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Course Description
Under the Hood View
In 2015, to better serve the growing needs of the facilities department and 
the university more broadly, the University of Kansas reset its computerized 
maintenance management software (CMMS). The presenter will discuss how 
the system was rebuilt to be an ‘all in one’ system to handle customer 
requests, work order information, mobile work order usage, simplified 
universal workflow, inventory, preventive maintenance, space management, 
and automated billing. This change, communication, futureproofing, reliable 
metrics, and universal usability created priceless best practices. 
Presenter: Shawn Harding, Director – Facilities Services, The University of 
Kansas  
PROGRAM AREA: Resource Allocation & Workload Prioritization 
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Learning Objectives
PROGRAM AREA: Resource Allocation & Workload Prioritization 
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PRESENTED BY Shawn Harding – Director of Facilities Services

UNDER THE HOOD 
KU Facilities Services 



KU Stats
Fall 2023 enrollment
29,355*
Academic Staff
1,500

AAU
Big XII



KU Stats
184 ‘occupiable’ buildings
11.2M Gross square feet

6.8M Academic
1.5M Housing
1M Athletics
500k Parking
275k Union*
1M P3*



KU Stats
Structure = Trade based 
Zones implemented in 2012.  Fully back to trade 
based by 2018.

PROs:
Continuous improvement
Asset based structure (asset reliability)
Staffable

CONs:
Cross-shop coordination/handoff (rare)

Surprises:
Customer satisfaction improved



KU Stats
Budget:
Compensation: $10.7M
OOE: $6.4M
10M GSF
Plumbers: 
13
HVAC: 
13
Electricians: 
13
Grounds*: (100ac, ~350ac)
20



CMMS: Prior system failures (prior to 2016)

The prior system was managed by various leadership with varying goals – result was 
inconsistent data.  Our goal was to initiate standards and workflow processes to ‘future proof’ 
the system.

Engineered Inefficiencies
• Manual processes 
• Duplicate data entry
• Unable to use existing system functions due to 

customizations.
• Unable to utilize other systems’ data
• ‘Made up’ domains passed on from one 

administration to another (no standard).
• Proprietary to only our organization 

(Maintenance).
• “We’ve always done it this way”

Desired metrics unattainable
• % Reactive maintenance (RM) vs % Preventive 

Maintenance (PM)
• Late or Missed PM
• Facility reliability (Uptime/downtime) metrics
• Response time metrics 
• Completion time metrics
• High asset costs
• Spend per department, spend per building, spend per 

asset, spend per trade, spend per item classification, 
spend per vendor(contractor), spend in overhead per 
shop…



“You cannot manage what 
you cannot measure”

• Work Order Culture
All work goes to the work order.  Capture the 
‘Total cost of Maintenance’

• Labor
• Materials
• Services

• What do you want to know?
• Quality?
• Response?
• Cost?
• Better communication?
• Process improvements?
• Reliability?



‘Noun’ management

People
ALL people (275k)

Labor (Rates)
Shops

Departments
User Security

Things
Assets (61k)

Asset Systems
Inventory Mgmt.

Non-inventory items
Tools

Places
ALL locations 

(27,500)
Buildings (182)

Exterior locations



‘Verb’ management – Workflow overview (USW)

Mobile



Maximo



Maximo



STANDARDS • Work Type

• Prioritization

• ‘Things’

• Services

• Space

• Workflow process

Standardized input = Standardized output



Standards – Work Type

Definitions

• Reactive – ‘Unplanned repair’

• Corrective – ‘Internal correction’

• Preventive – ‘Planned program’

• Support – Departmental support

• Capital – Modification / value increase
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Metrics – Work Type comparison (PM/RM)



Standards - Prioritization

Emergency (Immediate response)
Life/safety/imminent property damage threat and/or core/critical service 
failure.

Scheduled (Scheduled response)
Date sensitive requests.  PM work.

Urgent (2 hour response)
Potential to become emergency or disrupt service if no action is taken.

Routine (5 day response)
Non-urgent, non-scheduled.



Metrics – Work Type comparison (PM/RM)



Standards – ‘Nouns’ (Assets and Items) 

UNSPSC
United Nations Standard Products and Services Code
Standard code for international trade.  
77,000+ classifications. 

Ex. Aleppo olives 50307202
50 000000 = Food Beverage and Tobacco Products (33,475 classes)
5030 0000 = Fresh Fruits (1,292 classes)
503072 00 = Olives (31 classes)
50307202 = Aleppo olives 



Standards – Services “Verbs”

UNSPSC
United Nations Standard Products and Services Code
Standard code for international trade.  
77,000+ classifications. 

Ex. Pest control 721021__ 
72 000000 = Building and Facility Construction and Maintenance Services (494 classes)
7210 0000 = Building and facility maintenance and repair services (43 classes)
721021 00 = Pest Control (7 classes)

choose
72102103 = Extermination or fumigation services
72102105 = Animal trapping
72102106 = Rodent control



Standards – Space 

KU Space Database
Currently 23,623 spaces.  
Classrooms, Labs, auditoriums, corridors, mechanical rooms, restrooms, 
floors, buildings, roofs, landscape zones, etc.

Key points: [ex. My office, St. Andrews 101a]

• Location itself is a ‘serial’ number [26842]
• Room number is a separate data field - changeable
• NASF [111]
• Type [31500 - Office Service]
• ARSP [Campus Operations]
• Cost center [7001200]
• Percent assigned [100%]
• Why? - Technician receives a work order with this data.



Standards – Workflow

Workflow
Creating an ‘enterprisable’ service workflow model allows any participating service 
departments to utilize the system and benchmark against other internal groups.

*Facilities Services
*IT infrastructure
*P3 partner
*Public Safety
*Recycling/Surplus
*Campus Planning and Design – Project Management
*Edwards Campus (remote campus)



Workflow overview

Mobile



FINANCIALS • Asset/Location defaults

• Financial approval

• Estimate process

• Purchasing integration

• Automation scripts 

• Direct Debit A/R

Standardized input = Standardized output



Maximo – SR Create



Maximo – SR workflow



Workflow overview

Mobile



Implementation 

Fully implemented
Facilities Services – Housing, power plant, garage
Surplus
Recycling
Edwards Campus
P3 partner (outsourced)
Information technology infrastructure
FS custodial
Parking
Facilities Planning and Design
Space management (system of record)
Environmental Health and Safety
Public Safety – Security infrastructure



Service Request



Service Request



Supervisor



HR time vs CMMS reported 



Zurn Plumbsmart



Whiteboard

Reliability

Busy < Productive < EFFECTIVE



QUESTIONS
• Work Order workflow

• Call center processing

• Mobile 

• Work completion – direct debit/billing

• Enterprise system

• Static data (space/people/assets)

• Standards

• Cost collecting – locations/assets

• CMMS and deferred maintenance
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