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Typical Characteristics of Purchased Services 

� High reliance on 3rd party service providers
� Lack of industry subject matter expertise
� Limited ability to leverage spend
� Lack of supply chain management capability
� Variations in Quality of execution
� Lack of consistency across large portfolios
� Not at Market Service Levels
� Limited use of technology to manage and track 

supplier performance
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Desired Supplier Services Program

� Best Price

� Consistency

� Operational Excellence in Execution

� Industry Recognized Optimal Solutions

� Quality Assurance

� Performance Metrics

� Highest Business Values

� Effective Use of Technology/Tools
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Information Required

� Validate total spend by Supplier and BOMA (Building Owners & 
Managers Association - an international organization headquartered 
in Washington, D.C) 

� Gather copies of all existing supplier agreements

� Validate KPIs, SLAs, SOWs for existing supplier

� Validate equipment specifications, types, and locations

� Systems, tools, technology required to schedule, track, report on, 
and manage service provider�s performance

� Reports detailing current status of services suppliers/spend

� Detail value-added benefits wanted from service providers

� Benchmark current cost structure vs. services provided
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Requirements Survey
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� Site visits and survey (electronic) for each major client

� Analysis of current state for each client based on key criteria

� Identify commonalities in operations to be leveraged across clients

� Root cause analysis on all current issues and challenges

� Identification and implement key program performance measures

� Development of overall improvement implementation plan



6

Benchmarking - Objectives

In establishing a services sourcing program the objectives 
of benchmarking current service activities is to:

� Support the value creation process

� Provide specific, measurable performance targets

� Prioritize opportunities for improvement

� Help balance performance against customer expectations

� Identify where major changes are necessary or possible

� Provide the necessary incentive to accelerate the cycle of 
change



Developing 
the 

Business Case
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Typical Business Requirements/Expectations

� Business Support Plan 

� Preferred regional/national subcontractors

� Abstracts of all relevant agreements

� Supplier consolidation initiatives

� Diverse suppliers in all categories of spend

� MRO supplies management to support service providers

� Directory of preferred suppliers on company portal

� Clear understanding of all rebate arrangements

� Monthly activity and performance reports

� Conduct business reviews with key suppliers

� Use of tools and technologies
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Cost Reduction Targets
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Business Case
Develop your business case by detailing potential results  
by leveraging spend for services via strategic sourcing, 
rationalization and partnering:

� Cost reductions and process improvements 
� Best-in-Class solutions that provide continuous process 

improvement
� Reduce time to market to deploy solutions 
� Market recognition for thought leadership and operational 

excellence
� Improved supplier performance and performance management
� Highly leveraged spend 
� Market leader for introduction of new products, services and 

processes from service providers
� Expansion and integration of MWBE suppliers into all services
� Lowest Total Cost of Ownership
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SWOT - Strengths, Weakness, Opportunities & Threats

� Strengths

� Ability to use all company existing service contracts and 
programs 

� Leverage total indirect spend of company 

� Develop Strategic Alliances with key service providers

� Weakness

� Lack of supply chain technology solution today

� Lack of strategic alliances

� Decentralization of account function with respect to supply chain

� No leverage due to excessively large supplier base

� No standard solutions, KPIs, SLAs, SOWs, etc.
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SWOT

� Opportunities to:
� Create significant cost savings and process improvements
� Partner with customers in new offerings and programs
� Reduce operating costs in accounting, facilities maintenance, and 

other similar areas

� Threats
� Current competitors deploy similar programs first
� Losing existing customers due to lack of perceived value being 

provided and higher operating costs
� Continue to pay above market rates for services due to lack of 

services management program 
� Programs are rolled out slowly, significantly reducing annualized 

cost savings



Sourcing Strategies
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Advanced Procurement Processes

The Advanced Procurement Process is designed to deliver savings by pre-
qualifying and motivating the best suppliers and contractors to be efficient and 
innovative. The two stage process allows a review of non-price factors, and 
takes into account such variables as life cycle costs, contractor and supplier 
capabilities, and value engineered solution variables.

RFI RFQ

Price
Setting

����ITEM I

��������ITEM H

����ITEM G

��������ITEM F

��������ITEM E

��������ITEM D

��������ITEM C

����ITEM B

����ITEM A

DCBA

����ITEM I

��������ITEM H

����ITEM G

��������ITEM F

��������ITEM E

��������ITEM D

��������ITEM C

����ITEM B

����ITEM A

DCBA

Bid Analysis

D

ITEM I

ITEM H

ITEM G

ITEM F

ITEM E

ITEM D

ITEM C

ITEM B

ITEM A

ECBA D

ITEM I

ITEM H

ITEM G

ITEM F

ITEM E

ITEM D

ITEM C

ITEM B

ITEM A

ECBA

Soft Factor Analysis

1. Technical Verification
2. Performance Compliance
3. Cost Savings
4. Risk / Contingency Reduction
5. Value Engineering
6. Approve / Disapprove Alternatives
7. Process Reengineering

1. Technical Verification
2. Performance Compliance
3. Cost Savings
4. Risk / Contingency Reduction
5. Value Engineering
6. Approve / Disapprove Alternatives
7. Process Reengineering

Complete Lot Strategy

Qualifying
Bid



15

Sourcing Approaches and Supplier Management

Best price
comparisons

Optimization
of supply

chain

Sourcing

Volume
concentration

(bundling)

Service
specifications
improved on a
regular basis

Restructuring
of relation-

ships
� Apply 

systematic 
approach

� Work with preferred suppliers

� Build partnerships & strategic 
alliances

� Optimize interfaces

� Integrate supply chain

� Standardize SLA, KPI and 
SOWs

� Deploy technology/tools

� Compare prices 
internally

� Introduce target 
costing

� Reduce number of 
suppliers

� Bundle services procured 
corporation wide

� Develop performance 
standards 

� Reduce service variations

� Analyse service value

Traditional
Approach

Innovative
Approach
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What supplier partnering means 

Key partnering vision elements:

� Differentiation�hard work to get right, hard to copy
� Sharing of best practices and technology solutions
� High value-added solutions

� Focus on innovation�solutions and relationships
� Clear Solution, backed by a defined, methodical 

process
� Model based on project teams and subject matter 

experts
� Integration for lowest mutual cost
� Evolving long-term relationship

� Trust

Partnering: Success defined as each party exceeding the business objectives
and profit potential it would have achieved on its own.



Implementation Plan
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Services Sourcing Core Processes

�Best Practices� methodology and strategies to meet goals
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Implementation

� Services Sourcing team would undertake the following deliverables:
� Develop services sourcing timeline (see next slide)

� Meet with key stakeholders to develop a list of priorities to meet the 
needs of the business

� Identify leading companies that provide required products and services 

� Develop list of recommended Strategic Alliance Partners that meet all 
business requirements

� Develop and implement communication and change management plan

� Work with internal departments to identify, capture, and management all 
key data points (i.e. KPIs, SLAs, Benchmarks, etc.)

� Publish quarterly reports to all accounts & management detailing:
� Cost reductions

� Value added benefits provided

� Process improvements delivered
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Services Sourcing Timeline

Wave 1
� Building Maintenance
� Cleaning
� HVAC Maintenance
� Day Porter
� Interior Maintenance 
� Landscaping
� Elevator/Escalator Maintenance
� Construction Services 
� Cleaning Supplies 
� Grounds & snow removal
� IT services
� Shipping & receiving

Spend:   $161,471,209

Wave 2
� Support Services
� Electrical
� Security
� EH&S
� Mailroom & Reprographics
� Garage-Parking Lots
� Exterior Signage
� Plumbing
� Courier
� Temporary Labor
� HR services

Spend:   $104,822,749

Wave 3
� Storeroom � Parts Cribs
� Control Systems
� Move Management
� UPS Maintenance
� Door & Lock Repair
� Chiller Maintenance
� Waste Management
� Water Treatment
� Fleet Maintenance
� Professional services
� Carpet cleaning

Spend:  $92,993,671

Oct 04 - Mar 05

5����6��	������ 5����7��	������ 5����8��	������
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Wave 4
� Other

Spend:  182,585,708

Jan 05 - Jun 05 Apr 05 � Sep 05 Jul 05 - Dec 05

5����8�"���	�����



Technology & Tools 
Used to Effectively 
Manage Service 

Providers
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Monitor Satisfaction

�� SupportSupport

�� Field ServiceField Service

�� Interaction Interaction 
MgmtMgmt

�� Enterprise Enterprise 
PortalPortal

�� SupportSupport

�� Customer SelfCustomer Self--
ServiceService

�� Field ServiceField Service

�� Interaction MgmtInteraction Mgmt

�� IVR/CTI IVR/CTI 
IntegrationsIntegrations
(interactive voice 
response & computer-
telephony integration)

�� SupportSupport

�� Field ServiceField Service

�� Interaction Interaction 
MgmtMgmt
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ResourcesResources

�� IVR/CTI IVR/CTI 
IntegrationsIntegrations

�� SupportSupport

�� Field ServiceField Service

�� Quality MgmtQuality Mgmt

�� Update Update 
HistoryHistory

Key Is Managing Knowledge�

Evaluate Evaluate 
Customer Customer 

HistoryHistory

Capture Capture 
IssueIssue

Assign & Assign & 
Dispatch Dispatch 

ResourcesResources

Respond Respond 
and Resolve and Resolve 

IssueIssue
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Analyze & Improve

�� Portfolio Portfolio 
BenchmarksBenchmarks

�� supplier supplier 
ScorecardsScorecards

�� KPI�sKPI�s

�� DashboardsDashboards

Decision Decision 
SupportSupport
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�through workflow-driven automation�

Smart IVRSmart IVR

Time & Attendance Time & Attendance 
TrackingTracking

RealReal--Time Web Time Web 
ReportingReporting

Call Center Call Center 
Scripting and Scripting and 

GuidesGuides
Real Time Real Time 

NotificationNotification

Workflow Workflow 
ManagementManagement

Workflow driven Workflow driven 
EscalationsEscalations

Request for Request for 
QuotesQuotes

Capital Project Capital Project 
TrackingTracking

Quote Quote 
ManagementManagement

Asset Asset 
ManagementManagement

Automatic Automatic 
DispatchingDispatching

Customer or Customer or 
Location Specific Location Specific 

TailoringTailoring

Invoice PaymentInvoice Payment

A/P MatchA/P Match

Supplier Supplier 
ManagementManagement

Supplier Supplier 
ScorecardScorecard



24

�and Effectiveness Tools
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Scenario 1: Porter Time and Attendance

The IVR prompts the Porter to answer 
yes/no questions related to their job that 
must be answered by the Porter to 
complete the checkout process.

Later, the Customer accesses 
reports via the website and is 
able to verify time and 
attendance, hours onsite, and 
responses to survey questions.

Porter works their 
assigned shift at the 
customer site.

Porter dials toll free number from a 
customer site telephone and inputs 
his/her unique employee ID number 
that identifies the porter by name, 
assigned store, and their company 
name.

Porter arrives at his/her 
assigned customer site 
to start his/her shift .

The Porter�s ID, location 
and the date/time is 
captured.

At the end of their shift, the 
Porter dials the  toll free 
number from a customer 
telephone and inputs his/her 
employee number.

�System verifies Porter is calling from a legitimate customer location.
�System verifies that the Porter is affiliated with an Alliance Partner that 

is associated with the customer site.
�Porter is provided an option to interact with the IVR in their preferred 

language (English, Spanish).
�System captures Porter ID, Date/Time and Location information for 

reporting purposes. 

�System performs process checks to ensure Porter has previously 
checked out before checking in again.  Exceptions are handled and noted 
as appropriate.

�IVR can be configured to ask yes/no survey questions related to the 
Porter�s job that must be answered by the Porter to complete the 
checkout process.

�Customer is able to access reports via the web to verify Porter 
attendance, hours and survey responses.

�IVR provides efficient means for capturing time and attendance.

BENEFITS

The Porter�s ID, location, 
date/time and survey 
responses are captured .

Illustrative Example
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Scenario 2: Web Work Order Processing

DSM receives notification of 
Work Order completion and 
contacts Customer to verify 
satisfaction.

Service Provider 
updates Work Order 
status upon arrival at the 
Customer location using 
the IVR. 

Work Order is automatically 
dispatched to a Service 
Provider based on location 
requiring service and type of 
service requested.

Customer logs on to 
Internet Customer portal 
to request service.

Service Provider 
acknowledges 
acceptance of the 
service request using the  
IVR.

Service Provider completes the work 
and notifies buyer of completion using 
the IVR.  Emails are automatically 
sent by the system to the DMS and 
Customer indicating that the work is 
completed.

�Customer has choice of communication methods for initiating work
orders:   Customer portal, Buyer IVR, or Contact Center.

�System automatically identifies appropriate Service Provider based on 
the location requiring service and the type of service required.

�Service Provider provided efficient method of updating work order 
status.

�If Service Provider does not meet established timeframes for 
acknowledgement or arrival, escalations are automatically generated by 
the  system as appropriate.

�Customer has a choice of communication methods for checking status of 
work

�Customer is automatically notified when the Service Provider updates 
the work order as completed.

�Service Provider has capability to update status of work order as needed 
using the IVR  (e.g., awaiting materials, awaiting conditions, etc.).

�Changes in work order status are used to automatically track 
performance against Service Level Agreements.

Benefits

At any time during the process the 
Customer may check on the status of 
the Work Order via the  Internet 
Customer portal or the IVR.

Illustrative Example
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Scenario 3: Capital Projects

ROM contacts the Service 
Provider to discuss details.  
ROM determines that work 
should be sent out for a bid.

Service Provider determines 
work requested will exceed 
authorized limit.

IVR routes call to ROM pager 
and includes the Service 
Provider callback number, 
location number, work order 
number, and new estimate in the 
page.

System determines appropriate number of 
quotes required based on the new 
estimates and updates the status of the 
work order.  Email notification is sent to the 
Capital Projects team with the Capital Work 
Order information.

�System automatically pages the appropriate ROM.  supplier does need 
to determine who is assigned based on location or current schedules.  

�System automatically escalates request if acknowledgement is not
received from the ROM.

�Quotes automatically sent to suppliers based on business rules.
�Quotes cannot be modified and are locked from all users until required 

number of quotes have been received.

�Escalation automatically sent to appropriate parties if required number of 
quotes not received within threshold.

�If quotes need to be reviewed prior to satisfaction of the business rules, 
select authorized users may obtain access.

�Required paperwork is stored and tracked through the system.  Provides 
visibility to required documentation via the website.

Benefits

Illustrative Example

Service Provider notifies Contact 
Center that work will exceed 
authorized limit via the IVR.  
Service Provider inputs call back 
number and new estimate via 
the IVR.

ROM notifies Contact Center via 
IVR with new estimate amount.  
System create new child capital 
work order with estimated dollar 
value provided by ROM.

Capital Team verifies 
repair details and issues 
Request for Quote.
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Scenario 3: Capital Projects, continued

�System automatically pages the appropriate ROM.  supplier does need 
to determine who is assigned based on location or current schedules.  

�System automatically escalates request if acknowledgement is not
received from the ROM.

�Quotes automatically sent to suppliers based on business rules.
�Quotes cannot be modified and are locked from all users until required 

number of quotes have been received.

�Escalation automatically sent to appropriate parties if required number of 
quotes not received within threshold.

�If quotes need to be reviewed prior to satisfaction of the business rules, 
select authorized users may obtain access.

�Required paperwork is stored and tracked through the system. Provides 
visibility to required documentation via the website.

Customer Experience Benefits

Illustrative Example

Winning supplier is 
selected and notified.  
Work Order is 
dispatched with Work 
Order Agreement.

Quotes are received 
electronically and attached 
to the Work Order.  
Notifications of quote 
receipt is sent to the 
appropriate review and 
approval parties.

Service Provider faxes 
warranty.   Electronic 
copy of Warranty is 
received and attached to 
the Work Order and 
Equipment information 
in the systems.  
Warranty entitlements 
are updated.



Scenario 4: Accounts Payable Match

Work order is placed in a 
Ready to Pay status and 
the system processes the 
payment.

Service Provider 
accesses the website 
and enters the invoice 
information for the 
repairs.

System automatically 
creates a purchase 
order.

Service Provider 
completes repairs and 
updates the work 
order via the IVR.

Service Provider is 
notified when the 
purchase order is 
completed.

DSM verifies completion 
of the work order.  DSM 
updates the work order 
via the IVR.

�Accounts Payable process is automated, enhances accuracy and 
speed of process.

�When Service Provider indicates completion of work order, system
automatically generates Purchase Order which contains work order
details for processing.  This facilitates matching work orders to invoices.

�System automatically notifies Service Provide when Purchase Order is 
complete.

�Service Provider�s who do not have access to the Internet, may submit 
invoices via fax.

�System verifies that Invoice details match Purchase Order details.  
Exceptions are processed accordingly.

�Verification of work completion is required in order to process payment.
�System routinely checks for work orders that are �ready to pay� and 

processes the payments accordingly.
�Service Provider has option to check status of payment as needed via 

the  website.

Benefits

The Service 
Provider can view 
the payment status 
on the website.

Illustrative Example




