project management tenant improvements
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e Ergonomic upgrades/return to work accommodations
e Office standards and guidelines
¢ Interior finishes and product specifications

e Quality Assurance - CAC Initiatives, SLA’s and Metrics

e Assess viability of City-owned facilities as Community Amenity
Contributions
Review concept designs

e Ensure that project is delivered as negotiated, and to the
standards that Facilities requires, in collaboration with the
sponsoring department and the operator
Service Level Agreements (SLA) with Tenants

e Partnership Agreements between REFM and other CoV
Departments

e Quantity Surveys
e Construction project estimates
e Provide guidance on project costs

Facilities Development

e Project Management

e Project planning and scoping

e Procurement of consulting and construction services for project
delivery (working with purchasing group)

¢ Managing Design and Construction of New Facilities or Assets

e Managing Design and Construction of Additions to Existing
Facilities

e Managing Design and Construction of Renovations and
Enhancements

o Capital Maintenance
e Routine Capital Maintenance
o Life cycle replacement of equipment or systems at, or
near, the end of effective life including:
= Heating, Ventilation and Air Conditioning systems
= Electrical systems
» Mechanical systems
= Structural elements
= Building envelope
0 Major maintenance requiring considerable resources -
these items will be evaluated based on the risk and
complexity of the project by the Facilities Management
group. This category includes:
»= Major repairs in excess of $20,000

13 November 07, 2014
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= Major overhauls that occur on a frequency of
greater than 2 years
0 Major rehabilitation of buildings, systems or assets
including major restoration or rebuild of assets in excess
of $20,000, these items will be evaluated based on the
risk and complexity of the project by the Facilities
Management group.

e Building Performance Upgrades
o0 Modifications recommended to improve building
efficiency
0 Introduction of new or improved technology
e Mandatory Upgrades
o Modifications required for regulatory compliance
0 Modifications required to mitigate a significant health
and safety risk

e Managing Technical Investigations

e Structural Analysis
e Geotechnical Survey

Facilities Operations

Work Flow and Optimization

e Work Control Centre

e Receives and assigns all work requests to the appropriate
department for all of REFM and Park Board Operations

e Prioritises urgent, complex, billable and production requests
(this includes work that requires production or is outside of
standard, routine maintenance and operations).

e On a weekly basis, the Work Control Centre Log is reviewed for
Billable/ Production/Urgent requests and outstanding requests
are identified for follow-up

e \Vendor Performance Management
e The management of contractors for the maintenance services of
city assets
0 Such as; Elevators, Fire Alarm and Sprinkler systems,
Boiler Inspections, Overhead Doors

e Building Automation Systems
e Programming and maintenance of Direct Digital Controls (DDC)

Property Management
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e Building / Property Management

e Leased Property Management (Non-Profit and PEF Portfolios)
0 Inspection
o Building Management
0 Building Operations
0 Manage maintenance costs

e Liasing relationship with Leasor - (in Facilities where City is
Leasee)

e Parking Lot Management

e City Hall
e Vanier Park
e 1 Kingsway

Maintenance and Operations

e Maintenance Planning
¢ Preventative Maintenance

e Reoccurring, scheduled inspection and minor maintenance of
building systems and equipment
0 Structural
Mechanical
Electrical / Lighting
Plumbing
Building Envelope
0 Building Interiors
e Scheduled maintenance work that is issued a minimum of once
per year (Annually, Semi-annually, Quarterly or Monthly)

O O0OO0OOo

e Scheduled overhauls and inspections that recur within a two year
period and do not exceed $20,000

¢ Demand Maintenance
e Routine repairs to return equipment or building systems to full
operations

o Structural
Mechanical
Electrical / Lighting
Plumbing
Building envelope
Building interiors

O O0OO0OO0O0
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e Repair or replacement of minor components of a larger system in
order to return the system to full operation

¢ Demand maintenance work that requires greater than 48 hours
labour or exceeds $20,000, will also be evaluated based on the
risk and complexity of the project.

¢ Any immediate Emergency work required

o Mechanical Systems Operations
e Systems / Plant Operations
0 Such as; Rinks and Pools
e Optimisation / Continuous re-commissioning of buildings

e General Maintenance
¢ Non-licensed maintenance

e Janitorial
e Base building
e Events and Program Support (Cost plus recovery basis)

¢ Inspection and Regulatory Compliance

e BCSA Rink Assessments
Electrical Safety Authority
Vancouver Coastal Health
FSR (Field Safety Rep) for Electrical
Chief Engineering oversight

Corporate Security Services and Systems

e Security Operations
e Alarm monitoring
e Patrols
e Alarm and incident response
e Event support (Billable)

e Security Planning & Investigations (threat risk)
e Threat risk assessment
e Threat risk Planning
0 Risk mitigation
0 Event Planning
¢ Investigations
0 Reporting
0 Assessment
0 Mitigation Strategy

16 November 07, 2014
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e Security Systems Management
e Systems maintenance (Access Control (AC), Intrusion Alarms (lA),
CCTV)
o New security systems installations (AC, 1A, CCTV)
o Life cycle replacement of security systems (AC, IA, CCTV)

e First Aid and Security Training
e Corporate Security provides First Aid presence at the City Hall
Campus and Vanier Park
e Security Training and Education is part of the Corporate Security
mandate and is targeted for implementation effective mid-2015

e Emergency Response (Tactical)
e Set-up Emergency Notification Plans and Communication Plans
¢ Immediate Site Management
¢ Initiates information escalation plan

17 November 07, 2014
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6.0 - Statement of Scope and Coverage

REFM Shall:

REFM has provided service descriptions and service levels in this Partnership Service
Level Agreement, which are measurable by the performance metrics jointly agreed
upon and discussed. REFM acknowledges that Park Board Facilities are public-facing
buildings that are highly utilized by the public and as such will be prioritised and
maintained accordingly.

Vancouver Park Board Shall:

Vancouver Park Board agrees on the service descriptions and service levels provided in
the Partnership Service Level Agreement.

18 November 07, 2014
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7.0 - Services Provided by REFM to the Vancouver Board
of Parks and Recreation

Real Estate Services

Land/Property Acquisition and Disposition - The Parks and Recreation Planner will lead
the initiative and will maintain and communicate to REFM Real Estate Development
and REFM Real Estate Operations teams an accurate record of desired and strategic
properties. Real Estate will lead the actual Land and Property Acquisition/Disposition
process.

Lease Agreement Negotiations - All categories of agreement such as; Non-profit
(Nominal) Leases (i.e. Community Gardens, Artist Studio Field Houses); Commercial
Leases; Lease-in’s (i.e Jericho Hill); License and Permits (Special Events) are currently
handled by Park Board, SLA templates should be attached to future lease agreements
to help standardize and clarify roles and responsibilities. Real Estate Services will
consult on commercial leases, on request and all categories of leases will be provided
to REFM Real Estate Services for centralized data record management.

Property Data Record Management (SAP) - Future Model -The Property Data Record
Management Plan is under development with a target implementation date of 2015.

Facilities Planning and Development

Energy and Utilities

Energy Performance Management is an indirect service that is led by REFM but
directed through a corporate city-wide initiative and is funded through the Capital
Plan. Energy and Utilities retrofits can be requested by the Park Board.

Utility Account Management is a service where Operating Budgets are set up-for gas,
electricity, etc, upon the request of the facility.

Environmental Planning

Contaminated Sites Management services are provided when initiated by the Park
Board through a work request. Indirectly, REFM provides this service as a part of pre-
purchase due diligence; contamination management during construction; and as a part
of the planning and design process. Training and Contamination Awareness (Health and
Safety, and Regulatory) are also provided by REFM to the Shops.

Green Building and Sustainability Initiatives are provided by the Park Board’s own
group and are facility focused. However, the REFM Environmental Planning Group is
available for technical review and advice as required. (Such efforts could include;
rainwater harvesting, indoor air quality, waste management, end-of-trip facilities)

Hazardous Building Materials Management services are provided by REFM to the Park
Board. These services are initiated by the Park Board through a work request.

o)
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Services include; performing assessments (pre-reno/pre-demo), maintenance of a
hazmat database, abatement, regulatory compliance check, and indoor air quality
monitoring. Training is also completed annually.

The Corporate Zero Waste Program is led by REFM, who, in collaboration with the
building managers, coordinates delivery of the program. The Park Board manages the
stations at each site and pays the associated costs of the removal bin contents.. This
includes; zero waste stations - at Community Centres, Concession Stands, Pools and
Recreation Centres, Parkland and Parks (including the PNE) - and building
deconstruction.

REFM leads and issues environmental releases on permits through the Environmental
Regulatory Branch. This is a requirement of the City of Vancouver Development
Services process. REFM also provides Emergency Environmental Response services, as
required.

Facilities Planning

Facilities Long Term Planning and Capital Planning is co-led by both REFM and the Park
Board. Long term planning of projects are discussed and negotiated as part of the
Capital Planning process.

Facilities Asset Management is led by the REFM Facilities Planning team, who utilizes
an asset management database to maintain and prioritize capital maintenance,
renovation and facility renewal activity.

Interiors planning and design, and quantity surveying are services that are provided
when initiated by the Park Board through a work request. These services are also
provided within the delivery of specific projects.

Quality assurance and project oversight of Community Amenity Contribution (CAC)
projects is a service that is delivered by REFM, as required.

Facilities Development

New Construction and Additions; Renovations and Enhancements are mainly introduced
through the Capital Planning Process. The standard work control request is not the
usual initiating tool as high level consent (in advance) is required. Due to the
Public/Political aspects of Park Board Facilities, in implementing these services,
sensitivity is required in the communications with multiple stakeholders. The
Recreation Representative must lead any communications process with the user groups
and the public (i.e. Associations). Recreation also must be actively involved at the
Feasibility Design stage and advise on operational needs and requirements based on
anticipated programming.

20 November 07, 2014
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Capital Maintenance of CoV assets can be initiated by the Park Board through the
standard work request process and will then be prioritised and validated by REFM, or
initiated by REFM through the Capital Planning Process.

Technical Investigations Management, such as for Seismic Studies, Structural Analysis
and Geotechnical Surveys, can be initiated by the Park Board through a work request,
or can be initiated directly by REFM, as part of a specific project study, as required.

Facilities Operations

Work Flow and Optimisation

The Work Control Centre will receive and assign all REFM work requests to the
appropriate group. This service is delivered department-wide on behalf of all REFM.
The Work Control Centre will also receive and assign all work requests for Park Board
Operations group.

Vendor Performance Management is a service that oversees contractors for the
maintenance services of City assets, such as; Elevators, Fire Alarm and Sprinkler
systems, Boiler Inspections, Overhead Doors.

Building Automation Systems (DDC) are programmed and maintained by REFM and this
service is undertaken as required by the system. Any problems with building
automation systems can be reported through the work request process.

Maintenance and Operations

Unless otherwise stated, the responsibilities of REFM Maintenance and Operations are
limited to the provision of services pertaining to the management and operation of the
base building and site upon on which it is located.

The Park Board Assets Ownership Model (pg 29), will be used to describe the
responsibility for maintenance activities and is based on the location of the asset.
This “‘ownership’ determines the responsibility for the assets within each space,
including the validation of work required and initiation of planned maintenance
activities - including both routine and preventative maintenance.

As such, the allocation of the maintenance budget for the assets is also based on the
Park Board Assets Ownership Model.

The party who then undertakes the work will be determined based on the appropriate
Shops, outlined in the following tables - ‘Facilities Operations Shops’ and ‘Park
Operations Shops’. These tables detail the general responsibilities for each shop, and
this scope is determined by activity/nature of work required, and asset type.
Maintenance, repairs and replacement work will be performed by the shops as
appropriate and these activities will be charged back as required, based on the Asset
Ownership. Any work which impacts operation will take priority and will be completed
on a timely basis.
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Facilities Operations Shops

Carpentry

Building Components
Repairs of wooden
floors/wooden ramps
Walls
Ceilings
Doors
Windows
Roofs
Door/Window Hardware
Millwork
Handrails/guardrails

Mirrors

Wooden Fences/Gates

Benches and Picnic Tables

Wooden

Structure/Enclosures

Wooden Play and

Playground Equipment

Outdoor Pool/Beach

Equipment

Boats/Buoys

Information/Direction

Signs

Equipment Repairs

Marinas and Wharfs

o

O O0OO0OO0OO0OO0OO0O0o

Electrical
e Power
Distribution
Systems
e Lighting

o Building Lights
o Pathway Lights
including stair
lights and
lighting on
bollards
o Parking Lots
o0 Emergency
Lighting
0 Accent lights on
park structures
e Building Sound
and
Communication
Systems
e Water Supply
Systems Pumps
e High voltage and
overhead wiring

e Sewage
units/pumping
stations

e Fire Alarm
Systems

Plumbing and
Irrigation

e Domestic
Hot/Cold Water
Distribution
Systems
Boilers
Hot water heaters
Gas pipes
Fire lines and
Hydrants
e Fire Sprinkler
Systems
e Sewer Services
o Lift Pump
Systems
Sinks
Toilets
Showers
Non-potable
water systems
e Indoor/outdoor
drinking fountains
e Decorative

fountains
e Water spray parks
e Backflow
preventers

e Irrigation Systems
(including the
automation
system)

Sanitary vacuum
systems

Mechanical

Mechanical
Equipment

o0 Boilers

o HVAC

e Overhead
Doors

e Elevators
(Contracted)

e Indoor Pool
Filtration
Systems and
Pumps

e DDC / Building

Automation

Systems

o)
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Park Board Operations Shops

Welding and
Fabrication

o Metal
Program
Equipment

e Hardware
fabrication

o Metal Ramps

e Specialty
Manufacturing
/ Repair

e Plastic
Welding and
Repairs

Asphalt and
Drainage

¢ Underground
Services
Access

e Pathways

e Parking Lots

e Landscape
Drainage

e Culverts

e Catch Basins

Construction

e Tiles

e Concrete

e Masonry and
Stone

e Caulking

e Roof Gutters

e Equipment
and Furniture
Transport

e Qutdoor Pool
Structures
0 Spray pools
0 Wading

pools

e Statue and
Structure
Bases

e Fountain
Bases

e Bench/Table
Plaques
Installation

Painting and
Signage

e Re-finish/ Re-
surface
Gym/Sport Floors

¢ Inside/Outside
Facilities

e Qutdoor Pools

¢ Informational
and Directional
Sighage

e Life Boats and
Water Buoys

e Structures,
‘Unauthentic’
Totem Poles,
Statues

¢ Park Benches
/Picnic Tables -
Coatings only

e Murals

Structures

Recreation and
Program
Equipment
(hockey nets,
slides, etc)
Bracket and
Frame Structures
and Supports
Chain link fence
Metal Products
Metal Handrails
Playground and
Play Equipment
Bleachers
Transport Services
o Powered
Equipment
o0 Unpowered
Equipment
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&TY OF

VANCOUVER

23

November 07, 2014




Corporate Security Services and Systems

Park Security is managed by the Park Rangers, however REFM Corporate Security
Services for special events planning and/or special events can be initiated through a
work request. Any/all emergencies are to be reported by calling REFM Corporate
Security directly.

Security Planning and Investigations (Threat-risk) and Security Systems management
services are provided by REFM Corporate Security through the initiation of a work
request.

First Aid services within Park Board facilities are a Park Board responsibility and not
provided by REFM.

Security Training (not currently provided) may be provided in the future, initiated
through work request.

Emergency Response (Tactical) is an indirect service provided by REFM, as required.
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8.0 Special Considerations

The following points identify specific commitments required by the Park Board and
REFM that are important enough to warrant specific mention:

Real Estate Services

e Land and Property Acquisition and Disposition - An accurate record of desired
and strategic properties by the Park Board, are to be communicated to Real
Estate Services.

Energy and Utilities

e Energy Performance Management - Further work with the finance department
is required to determine the strategy for loan repayments.

Maintenance and Operations

e REFM acknowledges that Park Board Facilities are public-facing buildings that
are highly utilized by the public and as such will be prioritised and maintained
accordingly.

e Special events - Set-up, clean up, security etc will be the responsibility of the
Park Board, but can be performed by REFM on a cost plus recovery basis and
will be undertaken only upon request.

e Programming related work items associated with the facilities are the
responsibility of the Park Board

e Janitorial services for recreation facilities are self-managed by the Recreation
Supervisor at major facilities.

e Janitorial services for Field houses are managed by Park Operations.

¢ Non-maintenance, new installations, new construction, renovations, program
equipment and production (discretionary) services will be reviewed for priority
and capacity and the source of the budget will be determined.

e Some general maintenance is undertaken by Recreation Staff and Building
Workers.

e Security Systems Management - To implement or expand a CCTV Monitoring
System on City premises, the applicant must:
o Complete a CCTV Monitoring System Application in the form set by the
Freedom of Information Head;
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o Obtain preliminary approval of the Threat Risk Assessment component
from the Manager, Corporate Security;

0 Obtain preliminary approval of the Privacy Impact Assessment
component from the Director, Access to Information;

0 Submit the Application with the preliminary approvals to the General
Manager responsible for the premises (usually, the General Manager,
Real Estate and Facilities Management); and

o If approved, forward the Application to the Freedom of Information
Head for final approval.

o Until the Head gives final approval, the applicant must not take steps
to purchase or implement the system or system expansion.

26 November 07, 2014
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9.0

*for the Routine Maintenance of all other Park Assets, please refer to the following page for the Park Board Assets

- Financial - Routine REFM Functions
Responsibility Matrix (Buildings) *

Ownership Model

Responsibilities

Business Case/

Facility Mgt Service Project Project Project PrOcht PrOJ_ect Project
Functions Needs/Programmi Develop- Concept Funding Funding Design Implgmenta
ng ment Approval Source Approval tion
) REFM REFM REFM REFM
New Requesting FP+D FP+D FP+D ) FP+D
Construction & Department (in consultation (in consultation (in consultation Capital (in consultation REFM
Additions (in consultation with with Requesting with Requesting with Requesting Budget with Requesting FP+D
Facilities Planning) Service Service Service Service
Department) Department) Department) Department)
) REFM REFM REFM REFM
. Requesting FP+D FP+D FP+D ) FP+D
Renovations & Department (in consultation | (in consultation (in consultation Capital (in consultation REFM
Enhancements (in consultation with with Requesting | with Requesting with Requesting Budget with Requesting FP+D
Facilities Planning) Service Service Service Service
Department) Department) Department) Department)
Pefg:ﬂ:gﬂce REFM REFM REFM REFM Capital REFM REFM
Upgrades EP+D FP+D FP+D FP+D Budget FP+D FP+D
. REFM .
Capital EP+D REFM REFM REFM Capital REFM REFM
Maintenance (in consultation with FP+D FP+D FP+D Budget FP+D FP+D
Service Department)
Preventive REFM REFM REFM REFM Operating REFM REFM
Maintenance Fac Ops Fac Ops Fac Ops Fac Ops Budget Fac Ops Fac Ops
I_Demand Requesting REFM REFM REFM Operating REFM REFM
Maintenance Department Fac Ops Fac Ops Fac Ops Budget Fac Ops Fac Ops
Mandatory REFM REFM REFM REFM Capital or REFM REFM
Upgrades Operating
OE:L’;‘{;%S REFM REFM REFM REFM Operating /a REFM
Base Building Fac Ops Fac Ops Fac Ops Fac Ops Budget Fac Ops
Building . . . . .
Operations Requesting Requesting Requesting Requesting Operating n/a REFM
Events Department Department Department Department Budget Fac Ops
Security . REFM .
Services and g:q;r‘if]:'e”r?t Except REFM Exce RtE';?’I'Iable gaz':;t'ir?r REFM REFM
Systems P Billable P P 9
Environmental REFM REFM REFM REFM Capital or REFM REFM
Services FP+D FP+D FP+D FP+D Operating FP+D FP+D
Energy REFM Capital or REFM
Management REFM REFM REFM Fac Ops Operating REFM Fac Ops
Production Requesting Requesting Requesting Requesting Capital or REEM REEM
Items Department Department Department Department Operating
Requesting REFM Requesting Requesting Capital or
FF+E Department FP+D Department Department Operating REFM REFM
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Financial - Routine Maintenance

The allocation of the maintenance budget for the assets is based on the Park Board
Assets Ownership Model.

The Park Board Assets Ownership Model (pg 29) will be used to describe the
responsibility for maintenance activities and is based on the location of the asset.
This “‘ownership’ determines the responsibility for the assets within each space,
including the validation of work required and initiation of planned maintenance
activities - including both routine and preventative maintenance.

Maintenance, repairs and replacement work will be performed by the shops as
appropriate (either Facilities Operations Shops or Park Board Operations Shops), and
these activities will be charged back as required, based on the Asset Ownership.

Thus, maintenance, repair and replacement work for Park Board Assets - based on the
Ownership model outlined on the following page - involving the Facilities Operations
shops (outlined on page 22 of this agreement) will be performed by REFM and will be
charged back to the Park Board accordingly. Maintenance, repair and replacement
work for REFM assets and involving the Park Board Operations Shops (outlined on page
23 of this agreement) will be performed by the Park Board and work will be charged
back to REFM accordingly.

The Park Board agrees that areas outside the scope of work which have been described
within this document will be defined as production items and includes the repair or
the replacement of items/assets that are owned by other parties and outside of the
City’s inventory, or are not building-related assets. Production items also include the
all items related to facility programming and works related to Special Events and are
outside of the Operating Budget. These will be Contracted Services and can be
negotiated directly with REFM on a case-by-case basis.

Budget and staffing levels have been reviewed by both the REFM and Park Board
Operations Directors to ensure reporting needs are being met. Non-maintenance, new
installations and production services are vetted for priority and capacity at a joint bi-
weekly working group and the source of the budget will also be determined then.
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Park Board Assets Ownership Model (for routine maintenance activities)

Park Board REFM

o Parks e Buildings*
e Playgrounds o Community Centres
e Park fencing and Backstops 0 Arenas
e Park furniture o Pools

o0 Benches o Field Houses

o Bleachers o Washrooms

0 Picnic Tables and Shelters o Concessions
e Open Spaces o] Golf_Course Buildings
e Field Lighting and Pathway Lighting o Service Yards

(including lighting on bollards)  Marinas - Burrard and Heather
e Accent lighting on Park Structures (including docks)
e Pathways e Utilities
e Pedestrian Footbridges and
Overpasses

e Piers and Docks
e Pergolas, Canopies, Arbours,
e Bandshells/Band Stands
e Fountains

o0 Drinking

o Decorative
e Asphalt Maintenance
e Wading Pools and Splash Pads
e |Irrigation
e EQS (Fleet Vehicles)
e Recreation Programming Equipment

*REFM Operations and Maintenance will be responsible for all Base Building equipment
and systems. Building interiors and furniture within city inventory will also fall within
the scope of work.
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10.0- Financial: Discretionary Services

Discretionary services undertaken by REFM at the direction of the Park Board will be
based upon cost plus recovery determined on a project by project basis. Likewise,
discretionary services undertaken by the Park Board under the direction of REFM will
also be based upon cost plus recovery determined on a project by project basis.

An example would be for special events, program-specific requests (i.e. custom
millwork, etc) or specialized cleaning. The cost plus model is based on the REFM
estimates of the overall effort required to ensure the service is provided efficiently
and effectively. For example, the cost model may be $ xx/hour plus xx% material
mark-up.

Production Items - Cost-Recovery Basis
Design and production of non-maintenance related items such as:

o Custom millwork

o0 Benches, tables, furniture

o Picture frames, boxes, signs, tools, equipment

o Signs for events or revenue activities (non-maintenance or non-building
related)
Note: Repair or replacement of the above items that are taken into
City inventory would be addressed in the categories above

o
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11.0- Facilities Covered Under This Agreement

The following identifies the facilities occupied by the Park Board that are to be
managed by REFM on behalf of the Park Board. The extent of responsibilities will vary
by facility according to the terms of the lease and this list will be updated on an on-
going basis.

Kitsilano Showboat

Dunbar (Memorial West) Lawn Bowling Club

Kerrisdale (EIm Park) Lawn Bowling Club

Vancouver South (Grey’s Park) Lawn Bowling Club

West Point Grey Lawn Bowling Club

Andy Livingstone Park - Fieldhouse

Brock House - Main Building & Service Building

Cemetery

Cemetery Office

Coal Harbour Community Centre

Columbia Park - Fieldhouse

Crab Park at Portside - Fieldhouse

Creekside Park - Dragon Boaters Facility

Gordon Park - Fieldhouse

Grandview Park - Fieldhouse

Kingcrest Park - Washroom

Langara Golf Course - Clubhouse

Langara Golf Course Service Yard

McCleery Golf Course - Clubhouse

McCleery Golf Course - Driving Range

McCleery Golf Course Service Yard

Mountain View Cemetery - Celebration Hall

Nat Bailey Stadium

Oppenheimer Park - Fieldhouse

3350 W 4th Av McBride Park - Fieldhouse

3941 Point Grey Road Jericho Park - Beach Concession
4445 NW Marine Dr Locarno Beach Concession

4397 W 2nd Av West Point Grey Community Centre - Aberthau Mansion
4397 W 2nd Av West Point Grey Community Centre - Gym
4397 W 2nd Av West Point Grey Community Centre - Pottery Building
4801 NW Marine Dr Spanish Banks Beach East Concession
4801 NW Marine Dr Spanish Banks Beach West Concession
3001 Fir St Granville Park - Fieldhouse

3025 Fir St Terminal City Lawn Bowling - Main Building
3025 Fir St Terminal City Lawn Bowling - Storage

3025 Fir St Terminal City Lawn Bowling - Viewing Area
2610 W 23rd Av Trafalgar Park - Fieldhouse

895 W 27th Av Braemar Park - Fieldhouse

4600 Cambie St Queen Elizabeth Park - Fieldhouse
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4600 Cambie St Queen Elizabeth Park - Pitch & Putt Building

4600 Cambie St Queen Elizabeth Park - Plaza Washrooms

4600 Cambie St Queen Elizabeth Park - Service Yard

4600 Cambie St Queen Elizabeth Park - Washrooms

4600 Cambie St Vancouver Lawn Bowling Club - Main Building

4600 Cambie St Vancouver Lawn Bowling Club - Storage

5251 Oak St VanDusen Garden - Administration & Floral Hall

5251 Oak St VanDusen Garden - Education Centre

5251 Oak St VanDusen Garden - Greenhouse

5251 Oak St VanDusen Garden - Shaughnessy Restaurant

5251 Oak St VanDusen Garden - Visitor Centre

5251 Oak St VanDusen Garden Service Yard - Maintenance Building
900 W 59th Av Oak Park - Fieldhouse

1040 W 43rd Av Montgomery Park - Fieldhouse

95 E 32nd St Riley Park - Fieldhouse

5350 Commercial St Jones Park - Fieldhouse

4850 St. Catherines St Grays Park - Washrooms

5955 Ross St Memorial South Park - Fieldhouse

5955 Ross St Memorial South Park - Softball Building

2325 Franklin St Pandora Park - Fieldhouse

5275 McKinnon St Collingwood Park - Fieldhouse

5050 Wales St Norquay Park - Fieldhouse

2995 W 19th Av Carnarvon Park - Fieldhouse

710 Keefer St Maclean Park - Fieldhouse

705 Woodland Dr Woodland Park - Fieldhouse

2845 W 3rd Av Tatlow Park - Fieldhouse

110 W 7th Av Jonathan Rogers Park - Fieldhouse

1851 Garden Dr Garden Park - Fieldhouse

599 Kingsway Robson Park - Fieldhouse

3773 Prince Edward St Prince Edward Park - Fieldhouse

7575 Columbia St Winona Park - Fieldhouse

4175 Victoria Dr Brewers Park - Fieldhouse

7646 Prince Albert St Moberley Arts & Cultural Centre

5800 Elm St Elm Park - Fieldhouse

1905 Ogden Av Hadden Park - Fieldhouse

2305 Cornwall St Kitsilano Outdoor Pool - Fieldhouse & Concession
2690 Grant St Clinton Park - Fieldhouse

2510 Hoylake Av Bobolink Park - Fieldhouse

2929 E 22nd Av Renfrew Community Park - Fieldhouse

7800 Vivian Dr Fraserview Golf Course - Clubhouse

7800 Vivian Dr Fraserview Golf Course - Driving Range

7800 Vivian Dr Fraserview Golf Course - Proshop, Washrooms, Office
7800 Vivian Dr Fraserview Golf Course - Washrooms, Pumphouse
7800 Vivian Dr Fraserview Golf Course Service Yard - Flammable Liquid Storage
7800 Vivian Dr Fraserview Golf Course Service Yard - Mobile Equipment Storage
7800 Vivian Dr Fraserview Golf Course Service Yard - Office, Garage
7800 Vivian Dr Fraserview Golf Course Service Yard - Storage Bunker
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3215 Slocan St Beaconsfield Park - Fieldhouse

8705 Angus Drive Fraser River Park - Washrooms

4175 Wallace St Chaldecott Park - Fieldhouse

2390 E 46th Av Nanaimo Park - Fieldhouse

2099 Beach Av Stanley Park - Pitch & Putt Building

2099 Beach Av Stanley Park - Pitch & Putt Service Yard Building
3301 Stanley Park Drive Stanley Park - Lumberman's Arch Concession
3301 Stanley Park Drive Stanley Park - Lumberman's Arch Washrooms
5601 Stanley Park Drive Stanley Park - Prospect Point Washrooms
6200 Stanley Park Drive Stanley Park - Prospect Point Picnic Building
715 Stanley Park Dr Stanley Park - Info Booth

7501 Stanley Park Drive Stanley Park - Generator Building

8701 Stanley Park Dr Stanley Park - Ceperley Park Outdoor Kitchen
8701 Stanley Park Dr Stanley Park - Ceperley Park Park Rangers Office and Public
8701 Stanley Park Dr Stanley Park - Ceperley Park Picnic Shelter
Beach & Lagoon Stanley Park - Lawn bowling

Stanley Park - Brockton Oval Caretaker's Suite

Stanley Park - Brockton Oval Cricket Pavilion

Stanley Park - Brockton Oval Grandstand

Stanley Park - Brockton Point Totem Pole Washrooms

Stanley Park - Lost Lagoon Public Washroom

Stanley Park - Miniature Railway "A" frame office building

Stanley Park - Miniature Railway Picnic shelter #1

Stanley Park - Miniature Railway Picnic shelter #2

Stanley Park - Miniature Train Ticket Booth

Stanley Park - Nature House

Stanley Park - Panabode Garage & Service Building

Stanley park - Washrooms near Railway

Stanley Park Service Yard
Stanley Park Service Yard
Stanley Park Service Yard
Stanley Park Service Yard
Stanley Park Service Yard
Stanley Park Service Yard
Stanley Park Service Yard
Stanley Park Service Yard
Stanley Park Service Yard
Stanley Park Service Yard
Stanley Park Service Yard
Stanley Park Service Yard
Stanley Park Service Yard

Concession Warehouse

Fence Shop, Wildlife Management Storage
Gardeners' Lunch Room & Storage

Horse Barn old Police Stables

New Horse Stables (Covered Horse Barn)
Office

South Storage Shed

Stables, Horse & Carriage

Storage & Welding Shop

Storage, Workshop Building

West Storage Shed

Wildlife Facility

Workshop (Saw Shop)

Stanley Park Old Rose Cottage

Stanley Park - Second Beach Concession

Stanley Park - Third Beach Concession

3096 E Hastings St Hastings Community Park - Fieldhouse

3096 E Hastings St Hastings Community Park - Parking Lot Building
1655 Whyte Av Burrard Civic Marina Main Building
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1025 Boundary Road Adanac Park - Fieldhouse

650 N Penticton St Burrard View Park - Fieldhouse

2901 Hastings St PNE - Administration Building/Hastings Room
2901 Hastings St PNE - Agrodome (Rink/Arena)

2901 Hastings St PNE - Tech Services Building

2901 Hastings St PNE - Tech Services Storage Building

100 N Renfrew St PNE - Pacific Coliseum

2901 Hastings St PNE - Rollerland

2901 Hastings St PNE - Livestock Building

2901 Hastings St PNE - Forum

4594 Balaclava St Balaclava Park - Fieldhouse

1050 Beach Av Sunset Beach Park - Concession, Fieldhouse, Lifeguard, Washrooms
600 Stamps Landing Heather Civic Marina - Main Building

2901 Hastings St PNE - Empire Fields - Fieldhouse

Quilchena Park - Fieldhouse 1

Quilchena Park - Fieldhouse 2

2690 Larch St Kitsilano Community Centre Rink

2690 Larch St Kitsilano Community Centre

4575 Clancy Loranger Way Hillcrest Community Centre

990 W 59 Av Marpole-Oakridge Community Centre

5175 Dumfries St Kensington Community Centre

390 E 51st Av Sunset Rink

6810 Main St Sunset Community Centre

3032 Wall St New Brighton Pool and Concession

3360 Victoria Dr Trout Lake Community Centre (Incl. Rink)

700 Templeton Dr Templeton Pool

6875 Yew St Maple Grove Outdoor Pool - Fieldhouse

6875 Yew St Maple Grove Outdoor Pool - Maintenance & Mechanical Building
6875 Yew St Maple Grove Outdoor Pool - Outdoor Pool

801 W 22nd Av Douglas Park Community Centre

2305 Cornwall St Kitsilano Outdoor Pool - Change Rooms & Offices
2305 Cornwall St Kitsilano Outdoor Pool - Maintenance & Mechanical Building
2305 Cornwall St Kitsilano Outdoor Pool - Outdoor Pool

4747 Dunbar St Dunbar Community Centre

1950 Windermere St Sunrise Park Community Hall

5670 East Boulevard - Kerrisdale Arena

5851 West Boulevard Kerrisdale Community Centre

6260 Killarney St Killarney Community Centre (Incl. Pool & Rink)
2929 E 22nd Av Renfrew Community Centre (Incl. Pool)

3434 Falaise Av Falaise Park Community Hall, Childcare & Fieldhouse
3350 Maquinna Dr Champlain Heights Community Centre

3096 E Hastings St Hastings Community Centre

1318 Cartwright St False Creek Community Centre

870 Denman St West End Community Centre

181 Roundhouse Mews Roundhouse Community Centre

1 Kingsway Mount Pleasant Community Centre

1 Athletes Way Creekside Community Centre (Incl. Daycare)
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1050 Beach Av Vancouver Aquatic Centre
Riverfront Park - Washrooms

Ross Park - Fieldhouse

Rupert Park - Pitch & Putt Building

Rupert Park - Washrooms, Change Rooms

Rupert Park Service Yard - Caretaker

Slocan Park - Fieldhouse

Stanley Park - Cob House

Stanley Park - 'Hatchery' Soil Storage Shed
Stanley Park - Pavilion (Non-restaurant Function)
Stanley Park - Putting Green Cashier Booth
Strathcona Community Garden |

Strathcona Community Garden Il

Strathcona Park - Fieldhouse

The Boathouse Restaurant

Victoria Park - Fieldhouse

West Point Grey Jericho Hill Centre - Buildings 1 & 2

35
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12.0- Work Request Process

Assess, sort

and assign Complete

Incoming

work
requests

work

requests S

requests

Routine Work Requests
Routine requests for service by REFM will be submitted via the Work Flow and
Optimization Team.

All non-urgent work requests should be submitted through the internal, online form.
This helps track requests and ensure consistent service delivery. City employees
without easy access to the intranet at work should call 3-1-1 and a representative will
fill out the form on their behalf

Emergency Work Requests

Emergencies or urgent work requests are managed centrally by calling the WCC during
regular business hours (Monday to Friday, 7 am to 4:30 pm). Urgent requests outside of
regular business hours (4:30 pm to 7 am, Monday to Friday, weekends and holidays),
will be handled by Corporate Security.

The criteria used to determine an emergency/urgent request are:

1. Life safety
2. Operational functionality
0 e.g. boiler breaks down
Unplanned blackout
4. Impact on revenue operations (business interruption)

Mitigation of additional damage to assets/ensure security of assets
(stop-loss)

0 e.g. pipe bursts
If one or more of the above criteria applies, the request will be processed
immediately. You can follow up with the Work Control Centre at 604-665-3456 with
your notification number for questions or updates.
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13.0- Key Performance Indicators

Real Estate Services / Facilities Planning and Development Work Control Centre
Enquiries will be responded to with an email notification receipt within one business
day and the work will be assigned to the designated area within 72 hours.

Time for work completion will be on a case-by-case basis and is subject to project
funding, and product lead times.

Work Control Requests will be tracked by the number of work orders received and the
number of requests responded to/completed.

Energy and Utilities
The Energy and Utilities Database is trackable by Facility. Reports based on
consumption (kW/sg m/year) can be generated on a quarterly basis.

Environmental Planning
Contaminated Site Management - Response time to regulatory issues, and number of
‘Certificates of Compliance’ issued.

Hazardous Building Material Management - Response time, Number of work orders
created and the number of work orders completed. That annual training is completed
on an annual basis.

Corporate Zero Waste Program - The reports on diversion are generated on a monthly
basis and distributed to all stakeholders. A 70% diversion rate is targeted for 2020.

Facility Development

New Construction and Additions/ Renovations and Enhancements - Desighated check-
ins will be scheduled with the Project Manager at key steps in the Construction process
(including close-out reporting, and warranty walk-throughs). Projects will be
delivered on budget and on time. Meetings will be organized prior to quarterly
reporting to Council.

Capital Maintenance - Based on the number of Capital Maintenance projects
completed. Projects will be completed on budget and on time. Project close-out
reporting and warranty reporting will be completed and reported.

Facility Planning
Enquires will be responded to within 7 business days.
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Facilities Operations and Maintenance

Emergency issues phoned into 604-665-3456 during business hours will be
attended to immediately. After hours emergency issues should be phoned into
Corporate Security.

Routine work items submitted through the work request form to the Work
Control Centre will generally be processed the next business day. After
submitting the completed form, the requestor will receive a confirmation email
with a reference number. The Work Control Centre will follow up if additional
details are needed. If there are questions or there has been no response within
72 hours, please contact the Work Control Centre at 604-665-3456 with the
reference/notification number.

Monthly reports will be generated to show the volume of work orders created
and volume of work orders completed

Maintenance Planning - A Maintenance Plan will be in place for each Facility.
Preventative Maintenance Plan - A Preventative Maintenance Plan will be implemented
for each facility. An annual summary will detail the works completed under the plan.
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14.0-Issue Escalation Process and Conflict Resolution

Define:

e Issue escalation process

Super — =) Manager =) Director —=————) GM
e Key Contacts

(Refer to Section 3.0 for REFM Functions Chart for comprehensive detail of
function and group)

Director Real Estate Services -Jerry Evans
Associate Director - Real Estate Development - Brian Sears
Associate Director - Real Estate Operations - John Breckner

Director Facilities Planning and Development - Danica Djurkovic
Manager - Energy and Utilities - Craig Edwards

Manager - Environmental Planning - Jennifer Mayberry

Manager - Facilities Planning - Robert Skene

Manager - Facilities Development - Natalka Lubiw

Director Facilities Operations - Marvin Rogers

Manager - Work Flow and Optimization - Brian Landels
Manager - Property Management - Susan Antoniali
Associate Director - Maintenance and Operations - Paul Hsu
Manager - Corporate Security and Systems - Gary Wilson

General Manager REFM - Bill Aujla
e Grounds for issue escalation

0 Service quality issues
o Failure to provide services
o0 Failure to meet “Key Performance Indicators”

e The work control centre team also has a mechanism in place to follow-up on
urgent, billable and production work requests. Outlined as follows;

» 30 days outstanding - Follow up with the appropriate Evans Yard
shop supervisor and manager in REFM or Parks:

0 Manager, Building Maintenance, REFM
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Manager, Portfolio Operations, REFM
Manager, Corporate Security, REFM
Manager, Property Management, REFM
Manager, Energy and Utilities, REFM
Manager, Environmental Planning, REFM
Manager, Facilities Planning, REFM
Manager, Capital Maintenance, REFM

Supervisor, Parks Major Maintenance and Construction, Park
Board

» 90 days outstanding - Refer the request to the appropriate manager
in REFM or Parks:

(0]

o
o
o

Associate Director, Facilities Operations, REFM
Associate Director, Facilities Development, REFM
Director, Facilities Planning and Development, REFM

Manager, Park Operations, Park Board

= 120 days outstanding - Refer the request to the appropriate

director:
o Director, Facilities Operations, REFM
o Director, Facilities Planning and Development, REFM
o Director, Parks, Park Board

o)
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Appendix A - Outstanding items for Future
Discussion and Resolution

e Property Record Data Management - The Property Data Record Management
Plan is under development with a target implementation date of 2015.
Properties managed via Park Board Operations will be included in the
centralized database of records.

e Marine Structures - Piers, boardwalks, wharfs, floats, and docks (other than
Burrard and Heather) are being analysed as part of the VSR Project and
ownership and responsibilities are yet to be determined.

e Major structures in Parks - Bandshells/Band Stands, Large picnic shelters (e.g.
Cepherly Meadows, John Hendry Park, Tai Chi pavilion at QE Plaza, Cathedral
Square Canopy, etc.

e Public Art - Ownership and responsibilities for Public Art TBD separate from
this Partnership Agreement

e Building Services Workers and Mechanical Technicians will be transferred over

to REFM effective 2015. A new service model for Janitorial and Mechanical
services will be implemented at that time.
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Introduction

Description

This reference guide is designed to provide an overview of the City’s work request process for
facilities-related services. It holds all the information needed to request work at a City
facility or park, administer that request through the Work Control Centre, manage the
assignment of that request, and ensure completion of the work request. The sections are
divided into chapters that can be used separately or together as and when needed.

Additionally, this reference guide covers the training manual for the following:
e Work Control Centre team

e Assistant Manager, Work Control and Optimization

Also found in this guide are the scripts that 3-1-1 operators use when gathering information
needed to complete the online form on behalf of City employees who don’t have access to
the intranet, tenants of City-owned buildings, or the public.

Information on how work orders are processed by each work group is also included.

Background information attached as appendices includes:
¢ Work request form
o Work request process fact sheet
e Work request process maps
e 3-1-1 work request form script

o Email notifications
Prerequisites

The learner will need access to SAP, Microsoft Outlook, and the City’s intranet.

Audience

e Work Control Centre team, REFM
e Assistant Manager, Work Control and Optimization, REFM
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Chapter 1

Description

The training lessons in this chapter focus on the work request process, how requests are
received, sorted, assigned and closed by the Work Control Centre team. It also provides an
overview of the online work request form.

Learning outcomes

At the end of this chapter the learner will be able to:
¢ Understand the work request process
e Handle all types of incoming work requests
e Assess, sort and process requests as required
o Close a work order

o Fill out the work request form

Audience

e Work Control Centre team, REFM
e Assistant Manager, Work Control and Optimization, REFM
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Lesson 1: Understanding the work request process

Description

This lesson is an introduction to the City’s work request process for facilities-related services
and provides a simplified overview of the whole process from the initial request through to
the close-out.

Learning outcome

At the end of this lesson, the learner will be able to:

¢ Understand the entire work request process

Work Request Process | Training and Reference Guide
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Understand the entire work request process

Assess,
Incoming sort and

Complete

work
requests

work assign
requests work
requests

This work request process is intended to provide guidance to the Work Control Centre (WCC)
team and management as they assess, sort and assign work requests on behalf of Real Estate
and Facilities Management (REFM) and the Vancouver Board of Parks and Recreation.

Work requests can originate from any City department, including 3-1-1 (on behalf of City
employees, tenants of City-owned buildings or the public). The majority of work requests will
be received in the form of web request notifications in SAP. These are generated from the
online work request form.

Emergencies or urgent work requests are managed centrally by calling the WCC during regular
business hours (Monday to Friday, 7 am to 4:30 pm). Urgent requests outside of regular
business hours (4:30 pm to 7 am, Monday to Friday, weekends and holidays), will be handled
by Corporate Security.

Once requests are sorted by the WCC and assigned to various divisions in REFM or Park Board,
work is completed according to each group’s work process (see Appendix 1).
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Lesson 2: Understanding SAP Plant Maintenance
Module

Description

This lesson walks through the SAP plant maintenance module, reviewing how to access,
update, create and close notifications or work orders which are all important steps in the
work request process.

For more information on SAP plant maintenance, visit the SAP support website:
citywire/sap/howdoi/pm_tips/pm_tips.htm

Learning outcomes

At the end of this lesson, the learner will be able to:

e Access list of notifications in SAP

Understand the components of a notification

¢ Update incoming notification in SAP

e Create work order from notification

e Create notification

¢ Update existing notifications with work in progress or completed
o Complete (close) a notification

e Technically complete (TECO) a work order

Work Request Process | Training and Reference Guide
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Accessing list of notifications in SAP

Step 1: To access the Notifications List (IW28) in SAP, use the following menu path from the
SAP Easy Access screen: Select Logistics > Plant Maintenance > Maintenance Processing >

Notification List editing.

Step 2: Select “Outstanding” notifications in the “Notifications status™ area.

[ program  Edit  Goto

&

@&kHO

Motification status

Matification selection
Motification
Maotification type
Functional location
Equipment
Material
Serial nurmber
Addit, device data
Crder
Motification date
Partrers

Systern  Help

A CE@ SHE DTod BAE @

2014703711

to
to
o
to
ta
to
o
to

to

Change Notifications: Selection of Notifications

r_ i - -
) Outstanding | Postponed In process Cormpleted  Sel.profi

2014706709

[ 2ddr. | 38

BRI

| s, |

Step 3: Enter a “Notification date”.

Step 4: Click .

Work Request Process | Training and Reference Guide
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&

I_ 5 _INDtiﬁcatiDn
10198650
“10198651
10198662
10198685
10198686
10198657
10198688
10198689
10198691
10198692
10198693
10198694
10198700
10198710
10198712
10198713
10198714
10198715
10195716
10198717
10198718

& st Edit Goto

Motification

Environmment Settings

~ d Ce@ BHE sDnod8 BER @@

Motif.date

2013/0zfa07
2013/05/05
2013/05/14
201305/ 14
2013/05/14
2013/0514
2013/05/14
2013/05/14
2013/05/28
2013/05f29
2013/00/11
2013/09/11
2013f10/15
2013f10f22
2013/10/22
20131023
2013f10/28
2013f10f=28
201310725
201310725
2013f10/28

Change Notifications: List of Notifications

GrSERST FlnE Doder R order

Description

Test for Characters

Florescence lights are out, aprox 3 tube
Trouble-shooot 110v receptacle
Security Coverage, all at Kent Yard

Replace dirmmer switch
repait light fixture

supply ladder for crack monitoring
Plurmbing needs fiking at Mar/Cak CC
Templeton - DDC Calibration of sensors

TEST WOTIF 511

TEST MOTIF 5111

Test for MAT 370

Test for 2013 support packs
repalt leak

SP TEST PM MOTI ORDER 1

Test for PMO4 2013 Support Packs
TEST Motification and Order 2013

Hin time start (timer) revised
Security light shortcirciting
hird heat light repair

Notification By M2 A [

Functional location

P-MAR-CAKP-01500-BA-030
P-GRW-TEMP-02900-BB-010
C-STR-C230-00000-B8
P-HST-CLNT-05000-5F
E-vDS-AZ72-00000-EA-030
C-LBS-G271-AA000
P-KEM-JOHY
P-STP-5TBD-01020-EB-010
C-LBS-G27 1-AA990-BX
P-ARE-QUIL-05300-TA-025

P-ARB-ARVI-02000-SA-015

Step 5: Select the “Notif. date” column.

Step 6: Click = to sort the list in ascending order.

Step 7: Double-click on the notification with the oldest date.

Work Request Process | Training and Reference Guide
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Understand the components of a notification

Step 1: Review the notification details and ensure that the appropriate fields are complete
with sufficient details to assign to a planner group.

[& mantenance notification Edit  Goto  Extras  Erwironment  System Help
1V 48 @@ DHE oDo8 BE @@
Create PM Notification: Web Request
BB Sraver £ T &

Motification 500000000001 |WR Plurnbing needs fixing at Killarney CC
Natific, Status OSNO H

Orcler [ lg]
< Notification | Address | Malfunction, breakdown - Lo
Reference object
Furctionalloc,  |C-KIL-C325-00000-. 332
Equipment 10005257 5, | I
sssembly EJ
Responsibilities
Planner group crLl ERTY MGMT
1Main WorkCtr CP ERTY MANAGER
Reported by Natif.date 2014/06/17) [14:57:50 o

Subject
Description Plumbing needs fixing at Kilamey CC o

Start/End Dates

Required Start 2014/06/17) 14:57: 50 Priority [,\Jled\um v]
Required End 00:00:00) [ Breakdown
a Functional loc. Functional location
° Responsibilities - Defaults from the Functional location, includes
Planner group Planner group, Plant, Main WorkCtr, and Shop
° Notif. date Date notification was created
o A Enter a description of the job and any contact
Description - .
information

Work Request Process | Training and Reference Guide
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Update incoming notification in SAP

Step 1: Enter a functional location.
a. Select the “Functional loc.” field (in the “Reference object” area).
b. Enter “C” for City, “P” for Parks or “E” for Engineering. For example, “C-KIL".

0 Refer to SAP support website for a list of functional locations as needed:
citywire/sap/howdoi/pm tips/pmsapt001.htm

& Mantensnce notification Edit Goto Extras  Erwironment  Systern Help
& B e@e BHRE fhoy BE @
Create PM Notification: Web Request
& o N Sratrer =1 T &

Motification 500000000001 WR |Plumbing needs fixing at Kilamey CC |@|
Natific, Status oSN 5]
Orcler ‘D|
.~ Motification | Address Malfunction, breakdown Location data Items Activities
Reference ohject
Functional lac. C-KIL-C325-00000-.. 3325 FH #5 Plumbing |£Ea‘
Equipment 10005257 FH#5-Hot Water Tank-Basement |§[E‘
Assermbly |‘
c. Click @ to display the structure list.
= List  Edit Goto  Extras  Erwironment  Settings Systern Help
1 FdH @@ DHE DhOoD BEE @
Create PM Notification - General: Structure List
v &8 = Levels shove  Expand whole | o> [
Functional loc. C-KIL alid From 2014/06/17
Description Killarney
- P c-xIL Killarney &P 2
~ @ C-RIL-C325 3325 FH #5 3080 E 5dth ive & %
- @P C-KIL-C325-00000 3325 FH §5 Building Maintenance & 2
b+ @ C-KIL-C325-00000-BA 3325 FH §5 General Maintenance %
v g C-KIL-C325-00000-BB 3325 FH #5 HVAC %
« g C-KIL-C325-00000-BC 3325 FH §5 Janitorial
- g C-KIL-C325-00000-EH 3325 FH #5 Snow & Ice
3325 FH #5 Plunbing %
—
__AFH#S—HDE Water Tank-Basement
3325 FH §5 Electrical
b g C-RIL-D433 4498 Champlain Library & %
» g C-RIL-D585 4585 3088 E Kent North & %
L4 &'C*KIL*FS%}? 6547 Champlain Daycare EE' =4
v g C-RIL-Fs68 6568 Collingwood House 5288 Joyce P 2
» G C-RIL-GE62 7562 Collingwood Daycare &P 2
» Q?C—KIL—GB'M 7874 Gingerbread Daycare ﬁ? 7

d. Click ¥ to expand each level required.

e. Double-click the appropriate functional location.
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Step 2: Update the information in the notification.

a.

Enter a detailed description in the “Description” box (in the “Subject™ area); for
example, address and contact information.

. Click & 1o update the fields.

0 Note: The date, time and userid information is now displayed in the
“Description” box.

If applicable, select “Priority” (in the “Start/End Dates” area). For example,
“Medium”.

o Click | or | Mo | depending on whether or not you need
to change the “Priority” dates already assigned.

. Click (V] to update the fields.

. Verify that the “Planner group” and “Main WorkCtr” are correct.

o0 Refer to SAP support website for a list of planner groups as needed:
citywire/sap/howdoi/pm tips/pmsapt003.htm

Click to save the notification.

Work Request Process | Training and Reference Guide 15
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& mantenance notification  Edit wtras  Enwironment  System Help
@ MR @R EHR oo
Cseate PM Notification: Web Request
G o N Brare I T &

Notification 300000000001 | WR| Plumbing needs fikng at Kilarmney CC |@|
Notific. Status OSNOD 5]
Order (]|

" Notification } Address Malfunction, breakdown Location data - Items - Activities

Reference object

Functional loc, C-EIL-C325-00000-., 3325 FH #5 Plumbing @
Equipment 10005257 FH#S-Hot ¥ater Tank-Basement: @
Azsermbly

Responsibilities

Planner group CFL /2008 PROPERTY MGMT

Mair WorkCtr CP3 /12006 PROPERTY MANAGER

Reported by MNotif.date 2014706717 14:57:50
Subject

Description Plumbing needs fixing at Kilarmey CC

Start/End Dates

=
Required Start 2014/06/17| |14:57:50  Priority L,\fledlum -
Required End 00:00: 00 [ |Breakdown

Work Request Process | Training and Reference Guide
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Create work order from notification

Step 1: Click @] to create a work order from the notification.

=4 Maintenance notification  Edit  Goto Extras Enwironment  Systern Help
@ FdE¢Cee DHE STL0 EE @m
Create PM Notification: Web Request
o NG Grarer I T &

MNotification +00000000001 TR Plurnbing needs fixing at Kilatney CC
Notific. Status [eEs)

Crdler

" Maotification Address < Mallunction, breakdown | Location data " Items ¢ Activities

&)

Step 2: If required, change the “Order Type”. Note: This is the only field in which you can
change the type of order you want to create (for example, preventive, standing or billing).

Type Name
PMO1 Corrective Maintenance Order
PM02 Preventive Maintenance Order
PM03 Capital Order
PM04 Standing Order
PMO05 Billable Order
PMO6 NNR Order

[E Create Order

I e
PMO1jm!

Crcer Type o 1w

Planning plant 2012

Buziness Area Sz00

Main work center FPLUM #2012 PLUMBIMNG SHOP

Step 3: Click Iﬂ
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Step 4: Click

| Reference | Cbj.display | Erwironment |

’|§| 6’«’;5%'5'[5 l@ Doc...] Sched.l Mnt..]

| Select.indic.since 05/2012  Select notif.since 2014,04/07 |

Description Date Completion P
[Ecc- ooc Saftwars & Mant 201170524 IIz]
[west End - exhaust fan has no powiver | 20070518/ 21

| Last Active Crder

Description II!‘\ISF‘,‘SER\.’ PARKADE EXHAUST FAM |
——

Bas. start date 2014/05/07
——

Basic fin, date 2014/05/07
™

Pricrity

Maintenance iterns H Link from/ta ” Lirk ohject ]E Replacernent Equiprment

Work Request Process | Training and Reference Guide
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Step 5: If required, click @ to display the long text box.

(5 Order Edit Goto Extras  Erwronment  System Help

& B IC@eQ SHE StoHd BE @

Create Corrective Maintenance Order : Central Header
Ml T EHGET 8IS

Order PMO1  %00000000001 Plurnbing needs fixing at Kilarney CC |@°| E

Plumbing needs fixing at Killarney CC

Sys.Status  |CRTD MANC ||

" HeaderData } Operations ¢ Components  © Costs ¢ Objects  © Additional Data  © Location | Planning

¢ Control

Person responsible

PlannerGrp [izplj 2006 PROFPERTY MGMT Motifctn £00000000001 |2
P ek, Ctr Cr3 S 12006 PROPERTY MAMNA .. Costs CAD
I PMACEType |140) Repair I
SystCond,
Dates
Bsc start 2014/06/17 Pricrity Medium v IE
Basic fin. 2014/06/17 Revision

Reference object

Func, Loc. C-KIL-C325-00000-.. 3325 FH #5 Plurnbing |ﬁ
Equiprnent | 10005257 FH#S-Hot YWater Tank-Basement |%
Assermbly
First operation

Operation Plurnbing needs fiking at Kilarmey CC |@|Ccl<ey Calculate work -
WikCtr/Plnt | CP3 42006 Ctrl key PMOL| Acty Type I

work durth H MLkt Cprtn dur, H ]
Person. no ||

Step 6: Enter a “PMAct Type” (for example, “140” - Repair).

Work Request Process | Training and Reference Guide
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Create notifications

Step 1: When receiving a call or email, for example for an urgent request, create a new
Notification (IW21) by following the menu path below from the SAP Easy Access screen:

Select Logistics > Plant Maintenance > Maintenance Processing > Notification > Create
(General)

Step 2: Enter a “Notification type” (for example, “N1”).

Step 3: Click & .

(5 PM Motfication  Edit  Goto  Extras  Ermironment  Swystem Help

FdH @@ CHE o0 RE @m

Create PM Notification: Initial Screen

Miotification

——t_1
Motification type I_nl_I
Motification
Reference
Motification

Step 4: Enter a short description of the work requested in the third field of the “Notification”
line.

& Mantenance notification Edit  Goto  Extras  Erwironment  Systern Help

& MR Ce@ CHE Do BE @

Create PM Notification: Maintenance Reqguest

G A N Sratrer =] T E

Motification 00000000001 | 1) Broken pipe at Heather Marina |E’|I
Motific, Status OSMO 5]
Order |g|

Work Request Process | Training and Reference Guide 20
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Select the “Notification” tab. Then select the “Functional loc.” field (in the “Reference
object” area), and enter “C” for City, “P” for Parks or “E” for Engineering.

Click @ to display the “Structure list”.

[5 Mantenance notification  Edit Goto  Extras  Erwrorment  Sustem Help

& FlaBCee DHE ohod BE @
Create PM Notification: Maintenance Reguest

& fd R W Searne ST &

Matification 500000000001 | 11| Broken pipe at Heather Marina |@‘
Notific. Status OSMO 1]
Order |g‘

" Natification } Address 1 Malfunction, breakdown | Location data Items  © Activities

Reference object

Functional loc. Heather Marina Bldg Plurnbing

Equiprment

Assembly

Click ¥ to expand each level required. Double-click the appropriate “Functional Location”.

Work Request Process | Training and Reference Guide
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= List  Edit Goto  Extras  Erwironment  Settings Systen Help
@ FdEH @@ BHE o0 RE @m
Create PM Notification - General: Structure List
v @ 8IEEBE % T epandwhde &£
Functional loc, P walid Frorm 2014/06/09
Description Park Board
e (;E'P Park Board EE' %
3 EF'P—ARB Arbutus Ridge Neighbourhood EF' %
- &'P—CUS Parks City Wide Services
4 Q‘F'P—DU'N Iunbar Southlands Neighbourhood Gf—' %
L4 df-' P-DUI Dommtomm Neighbourhood dF' %
e &' B-FWIr Fairwiew Neighbourhood &' =
v @ P-FVI-CHOK Choklit Park & %
v o P-FV-CHSN Charleson Park P =
v g P-FV-FCRE False Creek CC Park & =
- g? P-FVIJ-FHO4 Parks- Fire Hall #5- 1475 W l0th
v o P-FVT-GRAN Granville Park P =
v g p-FV-GRLE Gramville Loop Park & =
~ g? P-FVI]-HEAM Heather Marina Site ﬁ? %
~ g P-FVU-HEAM-02600 Heather Marina Building & %
w7 &' P-FVII-HEAM-02600-BA Heather Marina Eldy Maintce Services EF' %
o g? P-FVI-HEAM-0Z600-BA-005 Heather Marina Bldg Appurtenances
o g?' P-FWII-HEAM-0Z600-BA-010 Heather Marina Eldg Asbhestos
G é’ P-F¥I-HEAM-02600-BA-015 Heather Marina Eldg Electrical
o @P*FW*HEM{*DZSDD*EA*DZD Heather Marina Bldg Exterior Fabric
o Q_F'P—FVU—HEMI—DZEDD—EA—DZS Heather Marina Eldg Interior Fabric
* @ P-FVH-HEAM-02600-Ba-030 {Heather Marina Bldg Plumbing N =
- @) 10001214 Bflow Prev-Under hatch 0/5 door.
u lDDDlZlE Plumbing-W/R HZ0 Line
o lUlJ.SSSB Bflow Prew- "0"-float
- @) 10116889 Bflow Prew- Between R and 3 floats
g 10115890 Bflow Prew- Marina- Mobile
o 10116891 Bflow Prew- Marina- Mobile
- @l 10116832 Bflow Prew- Marina- Mobile
o g_p P-FVII-HEAM-0Z600-BA-040 Heather Marinha Bldg Roofineg
o &'P—FW—}[EM{—DZSDD—EA—D% Heather Marina Bldy Zervices
© EF'P—FV[J—HEM{—DZGDD—EA—DSD Heather Marina Bldg Signage
o g_p P-FWI-HEAM-02600-BA-055 Heather Marina Eldg Structural

Step 5: Fill in the information for the notification.

a. Enter a detailed description in the “Description” box (in the “Subject” area). For
example, address and contact information.

b. Click & 1o update the fields.

e Note: The date, time and userid information is now displayed in the
“Description” box.

c. If applicable, select “Priority” (in the “Start/End Dates” area), for example “High” for
urgent or emergency work.
e Click: S |or | Mo | depending on whether or not you need
to change the “Priority” dates already assigned.

d. click & to update the fields.
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e. Verify that the “Planner group” and “Main WorkCtr” are correct.

f. Click to save the notification.

=g Maintenance notification

to Extras  Erwironment  System Help

& B¢ DHE OL0 BR @6
Create PM Notification: Maintenance Request
& o N ) Srare O F &
Notificatian 500000000001 11 Broken pipe at Heather Marina ]
Notific, Status OSMO (=)
Crder |D|
" Motification | Address  © Malfunction, breakdown Location data Items  © Activities
Reference object
Functional loc. P-FVi-HEAM-02600- Heather Matina Bldg Flumbing ‘;ﬁl
Equiprment ‘5CE|
Assernbly ‘l
Responsibilities
Flanner group PPL /2012 PARKS PLUMEING
1ain WiorkCtr PPLITM 412012 PLUMBING SHOP
Reported by Motif.date 2014/06,/0% |13:20:42
Subject
Description Broken pipe at Heather Marina
Contact Doug at 604-257-6429. \@|

StartfEnd Dates

(5
Required Start 2014406409 [13:20: 42 Priority L,-ﬂgh

Required End 00:00:00) [ |Breakdown

=
-
2
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Update existing notifications with work in progress or completed

After the work is completed, update the notification by identifying:
1. What needed fixing (i.e. object)
2. What was wrong (i.e. damage)
3. What caused the problem (i.e. cause)

4. What was done (i.e. activities)

Matification [tamoa130  |[N1|[ights out
Status [NOPR ORAS 5]}
Order 700080053 | 2|

items

. |Code gr... [Obj...|Ohject part
1 LIGHT 0070 Tubes

| BLIGHT 0086 NotWorking

1. Object fixed 2. Damage done

Step 1: From the “Change PM Notification” screen:

e Select the “Items” tab and then code group #1 for “Object” (in the “Items” tab)

e Click
Motification [Mooee138 N1 |[ights out A
Status [NOPR ORAS 5]
Order 700880853 | 2|

... |Ohject part .. |Damage
Tubes LIGHT BASA Mot YWorking
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e Click ¥ to expand the appropriate “Object part” (for example, “HVAC - Heating
Ventilating Air Con™)

¢ Double click on the selection in the drill down (for example, “0040 - Controller™)

E pm Motification  Edit Goto Extras Enwironment Systern Help

< | B @@ CHE Dho8 BRI @

T

Change PM Notification: Maintenance Request
A AR Baw N

Motification [10198891 "E"Plumbing needs fixing at Mar/Cak CC I@
MNatific, Status InOPR ORAS '

| —
Order 700173484
Motificatio Ml i
=

© Address
Catalog Selection

~ < Object part Object parts =
» (JAIRH  AjH Distribution Systems =
Mo | » (JcHILL  Chiller Systems Text
» (JcoNTR  Controls Instrumentation
i * (JELECTR Electrical Service Distribution

— » (JELEVA  Elevators Lifts
- » (JENVEP  Building Ervelope
| » (JFIREP  Fire Protection

v [J HEAT Heating Systems

= & HVAC Heating Wentilating n
+ b o010 Belts

. + P 0020 CFM Delivered

- + bPoo30  Coi

« b 0040 0

Mator
- = p o110 Qil Separatar

L + b 0120 Pump

- » 0130 Side Stream Filter

+ b 0140 Themocouple

| + P 0150  Furnace =

-« k nicn il

|

}#‘
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Step 2: Code group #2 for “Damage” (in the “Items” tab):

—
. =]
e Click @
Notification 10000130 | N1|[Lights out =5
Status NOPR ORAS =l
Order roaneonsl | 22|
Motification -I Address . Malfunction, breakdown | Location data ‘im Activities
Causes
Mo, |code gr... o). |object part |code ar.. JDa... [harmage [Tent
1 LIGHT D070 Tubes LIGHT 0080 fotWorking

e Click ¥ to expand “Damage” and again to expand as appropriate (for example,
“HVAC - Heating Ventilating Air Con’’)

o Double click on appropriate option (for example, “0020 - Device not responding’)

Work Request Process | Training and Reference Guide
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& PMMotfication Edit  Goto  Extras Erwronment  System Help

< FdEBCE® SHRE DD 4oa8 BFHE @

Change PM Notification: Maintenance Request
K B & A

motification 10198691 1] Plurnbing needs fixing at Mar/Oak CC

Motific, Status NOPR ORAS

Crder 700173454
Notification  +* Address ¢ Malfunction, breakdown Location data /m Activities

Items Causes

~ {1 Danage Overview of damage =
» [ AIRH AfH Distribution Systems ~
» [J cHILL Chiller Systems
» (JCONTR  Contrals Instrumentation
» (JELECTR  Electrical Service Distribution
» [JELEVA Elevatars Lifts
» [J ENVED Building Erwelope
3
»

Mo.  Code ... 0. Object part Code .|

(I FIREF  Fire Protection

(] HEAT Heating Systems

&Y HVAC Heating Wentilating Air Can
= 0010 Eelt Damaged

* ¥ ooan
= ) 0030 Dirty R
« b 0040 Electrical/Burning odour
= B 0oso Filters Dirty

« b 0060 Leaking

- b 0070 Modificatiions

« b 00E0 Mo Power

= oo9n Noisy

+ b 0100 Broken Shaft

= b 0ll0 Pressure HighfLow

« b o0lzo Seized

= b 0130 Ternp. HighfLow

« b 0140 wibrating

- b 0150 Pilot Cut

v M Tren Timbmui

Step 3: Code group for cause:

e Select the “Causes” tab
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<

= ST G ]

E Motification  Edit  Goto Extras Enwironment  Systemn Help

Change PM Notification: Maintenance Regquest

v d CeQ CHE oDLO B @’

Motification  © Address

Matification 10000086 71| airtec 6th Floor Duct Heater
Status NOPR. ORAS
Order 700000027

" Malfunction, breakdown | Location data Items Activities

Cavses

Foriterm 1
Ohject part
Darnage
Text

Causes for Item
Mo, | Code.. | C..

Causes
Heating Yentiating Air Con b
Blockage
» Corrosion
> Erosion
» Fuse/BEreaker
» Insufficient Lubrication
» Loose Connections
b 0070 Loose Mountings ol on
« b 0080 Manufacturing defect
4
»
»
»
}
»

o090 Modifications
o100 I_Mclistuna -
o110
0lz0 Overload
0130 Rermodeling
0140 Refrigerant Leak

o o o o o o o o o o o o o oo o o

-
e Click &

e Click ¥ to expand “Cause” and again to expand as appropriate (for example, “HVAC -

Heating Ventilating Air Con™)

o Double click on appropriate option (for example, “0110 - Normal Wear™")

Step 4: Code group for activity
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e Select the “Activities” tab

Notification | ddress | Malfunction, &

» [J HEAT He

& PMnotfication  Ecit  Goto  Extras  Ervronment  Swstem  Help

1 FdBICOQ SHE DDhoD HE @®
%@ .| Change PM Notification: Maintenance Request
HIRSRHEA

Notification 10196651 1L [Flumbing rieecds fiing at Mar/Oak CC \@

Notific, Status NOPR ORAS m

Order 700173464 |£‘

No. | Code .. A.. | Actiity code text » [J ATRE AJH Distribution Systems

» [J CHILL Chiller Systerns

» CJCONTR  Controls Instrumentation

» (JELECTR  Electrical Service Distribution
» (JEIE¥A  Hevators Lifts

» [J ENVER Building Envelope

» [J FIREP Fire Protection

ating Systems

~ S HvAC Heating VEFI(I|a_t‘\F\I;| Air Con

22
b oolo
G 0ozo EBearing Refiscement.

Belt replacement

Boiler Combustion Set Up
Boiler Controls Repair

Ediler Dally Inspection & Tests
Boiler Provincial Inspection
Compressor Replacement
Condensor Cleaning
Condensor Replacement
Cooling Section Repairs
Cooling Tower Shutdown/Cleaning
CoolingfHeating Col Cleaning
Deficiency Checks

Expansion Tank DrainfCharge
Filter Changes

P

v croms |2l |

— —— EE oo
oo:a ao:
oo:a oo:
0o:0 o0:

ime  Created by

:0

10
10
10
:0
10
10
i
:0
10
0
i
:0
10
0
i
:0
10
0
i

a

[i]

[i]

[

a

]

a

-
e Click &

e Click ¥ to expand “Activity” and again to expand as appropriate (for example, “HVAC

- Heating Ventilating Air Con”)

e Double click the appropriate option (for example, “0010 - Air Balancing”)

Step 5: Complete and save

& -

cELXEY Y

= PM Motification Edit  Goto Extras Erwironment  Systemn Help

CEQ CHE DDOoY ER @B

[@ .| Change PM Notification: Maintenance Request

Notification 10138691 N1 Plumbing needs fixing at Mar/Oak CC ‘Bl
Notific. Status MNOPR ORAS ‘l
Order 00173484 ||

e Click A to complete the notification, and then click
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Complete (close) a notification

To complete a notification after the work is complete, select PM Notification > Functions >

Complete...
IT—7| Maintenance notification ] Edit Goto  Extras  Erwironment  System Help
‘ Other notification - q e@e QE{I% om o8 [E @
Create »
[} change rtification: Web Request
¢ o 1R 87
List editing 3
MC Print 4 IdR[PIumbing reeds ﬁxiﬁ at Killarney CC ]@|
Me Save Ctri+5 5 ||
O Functions 3 Put in process
_ Order 4 Postpone cation data < Items | Activities
Exit Shift+F3 Complete... Shift+F4
Reference object In process again%
Functional loc. C-EIL-{ IzsUe permit Aurnbing ﬁ
Equiprnent looosz! Reject permmit ter Tank-Basement @
Assermbly Deletion flag »
Responsibilities
Planner group CPL| /2006 FROPERTY MGMT
Main WorkCtr CP3 #2008 PROPERTY MAMAGER
Reported by Motif.date 2014/06/17 (l4:57:50
Subject
Diescription Plurnbing needs fixing at Kilarmey CC
]
Start/End Dates
Required Start 2014706717 |14:57:50) Priority Mediurm A
Required End 00:00:00 | |Breakdawn
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Technically complete (TECO) a work order

To technically complete a work order, select Order > Functions > Complete > Complete
(technically).

IT—7\ Order | Edit Goto  Extras  Erwironmment  Systerm Help

€ 4B Sea SHE Do BE @
[{ ceate (speca) » 'ctive Maintenance Order 700173518: Central Header
f A&
Or Brint b3 Plurnbing needs fixing at Kilarmey CC |@| |h
Save Ctrf+S & Killarney CC
Functions 3 Put in process... Ctrl+F2
Release Ctr+F1
Complete 3 %
Dates 3

Generate settlement rule
Sys.Status  |CRTD NMAT PRC Determine costs Ctr+FS

Redefine delivery address Do not execute
~ HeaderData 1 Operatio jects Additional Data Location Planning Contral

Person responsible Inspection Lot »
PlannerGrp [CPlj 2006  ayailabiity » otifctn 10195774 |z|§|
Mrwk.ctr  [CP3 / Lock b oists CAD

Deletion flag » AACtType |140| Repar

SystCond.

Dates
Bsc start 2014406717 Priority Mediurm A |t|
Basic fin. 2014/06/17 Revisian -
Reference object
Furc.Loc, |C-KIL-C325-00000-. 3325 FH #5 Plumbing [
Equipment | 10005257 FH#5-Hot water Tank-Basement |%
Assernbly |
First operation
COperation Plumbing needs fixing at Kilarney CC |@|CcKey Calculate wiork -
wikCtr/Pint  |CE3 #2006 Ctrl key FMOL1| Acty Type
work durtn H Murnber Oprtn dur. H
Person. no ||
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Lesson 3: Sorting work requests

Description

This lesson outlines how to determine the category of incoming work requests, assign it to the
appropriate department or group and ensure urgent requests are properly tracked for future
reference and follow up.

Learning outcomes

At the end of this lesson, the learner will be able to:
e Sort and assign requests

e Track urgent requests
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Sort and assign requests

Step 1

e Access the notifications list in SAP and select the next outstanding notification.

Step 2

o Determine if the request is for a City-owned facility or space that is maintained or
operated by Real Estate and Facilities Management (REFM) or the Park Board.

e Ifitis, then proceed to step 3. If it is not, update and close the notification in SAP.

Step 3
o Determine if enough details have been provided in the work request.

o If yes, proceed to step 4. If not, contact the requester and obtain the required
information before proceeding to the next step.

Step 4

o Apply the emergency criteria below to establish whether this is an emergency/urgent
request:
1. Life safety
2. Operational functionality
0 e.g. boiler breaks down
3. Unplanned blackout
4. Impact on revenue operations (business interruption)
5. Mitigation of additional damage to assets/ensure security of assets (stop-loss)

0 e.g. pipe bursts
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. If one or more of the above criteria applies, record the details of the request in the
“Work Control Centre Log” under the “Emergencies” tab.

A B C D E F G H

[ -] Department | Location B cCostCentre [l WorkOrder# Details [ -] Status

W~ B WwN

=
(=]

14 |_ 1 T
i 4 » vl Emergencies ] Billable or Production =] i 4l

e Refer to the work reference table (see Appendix 1) to assign the emergency work
request to the appropriate department.

¢ Update the notification with details of the action to be taken, and proceed to step 6.

e |If none of these apply, proceed to step 5.

e Determine if this is a routine or straightforward request.

o If yes, refer to the work reference table (see Appendix 2) to assign the work request
to the appropriate department.

e Update the notification with details of the action to be taken and proceed to step 6.
o If not, then refer the work request to the Assistant Manager, Work Control and
Optimization.
Step 6

o Create a work order or email and assign the notification to the appropriate
department.
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Lesson 4: Completing a work request form

Description

The work request form (see Appendix 3) is for requesting services for City-owned facilities or
spaces that are maintained or operated by Real Estate and Facilities Management (REFM) or
the Park Board.

If you receive a call from City staff (with access to the intranet) looking to request work, it’s
important to explain that all non-urgent work requests should be submitted through the
internal, online form. This helps track requests and ensure consistent service delivery (see

Appendix 4).

City employees without easy access to the intranet at work should call 3-1-1 and a
representative will fill out the form on their behalf (see Appendix 5).

Learning outcomes

At the end of this lesson, the learner will be able to:
e Describe where to find the online form
o Complete the work request form

e Explain how to complete the work request form to a requester
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Describe where to find the online form

There are several ways to navigate to the work request form: citywire/sappmwrkq net/

Citywire

e Open a tab or window in Chrome or Internet Explorer and type “citywire/” into the
address bar (your computer needs to be connected to the City’s network).

e Select “Forms & Business Tools” from the left-hand menu on the Citywire homepage
and then “Work Request Form™.

o The “Work Request Form” is also available under “Help” in the left-hand menu.

0 Note: the form was previously titled “Facilities Requests” so staff may search

for it under its former name and not be able to find it.

Staff Home | Public Home

Employee Engagement

City Hall News

Communication Tools

Corporate Business Plan

Council Information
Departments

Employee Programs
Forms & Business Tools

Help

Reference Centre

C & [ citywire/

[€] ditywire: dity of vancouver = % ‘23

advanced
search

g b e 59

Spotlight

EECEEEES Work Request Form
- Real Estate and Facilities Management (REFM) is pleased to launch a newly updated, user-friendly
work request form. Employees should use the form to submit any standard service requests for City-
owned facilities or spaces that are maintained or operated by REFM or the Park Board.

Learn more (pdf) about the enhanced form and customer experience.

Submit the form with your request and let us do the rest! Check out the form under its new name
today: Work Reguest Form.

Go to Staff Notice Boards | Submit a Story

(7%, Securing safe environments
\&/ Aspart of the Safety Starts Here campaign we're featuring stories about proactive safety initiatives from across the
- s b . d G - g 4 hle e o ;

Get the latest City news
[ View news releases

Staff News
more staff news »»
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Vancouver Park Board Staff Website

e Open a tab or window in Chrome or Internet Explorer and type

“citywire/departments/parks” into the address bar (your computer needs to be
connected to the City’s network).

e Click on “Work Request Form” under “Parks Staff Quick Links” in the left-hand

navigation menu.

[€] vancouver Park Board - Staf %

& C A  [I dtywire/departments/parks/

CITY LINKS

IT Help Self-Service

IT Systems Cutages

IT User Account Regquest
Staff Netice Boards
VanPhene+ Reference

Edit PublicWeb Pages

Announcement Archive
AdtiveNet

Board Meetings

Calls for Interest

IT Help Self-Service portal
News Releases

OneCard Staff Information
FarkBoardNews

Park Ranger Servioe Request
Form

PE Wiki
Staff Changes
Sustainability

I Work Request Form l

Change your password ~
City Public Website
FitCity, Target Fitness

g 4 l

VanRIMS Web Tool A

E

=

1B

Vancouver Park Board Staff Web Site

STAFF ANNOUNCEMENTS [ Request an announcement |
=0utlook citywire VanMap 2142712 Newly updated, user-friendly Work Request Form bt

Learn more about the enhanced form and customer experience.

20t407-11 Summer sale on now at Bloedel Conservatory
Save up to 75 percent

201407-11 Theatre Under the Stars Ticket Draw
Enter by 4pm, Wednesday July 16

20140711 Rockin® in the Park

July 12, Coal Harbour Park (on top of Coal Harbour CC)

PARKS STAFF QUICK LINKS 201407-10 Posting of content on Park Board intranet

ing to internal C i July 14

20144710 Committee and Board Meeting Highlights
Highlights for July 7

20140707 Staff Changes and New Staff
Navdeep Sidhu, Jeff Whitehead, Ami Gandha, Jamie Creery, John Odong

20140704 Staff BBQ Picnic in the Park at Nat Bailey Stadium
Monday, August 11 8:00pm (Park Board Sponsored Game Night)

20140724 Vancouver All Natural: Walk with Pride
Be part of the City’s Pride Parade team August 3

20140722 Family Day is BACK!
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Vancouver Police Department Intranet - The Blue Zone

e From the homepage of the VPD staff intranet (only accessible to employees in the
VPD), click on “Work Request Form” in the top navigation menu.

THE BRLI'E ZONF

Fri. Jul. 11, 2014

0 find > ire Help Desk  Computer Training Look p
= Organization (Sitemap)
Bulletins Reference owdnl |
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Complete the work request form

To complete this form you’ll need the following information:
¢ Who is requesting the work
e Contact information for follow up
e The location of the required work

¢ What work is required

A completed example of the form is available on this page for reference.

citywire m

vancouver.ca m

VANCOUVER ~ Work Request Form

Routine work requests
Please use this form to request services for City-owned facilities or spaces that are maintained or operated by Real Estate and Facilities
Management (REFM) or the Park Board.

Emergency work requests
If your work request is an emergency or urgent, during regular business hours (Monday to Friday, 7 am to 4:30 pm) please call the
Work Control Centre at 604-665-3456.

For emergency or urgent work requests after regular business hours including weekends and holidays , please contact Corporate
Security at 604-873-7157.

Completing the form
All mandatory fields are marked with an asterisk (*).

If you have multiple work requests, please complete_g separate form for each.

Need help completing this form? Take a look at thi ple.

Submitted work requests

After submitting your completed form, you will receive a confirmation email with a reference number. The Work Control Centre will follow

up if additional details are needed, using the contact information required below. If you have questions or do not hear back within 72
hours, please contact the Work Control Centre at 604-665-3456 and provide your reference number.
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Step 1

Contact information

To get started, select “City Employee” and fill in your contact details including your
name, phone number, email address and department.

Or simply click the “Contact Lookup’ button, type your name in the box that pops up
and select yourself from the list. Then add your department.

This information is required so we can follow up with you about the request.

Contact information

Requested by: *

3-1-1
First name: * [ohn
Last name: * Smith Contact Lookup
Phone number: * 123-456-7890
Email: * : \
john.smith@vancouver.ca
Department: * REFM

® City Employee

Clear contact information

Note: automatically generated emails when the work request is received and
processed will be sent to the email address provided. However, these will only be sent
to internal email addresses (@vancouver.ca; @vpl.ca; @vpd.ca).

Citizens or tenants of City-owned buildings who are requesting work through 3-1-1 (the
3-1-1 representative will fill out the form on their behalf) will not receive
automatically generated emails. However, their contact information is helpful if we
need more information about the request.
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Step 2
Location information

¢ In the location information section, let us know where the work is required. Please
provide an address, landmark or general description.

¢ Include additional details, such as the floor #, room # or location (North, South, East
or West), whether it is an office, gym, parking lot or park. If it is a large area, for
example Stanley Park, be sure to include the park name, feature and try to describe
the specific area.

Location information

Location of work requested: * City Hall, 453 West 12th Avenue , Vancouver
Ground floor, room 114

Maximum allowed: 150 characters. Currently used: 66 characters.
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Step 3
Description
e In the description section, provide a short subject line to describe the request.

¢ In the next box, tell us about the work that needs to be done, if something requires
repair or so on. The more information you can provide the easier it will be for us to
determine the department or team to assign your request.

e Once you’ve completed the form, click the “Submit Request” button and you’re done!

Description
Subject line: * Broken light switch in City HallRm 114
Maximum allowed: €0 characters. Currently used: 39 characters.
Description of request: * The sliding light switch in room 114 has cracked and fallen off of the panel

so the light can't be turned on.

Maximum allewed: 400 characters, Currently used: 109 characters

| Clear Form I Submit Request I
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Step 4

Confirmation

After you have submitted your request you will be redirected to a confirmation page.
Here you can choose to email or print a summary of your request if you would like to
keep a copy for your records.

You will receive an automatically generated email when the request is received by the
Work Control Centre. This will include a notification number.

Again, these emails will only be sent to internal email addresses (@vancouver.ca;
@vpl.ca; vpd.ca).

You can follow up with the Work Control Centre at 604-665-3456 with your notification
number for questions or updates.

City employees may receive additional emails when the work request is assigned and
closed. See Appendix 6 to review the various messages.
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Chapter 2

Description

The training lessons in this chapter focus on sorting and assigning complex and urgent work
requests and processing after-hour requests. This chapter also provides lessons about tracking
and following up on outstanding work requests.

Learning Outcomes

At the end of this chapter the learner will be able to:
e Sort and assign complex and urgent work requests
e Process after-hour requests

e Track and follow up applicable work requests
Prerequisites

The learner will need to have completed the training lessons in chapter 1, and have access to
SAP, Microsoft Outlook and the City’s intranet.

Audience

e Assistant Manager, Work Control and Optimization, REFM
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Lesson 1: Sort, assign and track complex and urgent
work requests

Description

This lesson reviews how to sort and assign urgent and complex, including billable and
production, work requests. It also covers tracking the billable or production requests, and
what to do with requests that are received and assigned by Corporate Security outside of the
Work Control Centre’s regular business hours.

Learning outcomes

At the end of this lesson, the learner will be able to:

e Sort, assign complex and urgent requests, and track billable or production requests

e Sort and assign after-hour requests
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Sort, assign complex and urgent requests, and track billable or
production requests

Step 1

o Determine if the request is for a City-owned facility or space that is maintained or
operated by Real Estate and Facilities Management (REFM) or the Park Board.

e |Ifitis, then proceed to the next step. If it is not, update and close the notification in
SAP.

Step 2
e Determine if enough details have been provided in the work request.

e |f yes, proceed to step 3. If not, contact requester and obtain the required
information before proceeding to the next step.

Step 3
o Apply the emergency criteria below to establish whether this is an emergency/urgent
request:
1. Life safety
2. Operational functionality
0 e.g. boiler breaks down
3. Unplanned blackout
4. Impact on revenue operations (business interruption)
5. Mitigation of additional damage to assets/ensure security of assets (stop-loss)
0 e.g. pipe bursts
e |If one or more of the above applies, refer to the work reference table (see Appendix
2) to assign the emergency work request to the appropriate department.
e Forward the request to the Work Control Centre team with instructions to:

1. Record the details of the request on the “Work Control Centre Log” under
the “Emergencies” tab

2. Update the notification and/or create a work order
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¢ If none of these apply, proceed to the next step.

Step 4
o Determine if this is a routine or straightforward request.

o If yes, refer to the work reference table (see Appendix 2) to assign the work request
to the appropriate department.

o Refer the request to the Work Control Centre with the appropriate instructions to
update the notification and/or create a work order.

e If none of these apply then proceed to step 5.

Step 5

¢ Determine whether this is a billable or production item.

e Contact the requester in order to obtain the cost centre information and any
additional information about the request (for example, the reason for request, repair
versus replace, make versus buy, etc.).

e Exception: If this request is for a Park Board Recreation asset (community centres,
pools, beaches, etc.), refer the request to Recreation contacts for approval prior to
proceeding.

o Refer to the work reference table (see Appendix 2) to identify the appropriate
department.

e Consult with the manager of the designated department on whether the request can
be completed.

¢ If the work request can be processed, then proceed to step 6.

¢ If not, advise the requester that the request will be closed.
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Step 6

Track billable or production requests on the “Work Control Centre Log” under the “Billable or
Production” tab.

W N oW N

o
NS

M ¥ M Emergences ) Billable or Production

Forward the request to the Work Control Centre team with instructions to:

e Update the notification and/or create a work order
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Sort and assign after-hours requests

After-hours requests received by Corporate Security will be summarized on an incident log
daily and sent to the Assistant Manager, Work Control and Optimization.

Step 1

¢ From the incident log, the Assistant Manager, Work Control and Optimization, should
determine if this request is for a City-owned facility or space that is maintained or
operated by REFM or the Park Board.

e |Ifitis, proceed to step 2. If not, advise the Work Control Centre to update and close
the notification.

Step 2
e Determine if enough details have been provided in the work request.

o If yes, proceed to step 3. If not, contact requester and obtain the required information
before proceeding to step 3.

Step 3
o Apply the emergency criteria below to establish whether this is an emergency or
urgent request:

1. Life safety

2. Operational functionality
0 e.g. boiler breaks down

3. Unplanned blackout

4. Impact on revenue operations (business interruption)

5. Mitigation of additional damage to assets/ensure security of assets (stop-loss)
0 e.g. pipe bursts

e If one or more of the above applies, determine if the urgent work request has already
been assigned by Corporate Security to a City planner group or a contractor.

e Refer to the work reference table (see Appendix 2) to assign the work request to the
appropriate department.
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Forward the request to the Work Control Centre team with the appropriate
instructions to:

0 Record the details of the request on the “Work Control Centre Log” under
the “Urgent” tab

o Create the notification and if necessary create a work order

o If the work was dispatched by Corporate Security and has already started,
provide the work order number to the group completing the work

If none of these apply, proceed to step 4.

Determine if this is a routine or straightforward request.

If yes, refer to the work reference table (see Appendix 2) to assign the work request
to the appropriate department.

Refer the request to the Work Control Centre with the appropriate instructions to
update the notification and/or create a work order.

If none of these apply then proceed to step 5.

Determine whether this is a billable or production item.

Contact the requester in order to obtain the cost centre information and any
additional information about the request (for example, the reason for request, repair
versus replace, make versus buy, etc.).

Exception: If this request is for a Park Board Recreation asset (community centres,
pools, beaches, etc.), refer the request to Recreation contacts for approval prior to
proceeding.

Refer to the work reference table (see Appendix 2) to identify the appropriate
department.

Consult with the manager of the designated department on whether the request can
be completed.

If the work request can be processed, then proceed to step 6.
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¢ If not, advise the requester that the request will be closed.

Step 6

e Track billable or production requests on the “Work Control Centre Log” under the
“Billable or Production” tab.

e Forward the request to the Work Control Centre team with instructions to:

0 Update the notification and/or create a work order
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Lesson 2: Follow up on urgent, billable and production
work requests

Description

This lesson focuses on ensuring urgent and complex requests, which include work that
requires production or is outside of standard, routine maintenance and operations, are
completed in a timely manner.

Learning outcome

At the end of this lesson, the learner will be able to:

e Follow up on urgent and complex requests
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Follow up on urgent and complex requests

e On a weekly basis, review the “Billable or Production” and “Urgent” tabs in “Work
Control Centre Log”.

B Department [ Location B CostCentre ll Work Order # [ Details B Status

B Vo NO N e W N

14 L
W 4 ¥ ¥ | Emergencies ./~ Bilable or Production L] 4 Hil

e |dentify outstanding requests and follow up with the applicable contact:
e 30 days outstanding - Follow up with the appropriate Evans Yard shop supervisor
and manager in REFM or Parks:
0 Manager, Building Maintenance, REFM
0 Manager, Portfolio Operations, REFM
Manager, Corporate Security, REFM
Manager, Property Management, REFM
Manager, Energy and Utilities, REFM
Manager, Environmental Planning, REFM
Manager, Facilities Planning, REFM

Manager, Capital Maintenance, REFM

O O O o o o o

Supervisor, Parks Major Maintenance and Construction, Park Board

e 90 days outstanding - Refer the request to the appropriate manager in REFM or
Parks:

0 Associate Director, Facilities Operations, REFM

0 Associate Director, Facilities Development, REFM

o0 Director, Facilities Planning and Development, REFM
0

Manager, Park Operations, Park Board
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o 120 days outstanding - Refer the request to the appropriate director:
o Director, Facilities Operations, REFM
o Director, Facilities Planning and Development, REFM

o Director, Parks, Park Board
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