Contractor Audits

A formal audit of contractor performance should be undertaken on a quarterly basis as an objective measure.  The audit is split into two parts: the service delivery, and the management administration procedures and processes that support the delivery.  The output from the audit will give an indication of the overall level of performance of the contractor, which may or may not be supported by informal weekly walk-through inspections.

For service delivery, an audit checklist must be used that includes all the service level outputs contained in the Service Level Agreement and may include other deliverables from the Contract Specification.

The management audit will also form a checklist that will have sections covering management, supervision, administration procedures and processes. (See sample checklists below.)

There are two ways the audit can be undertaken, both are designed to limit any disagreement between the FM team and the contractor.

A member of the facilities management team and the contractor may undertake the audit separately but in parallel.  At the end of the audit the two outputs are compared.  Where there are scoring discrepancies, those items are to be re-visited by the FM auditor and the contractor, discussed, observations clarified and a score agreed.  Both parties then sign the Audit Forms.

Alternatively, a member of the facilities management team and the contractor undertake the audit together.  During the audit both parties agree the individual item scores after discussing the observations of the service delivery.

Audits can take up a considerable amount of time; therefore, the method employed should be the one that best suits the situation and is the least time consuming.

The facilities management team should customise the following checklists for each service contract using the SLA and service specification from each contract.

The contract will clearly define the minimum service level that is to be achieved.  The aim of the FM and the contractor should be to achieve excellence, and they should both be continually striving in this direction.  The facilities management team, the contractor and the client will welcome a good audit result, but the focus must be on the areas that did not achieve good results.  The reasons or causes of the poor results must determined by undertaking a root cause analysis, followed by an appropriate plan of action.

	Contract Audit - Service Delivery Checklist

	Contract:
	Supplier:

	Auditor:
	Date of Audit:

	Service Level output
	Service Level
	Score
	Comments

	
	
	1
	2
	3
	4
	5
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	


Legend:
1 = Unacceptable

4 = Good



2 = Poor


5 = Excellent



3 = Satisfactory

	Contract Audit - Management Checklist

	Contract:
	Supplier:

	Auditor:
	Date of Audit:

	Service Level output
	Service Level
	Score
	Comments

	
	
	1
	2
	3
	4
	5
	

	1.Management Support


	1. Resolve delivery issues

2. Resolve personnel issues
	
	
	
	
	
	

	Area Manager visits site at least twice per week
	
	
	
	
	
	
	

	Provide a schedule of visits
	1. Walk round site

2. Meet with FM
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	2. Administrative Procedures


	1. Employer Liability in date

2. Public liability in date
	
	
	
	
	
	

	Provide Insurance Indemnity
	
	
	
	
	
	
	

	Health & Safety fully in place
	1. H&S Statement up to date

2. PAT Certification valid

3. COSHH up to date
	
	
	
	
	
	

	Invoicing accurate and on time
	1. Invoices received on 2nd of the month

2. Values accurate

3. Issues resolved within 10 working days
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	3. Processes


	1. T/O form completed correctly

2. T/O returned to Help Desk in timely manner
	
	
	
	
	
	

	Task Order Process Followed
	
	
	
	
	
	
	

	Close loop process followed
	1. Helpdesk inform when T/O is complete

2. T/O closed out with customer
	
	
	
	
	
	

	
	
	
	
	
	
	
	


Legend:
1 = Unacceptable

4 = Good



2 = Poor


5 = Excellent

3 = Satisfactory

