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Why Build a Global 
Services Program?
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Global Service Program Drivers 

• New center led supply chain organization

• Need to rationalize supplier base and leverage spend

• Gain efficiencies from standardization 

• Pressure for continual cost reductions and innovation 

• Access to non-core technology

• Flexible business model

• Flexibility of staffing

• Improve safety, service quality, and standards



Challenges & Issues
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Challenges & Issues in Building a Global Program

• Multiple and Diverse:
– Systems

– SLAs

– KPIs

– Software

– Call Centers

– Contracts

– Strategies

– Laws

– Organizations

– Payment Terms

– Business Units

• Multiple and Diverse:
– Specifications

– Environments

– Goals & Objectives

– P&L requirements

– Management Requirements

– Languages

– Currency

– Cultures

– Needs

– Reporting requirements
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Challenges and Issues in Building a Global Program

• Need to incorporate the following into a global 
program:
– Best Practices & Six Sigma integrated into programs & 

processes

– Consistency in Performance

– Operational Excellence in Execution

– Industry Recognized Optimal Solutions

– Quality Assurance

– Performance Metrics

– Highest Business Values

– Effective Use of Technology/Tools

– Environmental, Health & Safety (EH&S)
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Current Environment

• Approximately $8 Billion Global ($4.5 US) in annual 
spend for indirect products and services

• Large number of suppliers (more than 100,000)

• Center-led supply chain organization

• Acquisitions made in last two years are being 
assimilated into the organization

• Multiple systems and platforms

• Participate in multiple industry segments

• Both a manufacturer and service provider

• Global presence in approximately 160 countries



Actions Taken
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Actions Taken
• Conduct Spend Analysis of services by geographic segment (Americas, 

Europe, PacRim)

• Benchmark
– Costs & Pricing

– SLAs

– KPIs

– Suppliers

– Requirements

• Identify and Prioritize opportunities

• Establish Target Cost Reductions & Process Improvements
– Build glide path for current fiscal year

• Obtain management support and approval

• Assign commodity team leaders by major segment of spend

• Establish communications & reporting protocol
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First Step: Expenditure Analysis revealed:

• What is being bought across the entire enterprise

• Buying power is not being fully exploited

• A small percentage of negotiable spend is under agreement

• Spend data is not readily available or sufficiently accurate to support 
supplier management

Second Step: Contract Analysis revealed:

• There are multiple specifications for similar commodities/categories

• There are multiple contracts/suppliers for same items due to 
decentralized buying 

• Prices, SLAs, KPIs and SOWs vary among the same items

Category Savings Opportunities
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Expenditure Analysis and high-level Contract Analysis help identify and 
prioritize opportunities for savings

Estimate of Savings Potential
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Procurement Assessment
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Subject Matter Expert (SME) Network

•Workplace Services

•Supply Chain

•Knowledge Mgmt

•Transition Mgmt

•Technical Services
O&M
CMMS
Central Plant
Maintenance Mgmt

•Support Services
Cleaning
Office Services
Security
Food Services

•Others TBD

•Workplace Services

•Supply Chain

•Knowledge Mgmt

•Transition Mgmt

•Technical Services
O&M
CMMS
Central Plant
Maintenance Mgmt

•Support Services
Cleaning
Office Services
Security
Food Services

•Others TBD

•Workplace Services

•Supply Chain

•Knowledge Mgmt

•Transition Mgmt

•Technical Services
O&M
CMMS
Central Plant
Maintenance Mgmt

•Support Services
Cleaning
Office Services
Security
Food Services

•Others TBD

European
Center of Excellence

SMEs

Asia Pacific
Center of Excellence 

SMEs

North American
Center of Excellence 

SMEs

Business Units Accounts
Accounts

Accounts
Accounts

AccountsBusiness Units Accounts
Accounts

Accounts
Accounts

AccountsBusiness Units

Subject 
Matter
Expert 
Network



14

• The Procurement Assessment enables the 
following:
– Document the business unit’s “As Is” state

– Conduct Gap Analysis vs. Best Practices

– Identify and prioritize savings opportunities

– Identify organizational change readiness issues

– Develop solution alternatives

– Define a “To Be” or desired state

Procurement Assessment
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• Category Savings Assessment
– Expenditure Analysis

– Contract Analysis

• Procurement Processes Assessment
– Order-to-pay

– Inventory management

– Compliance

• Procurement Technology Assessment
– Existing system capabilities

– Effectiveness with respect to order-to-pay processes

• Stakeholder Assessment
– Staffing and skills

– Change readiness

• Solution Options & Estimate of Savings Potential

Components of the Procurement Assessment
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Information Required 

• Validate total spend by Supplier and BOMA (Building Owners & 
Managers Association) 

• 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

An assessment of each business units service requirements was 
conducted.  Priorities for improvement will be based on account 
commonalities and impact significance.  Key activities include:

• Site visits and survey (electronic) for each major business unit

• Analysis of current state for each 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
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Benchmarking - Objectives

In establishing a services sourcing program, the 
objectives of benchmarking current service activities are 
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
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Spend Analysis 10 36% 3.6 4.5 3 2.5 5.3 2.8 2.8 6 3.3 4.5 4.5 3.8 4 4 2 2.3 3.8 3 3.3 3.5 4 3
Is supply base rationalized and leveraged? 10 35% 3.5 4 3 4 5 4 2 5 4 5 5 3 3 3 3 3 3 3 3 3 3 3
Is major commodity spend under competitive agreement? 10 34% 3.4 5 3 1 5 1 4 5 1 6 6 3 5 3 1 2 2 3 5 5 3 3
Is spend ordering centralized? 10 38% 3.8 4 2 3 6 2 2 7 4 2 2 6 5 7 1 1 7 3 2 3 7 3
Is spend competitive per major commodity (benchmark)? 10 37% 3.7 5 4 2 5 4 3 7 4 5 5 3 3 3 3 3 3 3 3 3 3 3

Contract Analysis 10 29% 2.9 3.4 2.8 1.5 6 2.3 3 4.4 1.9 3.8 3.8 2.5 3.1 3.1 1.9 2 2.3 2.5 3.6 3.1 2.5 2.5
Do policies & procedures exist? 10 27% 2.7 2 3 1 6 3 2 4 2 2 2 3 2 4 2 2 4 3 2 2 3 3
Does contract management system exist? 10 18% 1.8 2 2 1 6 2 2 4 2 2 2 1 1 2 1 1 1 1 1 1 1 1
Do contracts exist for all major commodities? 10 48% 4.8 7 5 1 6 3 6 7 3 8 8 4 6 4 2 3 3 4 6 6 4 4
Are contracts competitively bid? 10 35% 3.5 5 3 1 6 1 4 5 1 6 6 3 5 3 1 2 2 3 5 5 3 3
Are contracts & pricing competitive? 10 35% 3.5 5 3 1 6 1 4 5 1 6 6 3 5 3 1 2 2 3 5 5 3 3
Are contract terms, pricing & conditions enforced? 10 23% 2.3 2 2 1 6 2 2 4 2 2 2 2 2 3 2 2 2 2 2 2 2 2
Do supplier performance measures exist? 10 26% 2.6 2 2 4 6 4 2 3 2 2 2 2 2 3 3 2 2 2 4 2 2 2
Is supplier performance formally measured? 10 24% 2.4 2 2 2 6 2 2 3 2 2 2 2 2 3 3 2 2 2 4 2 2 2

Business Processes & Procedures 10 27% 2.7 2.5 2.5 2.5 6 2.5 2.5 2.5 2.5 2.5 2.5 2.5 2.5 2.5 2.5 2.5 2.5 2.5 2.5 2.5 2.5 2.5
Does process follow logical sequence? 10 22% 2.2 2 2 2 6 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2
Are hand-off's clear between process owners? 10 22% 2.2 2 2 2 6 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2
Are cycle times measured & monitored between process owners? 10 31% 3.1 3 3 3 6 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3
Do key performance indicators (KPI's) exist for order to payment? 10 31% 3.1 3 3 3 6 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3
Are processes & procedures documented for AP? 10 31% 3.1 3 3 3 6 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3
Are processes & procedures documented for Procurement? 10 31% 3.1 3 3 3 6 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3
Are processes & procedures document for ordering party? 10 22% 2.2 2 2 2 6 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2
Are processes & procedures consistent between functional areas? 10 22% 2.2 2 2 2 6 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2

Business Systems 10 33% 3.3 4.3 2.9 2.9 4.6 2.9 3 3.6 3.7 2.6 3.3 3.3 3.3 3.3 3.3 3.3 3.3 3.3 3.3 3.3 3.3 3.3
Do systems and flow follow logical sequence? 10 22% 2.2 2 2 2 6 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2
Does a formal Accounts Payable system exist? 10 79% 7.9 8 8 8 6 8 8 8 8 8 8 8 8 8 8 8 8 8 8 8 8 8
Does a formal procurement/PO system exist? 10 22% 2.2 6 1 1 1 1 2 4 4 1 4 2 2 2 2 2 2 2 2 2 2 2
Does a formal electronic desktop ordering system exist? 10 25% 2.5 6 1 1 1 1 1 3 4 1 1 3 3 3 3 3 3 3 3 3 3 3
Are systems integrated end-to-end? 10 31% 3.1 3 3 3 6 3 3 3 3 2 3 3 3 3 3 3 3 3 3 3 3 3
Are cycle times between systems flow measured? 10 31% 3.1 3 3 3 6 3 3 3 3 2 3 3 3 3 3 3 3 3 3 3 3 3
Do key performance indicators (KPI's) exist for order to payment? 10 22% 2.2 2 2 2 6 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2

Procurement Personnel & Skills 10 31% 3.1 3.2 2.8 1.8 6.3 2.7 2.7 4.2 2.3 2.5 3 3.2 3.2 3.5 2.5 2.5 3.3 3.5 3.2 3.2 3.2 3.2
Is there a formal procurement department? 10 36% 3.6 4 2 2 6 3 2 6 3 2 2 4 4 4 4 4 4 4 4 4 4 4
Is procurement activity centralized? 10 34% 3.4 5 3 1 6 1 4 5 1 3 6 3 5 3 1 1 2 5 5 5 3 3
Do formal training programs exist specific to procurement personnel? 10 31% 3.1 3 3 3 6 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3
Do policies & procedures exist for procurement activities? 10 28% 2.8 2 3 1 7 3 2 4 2 2 2 3 2 4 2 2 4 3 2 2 3 3
Do policies & procedures exist for ordering (functional areas)? 10 28% 2.8 2 3 1 7 3 2 4 2 2 2 3 2 4 2 2 4 3 2 2 3 3
Do policies & procedures exist for payment? 10 31% 3.1 3 3 3 6 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3

Overall Rating per Division/Commodity Owner 10 31% 3 4 3 2 6 3 3 4 3 3 3 3 3 3 2 3 3 3 3 3 3 3
Rating Percentage (out of possible 10) 10 3% 31% 36% 28% 22% 56% 26% 28% 41% 27% 32% 34% 30% 32% 33% 24% 25% 30% 30% 32% 31% 31% 29%

Divisional Locations

Best Practices Summary    
"Gap Analysis"

Summary Category Summary



Establish Operating 
Metrics
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• Savings Metrics
– Projected Annualized Savings ($)—The projected annual savings, in dollars, for 

completed sourcing projects assuming twelve months of full implementation

– Realized Savings YTD ($)—Actual savings in the client’s current fiscal year 
attributed to completed sourcing and deployment projects

• Effectiveness Measures for Sourcing Projects
– Weighted Average Projected Savings Achieved Through Sourcing—Weighted 

average savings achieved across all completed sourcing projects (weighted by 
dollars sourced).

– Weighted Average Projected Savings Achieved Through Sourcing Efforts versus 
Forecasted Savings (+/- Against Forecasted %)—Weighted average 
measurement of projected sourcing savings percentage from completed sourcing 
projects versus originally forecasted savings during planning

• Efficiency Metrics
– Percent of Sourcing Projects Completed On Schedule (%)—Measurement of 

completed sourcing projects by scheduled due date  
– Percent of Deployment Projects Completed On Schedule (%)—Measurement of 

completed deployment projects by scheduled due date

Quantitative Metrics
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• Effectiveness Measures for Compliance Management Activities
– Average Compliance Percentage (%)—Weighted average compliance levels 

across all commodities deployed and under compliance management

– Weighted Average Compliance Achieved vs. Forecasted Compliance (+/- Against 
Forecasted %)—Weighted average measurement of compliance percentage from 
completed deployment projects versus originally forecasted compliance during 
planning

• Portfolio Metrics—Percent Completion of Portfolio to be Sourced and 
Managed

– Portfolio Percent of Sourcing Projects Completed (%)—Measurement of 
completed sourcing projects versus all sourcing projects (dollars or number of 
commodities)

– Percent of Commodities Under Management (%)—Measurement of commodities 
currently under compliance management versus all projected commodities to be 
managed (dollars or number of commodities)

Quantitative Metrics



Sourcing Program 
Scope Of Work
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Services Sourcing Core Processes

“Best Practices” methodology and strategies to meet goals
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Group prioritized sourcing projects into waves to maximize the impact of 
our sourcing initiatives and to manage the supply base change.
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Key Components
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Key Components

• Planning

• Standardization of SLAs & KPIs

• EH&S

• Change Management

• Quality

• Technology

• Reporting

• Supplier Performance Management
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Inter-Company Teams: Identify individuals from the organization who 
will participate on the Operating Committee as well as their 
responsibilities, the frequency of meetings and issue escalation
processes.

High-Level Project Plan: Summarize the important milestones of the 
first six and 12 months including anticipated sourcing waves, technology 
implementations, change management and communication activities,
and Operating Committee activities.

Savings Tracking: Define baselines, savings, tracking methods and 
performance metrics for measuring service performance.

Key Metrics: Establish quantitative and qualitative operating metrics

Operating Plan
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• Key Metrics

• Savings Objectives & Goals

• Sourcing
– Waves

– Timelines

– Resources

• Deployment

• Compliance Management
– Internal adoption

– Supplier relationship management

• Technologies
– Expenditure analysis

– E-sourcing

– Project management

– E-procurement

– Contract management

Procurement Operating Plan
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Key to Success Is Preparation



Standardize
SLAs & KPIs
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Standardize SLAs & KPIs
SERVICE 2: PLUMBING. 
Contractor will obtain and manage Repair and Replacement Agreements on Plumbing for BUYER 
The delivery of this service is owned by the Site Facilities Manager 

KEY ACTIVITIES PERFORMANCE LEVEL KEY PERFORMANCE INDICATORS 

 
• Competitively bid and award Plumbing product and service 

Maintenance agreements, using a published 
Subcontracting Procedure, from experienced commercial 
service provider(s) 

• Develop a regularly scheduled predictive Repair and 
Replacement Strategy based on Condition Assessments 
and Best Known Practices that will be proactive in the 
maintenance of Plumbing to extend the life and minimize 
downtime 

• Ensure that subcontractor(s) availability are available 24/7 
in order to provide emergency Plumbing Services  

• Develop Repair and Replacement pricing agreements for 
Plumbing which clearly define rates for labor, material cost, 
mileage, and other consumable costs  

• Spending limit for this service is $ 250. 
• Equipment Subcontracted: 

o Plumbing (1600) 
o Backflow Equipment 

 

To a performance level that ensures that: 
• Service agreements will provide for all Labor, Material, 

Supervision, and Equipment to perform the service in 
accordance with BUYER and CONTRACTOR requirements. 

• Annual inspection of backflow equipment is carried out. 
          Priority               Begin Date         Completion Time 
         Scheduled           Per Schedule        Per Schedule 
• Reactive Maintenance / Emergency Plumbing Repair effecting 

non-critical equipment is provided per the guaranteed response 
times of: 

          Priority               Response Time      Completion Time 
          Routine                   10-15 days             15-20         days 
          Urgent                       24    hours                2             days 
          Emergency                 2    hours                 1             day 
• Reactive Maintenance / Emergency Plumbing Repair effecting 

mission critical equipment is provided per the guaranteed 
response times of: 

          Priority               Response Time      Completion Time 
          Routine                   10-15 days             15-20         days 
          Urgent                        2    hours               24           hours 
          Emergency                 1    hour                  2            hours 
• Provide Service contracts where the subcontractor will perform 

and/or coordinate its work activity in conformance with a 
Computerized Maintenance Management System (CMMS), 
and National Call Center  

 

Measured by: 
• All Repair and Replace work orders completed per required 

response time.  
• No incidences of failure to repair/replace plumbing hardware 

ensuring that each site has operating plumbing per agreed 
terms. 

• No incidences of failure to inspect/test in accordance with 
statutory and non-statutory codes & regulations. 

• No non-conformance with Safety procedures 
• Supplier Performance Measurement: 

o No incidences of failure to repair/ replace equipment 
o Meeting reactive response times 

• Customer Satisfaction Survey 
 

 



Environmental, Health 
and Safety
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EH&S Program
1. EH&S is a core value through

• Management Ownership

• Strategic Planning

• Measurement

• Improvement

2. We monitor reductions in work-related injuries by
• Tracking metrics in our Corporate Health, Environmental, and Safety System 

(CHESS)

• Auditing to ensure the use of proper equipment, procedures, and training

3. We recognize achievements in EH&S with
• Our internal award system recognizes operations for safety excellence with 

Gold, Silver and Bronze Awards



Change Management 
Plan
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The Dynamics of Change
Understanding the dynamics of change helps ensure success
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Through the process we identify the organization’s “As Is” state. Once 
the desired state has been agreed upon based on the chosen solution 
approach, we develop a change management plan to identify activities 
required to implement the solution successfully.

The change management plan can include the following, with a goal of 
creating organizational readiness and acceptance of changes in 
business processes.

• Organization-wide communication and education program

• Road shows, seminars and workshops at all levels

• Value-based measurement and governance model

• Relationship management structure

Change Management Plan



Technology & Tools 
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Technology Overview

• Global architecture
– Common applications used across geographies
– End to end processing
– Receipt of trouble call to supplier payment

• Global geographic scope
– Europe, Asia Pacific, Latin America, North America

• Global applications
– Call center HelpDesk and IVR
– Maximo
– Data warehouse and integrated reporting
– XML data transfers with customer and supplier
– Work order auto fax and auto email

• Multi lingual
– Languages include: English, German, Italian, French, Dutch, Swedish, 

Greek, Danish, Norwegian, Polish, Finnish, Czech, Slovak, Bulgarian, 
Spanish and Portuguese, Simplified Chinese & traditional Chinese
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Application Overview

Work Order Creation and Management

Maximo

Equipment 
Register

Supplier
Register

SLAs
R&F

Supplier
POs & 

Invoices

Company 
& Supplier 
Calendars

HelpDesk

Service
Requests

Local
Language

CSR
IVR

KPIs (Equipment Downtime)
Extract data elements 

Data
Warehouse Reports

Extract data from DW
Generate KPIs and
reports 

Cognos

Inputs
- SLAs, KPIs
- Call Center
- Spend data

Phone /  IVR

Service
Request

Suppliers

���������	��


IVR Work Order UpdatesAuto
Monitoring

Emails 

Location
requesting 
Service call

XML

Secure FTP

Company
KPIs
Reports

XML (Equipment, KPIs, Invoice) - Secure FTP

XML WO Updates - secure FTP
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Key Technology Capabilities

• Global architecture

• Work orders sent via fax, e-mail or xml

• Multi-lingual

• Customer provided problem codes and priorities

• Business continuity



Supplier Scorecard
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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

•• Manage Manage 
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

M
easure R

esults

Analyze & Improve

•• Portfolio Portfolio 
BenchmarksBenchmarks

•• supplier supplier 
ScorecardsScorecards

•• KPIKPI’’ss

•• 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
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…and Effectiveness Tools
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Performance Management

Features

• Customer Satisfaction 
Tools

• Routine Inspections

• Performance-Based 
Contracts

• Business Reviews

• Supplier Performance 
Ratings

Benefits

• Continuous Focus on 
Performance

• Quick Problem 
Identification and 
Resolution

• Ability to Expand 
Opportunities for Top 
Performers
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Supplier Performance Rating

• Quality of Work

• Customer Satisfaction

• Service Level Compliance

• Initiative and Innovation

• Environmental, Health and Safety
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Supplier Scorecard - Trends
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Supplier ScorecardSupplier Scorecard
Supplier - Victory Electric

Period - January 2004 through June 2004

JUNEJUNE SCORES – AT - 19
CT - 91
RT - 60
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Supplier Survey Form
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Welcome to Spend AnalysisWelcome to Spend Analysis

Spend Analysis Reporting



51

Typical Reporting Metrics

Work order breakdown by 
cost

Abandoned calls> 30 
seconds

Supplier spend average 
cost of job accruals

Downtime pumps, fridge, 
wash

Work order breakdown by 
site

Average call time

Commitment varianceWork orders completed 
with SLA

Work orders completed and 
billed

Calls answered <30 
seconds

Broken out by problem 
code category

Number of high priority 
work orders issued

Work orders completed but 
not billed

Average wait time and call 
volume

Monthly/YTD spend vs. 
budget

Number of work orders 
issued

Work orders in processNumber of calls by 
CSR/IVR

Commercial/ 
Financial

KPIsCMMSCall Center



Developing & 
Implementing The 

Program
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What Differentiates Service Providers?

• Ability to understand customer’s businesses, goals and 
culture

• Ability to integrate into the company culture

• Commitment to customer satisfaction

• Responsiveness to customer needs

• Strategic planning insights and innovation

• Ability to keep mission-critical equipment running

• Quality & Safety

• Effective use of technology
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Services Sourcing Program

Standardize services sourcing strategic 
solutions for delivering outcomes that create 
zero accident cultures, green buildings, cost 
savings, continuous improvement, and a 
diverse supply base.
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Best Practices Supporting Processes

Workplace
Management

Program
Management

Strategies

Workspace 
Design

Workspace
Efficiency

Scenario
Planning

Occupancy/
Space Planning

Project
Management

Move, Add,
Change Mgmt

Feasibility
Studies

Financial
Management

Financial
Analysis

Procurement

Budgeting

Asset
Management

Maintenance
Strategies

Operations
Plan

Capital
Planning

Inventory
Management

Request
Management

Request
Initiation

Work Order
Creation

Dispatch

Work Order
Management

Closure

Benchmarking

Reporting

Internal Customer
• Portal

•Web Service Requests

Solution Team
• Solution Reporting
• Performance Measurement
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Services Sourcing Program

Best Price

• Leverage Procurement

• Drive Out Inefficiencies

• Process Improvement

• Industry Recognized Optimal Solution
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Cost Reduction Targets
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66
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1111

Planning/
Scheduling

StandardizationSkills Matching

Multi-tasking

55 55

1010 1010 1010

Materials
Mgmt.

Procurement
Processes

Efficiency
Gains

Preferred Supplier
Arrangements

Tight Scope & 
Spec Definition

55 55

1010 1010

Energy/
Utilities

Remote
Operations

Work Order
Management

Centralized
Financial 

Control
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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
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Services Sourcing Program 

Consistency

• Standard Processes Embedded in 
Suppliers’ Delivery

• Strategy and Associated Processes for the 
Function

• Methodology to ensure consistent 
performance
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Services Sourcing Program

Operational Excellence in Execution

• Walk the Talk through performance 
measurement

• Use of technology where appropriate

• Solid Supplier Infrastructure

• Three Tiers of Support
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Services Sourcing Program

Industry Recognized Optimal Solutions

• Current Functional Trends

• Harmonized Service Level Agreements

• Acceptable Industry Practices

• Benchmarking
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Services Sourcing Program

Quality Assurance

• Supplier Quality Program

• Ability to Report

• Supplier Performance Evaluations

• Performance Measurements

• Infrastructure for Large Operations

• Back-office 
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Services Sourcing Program

Performance Metrics

• Cost Reductions

• Quality Audits

• Trends

• Root Cause Analysis

• Safety
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Subcontract Management Strategies

Features
• Outcome-Based 

Specifications

• Performance-Based 
Contracts

• Approach to Materials 
and Equipment

• Supplier 
Consolidation

Benefits
• Lower Labor Costs

• Better Performance

• Lower Supplies Costs

• Continuous Efforts on 
Optimization
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Results

• Establishing Global, Country, Regional and local standards and 
specifications

• Utilizing a variety of tools to source required products and services

• Rationalization of supplier base is an ongoing process

• Where programs have been implemented, cost reductions and 
process improvements have resulted that have met or exceeded 
target

• Standardizing technology across the enterprise is key and is not yet 
completed

• Building data warehouse to collect, analyze and manage key spend
and supplier performance metrics is underway 



Questions & Answers


