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UC has an appetite for lean business models and outsourced
delivery of support services
« 2009 - selection of University administrative services
outsourced to India (current)
- 2010 - FM and Security outsourced through
comprehensive service delivery contract
- 2011 - Grounds Maintenance partially outsourced
- 2012 - service delivery quality reviewed
« 2013 - development and tender of some new contracts




2013 - FM contract re-tendered; new FM contract includes comprehensive
maintenance and cleaning service provision

2013 - Grounds maintenance contract varied to be comprehensive

2013 - Security contract separately tendered to address shortcomings in
previous extent and quality of service provision

2013 - Potential to add some Estate Management services to India contract
being considered




“ 0 A, ""‘ - N — ¢ , C —»;l i e gy, fr - :‘?!‘h fl i 'L;:- L_'-.'.-—".-; B |I..|._-"~’.!.1 ﬂ-.* i
_ 1l . A 1] 5 | — | N ] | o |

i i U ] & 1 \
¥y ¥ ¥ e - - < i - ~ R W e T s W S U U .

\,__,I'
=
| |

A

UC didn't know what it didn't know

‘other admin areas are outsourced - why not FM?'
insufficient consultation

+ partial outsourcing outcome

- personnel with corporate knowledge left the University

» contract inexplicit, scope of service not clearly defined

+ levels of acceptable/unacceptable performance unclear

« team skills not developed

- contract management tools were promised but not delivered
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result
- internal team lacked contract management tools and capabilities
- limitations of contract exploited
- UC internal personnel became more involved

conflicts arose between internal and external teams

quality of FM performance was unacceptable

customers were unhappy

some management processes re-established
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performance based contracts
overarching agreement with terms and conditions

agreed schedule of services

agreed KRAs and KPlIs

agreed definitions of quality of performance

agreed assessment approach

incentives and disincentives for good or poor performances

-

management tools

- balanced scorecards for regular assessment

- agreed format for monthly reporting

« model premised on 'partnership' not 'adversarial' approach




new contract management approach
- expectations are more clearly defined
- both internal and external teams 'own' the performance management system
\
\
\

contract management process
- service provider reqularly self-inspects
UC routinely audits
outcomes managed through assessment of performance against KPls
results rolled up to balanced scorecard
contract includes incentives and disincentives
regular audit, review, meetings and reporting




Seven platforms for performance management
» cleaning
- customer satisfaction
» planning
- reporting and invoicing
- service provider efficiency
- sustainability management
- work place HSE

KPlIs set at a high standard, not just 'satisfactory'.

Success will depend on integrated team, aligned focus,
strong partnership.




the team needs
- relationship management skills
- contract management skills

problem solving and technical capability

strong communication capabilities

responsiveness and a customer focus

agreed shared management tools

ongoing commitment to maintaining a positive relationship




one example of the extent to which we plan to integrate the
internal and external teams
no internal UC works management system

- provider to manage planned and requested works through

their in-house system

- analysis and reports to be provided to UC as required

- UC still owns the data

- data already in system - no duplicate work required for UC
management reports
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Agreed performance metrics

University of Canberra - Facility Management KRAs

*External Walls, Columns and Doors

dthin 15m of entry point”

Are the walis, columns and doors clean? Inspect all w
assessment zone

columns and doors within 15m of the entry point in the

Answer Satisfactory If: the walls, columns and solid doors has no more than 3 o
a) Unacceptable level of scuff marks (note some scuff marks cé

b) Liquid spills (drinks, water alc along wall)

c} Sticky Tape 23 pieces of sticky tape per wall deemed acceptable)

d) Skirting boards have fluff balls greater than 1cm x 1cm

't be c

ned and require repaint

KRA KPI Measure Scoring Question Target
irof
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measure performance consultatively

Auditing acard

LEVEL ONE

.......

Directory Boards.



Report on performance

UNIVERSITY OF
CANBERRA

Programmed Facility Management
Monthly Performance Summary

jan | Feb | mar | Apr | may | un sl | aug | sep | ot | mov | Dec

Monthly Performance

Customer Satsfachan

Aannng

#ieparing & mvachg

Service Provider Efficiency

Sustainabity thann gement

Viork Place MSE




- time delays the biggest issue

- internal team organisational structure changed concurrently with new contracts
- delays due to changing personnel

- time under estimated to make data sufficiently comprehensive

- time under estimated to develop KPIs and assessment measures

- time under estimated to prepare comprehensive documentation of all the above




- the new model has only just been put in place

- we believe it will work well

- both internal and external are working hard to make
the partnership a success

- although it Is taking time we are almost agreed on
the contract, associated KRAs, KPls and
management tools

- we aim to define expectations more clearly this time
around to give us all the best chance of success

- we will report on progress at a future TEFMA event!
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