



[image: A black and grey logo  Description automatically generated]


Service
Provider 
Guidelines
A customizable template to 
share with your providers

This template is based on common best practices as a guide.

Simply remove this cover page and edit or replace any content to meet your company’s needs.

Pay special attention to text highlighted in yellow:  insert text here.


















Your logo or company name

Welcome!
We’re glad to have you on board as part of our valued provider network. This document outlines our operating procedures and expectations for a long and successful partnership. 
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About Our Company
Insert a brief description of your organization, who you are, locations, facility count, etc.
[bookmark: _Toc161831570]
Our Brand Promise 
If you have a company-wide promise to customers and/or employees, insert it here
[bookmark: _Toc161831571]
Handling Work Orders

Expected Service Level Agreement (SLA) by Priority
	Priority
	Response SLA
	On-site SLA

	Critical
	15 minutes
	4 hours

	Expedited
	30 minutes
	24 hours

	Normal
	1 hour
	7 days

	Extended
	1 hour
	28 days
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Getting On-site
· Update the work order notes in ServiceChannel with your estimated time of arrival (ETA), materials/parts ordered, and scheduled repair dates. 
· Adhere to the Service Level Agreement (SLA). If you’re unable to meet the deadline, document in the work order when you can be there and adjust the date accordingly. 
· Operating hours vary by location and are listed in the work order (WO).
· Check in with the manager on duty. If this person isn’t available, check in with another onsite employee. Tell them your name, company name, and the work you will be completing. 
· When scheduling repairs or visits to the facility, request the name and phone number of an on-site contact. All scheduled work must be confirmed by the manager on duty or another on-site contact. 
· For all after-hours work, coordinate with the on-site contact to confirm the time and procedure for entering and exiting the building. 
· If your technician will arrive late at the location for after-hours work due to traffic delays or any emergency, advise the on-site team and the facilities manager in the work order notes.
While On-site
· Please be professional, polite, and courteous to everyone at the facility. Keep conversations job related. 
· Conduct the work without disrupting business operations. 
· Be discreet when discussing sensitive issues such as mold. Avoid shouting or sharing this information with employees other than the Manager on Duty. 
· [bookmark: _Toc161831575][bookmark: _Toc157584602]When all work is complete, clean up all areas where work was performed. 
Check-in/out
· Always use mobile check-in/check-out.
· [bookmark: _Toc161831576]Use IVR only as a backup. For IVR check-in/check-out, use a facility phone to call 1-516-500-7776, then follow the prompts to enter your PIN and work order number.
NTE Increases
· To request a not to exceed (NTE) increase while on-site, contact the facilities manager.
· We have no allowances for exceeding the NTE amount without prior approval.
· We reserve the right to deny approval for work completed without documented approval in the work order.
[bookmark: _Toc161831577]Photos
· Before and after photos are required for all work.
· Upload the photos to the work order as soon as possible to expedite payment. 
[bookmark: _Toc161831578]Leaving the site
· Before leaving, inform the manager on duty that the work has been completed and you will be leaving.
· [bookmark: _Int_4jUrVfbr][bookmark: _Toc161831579][bookmark: _Toc157584604]Discuss the next steps if additional work is required.

Invoicing & Billing
[bookmark: _Toc161831580]Invoice Requirements
· Attach an original invoice to the ServiceChannel work order.
· Ensure that the invoice number and date match the invoice number and date entered into ServiceChannel.
[bookmark: _Toc161831581]Terms
· Our standard terms are net 30 days.
[bookmark: _Toc161831582]Billing information
· Billing Address	
Company Name
Company Address
City, State, ZIP

[bookmark: _Toc161831583][bookmark: _Toc157584606]For inquiries about invoices: 
Email address
Performance Management
[bookmark: _Toc161831584]Key Metrics
· We place a strong emphasis on the following metrics:
· Check-in Compliance
· On-Time Arrival
· First-Time Completion
· Resolution within SLA
· [bookmark: _Toc161831585]Your ServiceChannel scorecard shows the exact same metrics that we use to measure performance.
Business Reviews
· We typically schedule annual business reviews.
· More frequent reviews may be scheduled based on your performance and your activity on ServiceChannel including work orders and amount invoiced
[bookmark: _Toc161831586]

Trade Specific Information
[bookmark: _Toc161831587]Janitorial Work 
· Interior cleaning: Customer-facing areas must be cleaned before store hours.  Front and back of house can be cleaned while the facility is open. 
· Exterior cleaning can be done any time of day. 
[bookmark: _Toc161831588]Electrical Work 
· To access breaker panels, contact the manager on duty to be escorted to the location.
[bookmark: _Toc161831589]HVAC Work
· Contact the manager on duty for roof access.
[bookmark: _Toc161831590]Pest Control
· Interior treatment: Customer-facing areas must be done before store hours.  Front and back of house can be done while the facility is open. 
· Exterior treatment can be done any time of day. 
[bookmark: _Toc161831591]Questions, Escalations, Contacts
· Reach out to the facility directly, ask them to contact their facilities manager.
· If you have further questions, contact the correct facilities manager:
 Name, email
· If you have urgent needs and cannot reach the facilities manager, contact:
Facilities Team:  Facilities-wide DL
Director of Facilities:  name, email
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