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 Contracts : 4 Otisline No - English 800-233-6847, Français 
800-238-6847 

 Buildings: 23 Sales Rep: LUCIE HUNT 

 Units: 127 Sales Rep Contact: 1-214-658-6900 

  
 
 

 

Sales Rep Email lucie.hunt@otis.com 

 

Contracts:  TD 05349, TD 05420, TD 05420A, TD 05420B  

 

Service Call 
A service call is defined as a request from a customer or Otis REM® expert for an unscheduled service visit. A service call is closed once the 

work is reported as completed by the Otis mechanic. 
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Mean Time between Service Calls(in Days) 
The Mean Time Between Service Call Report represents in days, the average time between customer or REM expert service requests. 

Mean time between service calls for a unit = (time period selected – time elevator out of service) / number of service requests for the 

unit. Time elevator out of service = sum (service call closed time - service call placed time) This information is also available at the 

building and contract level, substituting building or contract for unit 
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Availability % 
Availability is the percentage of time an elevator/escalator is available to passengers over a selected time period. Availability % = (time 

period selected – time elevator out of service)/time period selected * 100 Time elevator out of service = sum (service call closed time - 

service call placed time) This information is also available at the building and contract level, substituting building or contract for unit. 
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Response Time (in minutes) 
The Response Time Report represents the time between a service call being placed and the arrival of a mechanic on site. Note: The time 

for deferred service requests is included in the calculation. i.e. service request placed at 6:00pm Friday and deferred until 8:00am 

Monday includes the 62 hours of deferred time. Avg response time (in hrs) for a unit = (mechanic arrival time – service call placed 

time) / number of service requests for the unit This information is also available at the building and contract level, substituting building 

or contract for unit. 

 

 

 

 

 
  


