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Foreword

ISO (the International Organization for Standardization) is a worldwide federation of national standards
bodies (ISO member bodies). The work of preparing International Standards is normally carried out
through ISO technical committees. Each member body interested in a subject for which a technical
committee has been established has the right to be represented on that committee. International
organizations, governmental and non-governmental, in liaison with ISO, also take part in the work.
ISO collaborates closely with the International Electrotechnical Commission (IEC) on all matters of
electrotechnical standardization.

The preecedures—tsed—to—developth CHIERE—S ptended—for-tts—further-maintenance are
described in the ISO/IEC Directives, Part 1. In particular the different approval criterianegeded for the
different types of ISO documents should be noted. This document was drafted in acéordapce with the
editdrial rules of the ISO/IEC Directives, Part 2 (see www.iso.org/directives).

Attention is drawn to the possibility that some of the elements of this documént may be the subject of
patent rights. ISO shall not be held responsible for identifying any or all such ‘patent rights. Details of
any patent rights identified during the development of the document willbe in the Introdu¢tion and/or
on tHe ISO list of patent declarations received (see www.iso.org/patents);

Any trade name used in this document is information given for the'éonvenience of users gnd does not
consfitute an endorsement.

For an explanation on the voluntary nature of standards, the meaning of ISO specifi¢ terms and
exprgssions related to conformity assessment, as well ‘as’information about 1SO’s adhefence to the
World Trade Organization (WTO) principles in the Techniical Barriers to Trade (TBT) see the following
URL{www.iso.org/iso/foreword.html.

This{document was prepared by Technical Commiittee ISO/TC 267, Facility management.

© IS0 2017 - All rights reserved v
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ction

The International Standards on facility management (FM) developed by ISO/TC 267 describe the
characteristics of facility management and are intended for use in both the private and public sectors.

NOTE

The terms “facility management” and “facilities management” can be used interchangeably.

International cooperation in the preparation of these International Standards has identified common
practices that can be applied across a wide variety of market sectors, organizational types, process
activities and geographies, and their implementation will help to:

develop
maintai
optimiz
improvg

project

FM and rel
objectives.

appropriate
guidance or
internal or 4

This docum

types ol

develop

clarificd

This docum
and check 1
adding valu
senior mandg

Annexes A 4
and D prov
annexes fac
which allow

improvg

enhancq

e quality, productivity and financial performance;
 sustainability and reduce negative environmental impact;
functional and motivating work environments;

In regulatory compliance and provide safe workplaces;

e life cycle performance and costs;

 resilience and relevance;

hn organization’s identity and image more successfully.

hted goods and services support the achievement of core organizational activitieg
[he purpose of this document is to enable organizations identify and select the
options for the design, sourcing and delivery of #M. This document provides step-by]|
the overall strategic sourcing process and_en how to prepare and implement adeq
xternal FM agreements.

ent also provides guidance on:

agreements;

ment, structure and contents.of-agreements;
tion of definitions, where‘appropriate.

ent promotes a methodology from a strategic level to an operational level, with exar
sts. The applicatier’ of this sourcing approach is intended to contribute significant
e and optimizing-costs of operations for FM professionals and procurement, financg
gement teams-

nd B give.examples of requirements for typical services and of a business case. Anne
de general and specific clauses and structured checklists for typical agreements. 1
litate the selection of important clauses and preferences in the development of agreem

and
most
-step
juate

hples
ly to
and

kes C
hese
ents,

for differences in origin, purpase and national rules and regulations, and are hased

on a

generic platform.

This document is primarily written for complex in-house or externally procured services, and might
need to be scaled down if used for smaller projects. Not all information in this document will be
applicable to every FM process or agreement.

In this document, references to “agreement

» o«
)

service” or “service provider” are specific to FM and

facility services agreement, facility service or facility service provider (internal or external). Any

reference to

Vi

a single service can also include multiple services.
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Facility management — Guidance on strategic sourcing and
the development of agreements

1 Scope

This document provides guidance on sourcing and development of agreements in facility management
(FM ytthightights:

— ¢ssential elements in FM sourcing processes;

— FM roles and responsibilities in sourcing processes;

— (dlevelopment processes and structures of typical agreement models.
This|document is applicable to:

— gdtrategic processes related to service and support functions forthe core business;
— development of FM strategies;

— development of facility service provision agreements.ecovering both public and priyate service
emand and internal and external production/delivery options;

— (dlevelopment of FM information systems;
— IFM education and research;

— ¢rganization development and businéss re-engineering processes in major types|of working
environments (e.g. industrial, commercial, administration, military, healthcare, accommodation).

2 Normative references

The following documents atejreferred to in the text in such a way that some or all of their content
constitutes requirements of this document. For dated references, only the edition cited [applies. For
unddted references, thelatest edition of the referenced document (including any amendments) applies.

ISO 41011, Facilitysmdanagement — Vocabulary

3 Terms-and definitions

For thepurposes of this document, the terms and definitions given in ISO 41011 apply.

ISO and IEC maintain terminological databases for use in standardization at the following addresses:
— ISO Online browsing platform: available at http://www.iso.or

— IEC Electropedia: available at http://www.electropedia.org/

4 Sourcing strategy and understanding the core business context

4.1 Sourcing strategy

Aligning the structures and delivery of FM and support services provision with the demand
organization’s business strategy is critical to successfully achieving core business objectives. It is

© IS0 2017 - All rights reserved 1
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important that the FM organization analyses the demand organization’s strategy. An effective sourcing
process is important to achieve that objective.

Criteria that can have an impact on sourcing strategy include, but are not limited to:
— the competitive environment;

— value drivers (including cost/benefit analysis);

— the need for resource flexibility;

— business risk;

— reliability of supply chain / risk of over-reliance on single suppliers;
— operatignal interdependencies;

— availability of in-house FM expertise;

— the availability and capability of various supply options;

— corpordte policies (e.g. environmental and corporate responsibility);
— regulatgry compliance requirements and expected legal changes;

— organizptional culture and management style;

— reporting requirements and management information systemnis;
— corporle targets on strategic and operative level;

— innovatjon;

— real estpte and FM strategy;

— propertyy portfolio.

As most organizations live in an environment of dynamic change, these sourcing processes should be
continuous §ind at all times be closelyinked to the organization’s overall business strategy.

It is vital thpt adequate FM competence is available to support the sourcing process through internal
and/or external sources. TheseZcompetences should include, but not be limited to:

— understland core business;
— analytigq skills;
— management:skills;

— commuhpieation sKkills;

— appropriate knowledge of FM;

— procurement skills;

— legal skills;

— environmental, social and cultural awareness;

— ability to evaluate services options and required outcomes.

2 © IS0 2017 - All rights reserved
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Strategic, tactical and operational level

4.2.1 General

In order to succeed and deliver required results, FM should be in close synchronization with the
mission, vision, objectives and domains of the core business. It is the role of FM to provide strategic
guidance to the core business, interpreting needs and translating them into explicit service demand
and requirements. FM acts on the main three levels:

— strategic;

NOTH

4.2.2
Atth

acticat;
perational.

“Strategic level”, “tactical level” and “operational level” are defined in ISO 41011,

Strategic level

e strategic level, the aim is to achieve the objectives of the organization in the long term

q

— Iefining the FM strategy in accordance with the organization’s strategy;

olicy-making, elaborating guidelines for space, assets, processes and services;

jctive input and response;

q

initiating risk analysis and mitigation and previding the direction to adapt to chg

rganization;

efining performance management policy-and outcomes;

— naintaining relations with authdrities and other stakeholders;

h— q

ipproving business plans and\budgets;

4.2,

roviding advisory services to demand organization;
efining re-procurement criteria;

aking procurement decisions.

Tactical level

At thie tdctical level, the aim is to implement the strategic objectives in the organization in

ter

by means of:

nges in the

dssessing the impact of facility on theprimary activities, external environment and cofnmunity;

the medium

e.g. through:

— administration;

— reporting (setting up and performing);

— recording (status and events);

— i

mplementing and monitoring guidelines for strategies;

— developing business plans and budgets;

— translating FM objectives into operational level requirements;

— defining service level agreements (SLAs);

© ISO
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— defining key performance indicators (KPIs);

— managing projects, processes and agreements;

— managing the FM teams;

— managing the services team;

— optimiz

ing the use of resources;

— adapting to and reporting on changes and statuses;

— commu

4.2.4 Ope

At the oper3

- - - . 1 b 1 - A | de s 1.1 1
HNCAllllg WILIT HILCT AT U TALTTIIAD ST VILT PIUVIUCTT S Ull'd LdLLILAT ITVTIL.

rational level

tional level, the aim is to create the required environment to the end users on“a day-tq

basis, e.g. through:

— deliveri
— monitof
— monitof
— receivir

— collectil

hg services in accordance with the SLA;

ing and checking the service delivery processes;

ing the service providers;

g requests for service (e.g. via a help desk or service line);

g data for performance evaluations, feedback andidemands from end users;

— reporting to tactical level;

— commu

5 Sourci

5.1 Procd

The sourcin

hicating with internal or external service providers on an operational level.

ng process in FM

bss flow chart

b process consists of the steps described in Clauses 5 to 10, as illustrated in Figure 1.

-day

© ISO 2017 - All rights reserved
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Sourcing Identify Trans- Deter- Identify Business Select Facility Internal service / FM service Measure
strategy and late mine the service case preferred service provision procurement service
and analyse needs service delivery develop- sourcing/ provision (6.2) and FM- provision
core current/ into levels options ment service . agreement perfor-
business future require- and delivery External mance
context needs ments analysis option service provision
“ (5.2) (5:3) (5-4) (5:5) (5.6) (5.7) (6) (6.3) (7+8+9) (10)
Understand Identify Determine  Specify Market Establish Select and recommend preferred Develop Follow-up,
business current  what needs criteriaand research business sourcing alternative service level monitor and
context and and to be parameters case agreement verify service
strategies future delivered, Determine Implement recommendation (SLA) provider
facility =~ whereand Identify costand Financial deliveries
Alig" ak how.-ofton. P tacl risk ISELeE ) H=t ) '<:l £i = Ho-v- | D. () P
service and measurable baseline competence level, allocate overall FM Data
strafegies expec- Define output Define resources, organize) service cpllection
to tations strategic (quality investment b) external (negotiate, provision and report
busipess of the goals to be levels) strategy sign agreement) agreéments o facility
strafegy demand achieved sprvices to
inclyding organi-  (cost, Define Estimate Incorporate  buyer
environ- zation quality, etc) perfor- costs required organization
mentgal, mance contract
socipl indicators Pricing clauses Jompare
resplonsi- and targets strategy delivery to
bilities, for each Document sprvice
legal, service Risk performance requirements
ecofomic, analysis criteria
and Identify and
polifical Organization Execute FM implement
issups needs agreement cprrective
agtions
Project
strategy
Figure 1 — Sourcing process overview
5.2 | Identify and analyse current and future needs and expectations
This|step of the sourcing process is shown in-Figure 2.
Identify Trans- Deter- Identify Business Select Facility Internal service FM service Measure
and late mine the sérvice case preferred service provision procurement service
analyse needs service delivery develop- sourcing/ provision (62) and FM- provision
current/ into levels options ment service . agreement perfor-
future require- and delivery External mance
needs ments analysis option service provision
(5.2) (5.3) (5.4) (5.5) (5.6) 5.7) 6) (6.3) (7+8+9) (10)
Figure 2 — Sourcing process: Identify and analyse current and future needs and expectations
The first step_inthe identification of needs is to understand the current conditions and establish a
baseline. It issimperative to have a good understanding of the current organizational stfucture and
capapilities,~service delivery models, existing service contracts, and current performance measures.
ollowing additional elements of existing core business information are important in mpst sourcing
processes. As managing service supply may cover a very hroad range of needs and demanids of totally

different natures, FM related sourcing should acquire as a minimum the following information from the
demand organization:

primary activities and core business, mission, vision, strategy and corporate values;
key objectives of business/activities;

geographical locations and areas of operation, building portfolio and space;

portfolio, technical infrastructure, work force and competence;

global);

© ISO
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and possible future (intended) corporate image and trademark;

— range and nature of core products/services and distribution (local, regional, global);

— strategic considerations related to sustainable environmental issues and social responsibilities;

— security, resilience and other risk concerns with decisive influence on strategic choices;

— customers, demand organizations and other stakeholders with decisive influence on strategic

choices;

— management of information for planning and controlling services;

— existing
— theinte

— the “as
provisid

— applicable statutory and legislative requirements.

Itis essentis
documented

It is also imj
current and
business.

The FM org4

— the top
and qud

— the strategic planning timeframe of the démand organization/business unit;

— changej
impact

— stal
— geo
— bui
— site]

—  WOI

basis and arrangements for service provision and scope of services;
rface between the primary activities and support services;

s” situation: users’ expectations and satisfaction of present range and quality of ser
n;

1 that the organizational needs are clearly articulated and the ultimate objectives/goal
before commencement of any FM sourcing activity.

portant to understand the critical opportunities and risks.and to identify the consequg
future strategic decisions will have on the service and facility support demand of the|

inization should have information on:

management’s impressions of the present FM-organization’s performance, service 1
lities;

in core strategies which, within their planning horizon, are expected to cause no
bn:

keholders’ expectations;
oraphic representation;
ding portfolig/tenancies;
s and logations;

kspace/workplace;

— pro

vices

S are

nces
core

evels

table

ucts and Hich‘ihnfinn;

— technical infrastructures and other infrastructure assets;

— human resources and corporate culture and identity;

— security and operational risk issues;

— sustainability and environmental issues;

— social responsibilities;

— the most likely serious challenges and what impact they can have on needs and demand of service

and sup

port;

— business objectives, main drivers and constraints;

© ISO 2017 - All rights reserved
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— split between core and non-core business;

— sustainability aspects;

— scope of services;

— i

nnovation requirement;

— special service requirements and hazardous operations, where applicable;

— transitional arrangement;

5.3
This

Aftel
or se
satis

See 4
The {

All s
perfd

New
befol
cons

1

— ¢

de - Aol h I |
urtcit Scr vitt uclivel y 1I1TUUCTT.

Translate needs into requirements

step of the sourcing process is shown in Figure 3.

FM service
procurement

Internal service
provision

Trans- Deter- Identify Business Select Facility
late mine the service case preferred service

needs service delivery develop- sourcing/ provision (6.2) and FM-
into levels options ment service . agreement
require- and delivery External
ments analysis option service provision

(5.3) (5.4) (5.5) (5.6) (5.7) ®) (63) (7+8+9)

Measure
service
provision
perfor-
mance

(10)

Figure 3 — Sourcing process: Translateneeds into requirements

an understanding of the needs of the core busin€ss is established, the scope of the fad
rvices to be provided needs to be defined. The'translation of a need to a requirement i
faction criteria and corresponding service afid/or goods.

innex A for examples of how to translaté-needs into requirements.
cope of facility services may include-‘a single service or a range of facility services.

ervices supporting the primary activities should regularly be checked for relevang
rmance and cost efficiency.

service requirements, _can involve needs for knowledge and skills that have not be
e, and it is important-to include such resources early in the process. The following a
derations should-be-carried out:

heck requirédand available data for assessment/estimation of service options to
equirements;

b stimate volumes, specify preliminary service levels, quality and performance requi

ility service
s to identify

e, adequate

en required
ctivities and

satisfy new

rements for

IlleW service provision and get verification/acceptance from top management;

— adjust volumes, service levels, quality and performance requirements on current service and
support in accordance with information from the primary activities;

— express performance requirements

in measurable terms with corresponding/suggested

performance indicators, in order to compare agreed/decided performance requirements with
measured results;

— consider interdependencies between FM activities which are important for creating or retaining
synergies between them.

5.4
This

© ISO

Determine the service levels

step of the sourcing process is shown in Figure 4.

2017 - All rights reserved


https://standardsiso.com/api/?name=04507c0c66cd467f8eb8e100d3c219c0

ISO 41012

:2017(E)

e

Deter- Identify Business Select Facility Internal service FM service Measur
mine the service case preferred service provision procurement service
service delivery develop- sourcing/ provision (62) and FM- provision
levels options ment service . agreement perfor-
and delivery External mance
analysis option service provision
(5.4) (5.5) (5.6) (5.7) (6) (6.3) (7+8+9) (10)

Figure 4 — Sourcing process: Determine the service levels

After the demand requirements have been developed, the next step is to establish the level of service or
quality of performance to meet the requirements. The translation of requirements into specifications

will define t
staffing levd

The expectg
two key eler

a) theexp

b) theexp
resourc

The service

Is or service provider provisions cannot be completely quantified.

d level of service needs to consider both qualitative and quantitative standards?Ther
nents that are fundamental in creating effective service levels:

pctations should be practical and achievable;

bctations should acknowledge that the relationship between level.0f service and quant
s needs to meet the level of service.

levels should relate to each requirement meeting a need of the core business. Perform

measures should be identified and clearly stated for all requirements. These performance mea;

can be qual
are being m

A format an

The approp
and can incl

budget

respons
work cd
amount]
prevent]
safety i}
staff/co|

level of

tative or quantitative, but should be sufficient to determine that needs and expecta
bt or, if not, adequate to address gaps and requirements to improve performance.

1 structure for service level requirements is included in Annex D.

late mix of service level performance measures defines the management metrics or
ide some or all of the following:

compliance/variance;

e times (e.g. emergency, urgent and routine work);
mpletion rates;

of proactive versus coxrective (i.e. reactive) work;
ive maintenancecompliance;

ispection andt€sting compliance;
ntractor.utilization/productivity;

Cleanliness (internal and external);

he appropriate scope of work and required resources. Until the level of service is detepmiined,

£ are

ty of

ance
ures
kions

KPIs

move ar

utilizati

drelocCation management;

project performance compliance;
sustainability performance;
system or equipment reliability;

interruptions to operation;

on of space or vacancy rates;

energy conservation performance;

life cycle performance of assets (i.e. meet expectations for useful life);
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benchmarks;

total costs of ownership.

The determination of performance indicators or management metrics should be established
independent of the method of service delivery discussed in 5.5.

At this point in the process, conclude and develop preferred service option(s) based on these
requirements.

NOTE For more guidance on quality in FM, see EN 15221-3.

5.5

Identify service delivery options

This|step of the sourcing process is shown in Figure 5.

Identify Business Select Facility Internal seryice %/ FM service
service case preferred service provision procurement
delivery develop- sourcing/ provision 62) and FM-
options ment service . agreement
and delivery External
analysis option seryice provision
(5.5) (5.6) (5.7) 6) (6.3) (7+8+9)

Measure
service
provision
perfor-
mance

(10)

Figure 5 — Sourcing process: Identify service delivery options

Therg are three main options for service provision:

)

dll services provided and distributed by an in-house FM organization;

4ll services outsourced on agreement(s) with’one or more external service providers;

Evenlwhen all services are outsourced or-dut-tasked there should be an FM competence ava
the demand organization.

gome services provided by an in-house*FM organization and some by external service providers.

lable within

Therg are a number of importantissues that need to be closely analysed before finally decicling whether
a senjvice should be sourced by’ in-house staff or procured from an external provider, i
following:

Does the organization have the staff levels, capabilities, skills, knowledge, organiz
gupervisory structure, and supporting facility and tools to meet internal servig
requirements?

Does thesmarket offer the total range of services with the quality specifications which :

cluding the

ational and
e provision

ire required

I\i’ théprimary activities, or only partly?

ill the organization be operating in regions where there is no qualified market o

'fers for the

required services?

[s the value of demand for the required service(s) large enough to keep an economical viable
competence level and an in-house organized production capacity compared with what the market

offers for similar services?

Are there special considerations to secure business continuity or specific security mea
only can be satisfied by keeping the appropriate service(s) produced by in-house resou

sures which
rces?

Are there principal strategic decisions or considerations of political, cultural or other social aspects
which are mandatory and/or override conclusions on one or more of the questions above?
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5.6 Business case development and analysis

5.6.1 General

This step of

the sourcing process is shown in Figure 6.

FM service
procurement

Internal service
provision

Select
preferred

Business
case

Facility
service

Measure
service

develop- sourcing/ provision (62) and FM- provision
ment service . agreement perfor-
and delivery External mance
analysis option service provision
(5.6) (5.7) (6) (6.3) (7+8+9) (10)

The next st¢
the scope, b

5.6.2 Fin;

There are a
whether a sq
provider, in

Is there|
resourc

Isintery
and dod

Does by

For an ¢
clear pr

Are the

Are the

5.6.3 Inv{

The deman
asset/equip

The implica
ownership,

Figure 6 — Sourcing process: Business case development and analysis

bnefits, value, financial implications and risks of a proposed solution to a/butsiness nee

incial considerations

number of important financial considerations to be closely analysed before finally dec
brvice should be sourced by internal production or alternatively purchased from an ext
fluding the following:

sufficient demand/scope (“critical mass”) to organize-and produce services with int
es, or alternatively create sufficient competitive interestin the market for external provi

1al production cost (covering both directand indirect cost/overhead) adequately undersg
umented?

siness case and or financial analysis deliver a positive advantage or added value?

xtended or amended service, can:the historic costs be accurately extrapolated to proy
pjection of future costs?

e strategic decisions/poliei€s that affect the acceptable level of cost?

e other related investments that will affect the cost assessments?

pstment strategy

l organizatien should determine the required facility operating model to meet
ment investment strategy.

Lions'of any strategy chosen should be discussed with the service provider, includin
Fight of use, operation, maintenance and ending of obligations that need to be agreed

p in the sourcing process includes the development of a business case which”summajrizes

.

iding
brnal

brnal
sion?

tood

ide a

their

o the
ipon

for the inved

+rvnn ralation +o +hn +nync o Aagran

+ 1 mant
CIITCTTIC, T T oTa oI co e eeT TS O et ag T CCTTCITes

Investment strategy should include a clear investment model. It should also include an adaptive asset
management strategy or plan and a continuous follow up on maintenance.

At a strategic level it is important to consider the life cycle costs of each acceptable solution. This can
also include the principles of sustainability by considering not only the financial costs but also the social
and environmental impacts and their associated costs. These costs can then be carried forward to a life

cycle analys

NOTE

10

is to provide an enhanced financial assessment.

For specific asset management information, see ISO 55000, ISO 55001 and ISO 55002.
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5.6.4 Estimate costs and added value

The development of cost estimates for services requires a careful accounting of the scope, areas and
inventory/registry of assets. Determining the cost of providing services can be accomplished by using a
number of methods depending on the requirements for new or existing services:

benchmarking with published resources and cost indexes;

engineered performance standards to accomplish the necessary services.

historical data can be used for incremental analysis for the expansion of existing services;

zero-based budget analysis using detailed inventory/registry of asset and spaces coupled with

The

infon
requ
finan

If ne
be e
envil
tool 1

To cl
hous
orga

At thiis point in the process, conclude preferred alternative(s) from a cost/added value view

5.6.5

5.6.5

At thle sourcing stage each service letvel should be calculated separately to ensure the link

estin

A pri

5.6.5

Liste

heed for reliable information on comparable price levels and assessment of other rele
mation can involve procurement specialists. If in-house management and staffing.are ¢
re personnel recruitment, investments and other organizational changes, iuman re
ce should be involved.

w service requirements are identified, reliable figures of cost of serwices and deli
stablished. As the new service requirements may be produced and’/distributed in

onments and even in new countries, a common measurement,structure may be an
or calculating comparable figures across regions and borders.

neck cost of expanding existing service(s) agreements against similar current serv
e or purchased on agreements) one should check officialcost indexes or benchmark
hizations using the same services.

Pricing strategy
.1 General
nated cost, service level and value. This methodology should be retained in subsequent
ce mechanism needs to be.decided as part of the sourcing process.

.2 Price and rate-mechanisms

d below are seme of the methodologies of price and rate mechanisms that can be cons

mp sum;
nit rate;

osPplus;

vant market
pstimated to
sources and

[very should
new market
appropriate

ce cost (in-
with similar

point.

between the
stages.

dered:

actual cost.

These prices can be fixed (fixed price) over a period of time and can be capped at a guaranteed maximum
price or adjusted based on agreed criteria (variable price).

For all the above pricing mechanisms an open-book clause can be used. In this case the details of all
relevant financial transactions are available to the demand organization.

Financial accountability should be agreed in accordance with the type of price mechanism chosen
stating precisely what financial documentation or information is available for the demand organization.
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5.6.5.3 Performance-based payments

Performance-based systems help demand organizations to better define and measure progress towards
organizational goals and objectives. Once the specific goals and objectives have been identified, they
should be linked to a systematic measurement system which clearly demonstrates the link between the
cost, performance and specified service levels.

If a performance-based payment is selected, the parties should agree on how the system will operate
and if incentives (bonus) and non-performance/non-compliance (penalty) will apply.

Where the two parties recognize that the demand organization’s primary activity performance can

improve res

llh'ng from the pncifivp pprfnrmanr‘n ofthe service prr\vir]nrl the prinr‘ip]nc for establi

hing

an incentive

Where the
sharing the

When imple
following:

— measur
measur

ensure
organiz,

commu
incentiy

ensure
inthe p

ensure
perforni

5.6.6 Risk analysis

Risk analysi

can be added to the agreement.

service provider identifies opportunities for savings, the principles for establishing
Kavings may be added to the agreement.

menting a performance-based payment system, at a minimum it is crucial to conside

ements should be “quantifiable”;
ements should be agreed upon with both the demand organization and service providg

complete alignment and understanding of the specific'performance metrics within
htions;

hicate progress to goal within both organizations;

ize performance;

Feparation of agreements;

sufficient resources for finaneial oversight and additional administrative burdei
lance-based payments.

and

r the

b1

both

hn appropriate procurement and management process/organization to manage the phases

h for

s is a process thatis-used to understand the nature, sources and causes of risk. A careful

evaluation will ensure foreseeable risks are identified, quantified and, where possible eliminated, It is
also used to study impacts and consequences. The level of detail and complexity applied to the regview
will depend|upon the potential impact.

NOTE Far specificrisk management information, see ISO 31000.

The demanfl organization should consider the potential risk elements prior to implementing an
agreement. |Allforeseeable risk elements should be considered to ensure the following (among ¢ther
considerations):

— that the impact of needs are fully defined;

12

translation of needs and constraints into requirement and specifications/service level, e.g.:
data on the property portfolio and/or assets;

information on initial and long term cost implications;

competences in the demand organization;

competences by the service provider;

resources,
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— health, safety and environment;

— fire safety;

— security;

— funding;

— IT system, hardware and communication technology/integration;

— due diligence;

e b - | - b= - e £, b=
CUUIUIIIdaitcu ucalgu, CUIISUT UCLIUIT dIIU LT AIISICTT LU uaagc,
1+ coordinated disaster recovery planning (natural and business related);
+ business continuity planning and management;

1+ corporate governance;

— that there are no other foreseeable risks relevant for the project or,service.

5.6.7 Differentlevels of agreement

The

relative responsibility of each party for services listed imthe agreement should be d¢

the fpllowing levels:

gtrategic level;

b) factical level;

This

perational level.
determination will lead to the consideration of three main types of agreements:

jgreements which include a), b)(and c) — this includes a degree of responsibility for
verall FM strategy in line with primary activity strategy;

jgreements, which only include b) and c);

jgreements which ornly)include c).

A careful analysis o0fthe relationship between the three levels [a), b) and c)] will a

dete

rmination of,alksubsequent clauses in the agreement.

5.6.8 Project strategy

The

strategy for sourcing project management and delivery activities needs to |

termined in

defining the

ssist in the

e carefully

consldered as part of the overall FM strategy and interfaced/interlocked with service deliy
management agreements can be created for single projects, using the process outlined in Clauses 8 to
10, or incorporated into the service, service level and reporting requirements of a larger comprehensive
agreement described in Clause 5.

yery. Project

5.6.9 Establish a business case for service options

The validation of rational approaches to determine estimated costs of service(s) delivery should include
the development of a business case for each service(s) delivery option considered. It is important to
identify and communicate the economic value proposition or return on investment for the service(s)
delivered.

© IS0 2017 - All rights reserved
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It is important that the business case presents a clear message on the value of the management of
services and the budget. This will allow an understanding of what such investment means to an
organization as a whole and an understanding of the processes and procedures involved.

An example of a business case is given in Annex B.

5.7 Select preferred sourcing/service delivery option

This step of the sourcing process is shown in Figure 7.

Select Facility Internal service FM service Measure
preferred service provision procurement service

'sourcing Provision ©2) and FM- provision
service . agreement perfor-
delivery External mance
option service provision
(5.7) 6) (63) (7+8+9) (10)

Figure 7 — Sourcing process: Select preferred sourcing/service delivery option
At this stagg all relevant information and all conclusions made in 5.2 to 5.6.should be applied in the
process of securing an optimum solution.

The demand organization should ensure that all relevant information is*available and consider which
option most]closely matches identified requirement. A general checklist is given below.

— Ensure [necessary stakeholder consultations (top management, facility team leaders, hyman
resources, trades unions, key service users, finance~légal, procurement, risk management,
informationtechnology(IT),propertymanagers,landlords,insurers,health,safetyandenviron:Eent,
etc.) ar¢ completed and impacts reviewed.

— Confirn} budget/additional funding sources available to support the proposals.

— Prepargselection criteria. Understanding thecriteria that each of the options satisfies and being able
to evalyate them against an appropriaté range of requirements will help the demand organizpation
to focusjon the one that is most likely,to offer an optimum solution. Evaluation criteria might inglude
the follgwing:

— market / provider competence and capability to deliver scope;
— unifjueness of service;

— prigrity, flexibilityrand speed of response;

— risK assessmient;

— safety and'security;

— pas eYnerience:
xpeHehce;

— corporate social responsibility/sustainability policy;
— cost (direct and indirect);

— management and control requirements;

— statutory obligations and legal requirements;

— geographical location and limits;

— specific service delivery or project team expertise;
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— specific approach to service delivery.

Select a preferred solution.

Advise top management about the decision and implications.
Obtain necessary approval/sign-off for the solution.

Check that the consequences of the new solution are fully understood by the s
communicated and accommodated within the organization and supply chain.

takeholders,

Ensure interfaces and interdependencies between in-house organization and service provider(s)

dlefined and responsibilities acknowledged.

ISO 37500 includes some principles which might be applicable to FM.

Facility service provision

Principle options

step of the sourcing process is shown in Figure 8.

acility
rvice
provision

FM service

procurement
and FM-

agreement

Internal service
provision

(62)

External
service provision
(6.3)

(6) (7+8+9)

Measure
service
provision
perfor-
mance

(10)

Figure 8 — Sourcing process: Facility service provision

Strategy on service provision is dependent on the outcome of the preferred sourci
ibed in Clause 5. If an in-house-Service delivery model is selected, the external pro
ces is generally not required. However, in many cases where services are provided by
hization there are usually some specialized services that are still out-tasked to spec
jders (e.g. specialized technologies, project management, real estate transactions, cd
e services can be procured using the same methods as described for external service |

Klating the requiremients into detailed specifications is the first step in this process. ]
fications can be-prescriptive or performance-based. Examples of the translation of r¢
Epecifications)arve given in Annex A.

nal service provision includes:

equinéd service delivery specifications;

hg selection
curement of
an in-house
alty service
nstruction).
rovision.

[he detailed
pquirements

LA

External service provision includes:

— agreement/contract;

SLA;

method statements (if required).

Some organizations may have a predetermined list of quality level requirements in a separate service
catalogue. This allows the end user to select and demand specific services with specific quality levels

from

© ISO

this catalogue.

2017 - All rights reserved
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Internal service provision

the sourcing process is shown in Figure 9.

FM service Measur
procurement
and FM-

agreement

Internal service
provision

(6:2)

mance

External
service provision
(6.3)

(7+8+9) (10)

e

service
provision
perfor-

Figure 9 — Sourcing process: Internal service provision

The develor
importantly
organizati

)
managemerj}c of a contract agreement, it can also define budget requirements for internal manage

provision.

For interna
document r
resolve conf

SLAs either
detail requi
and the forn
and providg
should be a
representat

Guidance or

6.3 External service provision

This step of

The decisio]

ment of SLAs is equally important for both internal and external service provision.
an SLA defines common expectations of the services to be delivered to, the de
. While an SLA defines the cost model for external service providers land en

ly-provided services, an SLA is the primary method to enable £ffective communicg
bquirements, detail scope of services (specifications), establish<roles and responsibil
licts, and provide an objective basis for measuring internal staff performance.

for internal or external service provision should be sifnilar. Generally, there can be
red in the specifications portion of an in-house SLA than for external service agreemn

sufficient details regarding the scope of work~f@ measure performance. Thus, an|

formal, negotiated agreement between two parties, typically the facility organization
ve of the demand organization.

the SLA content is given in Annex D.

the sourcing process is shown in Figure 10.

Most
nand
hbles
ment

tion,
ities,

less
ents,

hats of in-house SLAs may differ. However, the SLA should still clearly restate requirements

SLA
ind a

FM service

procurement
and FM-

agreement

servicq
provisig

perfor:

mancej

External
service provision
(6.3)

(7+8+9) (10)

Measurp

n

Figure 10 — Sourcing process: External service provision

1 €oyUse external service provision normally requires a formal legal contract betwee

n the

demand or

TIiZation and the provider.

If the FM department is responsible for procurement of services and development of agreements,
this requires necessary procurement competence. Alternatively, the procurement function can be
performed by a finance or purchasing organization with support from external consultants (e.g.
Managing Contractor or a Managing Agent).

Guidance on the SLA content is given in Annex D.

The service expectations and conditions defined in the SLA are combined with the detailed work
specifications and general contract clauses to create an agreement for contracting external services.

The contracting of external services requires a procurement strategy. When the demand organization
has a procurement strategy, the FM organization should follow the policies and procedures documented
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in the strategy. Where the procurement strategy is not clearly defined, the FM organization should
develop clear and consistent policies to procure the required services.

A procurement strategy defines the broad approach to contracting with service providers and
recognizes that conditions prevailing in the market are subject to change. In the same way that needs in
facility-related services are specific to an organization, the nature of the market is specific to a location
or region. Over time, both are likely to change. In many respects, it is a matter of matching the current
and likely future demand for services with their availability in the market.

An FM procurement strategy should include the following topics:

— market qnquciq-

— (¢entralized versus de-centralized management of service contracts;
— geographical location of facility and limits;

— award of single service vs. multiple service contracts;

— gervice providers by specialization and size, and whether they are local, regional or national;
quthorization responsibilities;

— pre-requisite guidelines for public tendering;

— gpproach to addressing legislation (e.g. health, safety, security, sustainability and corpgorate social
fesponsibility);

— legislative compliance (e.g. avoidance of corruption and anti-competitive practices);
— tisk analysis;
— ¢xclusivity for service provision.

The dlegree to which exclusivity will begranted to the service provider for any particular sefvice should
be d¢termined.

7 Main characteristics of FM agreements

7.1 | General

This step of the sourging process is shown in Figure 11.

2\ FM service Measure
N procurement service
S and FM- provision
agreement perfor-
TN mance
Y
(10)

\

Figure 11 — Sourcing process: FM service procurement and FM agreement

The objective of an agreement is to define the relationship between the demand organization and the
function, department or service provider responsible for delivering the service(s).

One of the most important factors in the development of an agreement is to create a common
understanding of the service to be delivered and the quality of service provision between the service
provider and the demand organization having the need. This is important whether the service is
provided by in-house staff or an external service provider. In either event, the demand organization is
generally seeking specific factors such as responsiveness, quality work/services, timely resolution to
issues, and meeting expectations on an agreed scope of service.
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Time and resources should be dedicated to the preparation of the agreement in proportion to

size,

importance, and complexity. Several different phases should be followed to prepare agreements and

to ensure that the expectations of different stakeholders are taken into account. These stage
summarized in 9.1.

S are

Both the demand organization and the service provider (in-house or external) should share a mutual

vision and understand the desired outcome and objectives of the demand organization, i.e.

— theservice provider should recognize the operational and strategic importance of its own oper
to the demand organization;

ation

— the demand organization should recagnize that it has a direct interest in the performance of its

service provider.

Consideratipn should be given to changes in core business requirements to ensure that matuality and

benefits are|sustained throughout the term of the agreement.

It is important that, before the approval of the agreement, the demand organization and the se
provider pefforms its own business case, risk and financial analysis.

7.2 Essential components

7.2.1 Term

rvice

For external provision agreement the agreement should be over a sufficient term long enough to epable

all parties t¢ benefit. The term should be fixed taking into account criteria of the type of the agree
(strategic, tactical, operational), the scope and the market. Egi~internal provision agreements, the
might be open-ended or linked to a budget or review cycle.

If the two p4rties can agree to extend the duration of the agreement, this should be defined.

The agreempnt should explicitly contain referencge.to the notice period required for termination.

7.2.2 Subjcontracting

The extent gnd control of sub-contracting and the type of services that are allowed or not allowed
sub-contracfted should be defined in the agreement together with any specific conditions.

The service provider should retrain accountable for the sub-contracted services.

7.2.3 Allgcation of management responsibility and communication

The agreemlent can.jn¢lude the redistribution of activities between the demand organization an
service proyider,aswell as the transfer of assets and personnel. It is important that:

— top manjagement support the approach and understand the organizational or service impacts;

ment
term

to be

i the

individual business units or entities within the demand organization should be briefed on service
levels, roles and responsibilities, constraints, request, approval and change mechanisms;

management responsibilities of applicable personnel or entities within the demand organization
who have the ability to require an amendment or addition to the agreed service provision, should be
clearly defined together with the process for managing cost, service level and performance impacts.

For external agreements, where the service provider personnel are acting on behalf of the demand
organization, the level of autonomy and operational scope (policy, standards, conformance and
escalation path) should be clearly defined.

18
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7.2.4 Service levels agreements (SLAs)

An SLA is a mechanism to create a common understanding (scope and quality) between the demand
organization and the service provider. The SLA:

— enables effective communication to help manage expectations, clarify scope, roles and
responsibilities, resolve conflicts or discrepancies;

— provides an objective basis for measuring performance.

There will be one or more SLA for each service category depending on the complexity of the service.
This will allow an easy adoption to change requirements and link to budgeting and benchmarking.

For more information on SLA, see Annex D.

7.2.3 Termination of contracts

The hgreement should include activities between the demand organization'and the servjce provider
regarding the termination of a contract and the change-over period.

7.3 | Agreement structure and content
A

nngx C includes general clauses which should be included writhin an agreement. Taple C.1 also
differentiates between clauses that are specific to in-house ofiexternal agreements.

Anngx D includes SLA clauses which should be included within an agreement.

8 Common considerations in agreemernts

8.1 | Flexibility

The dlegree of flexibility included in the agreement should be a product of the duration, extent of change
antidipated and the degree of cost certdinty required by the demand organization.

The more flexible the agreement scope, the greater the need to carefully document charge and cost
management methodologies:™ Where it is anticipated that the scope of the change will impact all
stak¢holders, the method-for handling the impact on budget/profitability, mobilization, [redundancy
and @inrecoverable cost§should be considered.

The agreement shauld explain the methodology and approach through which unexpected events and
conflicts will be dealt with.

The agreemént’should contain a procedure for amendments (additions, omissions, variations).

8.2 | Performance criteria

The agreement should preferably define the output requirements (e.g. key performance indicators,
service levels) and constraints, not detailed descriptions of tasks to be fulfilled.

Apart from very specific services for which the demand organization within the agreement should
precisely specify a minimum level of resources, the service provider should be free to choose the
resources by which the performance criteria are met. It is important to let the service provider find
the most effective way to achieve the service levels required. However, it is important for the demand
organization to specify and/or approve a process and methodology to be used for measuring the output
from each service as part of the agreement and specify the validation and testing criteria.

EXAMPLE It is generally possible to specify output requirements, however, there might be some services
where the output is not easy to define. An example is security, where an output description of “no security
breaches” is possible, but not practical or realistic. As a substitute, an input based indicator might be a better
solution.
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8.3 Information responsibilities

Parties to the agreement should ensure that the responsibilities for designing, updating and reporting of
management information are fully understood and articulated in the agreement. Procedures should be
prescribed for the production of reports and performance indicators to any or all stakeholders. Parties
to the agreement should consider an independent audit of such reports and performance indicators.

8.4 Reporting and auditing procedures

The extent of reporting, validation, testing, financial reconciliation and auditing should be outlined
in the agreement. Any requirement for the service provider to support audits and qualitative testing
should also pe documented. Any requirement for formatting documentation or integrating IT systems
data shouldfalso be identified.

, and
1d /or

Specific congideration should be given to the ownership and access to historical and cunrent data
the ability tp transfer, modify and utilize the data through appropriate information exehange a

interface with a building information system.

Considerati
measureme

n should be given at the initial stages of the agreement for any linkages with perfornj
t and quality assurance systems.

8.5 Continuous improvement, best practice and innovation

The agreem
innovation
manner wit

8.6 Asset

For the m
organizatio
activity. Th
activity req
investigatio

ent should define the methodology by which continugus improvement, best practice
hre initiated or developed and mutual benefit is agréed and apportioned, in a coh
n the price and rate mechanisms defined.

replacement and project activity

re comprehensive agreement types outlined in 5.6.7, it is probable that the der
will require service providers to undertake elements of the asset replacement and pr

lired in this area and determine-if the agreement can be adequately extended to cove
h, planning, feasibility, desighy. contracting and contingent liabilities.

It is recomnpended that the specificelements required for these activities are included in approp

SLAs coveri

If the FM

r
organizatio(l

This should
within the 4
third party.

hg the output.

ance

and
brent

nand
oject

b demand organization should censider the scope, criticality and the complexity of the

r the

riate

and project mamnagement activity needs to be clearly documented within the agree
cover the support required by the asset replacement and project activity, and if not incl
igreement; it should be incorporated in any project management activity completed

The agree

ganization does.-not perform project management itself, the relationship betweeJt:

FM
ent.
ded
by a

ho is

mlent should also cover the responsibility of repairs versus replacement, and define w

o thn yranlacnnnnt ~focontc

responsibl

eter—tne¥ CPatCImICIIT OT asSTTss

8.7 Communication

The parties to the agreement should ensure that all stakeholders affected by the agreement are

informed of

the final agreement as well as any subsequent agreement modifications.

8.8 Regulations

In multinational agreements, the demand organization and service provider shall define the applicable
legal framework for the agreement and its parts.

20
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The agreement should take account of relevant corporate governance and policies.

8.10

Termination of agreements

Explicit attention should be paid to termination of the agreement in terms of notice period,
communication, remuneration, personnel, actions required in connection with transfer of staff to an
alternative provider, ownership and exchange of data (see C.5.2), assets and other matters.
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9.2 Preparation phase

Creation of the necessary documentation should be the responsibility of the FM organization within the
demand organization or appointed external agency. Preparation activity should:

— define the overall objectives for the agreement and the contribution of those objectives to the
performance of the organization;

— detailed review of'initial collation and integrity of data. Itis important that the demand organization
allocates sufficient time in the pre-agreement process to ensure that its management information
system is robust so as to enable accurate updating and validation;

— define the service or group of services that need to be provided. The performance requiremeﬂlts of
the servyices to be provided should be determined in accordance with 5.4 and 8.2;

— documelnt the outcome of the information gathered during the initial pre-agreement (seurcing phase).

9.3 Pre-qualification phase
For external agreements:
— identify|a select number of qualified (competence and capability) service providers;

— preparq documentation highlighting key selection criteria including any weighting system and
issued through an appropriate media;

— provide| the potential providers necessary information tg,enable them to participate in this| pre-
qualifichtion phase;

— evaluate the service provider’s responses and selection of a short-list. If appropriate, all potgntial
providelrs should be informed of the outcome.

9.4 Tender/negotiation phase

Where applicable for elements of in-house agreements or external agreements:
— prepard and issue the agreement@nd tender documentation;

— request|service providers to(make an offer for the requested service;

— evaluatg and select theCservice provider. The output from this phase will usually result ip the
selection of a preferred service provider.

9.5 Agreement preparation phase

This phase ¢onSists of detailed preparation of the contract documentation and completion of any due
diligence acfivity. Both parties should agree to a methodology for resolving issues of non-compljance
with the conditions of the agreement.

9.6 Signature phase

Signing of the agreement in accordance with organizational requirements.
9.7 Implementation phase

9.7.1 Mobilization phase

This includes the preparation, transition and mobilization of all resources, systems, data, authorizations
and procedures prior to taking full responsibility for the services to be delivered according to the
agreement.
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Any degree of parallel operation should be clearly defined including access to the existing data, as
agreed upon, supplier information, measurements and attendance at meetings. Consideration should be
given to the accessibility to existing and proprietary IT system data and the ability to transfer, modify
and utilize the data through appropriate information exchange and/or interface, see C.4.11 and C.5.2.
Both parties should ensure that adequate contingency plans are in place to cover all predictable issues
that can emerge on the day the service is transferred.

During the mobilization phase, the service provider should consider the condition of key assets and
their ability to meet the desired performance. This is essential where a performance-based approach is
adopted, as the service provider will need to ensure that all installed systems covered by the agreement
meet the desired output at commencement. Any discrepancy will need to be documented.

9.7.24 Validation phase

If nof substantiated through due diligence, during the agreement preparation phasg of implementation,
both|parties should confirm the validity of the information which were given to-the other party to build
the agreement. There should also be adequate testing of information exchange mechanisnjs necessary
to ensure the required output. Any validation associated with prequalification of servige providers
should be completed.

NOTH Validation might be improved by use of benchmarking or ratios{g.g. “cost per unit floor grea”).

A period of time should be defined for validation of data, services'and systems by the servjice provider
whette validation cannot occur at the implementation date of the agreement.

A predetermined mechanism should be defined and agreed to manage discrepancies where the outcome
of the validation phase does not match the agreed criteria.

9.7.3 Operational phase

The following stages apply:

— gtage 1: Implementation and stabilization. The agreement should define a period of|time for the
implementation phase. Consideration should be given to apportionment of risk in terms of service
elivery. On the basis of transfer documentation issued by the demand organization] the service
rovider takes full operational control and becomes accountable for the services as spegified by the
greement;

— §tage 2: Optimization. In this stage the services are delivered as agreed and also in this phase the
ethodology forCeptimization agreed upon is applied. Service performance is to be dontinuously
valuated in acegrdance with Clause 10;

— gtage 3: Preparation for terminating the agreement. A defined period of time and the methodology
or executing the expiration phase should be given in the agreement. Data, inforjmation and
ocdmentation required by the agreement should be compiled, collated and handed| over to the
émand organization in the agreed format.

9.7.4 Termination phase

The demand organization and service provider should implement the activities for conclusion of the
agreement. The period for finalizing any outstanding actions should be documented.

10 Measure service provision performance

10.1 General

This step of the sourcing process is shown in Figure 13.
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Example of requirements for a service
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Table A.1 gives examples of how needs on different levels can be translated into requirements and

specifications for services such as:

— gtrategic planning;
Pproject management;
— gdecurity project;

— vyehicle fleet operations.

Table A.1 — Examples of translations of needs into requirements for different types|of services
Typle of service Need Requirement Specification Remfark
Stratdgic example - | Portfolio consolidation |Reduce office space Implementa comprehen- A utilization stujdy will pro-
by X % sive, space utilization study, vide base data which can be

Stratggic planning

including analysis of workplace
density, occupancy levels and
workplace design solutions.

developed into dptions which
integrate functipnal require-
ments, optimized occupancy
levels / sharing fatios and
workstation dedign

Increase manufactur-
ing capacity for service
or product by X %

Tactidal example -

Proje
ment

t manage-

Extend existing nianu-
facturing facilityto ac-
commodatédnereased
production

Extend existing manufactur-
ing hall “A” construction and
infrastructure to increase floor
area by 200 m?2 including an
additional loading dock. Incor-
porate appropriate supply chain
implications

Detailed design
will be incorpor
stand-alone proj
ment or comprelf
agreement

equirements
ted withina
Pct manage-
ensive FM

Tactidal example - |Increase security

Securfity project

Implement access con-
trol systems

Add CCTV and electronic iden-
tity / badge readers at building
perimeter access points

Alternative opti
systems installa
tion should be cg
compared. Speci
dependent on ev;
tion and contrac

ns for security
ion or integra-
nsidered and
ication will be
hluation, selec-
criteria

Operdtional To mairtadin an opti-
example - mally sized fleet of

. vehicles to accom-
Vehicle fleet modate organization
operaftions requirements and CSR

objectives

Provide appropriate
type and quantity
of vehicles based on
demand metrics

Adjust size of cars fleet by pur-
chasing X pick-ups and X vans

Investigate outs
transport servic

urcing of
PS
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Annex B
(informative)

Example of business case content

B.1 General

The econonpic and added value should be linked to the desired level of service(s) expected by the

demand orgpnization. The business case content should include the following statements:

B.2 Examples of a business case

Elements which can be included in a business casexdnalysis (checklist) include the following:

26

clear alfgnment of services with the requirements and needs of the demand organiZation;
how the services will enable alignment with the demand organization’s strategie intent;
serviceg performance criteria and impact on the related core business KPIs;

how the services will add to the competitive edge to the organization;

risk andlysis;

specific/return on investment of services, where appropriate,¢.g. how the operation of the fafility
will improve efficiency and effectiveness.

project pim;

executiye summary;

project hame;

needs, demands and requirements;
servicefprovision description;

service jobjectives and service strategic alignment with demand organization’s mission, vision and
objectives;

market pndccompetitive analysis;

optionslanalysis and selection of preferred solution;

financial analysis, investment needs and funding, return on investment, life cycle cost assessment;
project plan, timing, schedule, critical path and milestones;
organizational impact (internally and externally), key stakeholders dependencies;

required resources (e.g. project leadership team, project governance team, team resources and
funding);

commitments from related parties, project controls, reporting processes, deliverables schedules,
financial budget and schedules;

services performance criteria and impact on the related core business KPIs.
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Structure of an agreement — General clauses

In order to facilitate a stable agreement and also allow for dynamic adjustment of individual services
to the needs of the demand organization’s primary activities, the following structure is recommended:

— general clauses, which are intended to be valid and applicable for the totality of theragreement, and
hich contain business aspects;

— $LA clauses for each individual service, focussing on a specific service, quantityy/quality|and process
spects (see Annex D).

The ppplicability of clauses will vary between different services taking)into account the demands,
circymstances and locations. Clauses that are generally applicable’can be grouped tdgether in a

doc

ent referred to as general clauses.

The |ndividual clauses of the various SLA clauses (minimum ©ne for each type of servic¢) should be
linkdd by the corresponding numbering of the general clauses, so that both documents together
comprise the conditions governing the rights and obligations -of the parties.

The agreement can include the general and specific clatses listed below.

a) General clauses (see Table C.1):

C.1: General description

C.2: Primary activities requirements

C.3: General conditions

C.4: General provisions

C.5: Termination econditions

C.6: General pbligations of the demand organization
C.7: Generalobligations of the service provider
C.8:Transfer of personnel

C.9:Timing and main dates

E10-Agreementprice paymentandaccounting
C.11: Changes of the agreement

C.12: Default by a party

C.13: Auditing

C.14: Risks and responsibilities

C.15: Insurances

C.16: Force majeure

C.17: Dispute and dispute resolution (settlement) process and methods

© IS0 2017 - All rights reserved
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C.18: Asset replacement and project activity

b) SLA specific clauses (see Table D.2):

D.1:

D.2:
D.3:
D.4:

General description

Common organization processes

General conditions

Structure and communication

D.5
D.6
D.7
D.8

TablesC.1 a
and sub-hed
heading and

Table C.1 idd
not be appli

Appendices

Do REBR | [P
DCIIIILIUIT dIIU CIdI TTICAUIUIT
Obligations and requirements

Price, payment and accounting

Table C.1 — Example of a structure of an agreement — General clauses

nd D.2 set out what should be considered in terms of detail within the agreement. Headlings
dings are presented along with the intent of such a clause withinthe agreement. For|each
sub-heading proposed content suggestions are provided.

ntifies those general clauses which can be incorporated in‘an agreement. Some clauseq may
Cable to all agreements.

General clau
n

ses of the agree-
hent

Intention

Proposed content

C.1 General defscription

C.1.1 Heading

Identification of the agreement.

Notion of “FM agreement” in the heading. Further spedifica-
tions should be made in a subtitle.

C.1.2 Contracti

hg parties

Definition of the partiesofithe agree-
ment.

Correct company name, address.
If necessary: Represented by:

Short form of the company name used within the agregment.

C.1.3 Objective

preamble

Definition df thé general intention of
the parties.

Specific statements of agreeing parties’ intentions.
Name the type of FM agreement.

Statements concerning the risks associated with the
agreement.

C.1.4 Descripti
zation and gengd
with agreed ou

n of the organi-
ral environment
puts/targets

Mutual understanding between both
parties.

Desired objectives, with respect to mutual benefit and|what
needs to be achieved with the facility services including
overall performance criteria.

C.1.5 Strategic

M objectives

Harmonization on a strategic level.

FM strategy of the demand organization and the stratdgy

of the service provider to achieve the objectives during the
term of the agreement. If the service provider, in addit}on to
performing his normal operations has other motivatiohs for

entering the concerned agreement (e.g. entering a new area
of activity), this should be mentioned.

C.1.6 Nature/sc
services

ope of facility

Mutual understanding of the scope.

List of the services.

28
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Table C.1 (continued)

C.1.7 Contracting parties and
organizations involved

Understanding of:
- who is who;

who is affected;
organizational interfaces;
principle function roles;

management responsibilities.

In general terms:

- list of the stakeholders;

- organizations (including management structures, work-
ers representative structures, geographical situations);

- internal culture;

- embedment of service providers in the demand organiza-

tion’s organization;

- demand organization’s and services provider’s author-
ized representatives, as well as the end in their principle

funetions-andresponsibiities:
- other suppliers and service providers.inteffacing with
service provider’s services.
C.2 Primary activities requirements
C.2.1 Primary activities Understanding the demand organiza- |Description of the demand organiZation’s primary activ-
tion’s primary activities by the service |ities, the demand organization’s organization strategy as
provider, including any influences on well as the demand orgahization’s main procpsses.
these activities.
C.3 General conditions
C.3.1 Pefinitions Clear understanding of the terms used in | A glossary of tetms and definitions as well a§ the acronyms
the agreement and related documents. |used in the agréement (can also be attached fn an appendix).
If availableyit is recommended that adopted hational or
integhational standards are used instead of the parties own
definitions.
C.4 General provisions
C.4.1 Applicable law and place Clarification of jurisdiction. Governing law and place of dispute settlement.
of coyrt
In the case of an in-house agreement;, Relation between regional law and country specific law,
this clause would include the jnternal |which can have an impact on the agreement.
escalation and resolution pregess. X . . .
List of applicable regions/countries.
Undertaking of parties to attain intent of agrement if laws
cause invalidity in part(s) or as a whole.
C.4.2 Ptatutory regulations, per- |Identification.efall obligatory refer- Document references.
mits, prdinances ences.
C.4.3 Applicable standards, indus- | Identification and understanding of all | Document applicability and reference.
try arjd demand organization’s references to be applied.
standprds
C.4.4 ppplicable taxation rules Identification and clarification of po- List the taxation rules which can apply and the responsibil-
tential impacts of taxation rules. ities of the parties (e.g. recording and archiving of data for
accounting).
C.4.5 Language Identification of the language of the Language to be used for the following commynication types:
agreement and any subsequent lan- d
guage/translation requirements. - correspondence;
Identification of which language is - technical documents;
legally binding. - other documentation used by the parties.

© IS0 2017 - All rights reserved
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Table C.1 (continued)

C.4.6 Agreement documents

Identification of all documentation
applicable to the agreement.

List all agreement documents including appendices.
For example:

- conditions of agreement - general clauses;

- conditions of agreement - SLA specific clauses;

- technical documentation;

- employment agreements;

- inventory lists;

- bidding documents;

- guarantees;

— warranties;

- referenced technical standards;
- terms of trade;

- price lists;

- agreement specific glossaryofiterms.

confidentiality requirements.

This may not be specifically required
in an in-house agreement, but can be
covered by a code of conduct.

tion related to the-agreement.

Aspects to be Gonsidered are:

C.4.7 Priority of documents Clarification of the hierarchy of the doc- | Rules of priorities to be applied within the hierarchy of doc-
umentation in case of discrepancy. uments, which are consi@lered part of the agreement.
C.4.8 Confidentjality Identification and understanding of List the limitations for the parties to communicate inf¢rma-

- notification' and indication of confidential informatijon;

- restrictions regarding use, access, permits;
- TPestrictions to transmit, as far as allowed;

= obligations of recipient;

- obligations to be transferred to the recipient’s emplpyees

or associates;

- consequences (special ones) of breach of this clause
(penalties, damages or other compensation normally d
mined by the court or arbitration);

- validity of this clause beyond termination of the agr]
ment;

- return or destruction of subject matter beyond tern
tion of the agreement.

eter-

ina-

C.4.9 Unforesedable conditions
and impedimenyts (e.g. force
majeure)

Clarification on the methodology for
resolyinig any impact on the agreement.

Procedure covering, authorization and empowerment

C.4.10 Sub-contjracts

Identification of sub-contracting
principles, procedures and obligations
for assignments and for existing or new
service providers.

This may not be required for in-house
agreement if the total service provision
is provided by internal staff.

List of nominated and/or permitted sub-contracting r¢
quirements including:

- obligations;
- limits of sub-contracting and further conditions;

- assignment of sub-contractors obligations.

Attention should be given in particular to sub-contractors
working for the demand organization before the signature
of the agreement and the sub-contractors not yet defined by

the parties at the time of the agreement signature.
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Table C.1 (continued)

rights

C.4.11 Intellectual property, copy-
right, ownership of data, property

in general

Definition of ownership and rights of
use in order to protect the interests
of the parties including developments
during the term of the agreement.

For in-house agreement, intellectual
property and copyright can be covered
by employment agreements.

List with following aspects:

- information regarding existing rights;
- rights and restrictions of use;

- data interfaces;

- ability to edit electronic data;

- rights and restrictions to transfer such rights or informa-

tion to persons not entitled;

- rights arising through the agreement:

= OWNETSNIp (POSSIDIIIty Of JoINt OWnersip);

- responsibility for patents;

- rights and restrictions to be placed on the|parties (use,

transfer, publications);

- Specification of rights which each party wjll have in the

ownership of matters such'as:
- documents;
- information}

- copyright;

- speéial consequences of breach of obligations;

-/Which party needs to act, how, who, infprmation,

proceedings;

- arising cost;

- validity of these clauses beyond the terjm of the

agreement.

C.4.1%

Publication and references

Definition of organization and }imi-
tation of publications and referénces
toward third parties.

This might not be relevant for in-house
agreements.

Procedures to be followed before any publicdtion or refer-

ences to third parties (e.g. press).

C.4.13
ment

Communication and docu-
tion

Clarification gf communication on
current and futdre activity/intent
on strategic, tactical and operational
levels.between:

- (parties;

3 third parties and stakeholders
(e.g. authorities, auditors, valuators,
consultants).

Clarification of the requested speed of
reaction of one party in relation to:

- response time;
- fulfilment (resolution) time;

performance delays or suspension.

The following aspects should be defined:
- term period, timing and deadlines;
- form and extent;

- required content of the notice;

- information procedures (including means|of transmis-

sion);
- regular and extraordinary meetings;
- availability in case of emergency;

- record and update of data and informatior};

- update of existing documents, reporting, including hand-
ing over of data during the agreement period| (beginning,

throughout, at the end).

Pafiaiti £l i £ i s s | i
Definitionrofthese-times-efreaetionthatdetlot appear in

SLA including levels, notices, consequences.

C.4.14 Management of documen-
tation/data during the life of the
agreement

Clarification on ownership methodolo-
gy and responsibility.

List the documentation/data and each party’s obligations.

Data exchange, retention and transfer to usage.

Interfaces.

Maintenance and updating of data.

C.4.15 Interface with third parties

Clarification on the relationship with
third parties that interface with or
provide services affected/impacted by
the agreement.

Document relationship and interface.
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Table C.1 (continued)

C.4.16 Management information |Definition of the respective manage- Methodology for managing the agreement and overall work-
ment information systems, obligations |ingrelationship indicating the following aspects:

and interaction. . .
- structure for executive reporting;

steering groups;

- committee structure;

- employees/industry representation;
- issue resolution;

- escalation path.

C4‘17 SeCurity nedIun and sdiety CIAarITIC4ationn O tnne SErvice proviaer LadWS dlid T'uIies WHICIH dT'e€ dPpPIICADIC 1O € WOTKIITE cpn-
obligations under the demand organ- ditions.
ization’s security, health and safety

management systems. Hazardous and risk assessment information.

For in-house agreements, this issue
might be covered by health, safety and
environment policies and regulations.

C.4.18 Code of donduct Definition of social responsibility and
ethical policies.

C.5 Terminatign conditions

C.5.1 Terminatijon of the agree- Definition of possible termination List of termination/res¢ission circumstances, which cgn be:
ment scenarios of the agreement and clarifi- . i

cation of the procedure and processre- |~ expiration/completion;

quirements, critical dates and financial | _ mytyal agréemént;

consequences.

o . - failure ofaparty;
Termination of an in-house agreement

might be subject to structural changes |- no further demand for the services;
within the demand organization.

Strategic decisions of the parties.

Bist of the dates (e.g. first date of authorized terminatipn,
obligation to inform the other party).

C.5.2 Demobiligation activities Clarification of demobilization and List of demobilization activities to be considered:
transfer activities for various cireum- X .
stances/cases. - Inspection;
- audit;

Demobilization after tefmination of an
in-house agreement might be subjectto |_ inventory;
structural change§within the demand
organization. - handing over of:

- equipment;
- software;
- data and information;
- documents and documentation;
- spaces.
- keys;
- fading out of tasks and responsibility;

- continuity of key service providers/subcontractors,

PR g 3 P N
= U dIlSITI dUIT, lEDlJUllblUllll.le CAdITUT I dIlSITITTU LU n
alternative provider;

- reversible, responsibilities revert back to previous
ownership.

See also C.4.11.
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Table C.1 (continued)

C.6 General obligations of the demand organization

C.6.1 Demand organization’s
general responsibilities (within
the agreement)

Specification on what the demand
organization is obliged to provide in an
agreement with a service provider.

For specific obligations, refer to the
individual SLAs.

- information;

facility access;
infrastructure;
utilities, space;

facility space;

In general terms, demand organization’s obligations and
provisions, related prices and conditions of payment of
these provisions if any, as well as for example:

material;

media;
documentation;
data;

personnel;

IT services;
testing;
inspection(plans;
equipment;
software.

Specification of required availability and con
the end of the Agreement the equipment be 1
demand organization on demand with all daf
on fully intact, including any personal or priy

ditions (e.g. at

Eturned to the

a stored there-
ate data).

tions and responsibility.

C.7 General obligations of the service provider (for specific obligations, refer to the individual SLA)
C.7.1 $ervice provider’s general Clarification on the service provider List of obligations:
respopsibilities responsibilities related te non-compli- . . . o
ance during; - verify circumstances and pre-conditions gnd notify in
case they are not suitable, or if the agreed refult may not be

- validation stagé; attainable;

- operational phase. - general obligation to advise the demand ofganization, if
the advice needs more consulting time, it shduld be treated
as complementary services;

- applicable time constraints.
C.7.2 Quality assurance and Definition of the methodology, obliga- | Description of the quality assurance system to be applied
validdtion system and continugus\|tions and responsibility. and what are the direct implications and bengfits for the
imprdvement process/obligationis agreement. Also a description of how it will He oriented on
the performance of the primary activities.
Description of the improvement process.
C.7.3 Benchmarking Definition of the methodology, obliga- |Extent to which benchmarking and best practice will be

referenced.
Procedures for:

responsibility of initiating benchmarking;

WdyS to proceed;

with whom;

consequences of the results.

who pays for the work of the parties and third parties;

C.7.4 Equipment, material and
media

Definition of the principles of delivery,
ownership and responsibility.

For specific details, see the individual
SLA.

Ownership (transfer of risk of ownership) as
ing supply agreements (business conditions)
fiscal consequences need to be studied and p

be provided by this service provider.

Principles regarding equipment, tools, materials media to
be transferred to the service provider as well as the ones to

well as exist-
. Financial and
resented.
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Table C.1 (continued)

ment

C.7.5 Protection of the environ-

Confirmation that the service provid-
er’s work is in accordance with the
demand organization’s rules for the
protection of the environment.

For an in-house agreement, this might be
covered by a corporate policy in place.

Provisions for:
- handling waste/waste disposal;

- prevention of pollution (liquids, gas, solid materials,
sound and noise, radiation).

C.7.6 Reporting

Clarification on the scope, content and
timing of reporting provided by service
provider.

The report of the service provider should contain at least:

- status and/or condition of the facility (and/or the rep-
resentational part);

- summary of the performance during the last period;

survey of the results achieved;
- reference to the report of the previous period;

- difference from the target condition (e.g. changed ugeful
life expectancy, changed conditions, changed service I¢vels)
and resulting corrective actions;

- expected changes, their effects and suggested measpres
(e.g. budget);

- evidence of events and citenmstances affecting the
performance;

- improvements and innovations.

C.7.7 Services p
nel (staff and 13|

rovider’s person-
bour)

Identification of cases in which the ser-
vice provider and demand organization
may need a specific agreement for the
service provider’s personnel.

For example:

- representatives;

- engagement of staff and labour;

- labour law (for multinational agreements);
- facility for staff and labour;

~ disorderly conduct;

- supervision;

- changes in personnel.

C.8 Transfer o

f personnel

C.8.1 Transfer d

f employment

Clarification of both parties obliga-

Transfer of personnel employment agreements to the

agreements tions, referencing any third party impli- | service provider for this particular service, at least whiere
cations and any éonsequent liabilities/ |statutory obligations exist.
indemnities.
This clause is-not relevant for in-house
agreements.
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Table C.1 (continued)

C.9 Timing and main dates

C.9.1 Timing and main dates

Creation of a list of relevant dates.

Duration of the agreement (how to renew or end it).

Each of the various phases should be clearly stated, each

phase, their duration, and the conditions (cal

reference to an event) to move from one phase to the other

(go/no go steps). This can be detailed SLA by

List preconditions, date and place of signature, signing
parties, date by which any attachments forming part of the

agreement, should be completed.

endar dates or

SLA.

Clarification of agreement effective date.

Date on when and how the agreement will be

come effective

dS WCIT d5 UIT Udte dITd dutiToT TZ€U STZITatoT ITp of the con-

tracting parties to the agreement

Clarification of the start of implementa-
tion and full operation stages dates.

List of dates:

mobilization;

implementation and taking.over tasks;

start the facility servige delivery;

start of full responsibility for the perform
vice level applicable);

- training of pérsonnel;
- exchange of documents, data and informa

Makea list of the procedures to be applied wi

hnce (full ser-

ion.

hin this period.

Clarification on the stabilization and
optimization phase dates.

State when stabilization/optimization is reac

hed in each SLA.

Extension of the term of the agreement?

Conditions and processes for the extension o
ment and for the SLA.

f the agree-

State critical dates relative to theter-
mination of the agreement.

Chronological list of the critical dates regard
tion of the agreement:

- expiration time agreed upon;

minimum length of the agreement;
period/time of giving notice;

date of expiration;

length of extension of the agreement if no

due date(s) of open payments.

ing termina-

hotice is given;
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Table C.1 (continued)

C.10 Agreement price, payment and accounting

C.10.1 Agreement price

Definition of payment methodology
and price.

Clarification by which supplementary
services the service provider will be
paid for, and which are included within
the agreement price.

For specific price agreements, see the
individual SLA.

Specification of how the various amounts (e.g. down pay-
ment if any), to be paid are calculated during the various
phases, what services they include, the currency and if
required applicable exchange rates and counter charges for:

- demand organization’s participation and commitments;

- commencement of work and implementation phase;

stabilized and optimization phase;

- agreement termination and demobilization phase.

Clarification concerning advance
payments.

Rules to be applied for advance payment.

Clarification concerning time for
payment.

Rules to be applied for time for payment.

Clarification concerning invoices (pay-
ment statements).

For example:

required method;

- form;

- addressee;

- content;

- submission;

- procedure fép disputed invoices;
- corrections;

- taxes;

- discount for prompt payment.

Specification, if invoicing of facility services is made tq
third party, and the related invoicing requirements, pq
and timing (including process and consequences for th|
case of non-payment by the third party).

a
jocess
e

Clarification for penalties fot\late
payments.

This is not normally applied for in-
house agreementss

Rules to be applied, including penalties for late payme

ht.

Clarification ferfinal payment.

This is not normally applied for in-
house agreements.

Rules to be applied at termination (expiration or termi
tion) of an agreement.

na-

C.10.2 Adjustment of agreed price

Clarification on the adjustment criteria
fof;adjustment of the agreed price.

This is not normally applied for in-
house agreements.

Criteria and method for revised calculation and price 3
justments due to:

- changes in the scope of work;

- timing;

service level;

changes in legislation;

- indexing.

o

C.10.3 Financial securities

Clarification of financial securities.

This is not normally applied for in-
house agreements.

For example:

- bonds;

- retention money;

- guarantees;

- payment guarantee;

- warrantees.
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Table C.1 (continued)

C.11 Changes of the agreement

C.11.1 Changes of the agreement

Clarification on the ways the parties
will introduce changes within the
agreement.

Formal requirements and the processes (including the
communication).

The following possible items concerning changes should be
considered:

- exclusivity of facility service provision;
- timing of reciprocal information;
- when the agreement is to be amended;

- delay to propose solutions, their implementations and

their impact on both parties;

- partial termination;

- delay to accept or reject solutions;
- consequences in case of rejestion;
- documentation requirerhents;

- approval/rejectionprocess;

consideration dfalfernative approaches fgr managing
changes to thewolute of the services provided not de-
scribed withimthe SLA and those which imp4ct the overall
contractudl facility services.

Definition of the rights and obligation
of both parties to vary facility services,
method, procedures and/or service
level if primary activities or circum-
stances are required.

List ofthe/relevant formalities to be handled
-notification;

—“Imeans of transmission (e.g. note within m|nutes of a

meeting);

listing of issues for notification;

content required;

time limit for notification;

- form of supplement or alteration (written)or means of

recording);

- persons authorized to sign.

C.12]

Default by a party

C.12.1
vider

Default of the service pro-
or demand organization

Definitigns of the cases and the rules to
be.applied in case of failures.

List of measures to be taken if performance if not in accord-
ance with the agreement.

Defihitions of the rules in case of

- abandonment, suspension or ter-
mination;

- related valuation and payment by
the demand organization or service
provider.

NOTE This is normally not applied for
in-house agreements.

ences for both
bandonment,

List of various reasons, methods and conseq
parties, including financial consequences of
suspension or termination.

C.13 4

Auditing

C.13.

= J
TTHOItHIS PToceattes

£l H e £ P >
Clarifieationofauditing procedures
related to and as a consequence of the
agreement.

Any audit activity and evaluation activ-
ity not covered by this clause should be
the subject of separate clauses.

sanizationtor-throughthird-duthorized par-
ties) may request an audit (e.g. application of safety rules) of
the service provider’s work.

had 4
TIre-aehrata ot

The demand organization may require access to the output
from the service provider self-audit.

Some organizations require outside authorities to audit the
demand organization processes (e.g. drugs manufacturers).
The service provider needs to authorize these audits.

In the two above cases, the agreement should define the au-
thorized audits and the way they will be performed as well
as who will bear the associated costs. It should also confirm
how any issues/recommendations from these audits will be
resolved.
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Table C.1 (continued)

C.14 Risks and responsibilities

C.14.1 Liability and indemnities
between the parties

Clarification of the limits of:
- guarantees and warranties;
- non-performance.

NOTE This is normally not applied for
in-house agreements.

List of guarantees by a contracting party to the other
party, e.g.:

- length of guarantee/warranty;

- whenisitvalid;

procedure for guarantee/warranty claims;
obligations and rights of both parties;

- transfer of warranty (particularly for additions and
variations of assets);

- responsibilities and consequences for negligence or|
omission to act.

Liabilities for direct and indirect damages caused by a
contracting party (including their sub-contractors or g
signees) to the other party, e.g.:

S-

- indemnification of third persong fox injuries or death and
for damage to their property;

- for damage to property of the-parties;

- documentation on théiway to solve direct and indirg
losses arising from theeffécts of insurance activity talf
into account the two/parties insurances if applicable.

ing

SubcontractogsTand suppliers should be considered.

C.14.2 Emergen|cy situations

Clarification of the principles, meth-
odology, authority and empowerment
of the parties in case of emergency
situations.

res

ge
Ary

List of potential emergency situations and the procedy
which néed to be implemented by both parties to man
the emergency, including compensation for extraordin|
actions:

List of responsibilities and actions to be performed in ¢mer-

gency situations.

C.15 Insurancg¢s

C.15.1 Insurand
indemnity

e for liability and

Definition of the extent, responsibility
and scope of insurance to coverthe
risks of both parties.

For in-house agreement+this is normally
covered by corporate insurances.

List of risks that need to be ensured and the extent of
coverage for direct and indirect losses, as well as insurjance
conditions and proceedings.

Parties should request copies of the insurance agreemgnts

of the other parties.

C.15.2 Third pafty insurance

Definition of the'extent, responsibility
and scope ofinsurance to cover risks of
both partiessand third parties.

List of risks that need to be ensured and the extent of
insurance coverage (general requirements for insuranfe,

insurance of workers, insurance of injury to persons, dam-
age or loss of assets and property, etc.) as well as insurance
conditions and proceedings.

Parties should request copies of the insurance agreemgnts

of the other parties.

C.16 Force majeure

C.16.1 Force mdjeure procedures

Definition of cases, proceedings and
consequences of force majeure beyond
governing law.

NOTE This is normally not applied for

iu-huuae dg'ECIICIILS.

C.17 Dispute and dispute resolut

ion (settlement) process and methods

C.17.1 Conflicts

Clarification of the way to settle con-
flicts (e.g. conflict of interests/corrup-
tion and fraud).

Communication and escalation procedure, in case of
non-fulfilment or non-compliance by a party with the
agreement.

Rules, procedure and timing for settlement, assignments,
cost, timing, proceeding in case of failure for amicable
dispute resolution:

- mediation;

- arbitration;

- civil court.
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Table C.1 (continued)

C.18 Asset replacement and project activity

C.18.1 Ownership structure

Definition of the ownership structure.

Ownership of the related properties and assets during the

agreement period.

C.18.2 Changes to assets

Definition of the methodology for
additions and variations (including
replacement of assets and change of
ownership).

Fiscal, financial, taxation and accounting implications
for each party and consideration of any requirement for
tracking changes in conditional or residual life replacement

planning.

C.18.3 Project activity

Definition of the methodology for man-
aging and controlling project activity.

Consider the following aspects:

- replacement philosophy (like for like, enhancement,

obsolescence);

- project inception process (feasibility stud
business case and approval);

- volume, value and any financial litnits / th

- procurement methodology (for/démand o
service provider);

- management of any desigh aspects, appoi
cialist, consultants, and applicable construct]
standards;

- statutory approyals, insurance, liability aj
agement;

- projectmianagement, tracking and reportin

- progess for providing interlock/support f1
provider and third parties involved.

es, options,

resholds;

ganization or

tment of spe-
ion and safety

d risk man-

g methodology;

om service

C.18.4 Responsibilities and risks

Definition of the transition of responsi-
bilities and risks.

NOTE This is normally not applied\for
in-house agreements.

Methodology for managing transition of the
installation including service and defect liab
and at the end of the agreement.

ssets after
lity periods
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Annex D
(informative)

Service level agreements — Benefits, preparation and structure of
an agreement (SLA clauses)

D.1 Gendral

SLAs are crjtical in enabling the FM organization to align the appropriate services with the busjness
requirements, strategy and objectives of the demand organization.

An SLA bengfits both the FM organization and the demand organization. The benefits of establighing
SLAs include:

— developjiing cooperation and partnerships between the parties;

— building trust within the organization;

— establishing accountability by clearly identifying roles and respofisibilities;
— clearly {dentifying customer expectations;

— improving understanding of customer needs;

— educatipg customers of work requirements to meetiexpectations;

— establishing a mechanism to assess and improve customer satisfaction;

— providihg a context for measuring performance;

— gaininglagreement to service level expectations;

— establishing a baseline for contifiuous improvement;

— improving consistency in service delivery and evaluating value;

— reducing the time to adequately resolve conflicts;
— enhancing control ‘Over costs relative to services delivered;

— improving moral'and long-term relationships;

— improvingeffectiveness and efficiency of FM operations.

The FM organization and the demand organization can appoint a designated representative(s) to
develop SLAs.

Consideration can be given to engaging a facilitator to help develop and negotiate the SLA. The
appropriately qualified facilitator can be an external consultant or an in-house employee skilled in SLA
establishment.

Annex D provides examples of the structure and principle elements to be considered when creating an
SLA. These are essentially the same for either in-house or outsourced agreements. Thus, it should be a
formal, negotiated agreement between the FM organization and the demand organization.

FM SLAs should also provide:

— information regarding response times to various work priorities;
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— target times for deficiency or service interruption resolution;
— processes and guidelines for problem escalation;
— mechanisms for managing expectations and communication;

— criteria for periodic reporting of performance.

D.2 Key attributes of SLAs

The key attributes of successful SLAs are that they:

— (dlefine the scope of the services to be provided;
— (dlefine the boundary conditions and important parameters;
— ¢stablish the level of service and/or quality of the output (see Table D.1);
— ¢stablish the way in which the services are provided (see Table D.1);
— provide performance measurement criteria and targets;
Iefine acceptable delivery times and possibly cost of delivery;
— ¢stablish conflict or gap resolution processes;
— dlescribe how to deal with non-compliance with agreed procedures and results.

Irregpective of the delivery model, in-house or outsourced, it is important that FM SLAs be|approached
in a dtructured and careful manner. The followingsteps provide guidance for developing anp SLA.

Typigally, SLAs can be crafted in one of the following ways:

3s aninputspecification (prescriptive)}where the method, frequency and quality are fully described;

ds an output specification (performance-based) where the desired outcome is specified and the
peration and method are defined by the service supplier in the form of a method statgment.

Exampples are given in Table D.1
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Table D.1 — Example of an input based and output based description of tasks for a

maintenance service

Type of task

Input based description

Output based description

Supervision of buildings

Biannually inspect roofs, including covering,
gutters, gullies and drains, as well as up-
stands, parapets and junction with building
facades and windows. Gutter, gullies and
outlets should be regularly cleaned for
leaves in the summer and ice in the winter.
Record all defects.

Ensure design performance of roofs includ-
ing upstands and abutments, (watertight
and undamaged). Roof covering, gutters,
gullies and drains need at all times to have
capacity to meet the design discharge capa-
bility for which they are constructed.

Electrical lighting

Inspect all lighting systems (bulbs/tubes) on
a weekly basis in common areas including

Electrical lighting sources (bulbs/tubes)
in common areas, including all emergency

emergency lighting. Renew electric lighting
sources when defective.

lighting, need to meet the design perfof-
mance requirements in accordance with the
current and or updated technicahspecifi-
cation. Defective items should bereplated
when defective or incorporated’within|a
planned bulk replacement when overal
performance is reduction by X.

Elevator maint¢nance of elevator main group

Clean and lubricate every second month the
following items: ropes, guiderails, gears,
door (shaft and cabin doors) mechanism,
buffers, rollers/sliding shoes.

Replace defective items.

Ensure 100 % elevater availability in the
timeframe between 6 am to 10 am and ff pm
to 9 pm. Remaining time availability ndeds

to be 80 %

Ensure §mooth and comfortable ride apd

transport as specified.

Ensure successful safety and security ip-
spections by independent authorized bpdy.

It is also pogpsible to define a minimum level. A typical example would be cleaning in reception areas.

The demand organization may wish to specify the level of normal daily cleaning, but also incorp

an output di

brate

iven component to cover inclement weather or high utilization for particular events, eftc. In

these circurpstances, the FM organization and the serviee provider will need to consider how funding

or labour ut

lization will be impacted to meet the changing requirement.

D.3  Progess for preparing an SLA
D.3.1 Step 1: Scope of services
Define the

SLA include|

waste man

D.3.2 Step 2: Conditions

scope of the service(s) to.be provided. Examples of services that can be covered hy an
housekeeping services,-grounds maintenance, building system maintenance, operafions,
security, fo¢d service, move management, project management, fleet management, pest contro

;;I)gement. However, the list and content can be structured using the format in Annex C.

and

Define the interfaces;¢onditions and important parameters. Important parameters to address in an SLA

can include

prganizational structure and hierarchy, SLA owners/managers, facility hours of oper4

tion,

security anfl(safety policies/procedures, job hazard analysis, emergency procedures, work request
processes, I ; i ITTTE, i vice

priority, status notification, problem resolution, escalation procedures, planned downtime of facility or
systems, criticality of facility systems and use of organization technology systems.

D.3.3

Step 3: Service quality and service level

Identify and define the level of service and/or quality of output. The establishment of the level of service
expected should consider both qualitative and quantitative standards of quality. The expectations
should be practical and achievable. They should also acknowledge that relationship between level of
service and quantity of resources needed to meet the level of service. The establishment of specific
levels of service creates the basis for steps 5 and 6.
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