








I. GENERAL

A. University buildings have systems that operate 24 hours a day.  Failure of these systems can cause adversity to faculty, staff, and students, damage to property, or injury.  With qualified staff on-call and appropriate on-call procedures, Facilities Services is prepared to respond to mitigate the consequences of such failures outside of regular working hours.  

B. On-call service should not be confused with emergency service.  On-call services are any service provided outside assigned work hours.  An emergency does not have to be involved.

C. The level of service to be provided an access to on-call personnel will vary based on the customer’s needs and the situation.

II. RESPONSIBILITIES

A. Facilities Services Assistant Directors are responsible for establishing and maintaining on-call lists for each department.

B. The Facilities Service Center is responsible for distribution of on-call lists.

C. University Police has the primary responsibility for calling on-call personnel as necessary.

D. University Housing Services Coordinators are responsible for calling University Police in situations requiring call-back for residence halls.

E. All trades employees in Carpentry, Locksmith, Electrical, Life Safety, HVAC, Plumbing, and Steam shops shall be scheduled for on-call service.  Supervisors shall serve as back-up in the event an employee on-call is not reached.  

F. All Grounds supervisors assigned to Main Campus (excluding Moving Services/Recycling) shall be scheduled for Main Campus on-call service. 

G. Facilities Services employees on-call are responsible for being available for contact and responding to call-back. 

H. All Facilities Services employees who are contacted for call-back, whether on-call or not, are expected to show reasonable diligence in responding.

III. PROCEDURE

A. The following Facilities Services shops shall have personnel on-call: Carpentry, Locksmith, Electrical, Life Safety, HVAC, Plumbing, Steam, and Grounds.

B. New employees shall not be scheduled for on-call duty until they have reached the necessary level of proficiency as determined by the Supervisor or Assistant Director.

C. Facilities Services Assistant Directors shall be responsible for establishing an equitable on-call schedule for each shop based on the number of on-call personnel.  This shall not result in employees on-call in any one shop being assigned on-call duty more or less frequently than employees on-call in that shop.    

D. Facilities Services Assistant Directors shall establish on-call lists each December (by the 15th) for the next year.  The lists shall be forwarded to the Facilities Service Center.  At the Facilities Service Center, the lists shall be compiled and distributed by Christmas break.  Each list shall include a copy of this FSSP.  

E. Facilities Services Assistant Directors shall be responsible for maintaining the on-call lists, revising the on-call lists as necessary to maintain accuracy, and forwarding the revised on-call lists to the Facilities Service Center for distribution.  

F. Distribution shall be to University Police; Executive Director, Facilities Services; Facilities Services Assistant Directors including the Assistant Director Facilities Service Center; Housekeeping Services; and Human Resources.  The Facilities Service Center shall include in the distribution a copy of the FACILITIES SERVICES EMERGENCY CONTACT LIST.

G. The Facilities Services Assistant Directors or Supervisors shall notify the University Police of short-term changes i.e. when the on-call employee is sick and is replaced for a few days, etc.

H. Normally, University Police shall make contact with on-call staff. 

I. The FS employee on-call shall respond to the contact within 10 minutes.

J. Contact procedure shall be as follows:

1. Electrical, Life Safety, HVAC, Plumbing, Steam, Carpentry, Locksmith

a. Call home phone of the FS employee on-call first; if an answering machine or voice mail picks up, leave a message describing the problem, stating the time of the call, and the name and phone number of the caller.

b. if no answer or voice mail answer (an answering machine or voice mail does not constitute an answer), call employee on cellular phone;

c. if no answer, call pager;

d. if no response within 10 minutes, repeat a., b., and c.

e. if no response within the next 10 minutes, call/page in the following order until you are able to contact someone:

· Shop Supervisor(s)

· Assistant Director

· Executive Director, Facilities Services

· Assistant Director Facilities Service Center 

· Senior Associate Vice Chancellor for Campus Operations

Note:  Reference the FACILITIES SERVICES EMERGENCY CONTACT LIST.

2. See COSP 100-0063.1 Main Campus Elevator and Elevator Entrapment Response for procedures to contact the on-call electrical technician and elevator maintenance contractor when there is an elevator problem and/or persons are trapped on an elevator.  

3. Grounds

a. Page the FS employee on-call;

b. if no response within 10 minutes, repeat the page;

c. Call home phone of the FS employee on-call; if an answering machine or voice mail picks up, leave a message describing the problem, stating the time of the call, and the name and phone number of the caller.

d. if no response within the next 10 minutes, call/page (in order until you are able to contact someone):

· Assistant Director Grounds Services

· Executive Director, Facilities Services

· Assistant Director Facilities Service Center 

· Senior Associate Vice Chancellor for Campus Operations

Note:  Reference the FACILITIES SERVICES EMERGENCY CONTACT LIST.

K. Each FS employee on-call shall ensure that they are available for contact by at least one of the means available (home phone, cell phone, pager) at all times. The FS employee on-call shall check equipment as often as necessary when away from home to ensure that they are in a service area. The FS employee on-call shall keep their pager and/or cell phone on them when they are called back to Campus in case they need to be contacted again.

L. If the on-call employee has an answering machine or voice mail message from University Police, he/she shall return the call immediately.

M. If the University Police are unable to contact the FS employee on-call and must contact Supervisor(s), Assistant Director, etc. as instructed in III.J.e., the University Police shall report the incident to the Executive Director, Facilities Services the next workday by faxing a copy of the Operations Report with an explanation of the problem to the Executive Director.  Facilities Services shall investigate the situation to determine corrective action to eliminate the cause of the problem.  Facilities Services may request additional information such as a copy of the Voice Log tape.  The Executive Director shall report any failed contact to the Senior Associate Vice Chancellor for Campus Operations.

N. The FS employee on-call shall arrive at the University within driving time plus 15 minutes from the time contacted.  Response time shall not exceed one hour.  For responses during the normal workday, the response time to the incident site shall be within 15 minutes from the time contacted.

O. The FS employee on-call shall give the University Police an estimated time of arrival on Campus and shall contact University Police by radio (on the Facilities Services channel 2 “Police Monitoring” frequency) or phone when they arrive.  The FS employee on-call shall report to the University Police when leaving Campus.  The University Police monitor the Facilities Services radio channel 2 “Police Monitoring” frequency.  The FS employee on-call shall carry their Facilities Services radio while on Campus when called back.

P. If the FS employee on-call needs assistance from another member of Facilities Services including Housekeeping Services, the FS employee on-call can make the contact himself/herself or request the University Police make contact for them.  If the FS employee on-call needs assistance from Facilities Services management, the FS employee on-call would normally call, in order, the Shop Supervisor(s), Assistant Director, Executive Director, Assistant Director Facilities Service Center, Senior Associate Vice Chancellor for Campus Operations.  In an urgent or emergency situation, the FS employee on-call is authorized to make contact with other Facilities Services staff, Housekeeping Services, and Facilities Services management as necessary.

Q. Only members of the University Housing Services professional staff, not students, are allowed to contact University Police for Facilities Services on-call attention regarding the residence hall.  University Housing Services management shall physically inspect a problem and verify that immediate action is necessary before requesting call-back.  Housing procedures require a Housing staff member that is aware of the issue that was called in to meet the responding FS employee on-call.  If the responding FS employee on-call is not met by a Housing staff member who is aware of the issue that was called in, the FS employee on-call shall advise the Assistant Director, Facilities Services – Residence Halls the next day.  Neither the FS employee on-call nor University Police shall question these requests.  If the FS employee on-call determines that the call was not necessary, the FS employee on-call shall advise their Assistant Director the next day and the situation will be evaluated after the fact.  Remember a call-back costs University Housing Services and they are not interested in wasting money.  During the call-back, the responding FS employee on-call shall not argue or question the requested call-in with the customer.

R. The instructions in paragraph Q., above, generally apply to all call-backs.

S. A FS employee on-call performing any call-back work shall wear their uniform shirt and carry their University ID, unless compliance would significantly delay response time.

T. A Facilities Services employee may not be scheduled for on-call duty and scheduled to staff a special event (i.e. commencement, football games, etc.) at the same time. Facilities Services employees providing support for special events (i.e. commencement, football games, etc.) shall respond immediately to any problem at the event.  Therefore, they cannot respond to a call-back somewhere else on Campus. EXCEPTIONS: When three electricians staff a televised football game, one may be the on-call electrician; the on-call plumber may be one of the two plumbers staffing football games; the on-call plumber may staff events except for commencement.
U. Facilities Services employees providing support for Move-In Weekend may be on-call employees.  Problems occurring do not normally require the same immediate response as with a special event.

V. When two or more Facilities Services employees of a specific trade are working routine scheduled overtime, one may be the on-call employee for that shop.  An on-call employee may work routine scheduled overtime single-handedly if the shop supervisor determines that the work can be stopped easily to respond to a call-back.

W. Each shop shall maintain a log (Form FS-001) of calls to on-call employees including those that do not result in a call-back.  The FS employee on-call shall make entries on the workday following the occurrence.  The FS employee on-call shall document assistance provided by a Facilities Services employee not on-call in person or over the phone. A copy of the log is to be turned in to the Executive Director at the end of each month.  If there were no call-backs, the log shall be marked “None.”

X. The Executive Director, Facilities Services shall maintain and distribute the FACILITIES SERVICES EMERGENCY CONTACT LIST.  Distribution shall be to the Vice Chancellor for Administration and Finance, University Police, and personnel on the list.

Y. Compensation for on-call and call-back for Facilities Services employees shall be in accordance with ECU Human Resources Policy Statement 9: Salary Administration; NC Office of State Personnel, PERSONNEL MANUAL, SECTION No. 4, Page Number 50.1, on-call compensation; and FSSP 41-0001, PAYROLL COMPENSATORY TIME.

Z. Per the above referenced policies, time spent on the phone that does not result in a call-back is not work time with the exceptions outlined below.  Conversely, time spent by the employee doing what they would normally do anyway (e.g. sleeping at home) is covered by on-call pay.

a. Responding to a Call-Back by Interfacing with Building Automation Systems via Remote Computer Input

Time on call-back shall begin when the Facilities Services employee is notified of the emergency call-back situation and shall end when the emergency work is completed.  The Facilities Services employee will be paid for the actual time worked.  The Facilities Services employee is not guaranteed a minimum of two hours pay unless the employee physically returns to the campus.  

b. Responding to a Call-Back by Interfacing with Building Automation Systems via Remote Computer Input and Returning to the Work Site


If the Facilities Services employee was unable to complete the work via remote computer input and the Facilities Services employee must return to the work site to complete the work, the time on call-back shall begin when the Facilities Services employee was notified of the call-back situation and shall end when the work is completed.   Time on call-back shall include the time the employee was signed on the Building Automation Systems trying to complete the work via remote computer input.  The Facilities Services employee will be guaranteed a minimum two hours pay.

c. Work from Home Phone Support (WFHPS)


Work from Home Phone Support (WFHPS) refers to a situation when a Facilities Services employee not on-call is contacted and provides assistance on the phone to a FS employee on-call. The employee who was called has the responsibility for claiming time, if appropriate, on his/her timesheet.  In addition to indicating the amount of time claimed for WFHPS, the employee who was called shall indicate “WFHPS req. name of employee on-call who called re brief description of information requested or reason for call” on his/her timesheet.  The supervisor is responsible for reviewing the request for compensation, determining if phone support was warranted, and approving compensation for WFHPS.  In general, short duration calls will not be approved for compensation.    

AA. It is the responsibility of the Facilities Services employee and supervisor to report call-back related time during the pay period in which it occurs.
AB. Refer to Parking & Transportation Services Standard Practice P&TSP 200-0080 titled Parking Exceptions for Personally Owned Vehicles at Facilities Services Locations for information regarding parking ECU permitted personally owned vehicles in service/maintenance vehicle parking spaces.

IV. ON-CALL SCHEDULE

A. The FS employee on-call shall be available to respond to on-call service 7 days a week (normally from Monday at 8:00 am to Monday at 8:00 am) during times that normal service is not available including breaks and lunch on regularly scheduled workdays.  If the FS employee on-call is leaving campus for lunch, it is recommended that the FS employee on-call’s lunch period be staggered with the regularly scheduled lunch break observed by the majority of the shop.  If the FS employee on-call is leaving campus for lunch, the FS employee on-call shall obtain his/her supervisor’s approval to take lunch before or after the regularly scheduled lunch break observed by the majority of the shop.  If the FS employee on-call does not respond during lunch on a regularly scheduled workday, the party trying to reach the FS employee on-call shall report the incident to the Executive Director, Facilities Services no later than the next workday.  Facilities Services shall investigate the situation to determine corrective action to eliminate the cause of the problem.  The Executive Director shall report any failed contact to the Senior Associate Vice Chancellor for Campus Operations.  

B. Exceptions

1. Monday holiday:  


When Monday is a holiday, the on-call service is 8 days meaning the FS employee on-call shall remain on-call through Tuesday at 8:00 am.  

2. Christmas holiday: 


When Christmas (December 25th) falls on Monday, FS employee on-call shall remain on-call through Tuesday at 8:00 am and trade off the on-call responsibility on Tuesday at 8:00 am.  If Tuesday is a holiday, the FS employees on-call shall receive the minimum of two hours pay if the employees return to campus for passing the on-call responsibility on Tuesday.  Otherwise, the FS employees on-call shall not receive the minimum of two hours pay.      


When Monday is a holiday and Christmas (December 25th) falls on any other day in that week, FS employee on-call shall follow normal on-call service schedule meaning the FS employee on-call shall remain on-call through Monday at 8:00 am and trade off the on-call responsibility on Monday at 8:00 am.  The FS employees on-call shall receive the minimum of two hours pay if the employees return to campus for passing the on-call responsibility on Monday.  Otherwise, the FS employees on-call shall not receive the minimum of two hours pay. 

3. On-call lists specifying individual weeks will document such exceptions to the on-call service schedule.  To assist the University Police, holiday dates will be highlighted on the list.  

C. Changes to the schedule shall be handled in accordance with Section III.C.   Short-term changes require prior approval of FS Assistant Director or Supervisor and shall be handled in accordance with Section III.G.  
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