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Facility management and outsourcing: Part 2 of 2

Signed, sealed and delivered

The service level agreement or SLA is an important tool to specify accountability and manage expectations

FOR any orgenizsation's facility manage-
ment and support serviees be be successful,
Chers nasds to be an agreement among thres
or more parties, incloding the cutscureing
provider and the emd user (e departmeant
or ba=iness nnith,

A saryice level agresment (SLAY benefits
Bath the client as well as the vendor. Some
of the kenr benefits of an SLA are:

B [t s evidence of the agreement between
the two parties;

W 1t setq atandards for quality of services
provided;

W 1t makes the terme and conditions clear in
case of disagreaments bebween both p!z:ties',
B 11 clarifies goals to be achieved; and

B [1 ensures continual improvement to
achieve best-in-class practices.

An SLA is customizsed according to the
client’s Fequirements and shoold dederibe:
B The services being promised;

B How the services will be delivered;

B Hirw the quality of the delivered services
will be measored;

B Quality standards of the services prom-
ised; and

B Action to be taken incase of delivery fail-
LIrE.

An 5LA should have some flaxibility as
well 2o that §f continues to rellect the real
und changing business needs of the organi-
sation the vendor is servicing.

It establishes a pre-dotermined level of
servicewhich is documented and signed off
biy all parties involwed, A key benefit of the
BLA 18 its abalily bo manage expectations.

The SLA& has the look and feel of a con=

tract, although it is easier ko navigate than
a contract. It is signed off by principal
members of the boginess and may contaln
peripheral information uvnimportant to
the casual aser. For this reasan, a "Facdlily
Management and Support Services Gub
should be created and diztributed toall
bitiness units and thelr employees.

Divisive alliances

Letus lookat a seenario thot can be poten-
tially problematic. An organisation that
wishes to outsource its Gacilily manage-
ment and suppoart services depariment
has never taken the time to develop a com-
prefensive SLA with i1z internal customers
[end-usersl.

Realizing that this impartan! step needs
to b taken, it drafts an SLA {reguiring in-
flated service levels) and turns it over to the
outsourcing providers who are bidding for
the job.

Whan the Blds come hack, Lhe organi-
sation banlks at the kigh costs, comparing
them to thedr current cost of business, The
organisation is now rethinking its oulsourc-
ing salution,

What went wrong? Baskcally, the com-
pany failed kounderstand the basic correla -
tion betwean services offered and costs, The
SLA = nota tool to gel more for less out of
&N oUSOUrCing provider,

The appropriate approach to drafting
an SLA 15 ko fogus on the service onpact on
the end-customer and to addresy the n-
teraction and interdependencies across the
SETVICEs,

Draft the SLA to be flexible enough to sccommodate a customer’s changing requirements.

Accountabilit

The people who ane directly responsible for
providing and receiving the service shonld
be jointly respansible for the way service
levels are fracked and shoild be able fo ex-
plain to semior management what is being
meazured and why.

Duses the SLA pass the test?

An SLA should be be sted by asking hisie
quoestions sechas what happens if there iz a
breakdown in facilities operabions and parts
are nio lompet availabie and does the SLA have
a elear plcture of the expected outeome, and
its financial and business impact?

The purpose is to ensare that the meas-
ures o be wsed and the goals pursued are
understood by the parties from the start,

An effective SLA should reflect the com-
mitment of the serviee provider [in-house
or externall to the customer to deliver an
ggrend lovel of service, T should specify te-
wards and penalfies, veit retain flexibility so
that the custadner 3 chi neing requireinents
¢£an betaken mio secoumt .,
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