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= How Might We Be Asked to Compete

— On the Basis of Cost — Can others provide our
service for less money?

— On the Basis of Value — Do we represent a real




— We pay ouT‘*rrrpIGVees a modest living wage
= — We pay our employees full benefits

= What do we know about our competitors

COSts? -

— Private contractors traditionally pay.their employees
minimum wage

— Private contractors do not (usually) pay their employees

sﬁny benefits. Never at the leveliprovidedib y.gh%
Conclusion:

In ‘head to head competitions,
Our costs would be higher



= We could not expect to win on the basis of
cost alone. -

= We would need to focus on performance and
value, rather than cost and we need to be the

ﬁfﬁer Value. -

cOntracting by wmnmg OUr Customer’s
loyalty now.




~ _— Assured Quality Performance......... Consistently
— Convenient, hassle free service
— Better ‘pay back’
— Getting more for the money -

— Receliving other “added” benefits not-available from
others

Conclusion:

consistently, offer unlque benefits and be able
to prove It.
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~_ = Focusing GWWTOTmance

— Could we honestly say our value was better?

— Could we prove It? =
— Did we have our Customer’s loyalty?

ue value wes

ﬂ@- Qureustomers know.the unig
TET—
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= \We knew the size of the areas we service.

— Our work assignments are in line with industry
standards

= We knew the promised level of service

r contracts spelled out servmsgﬂyﬂeb
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Wrat Wea Dicrn't (Zrnow
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— = WWhat' services were: actually being peri
__= Our guality measufé =—

e Ne—
= The level of service we were actually delivering
= Our customer loyalty
= How to safeguard work schedules in light of absenteeism —
= Where corrections were needed or how'termake them.

Conclusion: -
@ed to find a way to measuieourv oIk, ouIFgualiityas

and ouipVvalueRdeErer 2re Improvement Is
needed and how to make corrections.
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— Mo stIy anecdotall
—r'_—‘E\/erybUdy'ha:d a different way
— Services varied from person to person, area to area, regardless if
the contracts were the same.
= Surveyed our customers -

— ldentified consistent strengths and weaknessesi(learned that our
weaknesses were very consistent)

—_Found out we were missing the guality mark '
arned that o stomers wanted tollikews,

m (9] | | Rer information

— Consulted with others with successful, large, in-house service
providers




Wriatt We [ aarracd

-~ = Our "employeES'vvaﬁTetho provide qﬁty_é,érvi's —

= They were working hard

= Our work process was the problem:
— |t did not allow for measurement of what we.did

— It was actually preventing us from fulfilling our service
promises

Was causing injury to our staffg

was frustrating our customers
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= w'llllng foieamEmur-comfort Zones ang
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explore different methods for doeing our work
= Be creative in seeking solutions

= Obtain buy-in from management,
employees, supervisors, custemers, and
Fchange

0
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Wriett We Did

=-jdentiiead a process that promisedio-ne::

~ — Easier, Faster and safer
— |Less costly (supplies, equipment and infrastructure)
— Measurable
— Promoting quality -
— More efficient and Effective

— Structured to ensure services are delivered as promised

eat employees as first class citizens _,.._“"
- “ » S —

= Measuring results




= Employees are able to do more

= Reliable work schedules are honored. Customers
know what will be done and when. So do well

= Employees are happier, safer, have fewer injuries

omers are noticing and.a -

= Future Is brighter



Orner rmru \/\/e Are Dolrlg
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- = Veetingrwith-customers to acknowledge our problems and
explaining our goals for change and improvement.

= Trying to be pro-active to find and resolve problems

= Promoting the unigue benefits that we offer eur customers

— Because we pay our employees a modest living wage and benefits
and

acause weproevide an ‘entry avenue’ for professionals who seek =
vancementwi te, We; T—

o qualty applicants available to us
— Have less employee turnover which provides greater security

— Employ full time professionals who are more reliable, trustworthy
and have a sense of ownership of state facilities



Corngettive Cortractng?

- We are not necessarily looking forward to facing
~~ — competitive contracting situations.

Nevertheless, we are committed to doing all we
can to preparing ourselves, =

So that, should the time come, -
We jonpto Wi T s




