BSRIA Operation and Maintenance Benchmarking Network ~ BSRIATR

Summary of Mechanical & Electrical Maintenance ©us¢r Satisfaction KPI's
Survey 2009

Maintenance of buildings is an essential functmna business. A well-balanced building directly
effects operating costs and ensures good staffhhaadl morale, while in the long term keeping
capital replacement costs under control.

In today’s environment, managers are searchingrigredge that can provide them with success and
outsourcing is one approach that can lead to greatepetitiveness. It is considered that an
outsourced contractor should bring vital freshkirig to an organisation and can introduce savings
and benefits including cultural change, controtkperating costs, access to specialised resourdes an
risk sharing while enabling better management. Xagayear demonstration of improvement thus
becomes an important issue and adoption of KPlg @&formance Indicators) a powerful
mechanism to monitor performance.

BSRIA ask building owner operators to assess twirent Mechanical & Electrical service providers
each year. A score of 8 or more is a reflectibgamd performance. All those who took part in the
survey who provided a contact address receiveghy abthe final wall chart. For the third year
running any Network members completing the sureegived a personalised wall chart with their
responses evident.

The 10 M&E KPI's were:

- Reactive Response
PPM Quality
Communication
Relationships
Innovation
Legislative compliance
Managing budget
Management of health and safety
Site management
Overall satisfaction

A scale of 1 t010 was used to score each quedtibaing the lowest score i.e. total dissatisfactiod
10 the highest i.e. total satisfaction and a sobBbeing considered a good score. See tablevbelo

Very Most Neither Mostly Very

Dissatisfied Dissatisfied Satisfied or Satisfied Satisfied
Dissatisfied

1 | 2 3 | 4 5 | 6 7 | 8 9 | 10
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We had responses from a wide range of sectorgehis New sectors taking part this year were
Leisure, Legal Services and Media. The Charityoseadso took part this year after a two year
absence. There was a 65% public to 35% privatersegply this year as against a fairly even syt

51% public to 49% private last year.
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In the chart below the four KPI's, which have beeliected since 2004, are compared.

26%

/\\V.

Local Governmant
Central Govemment
EHEducation

Financial

Healthcare

Einsurance

DOLegal Services
Oinformation Technology
Manufac turer/Industrial
OProperty Management
Retail

E Telecommunication
Media

Leisure

® Charity

In 2004

health & safety had the highest percentage of saioBeor more, with the lowest being quality of

PPM.

KPI’s, although overall satisfaction had the lonsstre of the four this year.
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In 2009 things haven’t changed that muchaltHe& safety is still the highest of these four
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In the graph below the most recent KPI's are lookieseparately. Compliance with legal obligations
has the highest score but slightly lower thanyasr. Managing budgets has seen a decline tars ye
maybe not surprising though given the economicatiin Site management had a disappointing score
compared with last year.

However, the relationships with the client, thdigbio communicate and innovate have all seen an
improvement. There is still vast room for improvarhfrom the contractors across all the KPI’s.
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This next graph compares the 10 maintenance KRé&snms of percentage of industry with “good”
scores (i.e. 8 or more out of 10). The best KRkasutory legislative compliance (55%), followed by
management of health and safety (51%). In contin@stvorst KPIs are for innovation / pro-activity
(27%) and communication (31%).
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