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more efficient technology becomes
increasingly attractive.

Do I advocate this solution for
Boston? Of course not! Even folks
who believe government should be
manipulating the free market laws
of supply and demand would need
to consider the unintended conse-
quences of increasing an already
heavy tax burden. Under these con-
ditions, Boston’s industrial, residen-
tial, and commercial “environ-
ments” (pun intended) would no
doubt suffer, and unemployment
would rise as companies and indi-
viduals flocked to less oppressive
cities.

On second thought, wouldn’t
shuttering a few big companies,
decommissioning a bunch of build-
ings, and forcing several thousand
people out of Boston actually help
achieve the Mayor’s stated goals
even faster with a bonus result of
traffic relief? Hmmm...the big pic-
ture can sometimes be more like
calculus than simple addition!

Back in 1773, taxation without
representation was strongly rebuked
in Boston in the form of the city’s
historic tea party. This time, it’s the
city’s own government that’s mak-
ing the move to meddle where it
shouldn't.

As an active participant in our
profession, I feel compelled to point
out injustice when private property
owners representing a small fraction
of a major city’s energy consumers
are “taking the heat” (pun intended
again). It will be interesting to see
how many other cities follow
Boston’s LEED this time around. []

Crane is a mechanical engineer and senior prop-
erty manager with Childress Klein Properties, a
leading real estate develgper and property manage-
ment services provider in the Southeast. Do you sup-
port the concept of energy consumption taxes? Oy do
you have a better idea? Crane is always interested in
reader feedback! Share your thaughts or comments by
sending an e-mail to jeff”_crane_pe@yahoo.com.

Please note: The views stated in this month’s
FM Frequency do not necessarily reflect the
opinions of TFM or the other entities repre-
sented in the magazine. To discuss some of your
interesting experiences in real time, come to
FacilityBlog! The address is www.todaysfacility-
manager.com/facilityblog.
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Service Level Agreements
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investment treated in a certain way.
Those rules must be conveyed to
the contractor, who will then be
held responsible through the condi-
tions of the SLA.

As large scale consumers, facility
professionals depend on availability
of product and reasonable pricing,.
This will play a significant role in
SLAs if the vendor doesn’t have
strong relationships with suppliers
or lacks the resources to support
creative stocking strategies. For
instance, if the SLA needs include
critical parts, does the contractor
have “preferred supplier” status for
immediate requisition privileges?
And what is the contractor’s ware-
housing capability?

Warehousing can be a tricky
requirement. There may be a time
when a contractor will be asked to
keep long lead, seldom used items
in stock. For critical spares stocking,
the SLA should spell out a mini-
mum/maximum restocking strategy
to prevent the possibility of a short-
age at a crucial time. Delivery of
material is a key success metric.

The development of an SLA is
much the same as that of an in-
house maintenance program. After
all, it’s really nothing more than an
extension of that program, and it
should deliver the same level and
quality of service.

A contractor hired to perform
work under an SLA should be able
to demonstrate a quality assurance
program that includes oversight of
paperwork management, including
all work orders. Request forms for
preventive maintenance (PM),
repairs, and other related work
should be properly filled out, filed,
and accounted for. This quality
assurance includes self audits to
assess the quality and reliability of
the SLA employee’s response to the
needs of the facility manager.

Then there is the discussion
about evaluation. How will 2 main-
tenance effort be evaluated? Should
it be performed by in-house staff
members or outsourced personnel?

There are many elements to
these efforts besides simple mainte-
nance of the piece of equipment.
Who correlates the repair and
maintenance efforts? Who creates a
replacement plan? Who establishes
an upgrade plan? What are the cir-
cumstances that trigger such plan-
ning? Who coordinates material
acquisition and, in the case of dis-
carded material, hazardous material
disposition?

Facility managers clearly need to
be in control of the development of
the answers to these questions. A
contractor under the umbrella of an
SLA can provide data as a metric
that is measurable. But a contractor
under an SLA cannot be expected
to have the same investment as a
facility professional in making
replacement and upgrade sugges-
tions and plans for equipment that
is owned by the organization.

Evaluation should include stan-
dards of service provided, including
the following:

* Time to respond and time to
return to service (in the case of
maintenance efforts);

* How well all parties handle their
responsibilities;

* Measurements of service effective-
ness;

* Review of customer satisfaction;
and

* Use of escalation procedures
(including resolution of service
related disagreements).

The customers served by the
contractors who have an SLA will
have opinions about the work done
under the SLA. Courtesy, timeli-
ness, and overall satisfaction with
the work done are all measurable.

There is also public perception
when it comes to customer service.
Did the person completing the
maintenance work appear knowl-
edgeable and responsive? How
unnecessarily inconvenienced were
the customers by the contractor’s
work? All of these items are ele-
ments to consider.

There are additional benchmarks
that can measure the success (or
failure) of work provided under

SLAs. Suggested metrics include

the following:

* Perform 100% of PM work at
critical facilities accomplishing
95% completion of scheduled PM
requests each month, with no PM
deferred more than one month.

Respond to emergency events
within 15 minutes by reporting to
to the critical facility or HVAC
Building Monitoring System
(BMS) station, as appropriate.

During events/ emergencies at

critical facilities, determine within
the first 30 minutes of a response
whether or not on-site critical
facility staff can make repairs. If
not, notify management and
request additional resources.

Have a notification system that
can reach 90% of customers and
announce scheduled maintenance
or repair events when widespread
disruption is expected (or could
occur) if something goes wrong.

If there is a common theme
among successful maintenance
SLAs, it is that they were created as
if the workers covered by the SLA
were employed directly by the
organization. Contractors covered by
an SLA should reflect the best quali-
ties of the facility management
department. This will help to over-
come the fact that the contractor and
its employees have their own distinct
goals.

SLAs have a very important
place in maintenance planning. The
benefits of these arrangements are
far reaching in the world of mainte-
nance as long as the obvious pitfalls
are avoided. Under optimal condi-
tions, SLAs can be a very powerful
tool for facility professionals
responsible for the complex world
of critical facilities. [J

Atkins is principal at EYP Mission Critical
Facilities of San Francisco, CA and has over 35 years
ty‘" experience in technical design, installation, opera-
tion, and maintenance of complex commercial and
industrial facilities. For more information on his

Jfirm’s services, visit the Web at wmmeypmcfmm_

Have you investigated the pros and cons of
SLAs? Share your thoughts by writing to
schwartz@groupc.com. For past Professional
Development columns, see the Professional
Development section of www. TodaysFacility-
Manager.com. To debate this topic, visit
www.todaysfacilitymanager.com/facilityblog.



