[bookmark: _Toc395696536][bookmark: _Toc396219199]ANNEX [INSERT ANNEX NUMBER]  – SERVICE LEVEL AGREEMENT
OF
ATTACHMENT 3 – SERVICE INFORMATION

[bookmark: _GoBack][INSERT CUSTOMER NAME]
FURTHER COMPETITION UNDER
 FM SERVICES FRAMEWORK AGREEMENT (RM1056)

LOT [INSERT LOT NUMBER] 
– 
TOTAL FACILITIES MANAGEMENT 


CLEANING STANDARDS

	Standard
	Minimum Frequency
	Typical area or environment(s)
	Average m2 productivity rate
	Supervisory checks

	Basic
	One full clean weekly
	Storerooms, warehouses, garages (limited permanent occupancy by staff)
	372/hr
	Weekly

	Normal
	One full clean daily
	General office areas; some public spaces; IT suites and Data Centres
	372/hr
	Daily 

	Prestige
	One full daily clean and two check cleans
	High visibility office space; exceptionally used by visiting dignitaries etc
	232/hr
	Twice daily

	Hygiene
	Three full daily cleans
	Specialist healthcare areas; laboratories; ‘clean’ rooms;
	232/hr
	Twice daily





[bookmark: _APPENDIX_C_-][bookmark: _Toc395696537][bookmark: _Toc396219200]APPENDIX C - CLASSIFICATION OF WASTE DISPOSAL
Destruction baseline for protectively marked documents
	Level 
	Information Assets 
	Physical Assets 

	OFFICIAL 
	· Make retrieval and reconstitution unlikely. 
· Make actual or attempted compromise likely to be detected
	· Dispose of with care or destroy to make reconstitution unlikely 
· Make actual or attempted compromise likely to be detected 

	SECRET
	· Destroy / sanitise to make reconstitution and / or identification of constituent parts highly unlikely. 
· Detect actual or attempted compromise and help identify those responsible 

	· Destroy / sanitise to make reconstitution and / or identification of constituent parts highly unlikely. 
· Prevent identification of constituent parts 
· Detect actual or attempted compromise and help identify those responsible. 

	TOP SECRET
	· Do everything necessary to prevent retrieval or reconstitution 
· Ensure that there are robust measures in place to prevent compromise from sustained attack.  
· Detect actual or attempted compromise and make it likely that those responsible will be identified 

	· Do everything necessary to: Prevent retrieval 
· Prevent identification of constituent parts 
· Ensure that there are robust measures in place to prevent compromise from sustained attack
· Detect actual or attempted compromise and make it likely that those responsible will be identified 







[bookmark: _APPENDIX_D_–][bookmark: _Toc395696538][bookmark: _Toc396219201]APPENDIX D – HELPDESK RESPONSE TIMES
1. Service Requests of any nature shall be acknowledged within fifteen (15) minutes and the caller informed of the action to be taken. The response times for activities managed through the central Helpdesk for all Services shall be as follows:
1.1. Each Category 'A' Work Request to be available to both the appropriate FM supplier and Employer Representative within 5 minutes of receiving the inbound Service Request. (Receiving is defined as the end of a call, or receipt of electronic format Service Request.)
1.2. Oral escalation to the Employer Representative (within 20 minutes of allocation to the FM supplier) of those Category 'A' Work Requests unacknowledged by the FM supplier ten (10) minutes after such allocation.
1.3. All Category B reactive Work Requests and any elective Work Requests to be available on the Systems to the appropriate Employer representative and Employer FM supplier within fifteen (15) minutes of receiving the inbound Service Request (Receiving is defined as the end of a call, or receipt of electronic format Service Request).
1.4. All Category C reactive Work Requests and any elective Work Requests to be available on the Systems to the appropriate Employer representative and Employer FM supplier within thirty (30) minutes of receiving the inbound Service Request (Receiving is defined as the end of a call, or receipt of electronic format Service Request).



[bookmark: _APPENDIX_E-_SERVICE][bookmark: _Toc395696539][bookmark: _Toc396219202]APPENDIX E- SERVICE DELIVERY RESPONSE TIMES
1. [bookmark: _Toc396219203]OVER-ARCHING RESPONSE REQUIREMENTS
0.1 It is required when sending a person/engineer to attend a reactive event, at the time of despatch, is reasonably believed that the person/engineer despatched is suitably qualified and able to complete the repair or task.
0.2 For activities detailed in Tables 1 & 2 below, the activity is defined to be closed or concluded when the helpdesk/CAFM system receives confirmation from the person/engineer that the event is completed, thereby creating an electronic record of the completion,
0.3 When the activity in 1.2 above is closed or concluded, within [15] minutes, an email/text/electronic communication is sent to the originator of the event advising that the job is closed and asking via a simple graphical user interface whether the person agrees. Challenges need to be investigated in a timely fashion and appropriate action taken
1. [bookmark: _Toc396219204]ON-SITE FM SERVICE DELIVERY RESPONSE TIMES
· The following table describes the reactive response time(s) for service calls raised or made to the Helpdesk where the Service required is supported and delivered by the Contractor from an on-site facility at the Affected Property. 
· The Contractor shall meet these reactive response times in relation to the Employer requirements.
Table 1 – Response and Rectification Times – On-Site
	
Category
	
Call Type
	
Description
	
Initial Attendance
	
Interim Solution (if applicable)
	
Completion Due

	
A

	
Critical
	
Matters giving rise to an immediate health and safety, business critical or security risk.
	
[15] minutes
	
[1] Hour
	
Permanent solutions to health and safety issues to be achieved within [12] hours of notification. Security measures must be permanently rectified within [6] hours.

	
B

	
Emergency
	
Matters that prevent or severely restrict the Authority from conducting normal operations.
	
[30] minutes
	
[2] hours
	
[1] Working Day

	
C

	
Urgent
	
Matters that impinge upon the proper working of the facilities in relation to all users.
	
[2] hours
	
Next Working Day
	
[2] Working Days

	
D

	
Routine
	
Matters of a routine nature.
	
[5] Working Days
	
n/a
	
[10] Working Days

	
E


	
New Works
	
New Work, change or cosmetic requests.
	
n/a
	
n/a
	
Initial attend and schedule completion date within [10] Working Days of request (actual completion has no SLA)

	
F
	
Consumables
	
Requests for restocking of toilet or other consumables.
	
[30] minutes
	
n/a
	
Toilet to be restocked within [30] minutes of notification to the Help Desk.

	
G

	
Equipment
	
All requests for assistance with equipment which is in-scope or problems at conferences, meetings etc.
	
[15] minutes
	
n/a
	
Capable assistance to be in attendance within [15] minutes of notification to the Help Desk.

	
H

	
Small Moves
	
Requests for the booking of porters or drivers.
	
n/a
	
n/a
	
[30] minutes of receipt of call.

	
I

	
Messengers

	
Requests for Messengers or Couriers to provide a service.
	
n/a
	
n/a
	
[10] minutes of booking.

	
J


	
Complaint
	
A failure in delivery of any service, at any time.
	
n/a
	
n/a
	
Permanent solutions to services or tasks have not been forthcoming in the appropriate timescale or to the expected level of quality.

	
K
	
Ad hoc
	
Matters of an Ad hoc or unplanned nature; by the virtue of its category DO NOT require an enhanced response above that of Routine.
	
[5] Working Days
	
n/a
	
[15] Working Days

	
L


	
Uncompleted task
	
A Scheduled task not completed as announced / described requiring a higher than Routine response.
	
[3] Working Days
	
n/a
	
[5] Working Days

	
M


	
Call Back
	
A failure in delivery of any service, at any time, which requires a re-attendance of the technician / operative to complete the task satisfactorily.
	

[2] hours
	

n/a
	

[4] hours

	
N

	
Reprographics request
	
A request for service; allocated a Call Category dependent on the time frame requested (between [2] & [72] hours).
	
[2] / [72] hours
	
n/a
	
[2] / [72] hours





1. [bookmark: _Toc396219205]OFF-SITE FM SERVICE DELIVERY RESPONSE TIMES
· The following table describes the response time(s) for service calls raised or made to the Helpdesk where the Service required is supported and delivered by the Contractor via an off-site facility.
· The Contractor shall meet these reactive response times in relation to the Employer requirements.
Table 2 – Response and Rectification Times – Off-Site
	
Category
	
Call Type
	
Description
	
Initial Attendance
	
Interim Solution (if applicable)
	
Completion Due

	
A


	
Critical
	
Matters giving rise to an immediate health and safety, business critical or security risk.
	
[45] minutes
	
[2] Hour
	
Permanent solutions to health and safety issues to be achieved within [24] hours of notification. Security measures must be permanently rectified within [18] hours.

	
B


	
Emergency
	
Matters that prevent or severely restrict the Authority from conducting normal operations.
	[2] hours
	[4] hours
	
Next Working Day

	
C


	
Urgent
	
Matters that impinge upon the proper working of the facilities in relation to all users.
	
[4] hours
	
Next Working Day
	[5] Working Days

	
D

	
Routine
	
Matters of a routine nature.
	
[10] Working Days
	
n/a
	[15] Working Days

	
E

	
New Works
	
New Work, change or cosmetic requests.
	
n/a
	
n/a
	
Initial attend and schedule completion date within [10] Working Days of request (actual completion has no SLA)

	
F

	
Consumables
	
Requests for restocking of toilet or other consumables.
	
[2] hours
	
n/a
	
Toilet to be restocked within [2] hours of notification to the Helpdesk.

	
G


	
Equipment
	
All requests for assistance with equipment which is in-scope or problems at conferences, meetings etc.
	
[15] minutes
	n/a
	
Capable assistance to be in attendance within [15] minutes of notification to the Helpdesk.

	
H

	
Small Moves
	
Requests for the booking of porters or drivers.
	
n/a
	
n/a
	
[30] minutes of receipt of call

	
I

	
Messengers
	
Requests for Messengers or Couriers to provide a service.
	
n/a
	
n/a
	
[30] minutes of booking

	
J


	
Complaint
	
A failure in delivery of any service, at any time.
	
n/a
	
n/a
	
Permanent solutions to services or tasks have not been forthcoming in the appropriate timescale or to the expected level of quality.

	
K

	
Ad hoc
	
Matters of an Ad hoc or unplanned nature by the virtue of its category DO NOT require an enhanced response above that of Routine.
	
[10] Working Days
	
n/a
	
[15] Working Days

	
L

	
Uncompleted task
	
A Scheduled task not completed as announced / described requiring a higher than Routine response.
	
[3] Working Days
	
n/a
	
[10] Working Days

	
M


	
Call Back
	
A failure in delivery of any service, at any time, which requires a re-attendance of the technician / operative to complete the task.
	

[4] hours
	

n/a
	

[1] Working Day

	
N

	
Reprographics request
	
A request for service, allocated a Call Category depend on the time frame requested – between [2] & [72] hours.
	
[2] / [72] hours
	
n/a
	
[2] / [72] hours
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[bookmark: _APPENDIX_G_-][bookmark: _Toc395696541][bookmark: _Toc396219207]APPENDIX G - REPROGRAPHIC SERVICE RESPONSE TIMES
	
Service Priority
	Timescale

	A
	Within 2 hours (less than 1000 sheets)

	B
	Next Day

	C
	72 Hours

	D
	By Agreement
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		Category

		A

Standard

		B

Higher

		C

Specialist



		

		

		

		

		



		Quality Standard

		The general or normal Service Level.  Typical for all occupied or generally accessed areas including public access spaces and general office areas.

		The highest Service Level.  Typical for prestige and high visibility areas.



This is classed as exceptional and should only be required in very rare circumstances.

		A bespoke or very specific or demanding Service Level.  Typical for highly sensitive or specialist areas such as production or laboratory facilities, data centres etc.



Alternatively, this can also be applied to areas or properties or buildings that require a lesser Service Level  than the standard Service Level due to the nature of the environment of activity undertaken within the area e.g. mothballed buildings, garages warehouses, etc.



		

		

		

		

		



		The headline terminology utilised in the adjacent columns align with SFG20 and BS:8544 page 24 Service categorisations

		(RED)  STATUTORY/ ABSOLUTE MINIMUM - to ensure legal compliance.



		

		(PINK)  MANDATORY/ ABSOLUTE MINIMUM - to ensure regulatory and sector/ organisation compliance.



		

		(AMBER)  FUNCTION CRITICAL MAINTENANCE - to maintain business critical assets and avoid under/over maintaining applicable assets.



		

		

		(GREEN)  DISCRETIONARY/ NON-CRITICAL MAINTENANCE - to maintain non-critical assets sufficient to protect value and meet sustainability commitments; optional non-critical maintenance; adopt run to failure strategy.



		

		

		

		(BLUE)  VACANT/ EMPTY SPACE - mothball/ decommissioning standards.



		

		

		

		

		



		Hard FM Services

		MEP Maintenance

(Mechanical, Electrical and Plumbing)

		For MEP maintenance Services this includes a fully planned preventative maintenance regime ensuring compliance with all associated statutory and mandatory requirements; sector or organisation compliance; and ensuring function critical maintenance in order to maintain business critical assets.

		For MEP maintenance services this includes a fully planned preventative maintenance regime ensuring compliance with all associated statutory, mandatory or regulatory requirements together with sector / organisation compliance needs and will include also business critical and selected and or elective maintenance activities.  



In addition discretionary or non-critical maintenance may be further specified.

		Whilst maintaining the core “Standard” requirements the “Specialist” Service Level provides for a bespoke maintenance regime as detailed in the Service Requirements for specialist properties or circumstances. Consequently it will reflect either an enhanced or reduced MEP maintenance requirement.





		

		Building Fabric Maintenance (External/ Internal)

		This level of maintenance Service this includes a regularly planned maintenance regime which aims to keep all elements of the structure, fabric and finishes and overall appearance of the Property at an acceptable performance level.  This includes both internal and external elements.



This would include any statutory requirements including any health and safety activities not already captured as part of the MEP maintenance regime.

		This level of service, which is discretionary, will provide for an enhanced maintenance approach whereby certain elements of fabric require a higher level of attention due to the environment or circumstances in which it is situated.

		This level of service will be bespoke and site or area specific.



It is likely to offer unique challenges to the Supplier and require a deviation from the normal or expected approach or regime.  This deviation will reflect either an enhanced or reduced fabric maintenance requirement.



An example could be the maintenance of the front door for No 10, Downing Street which is constantly in the public eye.



		Soft FM Services

		Cleaning

		All areas subject to regular routine cleaning activities should be free from loose debris, dust, fluff and lint on completion of the cleaning task for that area.  There should be an overall even appearance and be odour free.

		All areas subject to regular routine cleaning activities should be free from loose debris, dust, fluff and lint on completion of the cleaning task for that area.  There should be an overall even appearance and be odour free. 



This standard would be above and beyond the norm expected for general office spaces and public accessible areas.

		Areas subject to this standard will be specified as requiring a bespoke or unique approach to cleanliness.  This deviation from the normal or expected approach or regime will reflect either an enhanced or reduced cleaning requirement.



The standard will be specified as will frequency of service. This standard could apply to, for example, a laboratory or healthcare environment where specialist procedures are required to limit infection and cross contamination.



The standard could also be used to describe activities to be undertaken in buildings or areas that are mothballed or not in use and requiring a very limited service.   Likewise, areas such as warehouses, storage areas and garages may also require a very limited service and these would also be specifically described.







image1.png

Crown

Commercial
Service







