Meeting Report

October 16 & 17, 2001

San Francisco, California

A meeting of representatives from Public Building Service; NISH, Inc.; The Committee for Purchase from People Who Are Blind or Severely Disabled; and Community Rehabilitation Programs was held on October 16 & 17, 2001 at the California State offices and Public Building Service offices in San Francisco.  The meeting was facilitated by David Page of CI International.

Attending

The list of names and contact information following this meeting report contains the names of those attending the meeting.  Betty Collord and Tony Branson, PBS Region 7, are replacing Karen Atkins and Pam Lackey on the Working Group.

Vision 

A vision was adopted at the August meeting.  Discussion was held on the value of changing
words in the vision (i.e., “establish”, “processes” and “process”) but it was determined to 
postpone discussion and decisions on word changes.

To establish a strategic alliance for long-term mutual benefit, that delivers improved processes

 for contracting, recognizes JWOD as the vendor of choice and values market-pricing, job

 creation, ease of process, flexibility, quality and industry innovation.

The vision statement was created at the earlier meeting and continues to reflect the vision of the Working Group.  The Working Group determined that the underlined issues are key to the focus 
of the Group.  It identified definitions of success for the selected issues (see below).

Professional Standards 

The Working Group continued use of the Standards adopted at the earlier meeting.

· One conversation at a time

· Be open

· No zingers

· Share stories

· Assure that all participate

· There are no stupid questions

· Have fun

· Pagers and phones are to be off

· Be on time – return on time

Barriers to Achievement of the Vision

These Barriers to Achievement of the Vision were adopted at the August meeting.

1. Complex pricing / confusion about costing versus pricing / inconsistency

2. Education, understanding performance-based contracts, fiscal realities

3. Communication, ineffective buy-in plan

4. Lack of trust

5. Lack of incentives

6. NISH fee, conflicting priorities, lack of incentives

7. Poor contractor performance and correction

Since these Barriers continue to prevent achievement of the vision, all the Working Teams 
created later in the meeting will consider how they can deal with the barriers, as action items, while addressing fulfilling their charters.  Identification of the Working Teams and their charters 
is described below.

Reports from the August Meeting

The Working Group received reports from representatives of NISH regions, PBS and the Committee regarding the how reports of the output of the August meeting were received by their sponsoring organizations.

NISH & CRPs

East Region (Phil Saulnier)

· Concur with group’s activities

· Reestablished a relationship with PBS Region 1

West Region (Craig Lawrence)

· Positive buy-in

· CRP comment – What, in measurable terms, do we want to achieve and by when?

Northwest Region (Susan Milstein)

· Supportive of strategic alliance and goals

· Additional needs / issues

· Prompt GSA payment

· Need for a “canned list” of services

· Need for standardization across CRPs and services

South Central Region (Jim Cliburn)

· 100% buy-in

GSA (Jerry Zaffos)

· PBS management (Commissioner and Paul Lynch) are totally supportive of the strategic alliance and concur with the vision statement.

· Issue – If JWOD is mandatory, why are we concerned about JWOD being vendor of choice?

· Issue – No measurements to determine if goals have been met.

· Regions reported that the barriers identified by the Working Group are appropriate

· Pricing was primary concern 

· How to use BOMA, LMI, market research, etc.

Committee (Kim Zeich)

· 100% support

Operational Structure

The Working Group provided informal definitions of the following:

Steering Committee:

Representatives from four organizations (NISH, the Committee, CRPs and PBS) to plan for and assure execution of meetings and address issues between meetings.  The Steering Committee members are:  Kim Zeich and Darren Buck (Committee); Peter Ford, Karone Blondin and Jerry Zaffos (PBS); Curt Salter and Phil Saulnier (NISH); and Al Bessone (CRP).

JWOD / PBS Working Group:

Core membership with meeting attendance by representatives of hosting regions.  Members will communicate to their organizations.

Working Teams:


Subgroups of the Working Group established to address significant issues.  Membership will include personnel from the Working Group and from representative organizations.

Focus on Topics

Working Teams were established to address the following topics:

· Market Pricing

· Job Creation / Vendor of Choice

· Improved Practices (think “big picture”)

· Quality / Innovation

· Communication – The Steering Committee is to take the initial role with the potential for transition to a work team to be determined later

· Education – To be considered later

Importance of Flexibility Across Working Groups

Flexibility is an underlying concept / behavior to be incorporated into every team.  With the goal of Flexibility, success is defined as: 

Allowing for flexibility in process / procedures to meet unique needs
 (timeliness & process) of PBS / NISH / CRPs without undermining 
principles or partnerships. 

The measure of Flexibility success is the satisfaction of customer needs.

Working Group Guidelines

The Working Group brainstormed the following guidelines for Work Teams:

1. Participants have background, passion and a stake in the issue

2. Clear sense of mission

3. Defined deliverables

4. Need to have someone take the lead for administrative activities

5. Realistic expectations – consider our day jobs

6. Commitment to work team, resources (time) commitment

7. Maintain an open mind

8. Full & open communication.  Agreement on communication process and style

9. Diversity of organization representation in membership

10. Assurance of participation / input by representative organizations

11. Map deliverable timeframes to resource requirements – low hanging fruit

12. Secure management support for team participation

13. Conflict management process

14. Consider geographical issues

15. Identify and use best practices.  Share them among Work Teams and the Working Group.

16. No surprises

17. When milestone dates go into jeopardy, adjust the dates rather than forfeit the task.

18. Pursue follow-through / results

19. Financial resources necessary to support the mission

20. Define implemental action plans. Who will make it happen?

21. Ownership of recommendations

22. Authority flows from Working Group – Actions to be taken only with approval of Working Group

23. Work teams are “chartered” for the time it takes to complete assigned / approved tasks.

24. Pre-approval can be given (delegated) by the Working Group

25. The Steering Committee can provide interim guidance to Work Teams between Working Group meetings but it cannot substantively modify the direction of the Work Teams

26. Teams should have fun while getting work done

27. Outcome-oriented

28. Teams determine their decision-making process

Market Pricing Work Team

The Market Pricing team is composed of:

· Al Bessone (CRP)

· Craig Lawrence (NISH West)

· Phil Saulnier (NISH East) (Team Leader)

· Claudia Addison (Committee))

· Tony Branson (PBS R7)

· Tracy Wilmot (PBS R9) (adjunct member)

· Tom Adams (PBS R2)

· Peter Ford (PBS CO)

· Richard Coleman (PBS CO)

The Market Pricing team was given three potential definitions of success and a set of issues to consider in the creation of a definition of success for Market Pricing.  The potential definitions of success are:

1. Uses Market Pricing (LMI / IFMA) as the benchmark for JWOD pricing but also uses a collaborative process to achieve budgetary realities & acceptable level of service

Measures:
A.  Surveys – as customer satisfaction as well as complaints

B.  Attainment of budget figures

2. Agreement on methodology of established Market Prices that uses market pricing 
as a benchmark and which recognizes the socio-economic aspects of the JWOD program

3. Agreement on methodology of establishing market price, uses market pricing as benchmark, but recognizes JWOD’s unique circumstances and benefits to total government / society.  Also communicate what drives potential changes (i.e., 
price)
Measures:  Difference between market price and JWOD price

Working Team Considerations:

· Agreement on methodologies

· Using market price as a benchmark

· Unique things about the JWOD program

· Reality of budget

· Acceptable level of service

· Collaborative process to achieve budget realities

· Budget versus market price

The Work Team needs to create a workable definition of success, and measures of success that 
can be accepted by the Working Group.

Charter

To identify market pricing methods & strategies to be adopted by the members of the S.A. to achieve a fair and reasonable price for an acceptable level of service.  The team receives its authority from the JWOD / PBS Working Group.  This group must approve its recommendations.

Will recognize flexibility.

Market Pricing Boulders

· NISH fee

· Source of market price

· Market price versus budget

· Acceptable proposal / response time frames

· Regional budge differences

· Price versus cost cultures

· Define market price in practical terms

· Difference between performance, budget, market price

· Credible budget # versus market price

· Defining level of service for a given price

· SCA adjustments

· Define Committee for Purchase interim $

· Validity of market sample / LMI

· Understanding LMI

· Understanding and agreeing to the JWOD differential

· Formulation of reasonable strategies and methods

· Next Steps:

· Validate boulder with fellow associates

· Conference call

Job Creation / Vendor of Choice Working Team

The Job Creation / Vendor of Choice team is composed of:

· Susan Milstein (NISH NW)

· Curt Salter (NISH National)

· Karone Blondin (PBS CO)

· Sylvia Smith (PBS R7)

· Darren Buck (Committee)

· Kim Zeich (Committee)

The Job Creation definition of success is:

Addition of new and diverse contracting opportunities to the “Procurement list”.

Measures:
Number of additions to the procurement list.

Increase in new direct labor hours

The Vendor of Choice definition of success is:

The JWOD Program is the vendor of choice for PBS:  contracting, property
 managers, building managers, engineers, inspectors, etc., meaning that PBS routinely offers the JWOD program all custodial & related administrative contracts before 
seeking other sources.

Measures:
Increase in number of new opportunities offered to JWOD and/or procurement list additions

Charter

The objective of the Vendor of Choice / Job Creation work team is to identify and develop an ongoing strategy to ensure the JWOD program achieves the status of vendor of choice for PBS.  This will be achieved by recognizing and addressing the needs of all PBS stakeholders, thereby building a JWOD reputation which results in the addition of new & diverse contracting opportunities to the procurement list.

The team receives its authority from the working group and the working group must approve its actions.

Big Rocks

A. Establish current perception of JWOD held by PBS property managers / CRPs –
customer satisfaction

1. Compile existing data – NISH & PBS (11/5/01)

2. Obtain new data assessing needs & perceptions thru survey of PMS (11/5/01)

· Design & pre-test survey (12/15/01)

· Administer survey (1/2001)

· Share data with participants – all

B. Gaps Analysis

1. Identify positives and publish / share best practices

2. Identify areas needing improvement or re-education

C. Prioritize areas for improvement and pursue change

D. Communicate changes made and JWOD capabilities

E. Continuous improvement and re-survey 

Improved Practices (think “big picture”) Work Team

The Improved Practices team is composed of:

· Darren Buck (Committee)

· Debbie Bantz (PBS R5)

· Donna Hutchens (PBS R10)

· Jerry Zaffos (PBS CO)

· Martin Williams (NISH NC) Team Leader

· Fil Tellez (NISH National)

· Abu Zodee (CRP)

The Improved Practices definition of success is:

Identify, understand, modify and adopt practices permitted by the FAR and the 
JWOD program to streamline our pre- and post-award contracting practices.

Measures:
Are contract actions being processed faster?

Charter

Identify the existing processes and recommend modifications that streamline practices.  The recommendations will be reported to the working group for future consideration.

Big Rocks

· Performance-based requirements

· Action to be completed by TEAM

· Flow chart NISH/CRP process

· Flow chart GSA process

· Flow chart Service Business guide

· Resources:

· Iowa CFM – Debbie

· Kalman & Associates, Inc. – Martin 

· Technical support from John Carmichael – NISH Engineer

· Unions – Timely negotiations with unions when CBA is negotiated

· Actions to be completed by PBS/NISH (flow chart the process)

· Other Resources – none

· Impasse Committee

· Action to be completed by Committee (flow chart the process)

· Conflicts with requirements in Scope of Work

· Ambiguities

· From requirements to award

· Other resources

· Technical engineers

· Property managers

· WD Issues

· Directory of Occupation Definitions

· Utility Hours

· Actions

· Review utility requirement language – Debbie

· Bring directory of occupations

· Claims Resolution

· Develop standard procedure

· GSA/NISH/Committee (fee vs. no fee)

· PL Addition Process

· Committee/NISH

· Actions:  Review Service Business Guide

· Proposals (GSA, PBS, CRPs)

· Action:  Review Region V timetables

· Standard JWOD format

· Action:  Review sample with Fil Tellez, GSA,  (CRPs)

· Feedback process for reality checks before presenting recommendation to Work Group

Quality / Innovation Work Team

The Improved Practices team is composed of:

· John Murphy (CRP)

· Jim Cliburn (NISH SC)

· Gordon Pribyl (PBS R8)

· Diane Holleman (PBS R9) (Adjunct member)– Team Leader

· Barry Lineback(Committee)

· Betty Collord (PBS R7)

The Quality definition of success is:

Customers (tenants, PM, public) express continued satisfaction with service.

Measures:
IFMA, other survey data

The Innovation definition of success is:

JWOD contracts incorporate use of industry best practices through greening, new technology, continuous improvement which results in better services and best value.

Measures:
Quality and value of service (Price versus delivery)

Charter

Education of all parties (NISH/CRP’s/GSA/Tenants) on quality and innovations and encourage continuous improvement through implementation of “Best Practices.”

Action: 
Develop a methodology to share and utilize survey data. 
Identify and develop additional “Best Practices” and encourage their implementation.

Authority:
Receive authorization from Working Group and deliver our strategic outcomes for the Working Group’s approval and implementation.

Communication

  

The team chose to communicate in the following manner:




1. Start out using e-mail




2. Have one face-to-face




3. Continue communicating via e-mail




4. Have final conference call prior to Work Group's




    meeting on the 15th/16th of January 2002

Big Rocks

The team's decision on the "big rocks" included three steps
 that we intend to apply to three (3) major categories; quality 
innovation and "Best Practices".  The steps are:

1. Survey NISH/Regions to find out what quality assurance programs are being utilized in their area and determine if NISH and the Regions are incorporating survey data.

2. Brainstorm and develop the tools

3. Strategize and implement

Timelines


2 wks to develop our resources
completed by:
    End of Oct


2 wks to develop & complete 



survey


completed by:          Mid Nov


3 wks to get returned data
              completed by:          Mid Dec


4 wks to analyze data 

completed by           Mid Jan


2 days to brainstorm 



(face to face)

completed by           Mid Jan


2 days Work Group's Meeting
completed by           Mid Jan


4 wks to breakdown & refine 



tool


completed by:          Mid Feb


4 wks to strategize & 



implement

completed by          Mid March

Resources



Travel funding for the face-to-face meeting and Working 



Group meeting on January 15th and 16th, 2002.

Working Group asked the Quality/Innovation Work Team to revise its charter to make it more focused on ways of incorporating quality and innovation into contract performance and less focused on education and encouragement of target groups. 

Parking Lot

· Strategic Alliance – Definition

· LMI Market Price

· Definition of Market Pricing

· How to manage communication among represented group

Next Meeting

The next meeting is scheduled to occur in Atlanta, Georgia on January 15 & 16, 2002.

NISH Accounting Code

The NISH Accounting code for this meeting is 9316-00-420.
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