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DEFINITION

Asset

All assets to enable the Contractor to provide FMM Services
in accordance with this technical specification, including but
not limited to: -

any land or buildings and infrastructure;
plant and machineries;
equipment and system (together with any warranties in
respect of assets being transferred);
drawings and technical data;
intellectual property rights as attached to assets;
any books, reports and records which including all
operating and maintenance manuals; and
7. any spare parts, tool and other assets (together with

any warranties in respect of assets being transferred).

Ascertained Performance
Deduction (APD)

A monetary value implied from calculations of the Contractor’s
non-performance in achieving the KPI target. The APD value
shall be deducted from the Monthly Payments.

APD Max Maximum APD value that can be imposed to the Contractor
that is 5%* from MPV.

Client Asset owner or user / customer’s representative who can
make decision regarding the Asset & Facility.

Complaint Any written or verbal notice or report by the Customers /

Users / FSO / FSO'’s representative given through telephone /
fax / electronic media (or any other means agreed by FSO)
about not meeting agreed standard of service provided by the
Contractor as per scope and technical specification (after

verified by the Contractor).

Corrective Maintenance

Work / repair / servicing / testing carried out after failure /
breakdown has occurred and is intended to restore an item to
a state in which it can perform to its required function as per

designed.
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Custodial Service

General cleaning / housekeeping, pest & domestic animal control

and hygiene services.

Evaluation Month

Agreed period and cut-off date between FSO and the Contractor
of the FMM Services evaluation for Monthly Payment purpose

Facility

Collection of Assets which is built, installed or established to

serve an entity’s needs.

Facility Management
and Maintenance (FMM)

Managing, administrating, supervising all aspect of asset
including but not limited to facility management services, facility
engineering operation and maintenance services, and

consultation services within the asset’s boundaries.

Facility Risk
Management

A structured approach to managing effect of uncertainty related
to threat, a sequence of human activities including risk
assessment, strategies development to manage it, and mitigation

of risk using managerial resources.

Facility Superintending
Officer (FSO)

Facility Superintending Officer and his successor in office as
appointed by the Government under Clause 23 in PWD Facilities
Management & Maintenance Form (2016) to act on behalf of the

Government for matters stipulated in this Contract.

FSO’s Representative
(FSOR)

any person appointed by the FSO pursuant to Clause 24 in PWD
Facilities Management & Maintenance Form (2016) to perform

any duties and exercise any of the rights of the FSO.

Key Performance
Indicator (KPI)

Important areas in which the high performance is needed to

ensure the success of this contract

Monthly Payment Value
(MPV)

The value established from Monthly Payment Plan (MPP) and
the actual work done for the Evaluation Month as the basis for

APD calculation

Pending / Backlog
Work Order

Work Order generated in the previous Evaluation Month which is

still open

Performance Indicator

(P1)

A measurement tools to indicate the performance of the actions

that contribute towards KPI
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Preventive

Maintenance

A work / repair / servicing and testing carried out at pre-
determined intervals period to prescribed criteria, intended to
reduce failure, environmental damage or the performance
degradation of an item to prolong the life expectancy of the

equipment.

Planned Preventive
Maintenance (PPM)

A planned and scheduled work to carry out the preventive
maintenance. The Planned Preventive Maintenance also
includes Routine Inspection and Predictive Maintenance /

Condition Based Maintenance.

Routine Inspection

Daily/weekly activities of check/inspect item form Planned
Preventive Maintenance schedule in Facility Engineering
Operation & Maintenance Services and also in Facility Custodial

Services.

Schedule Corrective
Maintenance (SCM)

Maintenance which is required when an item has problems
(detected before item failure) and a time line is applied to correct
any and all problems to bring it back to working order. The
activities may consist of repair, restoration or replacement of
equipment. It will result of a regular inspection, which identifies
the failure in time for corrective maintenance to be planned and
scheduled, then performed during a routine maintenance

shutdown.

Self-Finding Work
Order

Work Order open by the Contractor’s staff resulting from Routine

Inspection/other activities

the Contractor

refers to FMM Contractor appointed by the Government to

implement the FMM Contract.

Users / Customers

All staffs, tenants, visitors and / or occupiers who will reside,
operate and / or have their place of business or work at the asset
sites. Users / Customers shall include but not limited to

Government agencies, bodies and / or authorities.

Walkthrough Audit

A random audit by FSO/FSOR and/or clients together with or
without the Contractor to check the condition of premise, assets
and equipment and to cross check with maintenance checklist
records whether maintenance work has been done properly and

accordingly.
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SECTION A: PERFORMANCE REQUIREMENTS FRAMEWORK

1.1 Purpose

This document is designed to be the standard Performance Requirement for normal operations

of an office building premise. For premises with different functionality and/or specific

requirements, the Performance Requirements shall be adjusted accordingly to suit the function

and objective of the premise. The main objectives of this document are:

a) to make sure that the Contractor performs their obligations according to the Contract

b)

c)
d)

e)

to assist FSO & Client in measuring and indicating the Contractor’s overall and monthly
performance in relation with the specified Key Performance Indicator (KPI)

to assist FSO in quantifying the Contractor’s performance into monetary value

to make the deduction value as a reminder/push factor for the Contractor to perform
better in delivering FMM Services and at the same time not hindering the Contractor to
perform routine operational task due to financial constraint from the deduction

to serve as an indicator for triggering the termination process.

1.2 Introduction

a) This framework is intended to imply a fair payment deduction mechanism for the FMM

b)

Services that have not met the specified performance requirement.

This deduction mechanism shall not be applicable for works/services outside the scope
of FMM Services.

Issues, requests, complaints, shutdowns or unavailability of services resulted during the
implementation of Planned Preventive Maintenance (PPM) Schedule or Scheduled
Corrective Maintenance (SCM) shall not be subjected to any deductions.

The performance requirements are governed by a set of Key Performance Indicator
(KPI) in Table 1 Section B.

If the Contractor fails to meet the target specified in the KPI, two implications will take
effect that are:

Deduction from monies due to the Contractor through Ascertained Performance
Deduction (APD) calculation formula specified in Section C.

Imposing Demerit Point according to Table 1 in Section B.
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SECTION B: KEY PERFORMANCE INDICATOR (KPI) & PERFORMANCE INDICATORS (PI)

2.1 Key Performance Indicator (KPI) & Performance Indicators (PI)

Key Performance Indicator (KPI) are the important outcome from this FMM Services that have
been derived from the Scope and Technical Specifications. KPI in this contract has been
developed in a manner that it will focus on balancing the Customer’s perspective, asset
performance and Service Provider’s ability to deliver the agreed service outcome. The KPI are

as follow:

No Key Performance Indicator (KPI)
i. FMM Service Delivery related to Core Business
ii. Asset Performance
iii. Building Energy Efficiency
iv. Safety & Statutory Compliance

For every KPI, there are Performance Indicators (PI) with their respective targets being
specified for the Contractor to achieve. Accomplishments of these PI targets are used as a tool
to measure the Contractor’s performance in delivering FMM Services for this Contract. These Pl
have respective weightage that can be adjusted (together with client) according to the criticality

of the services.

In the event of the Contractor fails to meet the PI target, deduction of monies through
Ascertained Performance Deduction (APD) mechanism will take effect. APD is the monetary
value deducted from the Monthly Payment Value (MPV) that should indicate the monthly
performance of the Contractor. The mechanism of APD shall be discussed further in Section C

of this document.

Another implication when the Contractor fails to meet the KPI is the imposition of demerit points.
Demerit points are introduced to counter the inconsistent performance as they are accumulative
indicators to show the overall performance from the Contractor throughout the contract. This will

be explained in Section D of this document.
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The Table 1 below shows the list of Pl and the relations with KPI

KPI Key Performance . Weightage Demerit
. Pl No. Performance Indicators * (PI) .
No. Indicators * (KPI) * (%) Point *
1A Customer Satisfaction Survey rating > 80% 5 1
1B Customer Rating in Work Order sheet > 70% 5 1
1C Response Time 100% met 5 1
1D Execution Time >95% (refer schedule A) 5 2
1E Pending/Backlog Work Order Completion 100% 5 1
) ) (refer schedule B)
FMM Service Delivery
1 related to Core Business 1F Self-Finding Work Order >80% from total Work 10 1
Order
1G Cleaning Performance >85% 6 2
1H Pest Control Performance >95% 5 1
1l Critical Services >95% available 8 3
1J Normal Services >85% available 7 1
oA PPM for Architecture and C&S assets 100% 4 1
implemented
2B PPM for Mechanical assets 100% implemented 4 !
2 Asset Performance 2C PPM for Electrical assets 100% implemented 4 1
D Engineering Reports & Recommendation action 4 1
100% taken
oE Work-done as specification and asset quality 4 1
meet standards
Ener Conservation rograms  100%
3A ) o prog 4 1
implemented
g | Bullding Energy Building Energy Index (BEI) target 100% met 1
Efficiency 3B . 3
(target to be set after energy audit)
3C Utility consumption 100% No wastage 3 1
4A Relevant Acts & Regulations 100% Comply 3 1
4 Safety & Statutory 4B HSE programs 100% implemented 3 1
Compliance ac Reports submitted 100% on time with sufficient 3 1
content
TOTAL 100 25

Table 1 Key Performance Indicator (KPI)

* Target Percentage, Weightage Value and Demerit Points can be adjusted accordingly




PERFORMANCE REQUIREMENT FOR | cpAB BPPA.FMM.PR(01).2019
BUILDING FACILITY MANAGEMENT &

Date : January 2019

MAINTENANCE
Section Revision: 1
SECTION C- ASCERTAINED PERFORMANCE
DEDUCTION (APD) Page 8 of 21

SECTION C: ASCERTAINED PERFORMANCE DEDUCTION (APD)

3.1 APD Evaluation Procedure

a)

b)

d)

All parties involved (FSO, Client, FMM Contractor) shall agree to select a date as the
cut-off evaluation date for every Evaluation Month.

The Contractor shall officially write to FSO/FSOR prior to cut-off date, the justification of
the relevant Performance Indicator (Pl) that did not achieve the target for the
FSO/FSOR jurisdiction.

FSO/FSOR shall establish the total parameters relevant to the KPI from the data source
as in the Table 2.

FSO/FSOR shall then establish the non-compliance parameters to the KPI from the
verification of data sources. These non-compliance parameters are subject to deduction
in the APD evaluation and must be accompanied by justification and evidence
(documents, records, letters, pictures, etc.) when there are needs if dispute arises. Site
Inspection shall be carried out upon request from any party as an extension to the
verification process.

For the parameter established from random inspection / walkthrough audit, the

appropriate quantity of sampling is advised to follow the Figure 1 below as a guide:

Table for Determining Sample Sie of a Known Population

N 8 N 8 N 5 N 8 N 8

10 10 100 80 280 162 800 260 2800 338
15 14 110 36 290 163 850 263 3000 4

20 18 120 a2 300 162 800 268 500 46
25 24 130 97 320 173 930 27 4000 3

30 28 140 103 340 181 1000 278 4300 354
335 32 150 108 360 186 1100 283 3000 357
40 38 160 113 380 181 1200 281 6000 361
45 40 170 118 400 184 1300 227 7000 364
30 44 120 123 420 201 1400 502 3000 367
335 48 190 127 440 203 1300 306 9000 68
60 32 200 132 460 210 500 0 10000 70
63 36 210 136 480 214 00 15000 73
70 39 220 140 300 217 1800 7 20000 77
73 63 230 144 350 226 1900 20 30000 79
80 66 240 148 600 234 2000 22 40000 80
85 10 250 152 630 242 2200 327 50000 ]

a0 13 260 133 700 248 2400 331 75000 382
(] 16 270 139 730 234 2600 333

S it Seomple Ske Sowrcs: Krgicie

Figure 1 — Table for Determining Sample Size from a given Population (Krejcie & Morgan, 1970)
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ASCERTAINED PERFORMANCE
DEDUCTION (APD)

SECTION C:

f) Establish the final APD value based on mutual agreement of both the Contractor and
FSO. (either through a formal meeting or FSO/FSOR’s notification letter/ email)

g) Sign-off by both parties shall be required on the final APD amount imposed for that
Evaluation Month. If the Contractor is not agree to sign-off within fourteen (14) days after
the meeting, the value of APD shall deemed to be agreed by the Contractor as per
notification from FSO/FSOR.

KPI Pl
KPI Pl Parameters Data Source
No. No.
) ) Average score rating
Customer Satisfaction Quarterly Customer
1A ) percentage (Total score / _ ]
Survey rating > 80% Satisfaction Survey
total respondent)
Customer Rating in Average score rating . .
Customers' rating remarks in
1B Work Order sheet > percentage (Total score /
Work Order sheet
70% total respondent)
CMMS records/Manual form
1c Response Time 100% Numbers of Work Order Request Response
meet target (for the Evaluation Month) | sheet/agreed response
verification methods
) ) CMMS records/Manual form
Execution Time >95%
Numbers of Work Order Work Order sheet/agreed
1D meet target (refer ) . o
(for the Evaluation Month) | completion verification
schedule A)
methods
Pending/Backlog Work
Order C letion 100% Numbers of CMMS records/Manual form
: : rder Completion b
Service Delivery | ;¢ . P _ Pending/Backlog Work Work Order sheet/other
(according to target in
1 related to Core Order records

Business

schedule B)

Self-Finding Work Order

Numbers of Corrective

CMMS records/Manual form
Work Order sheet/agreed

Performance >95%

done for the Evaluation
Month

1F quantity >80% from total | Work Order for the . o
completion verification
Corrective Work Order Evaluation Month
methods
Walkthrough audit by
Average marks FSO/FSOR team monthly
16 Cleaning Performance (percentage) from sampling of Cleaning/
>85% walkthrough audit done Housekeeping Work Order
for the Evaluation Month sheet compare to site
condition).
Numbers of completed Walkthrough audit by
Pest Control Work Order FSO/FSOR team monthly
Pest Control . )
1H from walkthrough audit sampling of Pest Control Work

Order sheet compare to site

condition).
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Numbers of DAK Ruang
1 Critical Services >95% affected by downtime of
available Critical Services / Total CMMS records/Manual form
DAK Ruang Work Order sheet/agreed
Numbers of DAK Ruang completion verification
1 Normal Services >85% affected by downtime of methods
available Critical Services / Total
DAK Ruang
PPM for Architecture i. Non-Compliance Report
Numbers of NCR issued P P
2A and C&S assets 100% ) (NCR) issued by FSO/FSOR
. for the Evaluation Month
implemented team through walkthrough
PPM for Mechanical . audit / Condition Inspection
Numbers of NCR issued )
2B assets 100% . (monthly sampling of PPM
) for the Evaluation Month
implemented /CMMS records compare to
PPM for Electrical ) site condition).
Asset Numbers of NCR issued | o
2 2C assets 100% . ii. For Engineering Reports &
Performance ] for the Evaluation Month )
implemented Recommendation, every
Engineering Reports & report for the Evaluation
) ) Numbers of Report for the
2D Recommendation action ) Month needs to be checked.
Evaluation Month .
100% taken iii. For any work which not
Work-done as follow the specification /
o Numbers of NCR issued .
2E specification / asset asset condition not meet to
) for the Evaluation Month .
quality meet standards the quality standards
) Numbers of Energy
Energy Conservation . .
Conservation Programs Actual implemented Energy
3A programs 100% )
) Implemented (for the Conservation program
implemented )
Evaluation Month)
A Building Energy Index
Building Energy g 9y
3 Effici 3B (BEI) target 100% met Achieve/Not achieve Actual Building Energy Index
icienc
y (target to be set after targeted BEI (BEI) for the Evaluation Month
energy audit)
» . CMMS records/walkthrough
Utility consumption Numbers of CMMS . -
3C o audit no unnecessary utility
100% No wastage record/audit finding o
usage (lighting, water, A/C)
Relevant Acts &
. Numbers of related
4A Regulations 100% .
Relevant Act/Regulations
Comply
HSE programs 100% Numbers of HSE
Safety & 4B implemented programs implemented
for the Evaluation Month Laws, Acts, Standards,
4 Statutory )
) Reports submitted 100% | Numbers of Reports Regulations, BOMBA, DOSH
Compliance . . - .
on time with sufficient supposed to submit for
ac content the Evaluation Month
(refer to Table 2 in
Lampiran 7A Technical
Specification

Table 2 Parameters & Data Source for APD
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3.2 APD Parameter Establishment

3.2.1  Service Delivery related to Core Business

3.2.1A

3.2.1B

Customer Satisfaction Survey (CSS)

The Contractor shall conduct CSS according to item 14.0 in Appendix 7A
Technical Specification for Building Facility Management & Maintenance.
Questionnaires and methodology of CSS shall be proposed by the Contractor
subject to FSO & Client’'s endorsement.

The average score rating results (percentage) from CSS marks conducted
quarter yearly shall be used to evaluate the Pl achievement quarterly. APD shall
be imposed if the Pl condition is not met. The same marks shall be carried

throughout the period until the next CSS is conducted.

Customer Rating (CR)

Every Work Order sheet shall provide a Customer Rating and Comments section
for every user/customer to evaluate, give rating for the work done and comment
on the Contractor’s performance in handling and resolving complaints.

The average score rating results (percentage) from CR marks shall be used to
evaluate the Pl achievement monthly. APD shall be imposed if the Pl condition is

not met.

Response Time

Execution Time can be traced from CMMS records, manual Work Request
response forms/sheet or other agreed response verification records available.
Response Time Service Level for all Request/Complaint is set within 30 minutes
(except for Lift entrapment case within 5 minutes) from the Request/Complaint
logged by Help Desk Service.

Percentage for numbers of Work Order that did not comply with the allocated
response time divided by total Work Order for the Evaluation Month shall be used
to evaluate the PI achievement monthly. APD shall be imposed if the PI condition

is not met.
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SECTION C:

3.2.1D Execution Time

i. Execution Time can be traced from CMMS records, manual Work Order
forms/sheet or other agreed complete verification records available.

ii.  Execution Time Service Level as in Schedule A below:

Work

No Description Allocated Time
Category

¢ High risk of danger to safety & health of
user/customer. Can cause imminent threat

to life or property. <1 hour (office hour)
e Situation which cause a disaster to core <2 hours (non-office
1 Emergency )
business process. hour)

o Loss of utilities at high rate.
¢ The main objective is to control the

situation and reduce damage/disturbance.

o Low risk of danger to safety & health of
user/customer.

e Situation which cause disturbance to core
business process. o

2 Urgent Within 2 days

e Can cause major operational disruption
and problems if not attended quickly, or
may develop to be Emergency category if

not attended & remedied.

¢ Situation which cause minimal impact to

core business process. o
3 Normal . . _ Within 3 days
¢ Not immediately detrimental and not

causing operational problem.

) Release within 15
4 Others Lift Entrapment )
minutes

Schedule A - Execution Time Service Level

iii. Percentage for numbers of Work Order that are not comply with the allocated
Execution Time divided by total Work Order for the Evaluation Month shall be
used to evaluate the PI achievement monthly. APD shall be imposed if the PI

condition is not met.
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3.2.1E

Pending/Backlog Work Order
Pending/Backlog Work Order can be traced in CMMS records, manual Work

Order forms/sheet or other records available.
Pending/Backlog Work Order as in Schedule B below:

No | Pending Time Target

1 Less than 30days 90% of Work Order
2 Less than 60days 95% of Work Order
3 Less than 90days 100% of Work Order

Schedule B — Pending/Backlog Work Order Service Level

Percentage of completed Pending/Backlog Work Orders divided by the total
Pending/Backlog Work Orders shall be used to evaluate the Pl achievement
monthly. APD shall be imposed if the PI condition is not met.

FSO shall decide for further action regarding Pending/Backlog Work Orders that
are still not completed (such as through appointing a third party to complete the
work order) depending on the criticality and urgency by appropriate process
permissible to the FSO.

Routine Inspection/Self-Finding
Self-Finding Work Order record can be traced in CMMS records, Manual Work

Order forms/sheet or other agreed completion verification records available.
Self-Finding Work Order quantity shall be more than 80% of the total Corrective
Work Order of the Evaluation Month. APD shall be imposed if the PI condition is

not met.

Custodial Services Performance

a)

b)

c)

Custodial Services in this contract will be done by the Contractor or Sub-
Contractor appointed/nominated by FSO/Client through Provisional Sum item in
the Contract or directly appointed by FSO/Client.

If the Custodial Services done by the Contractor, the responsibility of achieving
the PI shall be liable to the Contractor and the APD shall be imposed to the
Contractor if the Pl condition is not met.

Whereas, if the Custodial Services is done by the appointed Sub-Contractor and
direct payments form the Government is opted (e.g. through Deed of Assignment

method), in the event of not achieving the PI, the calculations of APD shall be
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3.2.1G

3.2.1H

based on the Monthly Payment Value (MPV) of the Custodial Services item only
and shall be imposed to the Custodial Services Sub-Contractor directly. The
Contractor’s Profit & Attendance shall be deducted pro-rated according to APD

value of the Custodial Services.

Cleaning Performance

Walkthrough audit by FSO/FSOR team to make sampling on
Housekeeping/Cleaning Work Order in the Evaluation Month against the site
condition.

The performance level of cleaning shall follow MS2550:2014 (or latest
publication) evaluation method. The Contractor is responsible to get a copy of
MS2550 for the usage throughout the Contract period.

The average marks (percentage) from total numbers of walkthrough audit
evaluation marks shall be used to evaluate the Pl achievement monthly. APD

shall be imposed to the Contractor if the Pl condition is not met.

Pest Control Performance
Walkthrough audit by FSO/FSOR team to make sampling on Pest Control Work

Order in the Evaluation Month against the site condition.

CMMS or other records regarding the quality of pest control services shall also
be used as the performance evaluation.

The completed Pest Control Work Order divided by the total Pest Control Work
Order from walkthrough audit of the Evaluation Month shall be used to evaluate
the Pl achievement monthly. APD shall be imposed to the Contractor if the PI

condition is not met.

Service Availability

3.2.11

Critical Services

Critical services that will severely affect/interrupt the core business process such
as electrical supply, air conditioning, water supply and lift services.
CMMS or other records regarding the downtime of the critical service shall be

considered as non-availability of critical services.
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3.2.1]

Numbers of Daftar Aset Khusus (DAK) Ruang that are affected by downtime for
the Evaluation Month divided by total DAK Ruang of the premise shall be used to
evaluate the PI monthly. APD shall be imposed to the Contractor if the PI

condition is not met.

Normal Services

Normal services that affect/interrupt support process such as toilet and lighting.
CMMS or other records regarding the downtime of normal service shall be
considered as non-availability of normal services.

Numbers of Daftar Aset Khusus (DAK) Ruang that are affected by downtime for
the Evaluation Month divided by total DAK Ruang of the premise shall be used to
evaluate the Pl monthly. APD shall be imposed to the Contractor if the PI

condition is not met.

3.2.2 Asset Performance

3.2.2A

3.2.2B

NCR for C&S and Architecture assets

Non-Compliance Record (NCR) issued by FSO/FSOR team through random
condition inspection/walkthrough audit. This inspection/audit shall make sampling
on C&S and Architecture PPM records in CMMS/manual records. NCR is issued

when the actual site condition is not conforming to records.

NCR shall be issued through CMMS or other agreed means of notifications e.g.
emails, written memol/letters, etc. to the Contractor. The Contractor shall
response and rectifies the NCR within 24 hours of receiving the NCR notification.
The non-completed/overdue NCR shall be considered as non-performance to the
PI. Numbers of non-completed/overdue NCR divided by total numbers of NCR
for the Evaluation Month shall be used to evaluate the Pl monthly. APD shall be

imposed to the Contractor if the Pl condition is not met.

NCR for Mechanical assets
Non-Compliance Record (NCR) issued by FSO/FSOR team through random

condition inspection/walkthrough audit. This inspection/audit shall make

sampling on Mechanical PPM records in CMMS/manual records. NCR is issued

when the actual site condition is not conforming to records.
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3.2.2C

3.2.2D

3.2.2E

NCR shall be issued through CMMS or other agreed means of notifications e.g.
emails, written memol/letters, etc. to the Contractor. The Contractor shall
response and rectifies the NCR within 24 hours of receiving the NCR noatification.
The non-completed/overdue NCR shall be considered as non-performance to the
PI. Numbers of non-completed/overdue NCR divided by total numbers of NCR
for the Evaluation Month shall be used to evaluate the Pl monthly. APD shall be
imposed to the Contractor if the Pl condition is not met.

NCR for Electrical assets
Non-Compliance Record (NCR) issued by FSO/FSOR team through random

condition inspection/walkthrough audit. This inspection/audit shall make sampling

on Electrical PPM records in CMMS/manual records. NCR is issued when the
actual site condition is not conforming to records.

NCR shall be issued through CMMS or other agreed means of notifications e.g.
emails, written memolletters, etc. to the Contractor. The Contractor shall
response and rectifies the NCR within 24 hours of receiving the NCR notification.
The non-completed/overdue NCR shall be considered as non-performance to the
PI. Numbers of non-completed/overdue NCR divided by total numbers of NCR
for the Evaluation Month shall be used to evaluate the Pl monthly. APD shall be
imposed to the Contractor if the Pl condition is not met.

Engineering Reports & Recommendation Action

Engineering reports that needs further action taken for example, Competent
Electrical Engineer report recommend to renew the registration of Electrical
Installation, but the Contractor fails to prove the action (i.e. Work Order, work
done report, picture) to the FSO/FSOR, the report shall be considered as a non-

performance to the PI.

NCR for Work-Done as Specification / Asset Quality Meet Standards
Non-Compliance Record (NCR) issued by FSO/FSOR team through random

condition inspection/walkthrough audit on the asset.

NCR shall be issued through CMMS or other agreed means of notifications e.g.
emails, written memol/letters, etc. to the Contractor. The Contractor shall

response and rectifies the NCR within 24 hours of receiving the NCR notification.
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The non-completed/overdue NCR shall be considered as non-performance to the
Pl. Numbers of non-completed/overdue NCR divided by total numbers of NCR
for the Evaluation Month shall be used to evaluate the Pl monthly. APD shall be
imposed to the Contractor if the Pl condition is not met.

3.2.3 Building Energy Efficiency

3.2.3A

3.2.3B

3.2.3C

Energy Saving Measure (ESM) Programs

The ESM programs proposal listed in the Energy Audit Report can be used as
ESM program list for FSO approval to be used throughout the Contract period.
The ESM program list can be amended accordingly subject to FSO approval.
The ESM program implementation shall be measured monthly. Any ESM
program which cannot be implemented subject to valid justification, the
Contractor shall write officially to get the approval from FSO/FSOR before the
cut-off date.

The ESM program which is not being implemented for the Evaluation Month
(considered non-performance to the PI) divided by the total numbers of planned
ESM program for the Evaluation Month shall be used to evaluate the Pl monthly.
APD shall be imposed to the Contractor if the Pl condition is not met.

Building Enerqgy Index (BEI)

Baseline BEI for the site shall be established after the energy audit.

Proposed target BEI monthly shall be establish towards achieving the proposed
Yearly Energy Reduction Target. If the target cannot be achieved due to
acceptable justification, the Contractor shall write officially to get FSO/FSOR’s
approval before the cut-off date.

The achievement of targeted monthly BEI shall be used to evaluate the PI

monthly. APD shall be imposed to the Contractor if the PI condition is not met.

Utility Wastage

Utility wastage for Electrical system (e.g. lighting, air conditioning), Cold Water
supply (e.g. tank, water tap leak) and Chilled Water Supply (e.g. AHU, pumps
running) that contributes to the unnecessary increase of utility bills shall be

considered in this PI.
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Utility Wastage is considered solely due to negligence of the Contractor in
managing the operation & maintenance service.

The CMMS records and walkthrough audit findings shall be the source of utility
wastage records to evaluate the Pl monthly. APD shall be imposed to the
Contractor if the Pl condition is not met.

3.2.4 Safety & Statutory Compliance

3.2.4A

3.2.4B

Comply Relevant Statutory Requlations

The Contractor shall submit monthly reports regarding the status of the relevant
statutory regulations as item 5.0 and 18.0 in Appendix 7A Technical Specification
for Building Facility Management & Maintenance.

The Contractor shall write officially to get FSO/FSOR’s considerations before the
cut-off date if they fail to meet the relevant statutory regulations due to conditions
outside of their control.

The compliance of relevant statutory regulations shall be used to evaluate the PI
monthly. APD shall be imposed to the Contractor if the PI condition is not met.

HSE Programs

The HSE programs proposal listed in the HSE Management Plan can be used as
HSE program list for FSO approval to be used throughout the Contract period.
The HSE program list can be amended accordingly subject to FSO approval.

The HSE program implementation shall be measured monthly. Any HSE program
which cannot be implemented subject to valid justification, the Contractor shall
write officially to get the approval from FSO/FSOR before the cut-off date.

The HSE program which is not being implemented for the Evaluation Month
(considered non-performance to the PI) divided by the total numbers of planned
HSE program for the Evaluation Month shall be used to evaluate the PI monthly.

APD shall be imposed to the Contractor if the Pl condition is not met.
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3.2.4C Reports submission

i. The Contractor shall submit monthly reports as item 7.6 in Appendix 7A
Technical Specification for Building Facility Management & Maintenance.

ii.  The reports shall be submitted on time before the cut-off date of the Evaluation
Month, failing which shall be considered as a non-performance to the PI.

iii.  The content of the reports shall be evaluated to the sufficient requirements of
FSO/FSOR. If the content is not up to the FSO/FSOR requirements, the reports
shall be considered as a non-performance to the PI. APD shall be imposed to the
Contractor if the Pl condition is not met.

3.3 APD Calculation

a) The Monthly Payment Value (MPV) shall be the basis for APD calculation.

b) MPV is the actual work value that shall exclude Preliminaries, Management &
Supervisory Staff Remuneration, Provisional Sum and Provisional Quantity items.

¢) The maximum APD (APD Max) value shall be 5%* from MPV. The APD shall be
calculated through the weightage for each PI.

d) The weightage for each Pl is multiplying by the APD Max value to get the value for each
PI.

e) The target achievement for each Pl is a pass/fail condition whereby if the Contractor

fails to meet the target specified for each PI, the APD value is being calculated.

* APD Max value can be adjusted accordingly
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3.4

APD Calculation

APD Calculation Samples

Evaluation Month Dec-18 (fill)
Monthly Payment Value (MPV) RM500,000.00 (fill)
Maximum APD (%) 5 (fill)
APD Max RM25,000.00
. . L Demerit Points | Weightage* APD Value APD Value
* Ly *

No. |Key Performance Indicator (KP1) | PI No. [Performance Indicator (PI) Target* (%) | Actual (%) | Demerit Point Imposed %) (RM) Deducted (RM)
1A |Customer Satisfaction Survey (CSS) 80 75.00 1 1 5 RM1,250.00 | RM1,250.00
1B |Customer Rating in Work Order Sheet 70 75.00 1 0 5 RM1,250.00 RMO0.00
1C [Response Time 100 100.00 1 0 5 RM1,250.00 RMO0.00
1D |[Execution Time 95 87.00 2 2 5 RM1,250.00 | RM1,250.00

) A 1¢ |Pending/Backlog Work Order 100 100.00 1 0 5 RM1,250.00 | RMO0.00
1 FMM Service Delivery related Completion
to C Busi -findi 0,
o Core Business 1F Self-finding Work Order >80% from 20 58.00 1 1 10 RM2,500.00 | RM2,500.00
Total Work Order
1G |Cleaning Performance 85 90.00 2 0 6 RM1,500.00 RMO0.00
1H [Pest Control Performance 95 97.00 1 0 5 RM1,250.00 RMO0.00
1l (Critical Services 95 99.67 3 0 8 RM2,000.00 RMO0.00
1) |Normal Services 85 85.00 1 0 7 RM1,750.00 RMO0.00
ap |PPMfor Architecture and C&S asset 100 100.00 1 0 4 RM1,000.00 | RMO0.00
implemented
2g |PPMfor Mechanical asset 100 95.00 1 1 4 RM1,000.00 | RM1,000.00
implemented
2 |Asset Performance 2C |PPM for Electrical asset implemented 100 85.00 1 1 4 RM1,000.00 | RM1,000.00
op |Engineering/System Reports & 100 99.00 1 1 4 RM1,000.00 | RM1,000.00
Recommendation action taken
o |Workdone as specification and asset | ) 79.00 1 1 4 RM1,000.00 | RM1,000.00
quality meet standards
3a |Energy Conservation Programs 100 100.00 1 0 4 RM1,000.00 | RMO0.00
3 |Building Energy Efficienc implemented
g Energy ¥ 38 |Building Energy Index (BE) target met | 100 100.00 1 0 3 RM750.00 RM0.00
3C |Utility Consumption No wastage 100 94.00 1 1 3 RM750.00 RM750.00
4 |Relevant Acts &Regulations 100 100.00 1 0 3 RM750.00 RM0.00
Compliance
4 [Safety & Statutory Compliance | 4B [HSE programs implemented 100 100.00 1 0 3 RM750.00 RMO0.00
ac [Reports submitted on time with 100 100.00 1 0 3 RM750.00 RMO0.00
sufficient content
25 9 100 RM25,000.00 RM9,750.00
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SECTION D: DEMERIT POINTS

4.1 Demerit Points Imposition

a) Demerit points shall be imposed when the Contractor fails to meet the Performance

Indicator (PI). Each PI carries demerit point depending on severity of the failure. The

demerit points are accumulated every month.

b) The demerit points shall serve as the triggering process for termination of the FMM

Contractor.

c) The procedure of issuing reminder letter to the Contractor are as follows:

i. If demerit point exceeds 15* points for the month, reminder letter shall be issued.

ii. Notice for termination can be issued after 3* reminders within twelve (12) months

period.

(* These demerit points’ limit & reminder quantities can be adjusted accordingly)




