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Purpose: This Work Instruction defines the steps for creating and updating work related to RCT (Reactive 

Maintenance), PM (Preventative Maintenance), LVM (Low Value Maintenance) & Capital Works (CAP). 

service requests, work orders, PM schedules and job plans in MAS. 

 

Primary Use: This Work Instruction is used for the following scenarios: 

 

Reactive Works 

• Raise a Service Request 

• Create an RCT Work Order 

 

Capital Works/LVM Works 

• Create Parent CAP/LVM  

• Create Child CAP/LVM 

 

Preventative Maintenance 

• Generate PM Work Orders 

• Job Plan Creation 

• View & Update existing Job Plans 

• Route Creation 

• View & Update existing Route 

 

Business Unit Application: This Work Instruction applies to Programmed Facilities Management. 

 

Audience:  PFM Supervisors & Contract Admins. 

 

Before you start:  

• Access the MAS Production Link. 
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Raise a Service Request: 
 

Explanation Screenshot 

1. Click Manage or 

Launch. 

 

 

 

 

 

 

 

 

1. Go to Service Desk > 

Service Request - 

Unified. 

 

 

 

 

 

 

 

2. Click New Service 

Request. 
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3. To select a Site, click 

the magnifying class 

next to the Site field. 

 

4. Make a selection from 

the list. 

 

Note: For some users the 

site will default, therefore 

it may need to be manually 

changed (this is 

access/role dependent). 

 
 

5. Go to Location > Select 

Value. 

 

 

 

 

 

 

 

  

6. Select a Location from 

the list. 
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7. In the Summary field, 

enter a summary for the 

Service Request. 

 

8. Enter a detailed 

description in the 

Details field. 

 

9. Go to Classification > 

Classify. 

 

 

 

 

 

 

 

 

 

10. Select a Classification 

from the list. 
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11. (1) In the Initial WO 

Trade Group, enter a 

value. 

 

(2).In the Initial WO 

Trade Code, enter a 

value. 

 

(3).In the Initial WO 

Vendor, enter a value. 

 

 

12. Click Save. 

 

13. Click on the Route icon 

to route the Service 

Request. 

 

 

 

 

14. Once all details have 

been entered, click OK. 

Result: The Service 

Request has been 

generated.  

Note: Depending on the 

contract rules, you may be 

required to validate the work 

order stage after routing the 

Service Request.  
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Create an RCT Work Order: 
 

Explanation Screenshot 

15. Once a Service Request 

has been created and 

routed, navigate to the 

Related Records tab 

and locate the Related 

Work Order. 

 

 

 

 

 

 

 

 

 

 

 

 

16. Click > next to the Work 

Order number and 

select Go To Work 

Order Tracking – PFM. 
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17. You will be directed to 

the Work Order page. 

Click on the Plans tab. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

18. Select Add SOR Code. 
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19. A list of SOR codes will 

appear. Click the Filter 

icon to search for a 

particular code. 

 

 

 

Multiple codes may be 

selected from the list. 

 

 

 

 

 

 

 

 

20. Click OK. 

 

 

 

 

 

 

 

 

 

21. Click Save. 

 

22. Route the order. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  



 

MAS-WI-0020-Work Order Management (Supervisors)  Page | 10 

Work Instruction 
 
MAS-WI-0020-Work Order Management (Supervisors) 
 

 
 

23. Select Send to Service 

Provider (SSP). Click 

OK. 

 

Result: The work order has 

now been sent to the 

TouchStone Mobile App. 

 

 
 

24. Verify Work Order 

Status. 

 

To verify the status of the 

work order, click on the 

Work Order tab. 

 

 

 

 

 

 

 

25. The Status field should 

display SSP. 

 

Result: The work order has 

now been created in MAS. 
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Create a Parent LVM Work Order: 
 

Explanation Screenshot 

26. Click New Work Order. 

 

 

 

 

 

 

 

 

 

 

 

 

 

27. Click on the magnifying 

glass in the Work Type 

field. 

 

 

 

 

 

 

 

 

 

28. Select LVM/CAP from 

the list. 
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29. Enter a Work Order 

Description. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

30. Click on Location > 

Select Value. 
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31. Select a Location from 

the list. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

32. Click on Work 

Classification > 

Classify. 
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33. Select a Classification 

from the list. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

34. Select a Work Priority. 
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35. Select a Trade Group & 

Trade Code. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

36. In the Response Target 

Date field, select a date. 

 

37. In the Rectification 

Target Date field, select 

a date. 

 

38. Click OK. 
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39. Add any relevant 

attachments (if 

applicable).  

 

Click on View 

Attachments > Add 

New Attachments > 

Add New File. 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

40. Select a Folder and the 

file to upload. Click OK. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

MAS-WI-0020-Work Order Management (Supervisors)  Page | 17 

Work Instruction 
 
MAS-WI-0020-Work Order Management (Supervisors) 
 

 
 

41. Route the work order. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

42. Click OK. 

 

Result: The parent 

workorder has now been 

created.  

 

Note: The steps below 

(Create Child LVM Work 

Order), outline how to 

create child work orders for 

LVM. 

 

Some contracts have more 

than one Child WO under 

LVM for multiple vendors. 
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Create Child LVM Work Order: 

 

Explanation Screenshot 

43. Go to the Plans tab. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

44. In the Children of Work 

order section, click on 

the + icon. 
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45. Enter a Description for 

the Child work order. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

46. Click OK. 
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47. In the Vendor field, 

select a Vendor. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

48. Click Save.  

 

Result: This will populate 

a location from the parent 

work order. 
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49. Click on the Work 

Order Record > Go To 

Work Order Tracking – 

PFM. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

50. Click the Plans tab. 
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51. Select Add SOR Code. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

52. Select one or multiple 

SOR’s from the list and 

click OK. 
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53. Route the work order. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

54. Click OK. 

 

Result: The 1st child work 

order has now been 

created. If further child 

work orders are required, 

repeat all the steps to 

Create Child LVM Work 

Order. 
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Approval of Requested EOT for a PM from Supervisor/Technician 

 

Explanation Screenshot 

55. Go to Work Orders 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

56. Click Work Order 

Tracking - PFM 

 

 

 

 

 

 

 

57. Choose your relevant 

site, and click OK. 
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58. Scroll to the right, and 

click EOT Request. 

 

 

 

 

 

 

 

 

 

 

 

 

 

59. Select Y 
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60. Click the relevant work 

order. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

61. Scroll down and check 

EOT Requested flag is 

On. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

62. Review the EOT Target 

Finish Date and the 

comments 
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63. Choose to accept the 

Request Target Finish 

Date, copy the EOT 

Target Finish Date and 

paste it in Rectification 

Target Date. 

 

64. Toggle the EOT 

Requested button to 

Off. 

 

 

 

65. Remove the EOT Target 

Finish Date. 

 

 

 

 

 

 

 

 

 

 

66. Click on Save. 
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67. Send the approval by 

clicking Log. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

68. Click Add a new log. 
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69. Go to Type and select 

the type of Log being 

created. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

70. Click on Update. 

 

 

 

71. Add Summary and 

Details. 

 

 

72. Click Save. 
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Approval of Requested EOT for a Reactive Work Order from Supervisor/Technician 

 

Explanation Screenshot 

73. Click Work Order 

Tracking - PFM 

 

 

 

 

 

 

 

74. Choose your relevant 

site, and click OK. 

 

 

 

 

 

 

 

 

 

 

 

 

 

75. Scroll to the right, and 

click EOT Request. 
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76. Select Y 

 

 

 

 

 

 

 

 

 

 

 

 

77. Click the relevant work 

order. 
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78. Scroll down and check 

EOT Requested flag is 

On. 

 

 

79. Toggle EOT Requested 

to Off. 

 

 

80. Copy the date from EOT 

Target Finish Date field. 

 

 

 

 

 

 

 

 

 

81. Scroll to the right and 

click on the Originating 

SR, then Go To. 

 

82. Paste the copied date in 

the Rectification Target 

Date field and toggle on 

the Rectification 

Exception. 

 

83. Click Save. 
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84. Send the approval by 

clicking Log. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

85. Click Add a new log. 
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86. Go to Type and select 

the type of Log being 

created. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

87. Click on Update. 

 

 

88. Add Summary and 

Details. 

 

 

89. Click Save. 
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Creating a Job Plan: 
 

Explanation Screenshot 

90. Go to Planning > Job 

Plans – PFM. 

 

Note : Follow SAM team 

guidelines/report to 

create new job plans 

 

 

 

 

 

 

 

91. Select + New Job 

Plan. 

 

 

 

 

 

 

 

 

 

 

 

92. Enter a Job Plan 

Description. 
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93. Select a Site. 

 

 

 

 

 

 

 

 

 

94. Select a 

Classification. 

 

 

 

 

 

 

 

 

 

 

 

 

95. Add any Job Plan 

Tasks by clicking + in 

the Job Plan Tasks 

section. 
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96. Add a task 

Description. 

 

 

97. To remove a task from 

the job plan, click the 

Bin icon. 

 

 

 

 

 

 

 

 

98. To add a Long 

Description to the Job 

Plan, click on the icon 

as shown. 

 

 

 

99. Enter relevant details 

into the Long 

Description field. 

 

 

100. Click OK. 
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101. Click Save. 

 

 

 

 

 

 

 

 

102. Go to Change Status 

> New Status > 

Active. 

 

103. Click OK. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

View and Update existing Job Plans: 
 

Explanation Screenshot 

104.  Go to Planning > Job 

Plans – PFM. 
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105. Click on the magnifying 

glass in the Site field. 

 

 

 

106. Select a Site from the 

list. 

 

107.  Click OK. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

108.  Click on the magnifying 

glass in the Status field. 

  

109.  Select Active. 

 

110.  Click OK. 
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111. Select the job plan to be 

revised from the list. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

112. Click Revise Job Plan. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

113. In the Revision 

Description field, enter 

the reason for revising 

the Job Plan. 

 

114. Click OK. 
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115. The Long Description 

field can be updated (if 

applicable) by clicking 

the the icon. 

 

 

 

 

 

116. Enter a Long 

Description. 

 

 

 

 

 

 

 

117. Click OK. 

 

 

 

118. To amend the Job Plan 

Description, update the 

field shown (if 

applicable).  

 

119. Note: This info will 

appear in the PM Work 

Order Description. 

 

 

 

 

 

 

 

 

 

 

 

120. To add tasks to the job 

plan, click on + in the 

Job Plan Tasks section. 
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121. Enter a Task 

Description. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

122. To add SOR codes to 

the job plan, click on the 

+ in the Planned 

Services section.   

 

 

 

 

123. Click on the Service 

Item field to select an 

SOR code. 
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124. Select an SOR from the 

list. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

125. To update the 

Classification field, go 

to Classification > 

Classify. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

126. Click Save. 
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127. Click Change Status. 

 

 

 

 

 

 

 

 

 

 

 

 

128. Click New Status > 

Active. 

 

129. Click OK. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Creating a new Route: 
 

Explanation Screenshot 

130. Go to Planning > 

Routes – PFM. 
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131. Click on + icon. 

 

 

 

 

 

 

 

 

 

 

132. 1.Enter a Description 

for the Route. 

 

133. 2.Click on the Long 

Description icon. 

 

 

 

 

134. Enter a Long 

Description. 

 

135. Click OK. 

 

 

 

 

 

 

 

 

 

 

 

136. To add an asset, in the 

Route Stops section 

click +. 
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137. Go to Asset > Select 

Value. 

 

 

 

 

 

 

 

 

 

 

 

 

 

138. Select an asset from 

the list. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

139. Click Save. 
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Viewing and Updating an existing Route: 
 

Explanation Screenshot 

140.  Go to Planning > 

Routes – PFM. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

141. To display all routes for a 

contract, enter a Site 

and click [Enter]. 

 

142. Select a route from the 

list. 
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143. To add an asset, in the 

Route Stops section click 

+ icon. 

 

 

 

 

 

 

 

 

 

 

 

 

144. Go to Asset > Select 

Value. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

145. Select an asset from the 

list. 

 

146. Note: The asset should 

be in Operating status to 

add it to the route. 
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147. Click Save. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

148. To remove an asset from 

the route, click on the 

Bin icon. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

149. Click Save.  
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150. Amend the Summary if 

applicable. 

 

151. Amend the Long 

Description if 

applicable. 
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