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From Dungeons to Castles 
(Providing Equal Service to 

All)

Beware the Dragons
Presented by Bonnie Damewood,

David Rodgers, 
Facilities Managers, University of Oregon.

Vision

� To provide clean, safe, well maintained, 
and aesthetically pleasing living areas 
that enhance the educational processes 
for our residents.

Goal and Objective

� The goal:  Provide equal service to 
residents in buildings that range from 6 
months to 60 years in age

Definitions

� What is a dragon?

� Answer:  Impediment to success

Why do we say dungeons?

� Princeton Annual Review of Residence 
Halls ( Not associated with the 
prestigious Princeton University) results 
released September 2004.

� “We’re number one!” not always a good 
thing
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O reg o n  D a ily  E m era ld 
F eb ru a ry  2 0  | T h e  in d ep en d en t s tu d en t n ew sp a p e r  a t th e  U n ive rs ity o f O reg o n 

 

U O  res id en ce  h a lls  r a n k ed  w o rs t in  th e  
n a t io n  in  su rv ey  
U n iv er si ty  H o u s in g  sa y s th e  P r in c e to n  R ev iew 's  s tu dy  is sk e w e d  a n d  
s lo p p y  

B y  B en  B ro w n 

T h e  b a llo ts  a re in , th e  vo tes  h a ve  b een  co u n ted , a nd  a cco rd in g  to  
th e  P r in ce to n  R ev iew  th e  U n ive rs ity  h a s  th e  w o rs t res id en ce  h a lls  
in  th e co u n try .  

In  a  n a tio n a l su rvey o f s tu d ents , th e  U n ive rsity  ra n ked  f ir st in  th e ca teg o ry  'd orm s  l ike  
d u n g eo n s ,' m o v in g  u p  fro m  seco n d  p la ce  la s t yea r  a nd  1 5 th  p la ce  th e  yea r  b e fo re .  

D irec to r o f U n ive rsity  H o u sin g  M ich a e l E ys te r  sa id  th e  ra n k in g  is  u n w a rra n ted .  

"O u r sa tis fa c tio n  ra tin g s  w h en  w e d o  su rveys  d o n 't re f lec t th a t,"  h e sa id .  

T h e  P r in ce to n  R ev iew , a  N ew  Y o rk-b a sed  co m p a n y  kn o wn  fo r i ts  tes t-p rep a ra tio n  
co u rses , ed u ca tio n  so u rces  a n d  b o o ks, h a s b een  p u b lish in g  i ts  a n n u a l rev iew  o f co l leg es  
s in ce  1 9 9 2 .  

T o  see h o w  th e  U n ive rs ity  ra ted  in  o th e r  a rea s o r  to  p a rt ic ip a te  in  n ex t yea r 's su rvey, g o  
to  w w w .p r in ce to n rev iew .co m.  

 

 
 

Dungeon Characteristics

� Residence halls with small rooms and 
small floor plates

� Limited elevator access
� Built for a different era (before 

electronics dependency)

Dungeon Refurbishing 
Attempts

� Upgraded to fiber optics in all halls
� Cable t.v. access
� Seismology upgrades
� Replaced ’60s furniture with captains 

beds 
� Improved book shelves and storage

Dungeon Positive Attributes

� Strong sense of community in halls with 
smaller individual rooms, but larger 
communal lounge or gathering areas 
such as t.v. lounges.
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Why do we say Castle?

� The newest residence hall on campus
� It has turrets

Castle Characteristics

� Built with more sustainable materials
� Larger rooms, more expansive living 

areas
� Upgraded, modular furniture

Dungeon Access

� Spartan, but simpler to clean
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Castle Access

� Large open areas difficult to maintain
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Obtaining Suitable Products

� Product Committee Meets Monthly
� Members test products
� Look for “greener” products
� Standardizing where possible

� Sustainable is not always easy

Green Products

� Go green where possible
� Advantage:

� Residents want “green” products
� Staff safety
� Green products are becoming more 

plentiful

Green floor sealer???

Green Product Dragons

� Not always longest lasting results
� Requires additional testing
� Detracts from standardization goals

Remember the Goal

� Quality service for all residents
� Provide an environment that enhances 

the educational process for residents
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Selection of Staff
� Getting the best staff to maintain our halls 

and provide quality services to our customer
� Recruitment process

� Experience with direct customer service
� Ability to perform the work
� Proven ability to work independently
� Organizational fit
� Positive references
� Criminal background and driving checks

Training of Staff
� Once staff selected, training can begin

� Tools
� Facilities Policies and Procedures Guide
� Daily Routine Guide
� Communication with Res Life
� Blood borne pathogen training
� Topical training routinely
� Safety and hazards awareness training
� Respect in the Workplace
� Trial Service

� Training tools available upon request

Area Duty Mon Tue Wed Thu Fri Weekly Monthly
as 

needed
Supplies & 

PPE Method
Front Entry

Remove cobwebs X X X X X
Sweep Porch 15'  X X X X X
Spot clean glass X X X
Wipe out window tracks 
and ledges X X X X X
Remove trash/ replace liner      X
Edge carpet X X X X X
Clean door glass X X X X X
Clean door frames X  
Wash woodwork and walls X
Vacuum floor X
Clean and disinfect public 
restroom X X X X X
Report repair needs      X

Lounges and Studies
Account for furniture/ 
check condition 2X/week
Check fireplace/remove 
debris X
Spot clean doors, 
windows, frames X X X X X  
Check blinds/ dust X  
Empty trash/ replace liner X X X X X
Dust lamps, furniture, wall 
hangings X X X X X
Clean window/ door tracks X  
Vacuum/spot furniture X
Vacuum carpet/ mop floor X
Edge carpet X
Spot Carpet X X X X X
Report Missing items X X X X X
Patios X
Exterior Ledges, 
Overhangs X

PPE-Gloves            
Triangle mop, 

trash liner, 
window 
cleaner, 
vacuum 

cleaner, rags, 
disinfectant 

cleaner.                                  

Remove cobwebs fro porch lights and overhangs with broom. Use eye protection when 
performing this duty. Sweep porches and walks 15 foot perimeter of entries.  Remove 
cobwebs from lobby areas with triangle mop. Spot clean windows and door glass inside 
and 

 PPE-Safety 
glasses and 

glovesBroom, 
glass cleaner, 

trash liner, 

Check and account for all lounge and study room furniture. Report immediately any 
pieces missing. Check fireplace if applicable and remove all debris. Spot clean 
windows. Wipe for frames and window tracks. Wipe down furniture if needed. Check 
blinds for r

Guide to daily routine Staffing Issues

� Turnover and attrition 
� Continual training
� Absenteeism including FMLA
� Staffing for new design and venues

� � � � � � � � � 	 � � 
 � � 	 � � � � 
 � � � � � � � � � 	 � � � � 
 	 � � 
 � � 
 � � � � � � � � � � � � � � � � �   
 

� � � � � � � � � � � � � � � � � � � � �   

 

 

  

  

 

Not My Job! Establishing Standards

� Tools
� Mini Hall check forms
� Formal hall check forms
� Residence Hall Facilities Standards
� “Let’s Get it Fixed” list

� Standards documents available upon request



7

U n i v e r s i t y  H o u s i n g         D a t e  _ _ _ _ _ _ _ _ _ _ _ _ _ _
  
C u s t o d i a l  S t a n d a r d s  R e v i e w -  M i n i  H a l l  C h e c k   
 
C o m p l e x  ( i n i t i a l s )  _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ H a l l _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ __ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
 
C o o r d i n a t o r / M a n a g e r  i n i t i a l s  _ _ _ _ _ _ _ _ _ _  C W  i n i t i a l s _ _ _ _ _ _ _ _ _ _ _ _ _ _  
 
 
A s  p a r t  o f  o u r  r o u t i n e  e f f o r t  t o  m a i n t a i n  h i g h  s t a nd a r d s  o f  c l e a n l i n e s s  a n d  t r a i n i n g  C W ’ s -  C o o r d i n a t o rs   
w i l l  r e v i e w  a  m i n i m u m  o f  t w o  h a l l s  p e r  d a y  n o t i n g  th e  f o l l o w i n g :  
P o s i t i v e  i t e m s / c u s t o m e r  c o m m e n t s  t o  r e l a y  t o  b u i l d in g  C W  ( n o t e  1 - 3  c o m m e n t s )  
 
 
 

 
 
 
 
 
 
 
 
A n y  i t e m s  t h a t  n e e d  a t t e n t i o n  f o r  C W  i n f o r m a t i o n ,  an d  r e s u l t s  o f  t h e  s t a n d a r d s  a s s e s s m e n t :  
 
 

 
 
 

 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
N o t e :  P l e a s e  r e m e m b e r  t o  c h e c k  l o u n g e  a n d  h a l l  i n v en t o r y .  

C o o r d i n a t o r s -  F o r w a r d  t o  B D   

Mini Hall Check

U N I V E R S I T Y  H O U S I N G  
U N I V E R S I T Y  O F  O R E G O N  

R E S I D E N C E  H A L L  D E E P  C L E A N I N G  C H E C K L I S T -  C O O R D I N A T O R  
 

D a t e                        H a l l _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _  C o m p l e x _ _ _ _ _ _ _ _ _ _ _ _ _  N a m e _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
 
 
 

E N T R A N C E  
1 .  p o r c h  s w e p t  
2 .  d o o r s  &  f r a m e s  
3 .  l i g h t s  &  s h a d e s  
4 .  c o b w e b  f r e e  
 
 
 

L O B B Y  
5 .  c e i l i n g s  
6 .  w a l l  
7 .  c a r p e t  &  e d g e  
 - s p o t t i n g  &  t r i m m i n g  
8 .  c o r n e r s  
9 .  l i g h t s  &  s h a d e s  
1 0 .  r a d i a t o r  
1 1 .  d o o r s  &  f r a m e s  
1 2 .  w i n d o w s  &  f r a m e s  
1 3 .  t e l e p h o n e  b o o t h  
1 4 .  b u l l e t i n  b o a r d  
1 5 .  c o b w e b  f r e e  
 
 
 

L O U N G E  &  D I N I N G  R O O M  
1 6 .  w a l l s  
1 7 .  c e i l i n g  
1 8 .  c a r p e t  
1 9 .  c a r p e t  e d g e s  
 - s p o t t i n g  &  t r i m m i n g  
2 0 .  c o r n e r s  
2 1 .  d o o r s  &  f r a m e s  
2 2 .  w i n d o w s  &  f r a m e s  
2 3 .  d r a p e s  
2 4 .  f i r e p l a c e  
2 5 .  l i g h t s  &  l a m p s  
2 6 .  p i c t u r e s  
2 7 .  f u r n i t u r e  
2 8 .  t r o p h y  c a s e  
2 9 .  v e n t s  
3 0 .  s l i d i n g  d o o r  t r a c k s  
3 1 .  c o b w e b  f r e e  

 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 

    

 
 

 
 
 
 
 
 
 

Formal Hall Check

Key Word Condition Found Personnel WO Desc Category Status
Beds Loose/missing hardware TMW Repair Bed (w/location) Normal Open

Stair rails Finish warn through PC Refinish handrails (etc) Deferred Hold
Carpet Stain/tear larger than basketball Vendor Replace Carpet Deferred Hold

Multiple mismatched patched Vendor Replace Carpet Deferred Hold
Burnt Holes 10% + highly visible Vendor Replace Carpet Deferred Hold
Rotted under radiator - Wool Vendor Replace Carpet Deferred Hold
Rotted under radiator - Non-Wool TMW Repair carpet under radiator Normal Open
Rotten/thread bare throughout Vendor Replace Carpet Deferred Hold
Loose, rippled, shrunk Vendor Replace Carpet Deferred Hold
Smaller than basketball sized tear/stain TMW Repair Carpet Normal Open
Carpet seams coming up TMW Repair carpet seams Normal Open

Cove base Loose/missing/mismatched cove base TMW Repair cove base (w/location desc) Normal Open
Paint on cove base TMW Replace painted cove base (w/location desc) Normal Open

Ceiling Dark Stains in Student Rooms PC Repair and repaint ceiling Deferred Hold
Chipped or Peeling in Student Rms PC Repair and repaint ceiling Deferred Hold
Writing on ceiling in Student Rms PC Repair and repaint ceiling Deferred Hold
Chipped/Gouged/Different colors all-over Public RmVendor Replace Ceiling Tiles or Repair Ceiling Deferred Hold
Sagging pegboard in Public Areas TMW Reattach Ceiling pegboard Normal Open
Front entry chips or holes Vendor Replace Ceiling Tiles or Repair Ceiling Normal Hold

Bookshelf Contact Paper on MC Repair or replace bookshelf (or desk) Deferred Hold
or Large missing veneer MC Repair or replace bookshelf (or desk) Deferred Hold

Desk Many deep cuts/gouges MC Repair or replace bookshelf (or desk) Deferred Hold
Drawer damaged  CW Replace drawer No WO
Desk Top w/numerous chips, stains, delam MC Replace desktop Deferred Hold

Doors Dart/tack holes throughout or heavy cluster MC Reface door (inside/outside) Deferred Hold
Covered with stains/numerous chips MC Reface door (inside/outside) Deferred Hold
Large or several ink stains MC Reface door (inside/outside) Deferred Hold
Scratched throughout MC Reface door (inside/outside) Deferred Hold
Needs Paint PC Paint door (inside/outside) Deferred Hold
Closure or lock problem TMW Repair door closure (or lock) Normal Open

Electrical Light not working and bulb changed TMW Repair ceiling (desk, bookshelf,etc) light Normal Open
Blackened Electrical Covers TMW Repair ceiling (desk, bookshelf,etc) light Normal Open
Missing outlet covers TMW Replace missing outlet cover (w/location) Normal Open
Switch doesn't work TMW Replace light switch (w/location) Normal Open

Frames Window or Door chipped/peeling/rust lg area PC Paint window (or door) frame Deferred Hold
Grout Loose grout in shower area Vendor Repair grout in shower area Deferred Hold

Loose grout in non-damp area TMW Repair grout in . . . Normal Open
Grout worn 1/8" below tile TMW Repair grout in . . . Normal Open

Light Cracked/missing/stained/hanging lens cover CW Replace Lens Cover No WO
Fixtures Lamp out/Wrong or miscolored lamp CW Replace Lamp No WO

Water inside fixture TMW Replace/repair light fixture Normal Open
Flickering or bulb change doesn't correct TMW Replace/repair light fixture Normal Open

Mirrors Cracked/chipped/faded/scratches in center MC Replace mirror (w/location) Normal Open
Mounts missing TMW Replace mirror (w/location) Normal Open

Plumbing Faucet chronic drip/broken hardware TMW Replace faucet Normal Open
Fixture Sink Chipped & rusting TMW Replace sink Deferred Hold

Toilet cracked or missing lag area porcelain TMW Replace toilet Deferred Hold
Radiators Bowed, cracked, split TMW Replace radiator Deferred Hold

Peeling paint throughout PC Paint radiator Deferred Hold
Missing knob, leaking TMW Replace/repair radiator Normal Open

Stalls Leaching rust/taped/holes MC Paint stall (w/location) Deferred Hold
Missing paint/visible rust MC Paint stall (w/location) Deferred Hold
Metal edge protruding MC Replace stall (w/location) Deferred Hold
Loose TMW Repair stall (w/location) Normal Open

Tile Missing Shower Tile Vendor Replace missing shower tile Deferred Hold
Walls Many wide chipped nail holes PC Paint wall Deferred Hold

Mural/writing PC Paint wall Deferred Hold
Large discoloration/stain PC Paint wall Deferred Hold
Marks on majority of surface area PC Paint wall Deferred Hold
Separating from ceiling PC Repair wall Deferred Hold

Windows Cracks over 3 inches, >1 BB hole - removable TMW Replace glass Normal Open
Cracks over 3 inches, >1 BB hole - stationary Vendor Replace glass Normal Open
Cracks under 3 inches TMW Tape glass Normal Open
Large plaster gaps at frame edge Vendor Repair gaps around window frame Deferred Hold
Wood surround deteriorating MC Refinish wood surround Deferred Hold
Laminate ledge large stains/chip MC Refinish window ledge Deferred Hold

Repair standards list Communication is Key

� Many forms of communication to ensure 
customer satisfaction

� Direct communication
� Postings and signage
� E-mail
� Meetings
� Facilities staff active part of residence hall 

community

7 2 - H O U R   
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T o  a v o i d  c h a r g e s  f o r 
E x t r a  c l e a n i n g :  

 
T h i s  a r e a  m u s t  b e  

c l e a n e d  b y  
D a t e / t i m e :  

_ _ _ _ _ _ _ _ _ _ _ _ _ _ _ 

 

Thank You! 
 

For Helping Us To 
Maintain Your Area 

 
��� �  

Custodial Staff 
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T eam w o rk  h as i ts  o w n  sw ee t rew ard s.b m p   
 

And All Our Ducks In A Row


