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   Essential Knowledge


Escalation Process [Draft]

There will be occasions where a service provider repeatedly fails to deliver to the required service levels, even after being taken through the initial warning process.  On these occasions there is no alternative but to use a formal escalation process, which could ultimately result in the termination of the service provider's contract.

It is extremely important, when a service provider repeatedly fails to deliver to the required service level, that each failure is clearly documented and the service provider informed on each occasion.  It should also be recorded what endeavours the service provider is making, if any, to correct the situation

This escalation process is particularly focused at the service provider's non-performance and is the last resort the Facilities Manager has to persuade the service provider to deliver to the required service level.  It should be implemented when the initial warning process has failed to deliver the required results.  

Step 1: Repeated failure of the service provider to deliver to the required service level
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Step 2:  Monitor service provider's implementation of corrective action


Step 3:  Termination of Contract


Formal letter from the Facilities Manager to the service provider, informing it of the dissatisfaction with the service and providing supporting evidence and dates of non-performance, listing service delivery failures and enclosing copies of relevant documents.





Require the service provider to develop and submit a recovery plan that will return performance to an acceptable level.  State a specified time frame in which to achieve the required results (no more that 30 days).  Also state that failure to achieve the required service level performance could result in termination of the contract.





The letter should be addressed to the service provider senior management, requesting a signed copy is returned to the Facilities Manager as acknowledgement of receipt.





A copy of the letter should be forwarded to the company’s contracts or legal department.





Facilities Management team monitors on a daily basis the corrective actions being implemented by the service provider and records, objectively, any measurable improvements.





If, after the expiry of 50% of the time given to the service provider to recover, there is no measurable evidence of improvement the Facilities Manager should again formally write to the service provider. The notification should clearly relay the continued failure to deliver the required improvements and propose a meeting to discuss what additional measures are to be taken.  Every assistance should be given to the service provider to succeed within the parameters if the contract. Detailed meeting notes should be taken and placed on file.





If, after the expiry of the time given to the service provider to recover, performance has improved and service levels are being met, formally write to the service provider notifying him of the fact.  Propose further frequent meetings to discuss how continued improvements can be achieved.





Copies of all correspondence and meeting notes should be forwarded to the company’s contracts or legal department.





Formal letter from the Facilities Manager to the service provider informing it that the actions that had been taken had not been sufficient to improve performance and achieve the required service levels and that the contract will be terminated within the conditions of the contract.





Documentary evidence that was gathered during the recovery period should be attached to support the decision.





A copy of the letter and attachments must be forwarded to the company’s contracts or legal department.
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