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Credit(s) earned on completion of this course will be reported to 
AIA CES for AIA members. Certificates of Completion for both AIA 
members and non-AIA members are available upon request.

This course is registered with AIA CES for continuing professional 
education. As such, it does not include content that may be 
deemed or construed to be an approval or endorsement by the AIA 
of any material of construction or any method or manner of 
handling, using, distributing, or dealing in any material or product.
___________________________________________
Questions related to specific materials, methods, and services will be addressed at the 
conclusion of this presentation.



If not planned well in advance, the transition of a new facility from construction to operation can 
be chaotic and costly to the owning organization. For the long-term operational success and 
viability, operational efficiencies require attention and development during the design and 
construction phase. A predictable opening day is dependent on having critical success factors in 
place, such as an operational readiness transition plan, an asset management strategy and an 
understanding of maintenance costs. 

This presentation will address how aligning expectations between the facility management (FM) 
organization and customers can make life easier for both sides. Funding levels can fluctuate with 
customer expectations for response times, quality, service frequencies, level of effort and services 
included in the agreement. 

Developing a structured service menu with levels of associated funding requirements can set the 
stage for exceeding expectations without exceeding the FM budgets and controlling for quality. 
Measurements and metrics can be established that are fair and understood by bot the delivery 
organization and the customer. The speakers also will review the new ISO Facility Management 
Standard 41012 for best practices on developing service level agreements.

Course Description



Agenda

1. Facility Transition 
Planning - Overview

2. Use of Service Levels for 
Planning & Budgeting

3. Integrated Asset 
Management Strategy



Facility Transition 
Planning - Overview



Facility Transition Planning can encompass:
Workforce Transition 

Planning

Operational Readiness

Training and Familiarization

Trials and Simulations

Risk Mitigation and 
Contingency Planning

Move and Relocation



Facility Transition Planning can encompass:

 Concept of Operations

 Public Relations

 Opening Day Requirements

 Post Occupancy Evaluations

 Asset Management 
preparedness

 Facility Management 
preparedness



Commissioning is not Facility Transition Planning

Commissioning – prepares a 
facility for static readiness

Facility transition planning – the 
process used to bring a new or 
rejuvenated facility from the 
state of static completion to 
normal ongoing operations



Planning through Operational Readiness Timeline

Planning Design Construction

Commissioning

Facility Transition Planning

Opening Day 
1

Design/Build



3 Key Components to Facility Transition Planning

Ensuring an opening day that 
delivers stable and reliable building 
performance is dependent on: 

1. People readiness
2. Facility readiness 
3. Information readiness
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Service Levels for 
Planning & Budgeting



About ISO 41012
 Step-by-step guidance on the 

strategic sourcing process

 Guidance of how to prepare and 
implement adequate internal or 
external Facility Service 
agreements. 

 Annex D: Service level agreements 
– Benefits, preparation and 
structure of an agreement

41012



ISO 41012:  Facility Management –
Guidance on strategic sourcing and the development of agreements

Purpose:

 Sourcing – not just 
outsourcing

 Management model for 
owners and FM organizations

 Assist in determining 
outsource or insource 
organizational alignment

41012



ISO 41012:  Facility Management –
Guidance on strategic sourcing and the development of agreements

Supports the FM organization/owner:

 establishing expectations 

 defining what services will be delivered

 overseeing the management of services 

 measuring performance

41012



FM Sourcing Strategy 
achieving core business objectives

• availability of in-house FM expertise

• availability and capability of supply 
options

• corporate policies

• regulatory compliance requirements

• organizational culture and 
management style

• reporting requirements and 

• management information systems

41012



ISO 41012 - Annex D

41012

SLAs are critical in enabling the FM organization to align the appropriate 
services with the business requirements, strategy and objectives. Benefits of 
creating SLAs:

cooperation and partnerships between the parties;
accountability by clearly identifying roles and responsibilities;
educated customers for work requirements to 

meet expectations;
baseline for continuous improvement;
consistency in service delivery and evaluating 

value;
control over costs relative to services delivered;



ISO 41012 - Annex D

41012

SLAs should provide:
 information regarding response times to 

various work priorities; 
 target times for deficiency or service 

interruption resolution;
 processes and guidelines for problem 

escalation;
 mechanisms for managing expectations 

and communication;
 criteria for periodic reporting of 

performance.



ISO 41012 - Annex D

41012

Key attributes of SLAs:
 scope of the services to be provided;

 boundary conditions / important parameters;

 level of service and/or quality of the output;

 performance measurement criteria and targets;

 acceptable delivery times / cost of delivery;

 conflict resolution processes;

 emergency & non-compliance procedures and results.



Service Level Agreements:

SLA - levels of 
intensity example:



Integrated Asset 
Management Strategy



Defined Ownership Strategy

Creating a “Defined Ownership Strategy”
– Identified regulatory requirements
– Clear connectivity to organizational outcomes
– Integrated Asset Management System
– Space management plan
– Warranty management
– Vendor procurement services
– Specialized skills and expertise

Don’t confuse data with information



Inverting the Decision Workflow

• Design
• Experience
• Form
• Function

• Construction
• Implementation
• Validation
• Compliance

• Planning
• Space
• Place
• Timing

• Ownership
• Purpose
• Risk Tolerance
• Performance
• Design Life

Why? What?

How?How?



Timeframes vs Influence
Lifecycle Timeframe Total Cost Influence

Planning

Design

Construction

Ownership

100% 100%2%
4%
4%

90%

20%

20%

20%

40%



Maintenance Strategy



Defining Success

Strategy Should Focus on: 
Maximizing Organizational Benefit at the Lowest Total Cost
 Not Just “Total Cost of Ownership”
 Outcomes are more important than activity
 Too many KPIs can cause clutter



Key Performance Indicators



AM Road Map



Asset Investment Model

 Assets sorted by system
 Estimated costs sorted by frequency 

and categorized by Level of 
Maintenance

 Total estimated cost by system and 
frequency

 Total cost by Level of Maintenance
 Annualized Estimated Cost by 

system, Frequency, and Level of 
Maintenance

 Total Estimated Cost

Estimated Costs (time, labor, materials)
Sorted by Frequency and Level of Maintenance

Total Cost by Level of 
Maintenance
sorted by system

Assets
sorted by 

system

Total Annualized 
Estimated Cost 

by System and Level of 
Maintenance

Total Estimated Cost
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