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By Harriet Whelihan, UPS
This question was posed recently in a facility benchmarking group to which I belong. SLA stands for Service Level Agreement. Basically, it is a document, booklet, or written agreement of some sort that gives your clients/customers a level of expectation with regard to service levels performed by your facility management group and your outside vendors of products and services.

It is a tool that, when used properly, can promote services and resources and provide value to your company's organization by clearly defining response times for various trades.. It can also be used as a benchmark to measure your success rate with your customers after work has been performed.

Some examples of what would go into an SLA would be:

Response times for hot/cold calls 

Key/lock requests/repairs/copies 

Dusting, carpet care, periodic cleanings 

Computer requests setups, repairs, upgrades 

Painting of offices 

Recycling program 

Vending machine issues 

Lights and ceiling repairs 

Copier purchases/repairs 

Furniture purchases 

Telephone requests/changes which would include cell phones and pagers

Move and reconfiguration procedures

Housekeeping requests

ID card procedures

Picture framing

Plant purchases/care

Security requests

Lost and found

Flower deliveries

Electrical requests/repairs

Appearance guidelines

An SLA is also an opportunity to inform your clients on building-related issues such as when can deliveries be accepted at the building, what are the hours of operation for the building, and how do charges for services get expensed.

Once committed to paper, your SLA will set clear guidelines by answering those frequently asked questions that come streaming through your telephone day after day from your customers, either internal or external. It will also set the climate for a reasonable model of response for your staff.

The next time someone asks you the question, 'What is your SLA?' as a facility professional are you prepared to tell them?
C U R R E N T  T R E N D S
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