Building a Facility Work Order Process That
Actually Works

Start with a clear intake method

Every reliable work order process begins at the same point: how a request enters the system. If
the intake is messy, everything downstream suffers. Someone walking past a flickering light or
a leaking pipe needs a fast, simple way to report it. That could be a web form, a mobile app, an
email address that auto-creates a ticket, or even a phone number that a team member answers
during working hours.

The key is consistency. Every request, no matter who submits it or how, should land in the
same place and trigger the same workflow. You do not want one person texting a manager and
another filling out a paper form that sits on a desk for three days. A single intake point means
nothing slips through the cracks. It also means you can attach the same set of rules to every
new request: auto-assign a unique ID, stamp the date and time, and route it based on the type
of work reported.

What to watch: keep the form short. Asking for too many fields upfront discourages reporting.
Ask only for what you truly need to act: what is broken, where is it, how urgent is it, and who is
reporting it. You can always gather more details later.

Categorize and set priority levels

Once a request comes in, the next step is deciding what kind of work it is and how urgently it
needs attention. A burst pipe is different from a squeaky door hinge, and your process should
treat them differently. This is where priority levels and categories become useful.

Start with a small set of categories: plumbing, electrical, HVAC, structural, cleaning, and maybe
an "other" bucket. A good rule is to keep the list under ten. If you have too many, people start
guessing, and requests end up miscategorized. Each category should map to a specific team
or skill set so the request lands with the right person automatically.

Priority levels should also be simple. Three levels usually works well: low, medium, high. Low
means it can wait until the next scheduled maintenance round. Medium means it needs
attention within a few days. High means it is a safety issue or something that will get worse
quickly if left alone. The trick is to define each level clearly so everyone uses the same
standard. If high priority becomes the default for everything, the system stops working.

What to watch: guard against priority inflation. When everything is high priority, nothing is.
Periodically review how many requests hit each level and retrain staff if needed.



Assign work to the right person

With a categorized and prioritized request in hand, you need to get it to someone who can do
the work. An assignment queue is a practical way to manage this. Instead of manually deciding
who gets each job every time, you set up rules. For example, all plumbing work goes to the
plumber on duty. All high-priority requests go to the most senior person available. Recurring
work, like monthly filter changes, can auto-assign to the same technician each cycle.

This step is where many processes break. If assignments happen by word of mouth or by a
single person checking a spreadsheet, the system depends entirely on that person
remembering everything. A dedicated assignment queue removes that bottleneck. Everyone
sees their own queue and knows what to work on next. No one waits for someone to tell them
what to do.

What to watch: build in a way to handle absences. When the usual plumber is out sick, the
queue should allow a supervisor to reassign work quickly without losing the history of the
request. Also, set clear expectations around response times for each priority level so the queue
does not become a dumping ground.

Track status from start to finish

Once a technician starts a job, the process needs status tracking to keep everyone informed. A
simple set of statuses works well: open, in progress, on hold, completed. Open means the
request has been received but not yet assigned. In progress means someone is actively
working on it. On hold means the technician is waiting for a part or more information.
Completed means the work is done.

Status tracking is not just for the team. It is also for the person who reported the issue. If
someone reports a leak and then hears nothing for a week, they will likely call or email to ask
about it. That creates extra work for your team. If your process sends an automatic update
when the status changes, the requester knows what is happening without having to ask. A
simple email or notification that says "your request has been assigned" or "the part has been
ordered and work will resume on Tuesday" goes a long way.

What to watch: avoid too many statuses. More than six or seven and people stop updating
them correctly. Keep the list minimal and enforce it. Also, make sure the status is visible in a
central place for work orders so anyone who needs to know can check quickly.

Document completion and close the loop

When a job is finished, the process should not just end. Completion notes are important. The
technician should record what was done, what parts were used, how much time it took, and
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whether any follow-up is needed. This documentation serves two purposes. First, it builds a
history of the facility. Over time, you can see patterns: the same air handler breaks every three
months, or the same door gets stuck after every rain. That data helps you plan preventive
maintenance instead of reacting to failures. Second, it protects your team. If someone later
questions whether a job was done properly, the notes provide a clear record.

Closing the loop also means notifying the requester. A quick message that says "the leak has
been repaired and the area is dry" ends the conversation. It also builds trust. People who see
that their reports lead to action are more likely to report issues in the future. That is exactly
what you want. Early detection of small problems prevents them from becoming big ones.

What to watch: do not let completion notes become a box-ticking exercise. If technicians write
nothing or write the same thing every time, the data loses its value. Set a minimum standard,
such as describing what was done and what condition the equipment is in now. And make sure
the notes are stored in the same place as the original request, so the full lifecycle of the work is
together.

Build in recurring work

Not all work comes from someone reporting a problem. Some of the most important work is
preventive: changing filters, lubricating hinges, testing fire alarms, inspecting roofs. These
tasks happen on a schedule, and your process should handle them just as smoothly as
reactive requests.



Recurring work needs its own rules. A monthly inspection is not urgent in the same way a leak
is, but it is still important. Set a due date for each occurrence and assign it to the appropriate
person just like any other work order. The system should generate the request automatically on
the right day, not rely on someone remembering that it is time to check the HVAC again.

What to watch: be realistic about frequency. If you set a weekly inspection but your team only
has time to do it every two weeks, adjust the schedule. A recurring task that is always overdue
erodes trust in the system. Better to set a feasible cadence and stick to it.

Review and refine regularly

No process is perfect from day one. The best approach is to treat your work order process as
something that evolves. Set aside time every quarter to look at the data. Are there categories
where requests sit in the queue longer than they should? Are certain priority levels being used
too much or too little? Are there recurring problems that suggest a deeper issue?

Talk to the people who use the system every day. The technician who fixes the same problem
over and over might know that a different part would last longer. The receptionist who hears
complaints might know that the intake form is confusing. Use their feedback to make small
adjustments. Over time, those adjustments add up to a process that runs smoothly without
constant oversight.

What to watch: avoid making changes too often. If the process changes every month, people
stop learning it properly. Let each change settle for a while before tweaking again. And always
communicate changes clearly so everyone knows what is different.

Keep everything in one system

The thread running through every step of this process is the need for a single, shared system.
When requests, assignments, status updates, and completion notes are scattered across email
threads, spreadsheets, and paper forms, the process becomes unreliable. Things get lost.
People get confused. Work gets delayed.

A dedicated platform that acts as a central place for work orders solves that. It keeps all the
information together, accessible to everyone who needs it. It enforces the rules you set, so a
request cannot skip a step. It provides visibility, so managers can see the workload at a glance
and technicians know what to do next.

A facility work order management process built around that kind of system is not just efficient.
It is also resilient. When someone is out sick, the next person can pick up the work without
missing a beat. When a pattern of failures shows up, you have the data to investigate. And



when someone reports a problem, they know it will actually get handled. That is the goal: a
process that works reliably, every time.



