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Strategic Objectives and Service Levels 

(Source: NAMS Property manual) 



 

 

 

 

 

(Source: NAMS Property manual) 

Changing Service Levels 



 

 

 

 

 

Achieving Balance 



 

 

 

 

 • Measure 1a 

• Measure 1b 
Level of 

Service 1 

• Measure 2a 

• Measure 2b 

• Measure 2c 

Level of 
Service 2 

Developing Measure of Asset Performance 



 

 

 

 

 • Incident rates 

• Safety training 

• Seismic strength 

Safe 
environment 

• Referral rates 

• Completion rates 

• Demographics 

Student 
Success 

Developing Measure of Asset Performance 



 

 

 

 

  

 

• Financial 

• Customer Satisfaction 

• Internal Process 

• Organisational 

Level 
of 

Service 

Balanced Measures 

Developing Measure of Asset Performance 



 

 

 

 

 

(Source: Auckland City Council LTCCP ) 

Example: Auckland Libraries 



 

 

 

 

 

Customer based 
  

  

  

  

  

Provide technology 

infrastructure that enables 

our customers to connect 

with information and 

participate online as 

citizens 

Customers satisfied with 

library public computer 

network 

66% 

  
# of Computers per 1000 citizens 0.37 

% of Opening hours that each public 

computer is in use 
69% 

Customers satisfied with 

library databases 
66% % of computers aged < 5 years 20% 

Customers satisfied that 

the computing resource 

is up to date 

74% # of Wi-fi sessions 286,917 

Customers satisfied with 

the speed of internet 

access 

88% 

Customers satisfied with 

the on-line service for 

browsing/ordering 

87%     

Customers satisfied with 

library websites 
76%     

Customers agree that 

the public computer 

facilities meet their 

needs 

66%     

Technical 

(Source: Auckland City Council Libraries AMP) 

Example: Auckland Libraries 

Level of Service 



 

 

 

 

 

# of Wi-fi sessions 286,917 

• This measure is quantitative and an output 

• Only quantitative measure available for IT 

usage at the time 

• Infrastructure has been put in place to allow 

improved measures:  

–concurrent sessions 

–unique users 

–failed sessions etc 

Example: Auckland Libraries 



 

 

 

 

 

Here’s an example from a NZ TEI: 

Level of Service: Carparks are safe and secure. 

 

Current measure: 

Target Current 

Provision 

Future Target 

75% student satisfaction  74% 95% of student satisfied (2018) 

Example: Tertiary Education Institution 



 

 

 

 

 

Here’s an example from a NZ TEI: 

Level of Service: Carparks are safe and secure. 

Example: Tertiary Education Institution 

Potential additional measures: 

Target Current Provision Future Target 

Camera coverage 80%  80% 95% 

CPTED Checklist compliance 87% 90% 

 or 

Non-Asset solution of escort 



 

 

 

 

 

How about condition performance measure? 

Condition as a Performance Measure 



 

 

 

 

 

• Consider an increased level of service 

• Condition grade is the performance measure 

• Set the minimum condition grade to 3 (Moderate) 

Condition as a Performance Measure 

Minimum 

Condition 

Grade = 3 



 

 

 

 

 

• Consider an increased level of service 

• Condition grade is the performance measure 

• Set the minimum condition grade to 3 (Moderate) 

Condition as a Performance Measure 

Minimum 

Condition 

Grade = 3 



 

 

 

 

 

• Consider an increased level of service 

• Set the minimum condition grade to 3 (Moderate) 

• Increased replacement frequency 

• Increased lifecycle costs 

Condition as a Performance Measure 



 

 

 

 

 

Condition as a Performance Measure 



 

 

 

 

 

• How about asset performance or function? 

Asset Performance and Function 



 

 

 

 

 

(Source: NAMS Property manual) 

Changing Service Levels 



 

 

 

 

 

Example: University Library 



 

 

 

 

 

Example: University Library 



 

 

 

 

 

• When did the performance need change? 

• What will the future look like? 

• How do you measure performance? 

• How does it impact CAM? 

Example: University Library 



 

 

 

 

 

Original Bedroom Modern Bedroom 

Example: Halls of Residence 



 

 

 

 

 

Original Kitchen Modern Kitchen 

Example: Halls of Residence 



 

 

 

 

 

• How do you define functionality? 

• How do you assess and monitor functionality? 

• Should be a strong link to levels of service 

• They need to be practical and easy to measure 

• Often defined and assessed using surrogates: 

– Temperature range 

– Lighting levels 

– Size numbers and distribution 

– Capacity 

– Amenity 

Defining Functionality 



 

 

 

 

 

Example: Te Wānanga o Aotearoa 

First iteration: 

• High level and simple 

• Provides LoS targets 

• Identify LoS gaps 

• Identify cost implications 

• Identify LoS trade-offs 

 Next iteration: 

• Refining the approach 

• Increased granuality 

 



 

 

 

 

 

 • Measured performance of buildings using: 
• Building Code of Australia (BCA) 

• Disability (Access to Premises – Buildings) Standards 

• AS1428 Design for Access and Mobility 

Example: Australian University 



 

 

 

 

 

Example: Australian University 



 

 

 

 

 

Example: Australian University 

• Facility Functionality Index (FFI) calculated iaw 

TEFMA guidelines 



 

 

 

 

 

Equipment context, defined by primary function 

 
Operating Time (OT) 

%                  

defined as 

hours the asset is in productive use 

Calendar Time (CT) 8760 hours 

Utilisation: Performance Measure 

Room context, defined by primary function 

(teaching >30 people, office function etc.) 

 



 

 

 

 

 
Calendar Time (CT) 

Available Time (AT) Down Time (DT) 

Utilised Time (UT) 

Operating Standby (OS) 
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Operating Time (OT) 
Operating Delay 

(OD) 

General Definitions: 

Calendar Time (CT) = Total hours in time period (the calendar year or 8760 hours, excluding leap-years 

Available Time (AT) = Total hours room is available for use 

Down Time (DT) = Hours the room is not available for use  

Planned Loss (PL) = Hours the room is scheduled for maintenance downtime  

Breakdown Loss (BL) = Hours the room is scheduled to use but is unavailable due to breakdown 

Operating Standby (OS) = Hours the room is available for use but not being utilised 

Utilised Time (UT) = Total hours room is booked and available to use 

Operating Time (OT) = Hours room is used for its primary function 

Operating Delay (OD) = Hours room is used but not productively (Source: Rio Tinto: 

Time Definitions and KPIs for 

Mobile Equipment) 

Utilisation: Performance Measure 



 

 

 

 

 

Rio Tinto, one of the worlds biggest miners, 

enforced this utilisation model. 

Business analysts attributed improvement in 

truck performance = 8% 

Over a fleet of 656 haul trucks = $131 million 

per annum (or 48 trucks). 

 

8% potentially is 1 less room per 12, 1 less 

building per 12. 

 

 

Utilisation: Performance Measure 



 

 

 

 

 

Applying this to space can only be successful if: 

–  the expectation of room utilisation % is 

understood (15% not 90%) 

– Standards are consistently applied 

– Differences are contextualised 

– It is used as a point for internal improvement not a 

stick or league table. 

 

Utilisation: Performance Measure 



 

 

 

 

 

• LoS is a key component of effective CAM 

• LoS need to be defined and measured 

• Performance measures need to be meaningful 

• Measurement needs to be simple and repeatable 

• Identify the current level of provision 

• Forecast future demand and service levels 

• Develop strategies to deal with gaps 

Final Thoughts 



 

 

 

 

 

• Questions? 


