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PROJECT JASON HELPDESK INCIDENT CLASSIFICATIONS
1.

Maintenance and Repairs.  The Contractor shall provide a buildings, furnishings and equipment maintenance and repair service, which will provide for rectification of defects within the following timescales:
a. Emergency.  Within 2 hours (normal weekday working hours – 0800-1800hrs), and 4 hours (out-of-hours, weekends, Bank Holidays).
b. Emergency repairs include but are not limited to:

(1)
Total failure of heating including hot water supply.
(2)
Total failure of lighting.

(3)
Severe flooding/roof leak.

(4)
Problems with locks or door entry systems resulting in inability to access

or secure the ND facility.* 
(5)
Complete electrical failure.

(6)
Broken window.

(7)
No toilet facilities available.
(8)
CCTV and/or access control system system inoperable.*

(9)
Total failure of water supply.

(10)
Failure of Fire Safety System.

(11)
Failure of emergency lighting system or part thereof.
(12)
Any system or infrastructure failure rendering the facility or part of the facility unsafe for occupation or use.   
(13)
Failure of air conditioning in computer room or laboratory that prevents operation of equipment housed therein.
(14)
External access point (door/window) damaged or compromised.   
* Where physical security systems are inoperable the ND facility must remain protected from unauthorised access at all times and additional security staff shall be deployed by the Contractor immediately.   

c.
Urgent Repairs.  Within 24 hours, urgent repairs include but are not limited to:

(1)
Leaking roof.

(2)
Blocked drain.

(3)
Blocked/inoperative toilets.
(4) 
Inoperative lift.
(5)
Faulty or failed lighting systems in any room or common area.
(6)
Inoperative gas or electrical supply to any office, teaching or laboratory area (including laboratory gases distribution systems).
(7)
Faulty or inoperative fume cupboard.  

d.
Routine.  Within 10 working days, routine repairs include but are not limited to:

(1) Local exhaust ventilation failure.
(2) Leaking tap or similar.
(3) Damaged flooring/flooring cover (which will be made safe within 2 hours and general access prevented pending making safe).
(4) Damaged furniture (which will be made safe within 2 hours and general access prevented pending making safe).
2.
The Contractor shall assess the repair in order to classify it in terms of the above.  The classification of the repair shall be dependent upon external factors including the time of day when the fault occurs and location.  Alternative accommodation will be provided for individuals if part of the facility is removed from service.
3.
In the case of emergency or urgent work the Contractor shall ensure any element of danger is removed on the initial visit.  Where it is not possible to complete the repair on the initial visit, the repair requirement will remain and arrangements are to be made for a return visit to complete the repair.
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