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Facilities Management Survey

What's Wrong with this Place?

« May 2005 survey is the 2" survey in 3 years.
+ Similar Questions to those used May, 2002.
* Incentive for participating

— Each submitter earned $2 on their MavCard ID
for a vending machine purchase.

* Survey integrity
— Campus Hub handled the statistical workup. They
were a neutral 3 Party

Survey Targeted Customers

* Minnesota State Mankato faculty
* Minnesota State Mankato administrators and support staff
+ 1,345 employees
* Not included:

— 150 Facilities Management Employees
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“We are very, very fortunate to have Georgia work in our area. She
keeps our offices and restrooms in excellent condition and she always
has a positive outlook on everything.”
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“I was very dissatisfied that the Registrar’s staff was
forced to work in the remodeling/ construction zone.
It wasn't very safe or healthy.”
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“Web orders say they are done/finished
and they aren’t”




Question 4

Survey Questions

“The parking signs are
confusing especially the
“brown” permit ones in
the orange lot. *

Question 5

Survey Questions I

Ut the way the exterior of the campus looks, Including grounds,
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“More ground crew when it snows-
more equipment to handle snow.”

Question 6

Survey Questions
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What’s Happened Since?

Tracking
a
Package

MSU’s Receiving and Delivery Services
Scanning Process Manual

“I love the new delivery tracking system!”

RECEIVING AND DELIVERY PROCESS MANUAL
Electronic Tracking of Packages

INTRODUCTION

Minnesota State University uses an electronic barcode reading
system to record the receipt and delivery of packages on its
Mankato Campus. This allows for more accurate record keeping
and easier package locating in the event of a misdirected package.

The scanner used by the receiving department is the “symbol” palm
powered 1800. The 1800 uses an aggressive laser scanner to read
the barcodes of carriers such as UPS, FedX and others. The
records are later downloaded into a Microsoft Access file for storage
and retrieval.

DATA ACQUITION PROCEDURE

Gathering data on packages received at MSU is currently a 3-step procedure....

Receiving: The carrier barcode of each package is scanned as
it comes in the door (packages without carrier codes receive a
unique MSU barcode).

SOI‘tiI‘Ig: The carrier barcode is scanned a second time during
the sorting process. This allows the records to be matched when
retrieving a package from the Access database. The final
destination of the package is recorded in black marker on each
package to allow easy location by the delivery driver.

Delivery: When delivering a package to its final location, the
driver first records the location and his name on the 1800. He then
has the recipient sign the 1800 and finally scans the carrier barcode
of each package being left at that location.
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Survey Questions
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“Good job everyone!!” “The “OSHA god” needs to lighten up -
and get a chill pill before he gets a heart 7e
attack.”
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ut MSU's recycling of paper, plastics, metals, elc

5. Whata
of tons of material annually”

“I'love the traffic controllers
when they are there - very helpful! *

“How can we encourage use of recycling by everyone? “

Minnesota State’s Work Order Request

Existing Tools of Management?
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e Whip Intimidation Hammer Knife

Employee Defense Mechanisms?
— Facilities Management

Plan C
oo Work Order and Project Request

Plan A Plan B
Create Paper Blzzard o Confuse and
Overwheim Boss

Result of Existing Boss vs. Slave Approach?

Mistrust, Poor Employee Moral, Inefficiency and Unsatisfied Customers




Request Form
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Building and Room Index

Buiding and Room Index.

E-mail request response

This is an automated e-mail - &alease do not reply
Call the Physical Plant at 2071 if you need assistance

‘Your work request 11339 has been accepted on 01/18/2006. Your request stated:
"Test Request - grepare for presentation

&Account: 214001

This is where the dispatcher can add comments for the technician”

Your request has been assigned work order number PP-19405 and you may receive additional e-
mails updating you on the progress of your work order.

To quickly check on your work request, click on the following web address
http//MSUfacilities. mnsu.edu and simply type in your work order number.

We will make every effort to deal with your work order as quickly as possible.
Paul and Melva

Paul Corcoran, Physical Plant Director
Melva Dahl, Work Order Coordinator

E-mail for change in status

This is an automated e-mail - please do not reply
Call the Physical Plant at 2071 if you need assistance
Work Order PP-19405. The new status is ‘Tech can type in any status change and

You had requested

"Test Request - prepare for presentation
&Account: 214001
This is where the dispatcher can add comments for the technician”

If your work order status has changed to "completed.” please take a few moments to complete a short customer
service survey found by clicking on the following link:

www.mnsu.edu/facmgmy/tmasurvey.htmi

Completing the survey will provide important information on how we are handiing work orders and responding to
the needs of our customers.

Thank you
Paul and Melva

Paul Corcoran, Physical Plant Director
Melva Dahl, Work Order Coordinator

Work Order Status
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E-mail for completed — note link to survey

This is an automated e-mail - please do not reply

Call the Physical Plant at 2071 if you need assistance

The status has changed for Work Order PP-19405. The new status is ‘Completed'.
You had requested

;f:[:sctlﬁenliugf;bggepzre for presentation

This is where the dispatcher can add comments for the technician”

If your work order status has changed to "completed,” please take a few moments to complete a short customer
service survey found by clicking on the following link:

www.mnsu.edu/facmgmt/tmasurvey.html

Completing the survey will provide important information on how we are handling work orders and responding to
the needs of our customers.

Thank you
Paul and Melva

Paul Corcoran, Physical Plant Director
Melva Dahl, Work Order Coordinator




Evaluation

Thank You

Survey Response
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