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Two "mega trends” will radically change how we are
working with FM

New Sourcing
Digital Workplaces Business Models
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Global High-tech Megatrends that will change how we do

FM (and learn some cool words...)
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EY REFM Point of View 2016

. Globalization and centralization of RE & FM operating models with
CxO ownership

. Strategic value and transformation through total cost of
ownership focus

Mindset shift and competence development for "best fit" sourcing
business model, tendering process and governance, which apply to
Buyers, Suppliers and Procurement

Competitive and attractive workplace concepts such as ABW
(Activity Based Workplaces), strengthening “the brand”,
increasing productivity and assuring talent influx,

. Analytics and digital transformation of the Workplace, enabled by
affordable technology and a need for fact based decision making

New value pools, creating value beyond savings through optimizing
building square meters by site consolidation, proactive space
planning and technical maintenance excellence

Moving from buying activities to buying competitive advantage
through true strategic partnerships that create “win-win" solutions

Source: EY Advisory | Workplace Solutions



Summary from a Deal review (live case) show that buyer
and supplier have opposing interests

The economic model has created opposing interests between the parties

BUYER SUPPLIER

Want cost reduction Not incentivised to do so

Want innovative Buyer attitude and tendency to
micromanage prevents this

solutions

5% management fees on costs

Reduce volumes does not incentivise this

Gain share mechanism is not used and is not strong enough to
compensate for lost margins due to efficiency improvements

“Current setup does not push supplier to be

strategic and innovative, rather it allows it to stay “The contract typically does not incentivise
the way it is. There is no penalty for negative both parties equally. Supplier has no real

behaviour” BUYER incentive to cut costs” SUPPLIER
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Overall Ailment traffic light assessment show that the
deal suffers most of the outsourcing ailments

Penny wise & Outsourcing ~ Activity trap Junk yard dog Honey moon Sandbagging Zero sumgame Driving bling Measurement Power of
pound foolish paradox effect disease minutiae not doing

The water melon
scorecard...
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Two key decisions that must be made before outsourcing

What is It? A relationship model determines how you  An economic model determines how you will
will formally control or influence your manage the economics of the relationship
supply source

What are Three relationship models: Three economic models:

your « Transactional Contract * Transaction-Based _

alternatives? « Power based « Activities drive behavior, e.g pay per

Unit, per Hour, per Activity)

+ Relational Contract * Output-Based

« Trust based » Pay for supplier output such as SLAs or

Guaranteed savings glidepath

+ Investment / Vertical Integration * Outcome-Based _ _

« Boundary Spanning/Business
Outcomes with shared risk/shared
reward
8
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Sourcing Business Model Matrix

- choose the best fit model!

Investment/
Vertical Integration

Relational Contract
Trust based
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Transactional
Contract
Power based

Economic Model

Transaction-Based

Investment/Equitable
Partner (e.g. Joint
Venture, Subsidiary,
Co-Op)

* Shared Services

*  Preferred supplier

*  Simple transaction
supplier

*  Approved supplier

Output-Based
(Performance-Based
/ Managed Services)

Investment/Equitable
Partner (e.g. Joint
Venture, Subsidiary,
Co-Op)

Shared Services

Performance-Based
(Managed services)

Outcome-Based

Investment/Equity
Partner (e.g. Joint
Venture, Subsidiary)
Vested Shared
Services

Vested

Source: Vested Inc.
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In order to create value beyond savings companies need
to pursue new business models

Classic sourcing New sourcing
E’ . 20D :
wbusiness models @ business models
» Competitive sourcing » Collaboration and true
» Transactional business model partnership
» Transactional contracts « OQutcome-based business
(instruction/function based) model

e Relational contract

—->Buy commoditized services —>Buy strategic outcomes
—>Generate cost savings —>Generate value beyond
—->0ften no incentives to savings

innovate —>Foster innovation
—>The “zero sum" game 2>Win-win

The classic way and new business models will co-exist, but new
business models will become more frequent

10 Source: EY Advisory | Workplace Solutions EY



Vested is a true partnership sourcing model fit for
transformation, innovation and value creation for both
buyer and supplier

CLEARLY DEFINED
AND MEASURABLE
DESIRED OUTCOMES

FOCUSES ON PRICING MODEL
THE WHAT WITH INCENTIVES
NOT THE HOW THAT OPTIMIZE
THE BUSINESS

OUTCOME- INSIGHT VS.
BASED VS. WIN/WIN OVERSIGHT

TRANSACTION- WIIFWe GOVERNANCE

BASED BUSINESS BUSINESS STRUCTURE
MODEL RELATIONSHIP

Source: Vested®
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Thank you!

Questions
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Deltagare i1 Sjukhusbenchmarkingen 2016

LANDSTINGET
SORMLAND VASTERBOTTENS

ses ST. OLAVS HOSPITAL
LANS LANDSTING

[} TRONDHEIM UNIVERSITY HOSPITAL

\.{ LANDSTINGET
VASTMANLAND
° LANDSTINGET BLEKINGE
N\t = Landstinget
NORRBOTTENS “ Visternorrand

LANS LANDSTING

F;S Landstinget i Viirmland JJ&

Stockholms lins
Landstinget i Uppsala lan landsting
AV Region
- -
© ¢ VESTRE VIKEN Region #= Gavleborg ) ,&J@'EE"R‘EEE PN
Jonkopings I&n A
[ | o
'. EESINOONBERG I.andsﬁnget
iKalmar Lén
) Landstinget L .o .

Wb W/ DALARNA ’:’.\J' Region Orebro lan

{ Sykehuset i Vestfold

L1
.,

17 svenska landsting och 44 svenska sjukhus
4 norska helseforetak och 9 norska sjukhus
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Programmets omfattning

Totalt 21 Landsting / HF & 53 Sjukhus Atta processer*

Avfallshantering

Bevakning

Lokalvard

Materielforsorjning
Patientkost
Patienttransporter (ny for i ar)

Personalmaltider

© N o a0 b~ W D &

Textilhantering

*Processerna Fastighetsdrift och Posthantering har
pausats under 2016 efter beslut fran Best Service
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Benchmarkingen tar flera fakt

orer | beaktning

Kostnader

Max
3648
Max
170
151 3000
Medel
ST Meder | 1000~ 1148
45
< &2 < MinBP
23 s
Vin
o+ 14 o

NOjdbrukarindex

Facilities — hur upplever du servicen?

Hur néjd ar du med den service du far av...

Nycket missnojs Nycket nojd
1. Receptionen OO0 O0OO0OO0OO0Oo
2. Lokalvarden OO0 O0OO0OO0OO0Oo
3. Telefonvaxeln OO0 O0OO0OO0OO0Oo
4. OO0 O0OO0OO0OO0Oo
5. OO0 O0OO0OO0OO0Oo
6.... OO0 O0OO0OO0OO0Oo

7. Hur néjd &r du med felanmalan och
bestallningsmajligheterna?
0Oo0o0O0O0O0Oo

Servicenivaer

Servicenivd hég

- Post delas ut till personens rum
« Extern post delas ut minst tva ganger dagligen

« Extern post delas ut senast kl 09.00 p4 morgonen

« Post hamtas minst tv& ganger dagligen

* Sista filfalle att lamna post for att hanteras samma dag & senare &n

- Internpost delas ut tvé ganger dagligen

Servicenivd mellan

« Post delas ut till postfack pa avdelning

« Extern post delas ut dagligen

« Extern post delas ut senare &n ki 09.00 p& morgonen
« Post hamtas dagligen

- Sista tillfalle att lamna post for att hanteras samma dag &r tidigare
Akl 16.00

« Internpost delas ut dagligen

Serviceniva lag

- Post delas endast ut till en central hamtningsplats
« Extern post delas ut hégst en gang om dagen

« Extern post delas ut senare n k| 09.00 pa morgonen

« Post hamtas hogst en gang om dagen

* Sista filfalle att lamna post for att hanteras samma dag ar tidigare

» Internpost delas ut dagen efter

X

Processupplagg

89%
Multiskillar Mater nyckeltal

m Multiskillar inte m Mater ej nyckeltal

21% o
32% 1o 26%

7%

Outsourcing
= Outtasking
= In-house

58%
1 posttur
m 2 postturer
m Fler &n 2 postturer

All data som samlas in galler 2015
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Programmets tidsplan

5. Servicechef Roundtable
(24 nov, Stockholm)
Strategier, trender och omvarldsbevakning (

A _— &t 1. Kick-off (28 jan, Video)

-~ ~ O

°
°
°
°
_ )
Landstings-
benchmarking

2016

4. Benchlearning (21-22 sep, Gavle)
Kunskaps- och erfarenhetsutbyte

3. Slutrapportering (9 juni, Stockholm)
Presentation och diskussion av resultat

0. NBl och processworkshops

&t 2 Landstingsavstdmningar (Video)
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Best Practice beraknas utifran kostnader, servicenivaer
och resultat fran brukarundersdkning

Beskrivning av Best Practice-beréakning
Tre viktade delar ligger till grund for beréakningen av
vilken deltagande site som ar Best Practice for
respektive process

Kostnadsnyckeltal, 0-3 poang
Serviceniva, 0-1,5 poang
NojdBrukarindex (NBI), 0-1,5 poang

Maxpodang for varje process ar 6 poang, vilket
forutsatter:

Lagst kostnadsnyckeltal
Hogsta majliga serviceniva
Hogsta mojliga NBI

Hogst totalsumma ger Best Practice

NBI
Service-
niva Best
Practice
Kostnad
0-1,5p 0-1,5p 0-6 p
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Det har varit en harlig utvecklingsresa fran

2011 till 2016

2011

Ingen kunskap om benchmarking mellan sjukhus och
landsting

2016

Benchmarking — det &r vi bra pa!

Ingen aning om vilken kostnadseffektivitet sitt eget
sjukhus hade

Bra kontroll pa kostnad per process och aven i
jamfdrelse med andra sjukhus!

Olika "sprak” och definitioner

Gemensamt sprak och definitioner som underlattar

diskussioner mellan sjukhus!

Endast ett fatal sjukhus matte patientnojdhet och
kundnojdhet

Alla deltagare mater ndjdhet!

Olika lésningar av patientkost i hela Sverige

Lart av varandra och utvecklat processen!

Arets tema "Overtagande av aktiviteter fran varden’

Full fart med Vardnara Service — VNS!

Mycket begransat utbyte av information och smarta
|l6sningar mellan Landstingen

Flera traffar per ar och manga "spontana” kontakter

mellan Landsting!

19
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Benchmarking som anvands pa ratt satt har
potential att leda till stora forbattringar

SEK/ Varddygn NBI
120 -

80 -

40

2011 2012 2013 2014 2015

Materielforsorjning
Sjukhus A

2011 2015

e 9284 5151
3,87 3,61

SEK/ Véarddygn NBI Patientkost
300 Sjukhus B
-4 2011 2015
200 -
‘ 2 e 270,28 174,04
100 - . , l o 3,19 4,20
2011 2012 2013 2014 2015
SEK/ kvm NBI Lokalvard
300 7\ Sjukhus C
4
250 - —t—— 2011 2015
‘ 2 o 292,60 239,43
200 - . . . F 0 3,18 3,41
2011 2012 2013 2014 2015
e Processkostnad
20 *Kostnadsnyckeltal — MF & PK: Processkostnad (SEK) / varddygn, LV: Processkostnad (SEK) / kvm EY



...det racker dock inte att bara mata,
forbattringsprojekt maste ocksa genomfdéras

e Processkostnad

SEK/ Varddygn NBI' Materielforsorjning
90 +104% Sjukhus D
4 2011 2015
60 2 e 36,68 74,93
20 0 3,55 3,41

2011 2012 2013 2014 2015

SEK/ Varddygn Patientkost
4@—¢NB' Sjukhus E

300 -
" ” 2011 2015
200 / 5 e 169,53 291,44
432 4,10
100 + 0
2011 2012 2013 2014 2015
SEK/ kvm NBI Lokalvérd
e 4% Sjukhus F
" - 4
180 »—— \/ 2011 2015
2 e 176,88 192,06
150 . . . -0 3,76 3,98

2011 2012 2013 2014 2015
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EY har utmanat sjukhusen inom ett antal
andra utvecklingsomraden

Kontaktcenter

Vardnara Service
(VNS)

Méatning &

uppféljning

Aktivitetsbaserade
arbetsplatser

Ny teknologi

Vad och hur ska
man upphandandla

22
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Kanslan 2011...
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...och kanslan 2016!
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Takk!

Sp@rsmal
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