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Figure 2.1.1.2. Process for Taking Response Line Calls* 
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24. Maintenance 
Accepts Work

12. Verify address of 
facility with customer.

22. Assign to 
Maintenance Staff 
responsible for that 
facility, per Ref [6]

27. Expedite notification 
and assignment of work 
by calling appropriate 

individual.

11. Ask caller  for their 
zip code and places it 

into the system

14. Enter time of the call 
into the response line 

database

15.
Is it facilities 

related work?

25. 
Is the call an 
emergency?

16. Redirect 
Phone Call

13. Ensure caller and 
contact information is 

correct:
Name

  Title
Phone 
E-mail

18.
Is the building 

leased?

20.
Is the work USPS 
responsibility, or 

upgrade?

28. CSR assigns problem 
to Hub project manager 
based on geographic 

responsibilities, per Ref [6]

19. Review lease 
to determine 
responsiblity

17. 
Ask appropriate questions to 
further identify the problem to 

ensure the right priority is 
assigned and work needed is 

described appropriately. 
Identify priority.

Queuing 
Process

21. See Lessor 
Maintenance SOP & 
Assign to appropriate 

RES, per Ref [6]

29. Expense Repair and 
Alternations  / Capital 

RA Processes
(See EXRA <$2K SOP)

23.
 Maintenance 
Declines the 

work

Yes
26. Deferred/On Hold To 
Budget Planning Module

 

*Includes e-mail notifications from the Planned Maintenance Module and problems from facilities inspections. Additionally, 
changes are being made In the FSSP Response Line that import FKC after hours calls/work orders as New/Unassigned 
calls/problems in the system. 

 

2.1.2 Reporting Processes 

2.1.2.1 FPAS—DAILY REPORTING 

This daily reporting can now be done out of the system.  It will provide data on who has taken 
calls.  This past year this worked for our tracking because there wasn’t the turnover of staff that 
we experience in the previous years.  If there is a big turnover the ability to attribute the call tak-
en volume to those in the primary CSR role would be more difficult. 
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