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FM Participates in the Great Service Initiative

In January, Marshall Skule,
Zone 5 Manager and Ruthann
Manlet, Custodial Training
Coordinator, spent four hours
with Jerome Malmquist,
Director of Energy Management,

training, he added that,
"we are trying to raise the
awareness of delivering
great service within FM."
The goal of the training is
to provide all university

Curt Stone, Zone 1
Shift Supervisor,
Kevin Taylor, Zone
5 Shift Supervisor,
Bill Rinehart, Zone
4 Shift Supervisor,
Mickey Billings,
Zone 3 CSR, Greg
Berger, Zone 6 Shift

"The training
has been a
great
learning
experience!”

staff with an
understanding of
the role attitude
plays in providing

customer service.

The training helps to
improve employee
communication skills,
addresses the basics of

THE TRAINERS: MARSHALL SKULE, BILL
RINEHART, CURT STONE, KEVIN TAYLOR,
GREG BERGER, HEATHER HASLERUD, MICKEY
BILLINGS, RUTHANN MANLET, RON MAPSTON
MIiISSING TRAINERS: SUNNI BELTING,

JEROME MALMQUIST, JENN ROWE

Supervisor, Ron
Mapston, Zone 3 Shift
Supervisor, Heather Haslerud,
Facilities Services Principal
Secretary, Sunni Belting,
Payroll Specialist and Jenn
Rowe, Communications
Specialist, training them to
provide FM staff with Delivering
Great Service training.

Each member of the FM staff will
participate in a two-hour training
session. The two-hour session is
"an exciting, fun and interactive
team training session," says
Skule. When speaking of the

providing efficient
service and offers
an understanding of
the benefits of
providing good
customer services.

custodial staff
began in early
February and will
continue through
April. The
remainder of the
staff will be trained
beginning in April.

FM's custodial staff
is the first group to
go through the
training. "So far
everyone who has
participated in the
training has been

"The training has
been a great
learning

very receptive to trainer Heather
it," says Manlet.
Y Haslerud. "Not

Training of .
- only am I learning more about

the Great Service Initiative, but,
being a trainer has provided me
with an opportunity to get to
know many of the faces behind
the names of the hundreds of
people who work in FM." Sunni
Belting, also a trainer adds that,
"the interactive nature of the
training allows employees to

...continued on page 3



What’s Going on in FM...

Steve Spehn, Associate Vice President

On February 12, vice president
Kathleen O'Brien announced a
plan for the reorganization of
University Services. The goals
of the plan focus on service,
accountability and stewardship.
What this reorganization means
to FM, is that Design and
Construction Services and the
University Architects Office are
no longer part of FM. FM will
now focus specifically on our
three core competencies:
Custodial, Maintenance and
Utilities.

As part of the re-organization,
vice president O'Brien has
charged FM with improving its
service, increasing
accountability and
strengthening our concept of
stewardship. These objectives,
coupled with our need to reduce
FM's operating budget, is what
has prompted the management
team to come up with a plan to
improve FM's efficiency. The
management team continues to
consider your comments as we
work on a reorganization plan
that will position FM in the best
possible way to meet each of
these goals.

As mentioned at the budget
meetings on January 29 and 30,
FM's plan for the recurring $2
million cuts for the current
fiscal year, 2003, was submitted
to vice president O'Brien and
President Bruininks on February
17. This plan includes a
reduction of 9.5 full time staff
positions. 7.5 of these positions
were eliminated through
attrition. The other 2 positions
were administrative positions in
our purchasing department that
were eliminated. Of the 9.5
positions, 6.5 were
administrative and 3 were from

maintenance. Cuts were also
made in the areas of
maintenance materials and
equipment reserves. We have
had reserves in our
maintenance materials and
equipment budget for the past
five years. The success of our
preventive maintenance
program has made it possible
for us to cut our budget to
reflect our actual materials and
equipment use and we are able
to apply the savings to our
permanent budget reductions.

Unfortunately, this is only the
beginning of the budget cuts.
Governor Pawlenty has
announced a projected $185
million cut for the university for
the next biennium. While the
numbers are not for certain at
this time, and we don't expect to
know actual numbers until much
later this spring, we do know
that FM will need to make even
greater budget reductions. I
will continue to keep you
informed of the budget
situation, as information is
made available.

I understand that all of this
change can be a bit unsettling.
Please know that the
management team is committed
to keeping you informed of all
that is going on. We have
implemented a communications
plan that includes every
manager and supervisor being
trained on where to receive the
most up to date information and
how and when to pass it along
to every FM employee. If you
have any questions about the
budget, the re-organization or
anything that is happening in
FM, please do not hesitate to
contact me.

Welcome to FM!

February new employees

Mark Affeldt
Ronald Price

Construction
Construction

MARCH HAPPENINGS
March 17th - St. Patricks Day
March 17th-21st - Spring Break

PIPELINE STAFF

Sunni Belting, Payroll

Ruthann Manlet, Zone 4

Kelly Hoefflin, Energy Systems
Rick Friebe, OBSU

Tim Brott, Zone 4

Aaron Strozinsky, Communications
Jenn Rowe, Communications

We are still looking for people
to join our staff. If you are
interested please contact Jenn
Rowe at 5-3466.
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Great Service Initiative continued...

share their own service stories of the project is to enhance

and it is fun to see the storyteller service, improve accountability,

side of some of our staff." and effectively use organizational
resources.

The Delivering Great Service
training is part of the University
of Minnesota's Great Service
Initiative. The Great Service
Initiative is a university-wide
effort to promote a culture of
constituent and customer service
excellence in all areas of
operation at the University of
Minnesota. This initiative is a
part of the Service and
Productivity project being
implemented by President
Bruininks. The general purpose
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On January 8, 2003, the Carlson School of
Management and the Hubert H. Humphrey Center
hosted an employee appreciation party for the
custodial staff in Zone 2. The custodians were
recognized for their consistent and continued
excellence of service to their customers on the West
Bank. In particular, the folks at the Hubert H.
Humphrey Center were grateful for the extraordinary
efforts of the custodial crew in preparation for the
opening of the Hubert H. Humphrey Museum.

The custodians were treated to dinner and
participated in drawings for prizes provided by the
Carlson School of Management. Nice Job Zone 2!!!
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Sharon Ruhland has the FISH! Philosophy

Sharon Ruhland, a Planner/Scheduler in Zone 2, recently
participated in the FISH! Philosophy course offered here at the U.

The workshop introduces the successful service philosophy used by
the world famous Pike Place Fish Market in Seattle, Washington.
Through video and discussion, participants learn about one
company's unique approach to delivering great service, review the
four principles that make Pike Place Fish Market successful, and
explore how the four principles can be applied at the University of

Minnesota.

Sharon completed
the course and
continues to
personify the FISH
Philosophy over on
the West Bank. She
also participated in
the "Make Their Day
Contest" and was
awarded a Stuffed
Puffer Fish for her
outstanding entry.

On the right is a copy
of the letter Sharon
recieved from the
Charthouse CEO,
John Christensen.

December 10, 2002
Hi Sharon!

Thanks so much for taking the time to send
us your Make Their Day Contest Entry.

All the submissions we received were
amazing.

Your stories, your dedication and your
creativity are truly inspiring. In fact, we had
such a hard time choosing a winner, we
thought, "Why not try to make the day of
everyone who entered?" So, that's what
we're doing!

Although you and your organization were
not chosen as our grand prize winner, the
enclosed gift is our way of saying, "THANK
YOU!" And Way-to-Go!" Your story- and the
time you took to write it, really touched us.

We are so honored to have you as part of
the FISH! Philosophy family.

Live life fully,

John Christensen
Playground Director (a.k.a. CEQ)

JANUARY Safety Team of the Month

January's safety team is being recognized for their
maintenance efforts within the safety arena. These individuals
have continually demonstrated proper compliance while
performing Permit Required Confined Space Entry (29 CFR
1910.146). The team assists with identifying new locations
that have the propensity to become a permit required
confined space, inventorying identified spaces, and fulfilling
the annual training requirements while on-site (entrant,
attendant, entry supervisor designation; operation of air
monitoring equipment (GX-86 or GX-94); emergency
communications; personal protective equipment;
lockout/tagout/tryout; rescue/retrieval equipment;
ventilation equipment; and thoroughly completing the
required documentation on the permit).

The ownership of this particular program by this team is

PICTURED BACK ROW (LEFT TO RIGHT): DON BLOMBERG, DON
PASANEN, GRANT WICHTERMAN, DENNIS LARSON.

FRONT ROW: SCOTT BERNARDSON, RON MIKEL, KEN HANLEY, ALAN
BECKLIN

NOT-PICTURED: SCOTT GALE AND JIM SWISHER

evident in their ability to perform this complicated task at the
same level of hazard recognition as they do for their routine
tasks. This team of professionals provides yet another
excellent example of functional team building, problem
solving, communication, and implementation of training.
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ZERO INJURY INITIATIVE

FM has just recorded its' Facilities Managemant Safety Performance {Calendar Year)
lowest calendar year January 1- Decembar 31, 2002
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This chart shows the . .
monthly Facilities Management and Illnesses). The chart represents a measurement tool which is devised to

Safety Performance for January 1 gauge safety perforrr}ance of.individual units within FM, based on their OSHA
through December 31, 2002. All of recordable injuries (i.e. medical treatment other than first aid). The

the information is based off of the information shows how each zone and operating group has ranked over the last
2002 OSHA 300 log (Daily Log and year. It also shows Recordable Incident Rates and Lost Work Day Case Incident

Summary of Occupational Injuries Rates for the last two years.

FEBRUARY Sﬂ{@tg Team of the Mownth

The safety team for February is being PICTURED
recognized for their maintenance (LEFT TO
efforts. This team took the initiative RIGHT): DIick
to equip electrical powered custodial HANSON, CECIL
equipment with ground fault circuit SHEEHAN, BOB
interrupters (GFCI). The electricians g‘;‘:fc’;;ND
hard wired these devices into the MOCSHOGIANS
terminal ends of the power cords for

machines such as floor scrubbers,

floor machines, vacuums, etc. A GFCI

is a required piece of equipment when

operating electrical powered

equipment around wet environments

and when on temporary power (i.e.

extension cords). The GFCI, when

properly inserted into the wall outlet,

will protect the user of a machine

from electrical shock by grounding control and will undoubtedly assist users by removing the administrative step
out the electrical current if a fault of acquiring a portable GFCI for these pieces of equipment. This pictured team
should occur. Engineering controls of professionals provides yet another excellent example of functional team

are the preferred method of risk building, problem solving, communication, and implementation of training.
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CustobDIAL CuSTOMER COMMENTS

“I'm very satisfied with the quality of service we receive on the third floor of Johnston. Our public areas are in good
order and clean. The staff are polite and friendly.”

“Much improved, much better. Our custodian is doing a great job. Things have become consistant again in the
Barker.”

“We have a great custodian at TSB.”

“Thanks for all your efforts! They have made an impact!”

Mailbag
TO: Damian Kastbauer, Customer Service Representative, Zone 2
FROM: Sharon Folk, Administrative Director, Library Facilities

| realized after | messed with the minutes that | neglected to tell you how much | (and the
Libraries) appreciate your willingness to tackle doing the minutes for the MLAC/Andersen review group. |
was delighted when | heard you were asked to do this as | knew the information would be captured in
your usual efficient and accurate manner. Keeping track of everything is not an easy job, you captured the
thoughts and had no way of knowing that | would like more detail. THANK YOU!

TO: Bill O’Neill, Zone 2
FROM: Wendy Pradt Lougee, University Librarian

As 2002 draws to a close, | want to share the appreciation of the University Libraries’ organization for he
service and support you and your staff have provided throughout the past year for our West Bank libraries.
This has been an exciting year with the problems in the Andersen Library in particular.

Like many research libraries, we are experiencing an increase in use of our library resources via the
Internet. Yet our library facilities remain a very key and heavily used part of our mission and role. Your part
in ensuring that we sustain the appearance and effectiveness of our physical plant is critical to our ability
to meet that mission.

On behalf of the University Libraries’ staff, thank you for a good year!

TO: Jim Bossert, Zone 1
FROM: Karri Kearin, St. Paul Gym Facilities Manager
Bill Melgaard, Operations Manager

Dear Jim,

The Department of Recreational Sports would like to thank Facilities Management for another successful
shutdown at the St. Paul Gymnasium during January 6 - 10, 2003.

The projects on the list were completed in a timely manner by planning ahead and working together. The
facility looks great, and we have received several compliments from gym members over the past month.

The Department of Recreational Sports sincerely appreciates the effort by all the Facilities Management
staff. Please extend our thanks to those involved and we look forward to working together in the future.



