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1.  OBJECTIVE.  The objective of this market research is to determine if appliance maintenance services are customarily available in the commercial market and to determine the most suitable method for acquiring the service.  If commercial appliance maintenance services are not available to meet the stated requirement, it will be determined if services can be modified to meet the requirement or if the requirement can be altered to meet the commercial standard.  Finally, the results of this research will identify commercial contracting practices, types of contracts, standards, and inspection methods.

2.  REQUIREMENT.  The contractor shall provide all materials, tools, equipment and personnel necessary to service and maintain Government owned appliances according to the manufacturer’s recommendations and industry practices.

3.  PARTICIPANTS.  HQ AFCESA/CEOC, 139 Barnes Drive, Suite 1, Tyndall AFB, FL  32403-5319.

4.  SOURCES CONTACTED.  The following businesses were contacted to inquire about appliance maintenance practices.

SERVICE PROVIDERS


BOMA International




ABM Industries, Inc.


1201 New York Avenue, NW, Suite 300

50 Fremont Street, 26th Floor


Washington, DC 20005



San Francisco, CA 94105


ServiceMaster, Ltd.




Unicco Service Company


One ServiceMaster Way



4 Copley Place


Downers Grove, IL  60515



Boston, MA  02116


General Electric Appliance Service


Independent Appliance


Appliance Park, 6-229




2843 E. 15th Street


Louisville, KY





Panama City, FL


Professional Appliance Center


Gulf Power Appliance & TV


2617 South Highway 77



1230 East 15th Street


Panama City, FL




Panama City, FL

CUSTOMERS

University of Florida




Louisiana State University


PO Box 112100




Dept. of Residential Life


Gainesville, FL  32611-2100



Baton Rouge, LA

5.  FINDINGS AND ANALYSIS.

5.1.  GENERAL.  The commercial market was surveyed for commercial standards, practices, and widely accepted maintenance procedures.  It appears that large universities have appliance requirements similar to those required by the Air Force.  Two of these schools have chosen rental contracts to meet their washer/dryer needs.  Rental agreements are normally multi-year, and are made with a contractor that offers the best package. The University of Florida rents washers and dryers for student use.  Maintenance services are included in the rental agreement.  The rental agency that provides these appliances also plants and maintains shrubbery and trees on campus in exchange for the rental business.  The university also has ranges and ovens for which maintenance is purchased through separate contract.  At Louisiana State University (LSU), washers and dryers are also rented, but all of the machines are coin operated.  The LSU contract agreement requires the contractor to share a percentage of the gross coin sales.  Contracts are for five years as required by the state of Louisiana.  Other installed appliances are serviced as needed with individual job orders.  The Chief Executive Officer (CEO) at General Electric (GE) provided information on the company’s warranty service.  GE’s maintenance program incorporates the use of locally owned appliance maintenance shops to perform warranty service.  Maintenance shops selected for warranty service have extensive experience in providing this type service and usually provide maintenance services for several types of appliances.
5.2.  STANDARDS.  There are no formal commercial standards for appliance maintenance.  Appliance manufacturers and retail stores require appliances to be serviced and maintained according to the respective manufacturer’s recommendations, but customers play a major role here.  A washing machine may be operating properly, but noisily.  The customers may request service to correct or reduce the noise.  This type of service is allowed as warranty work, and companies like GE encourage this type of participation.

5.3.  SPECIFICATIONS/DESCRIPTION OF WORK.  Private sector work statements are limited to one or two paragraphs and generally address appliance reliability, service response, and frequency of work.  Some direct the work shall be performed according to the manufacturer’s recommendations, while others call for best commercial practices.  All have statements concerning customer needs.

5.3.1.  Quality Control.  A formal Quality Control Program was not a contract requirement in the commercial sector; however, most contractors performing the service had their own internal quality control program.

5.4.  METHODS OF CONTRACTING.  The universities pre-qualify rental agencies based on experience, business practices, and a determination that the company has the capacity to provide reliable, continuous service to thousands of students.  General Electric pre-qualifies prospective maintenance shops to handle warranty service.  GE looks for experience, years in the business, and financial status and background.

5.5.  PRICE FACTOR.  Appliance maintenance shop charges are determined by local labor rates and the parts mark-up.  The rental period and local competition are key influences on rental costs.

5.6.  METHOD OF SURVEILLANCE.  The private sector has no formal method of inspection; however, throughout the industry, customers are encouraged to report all problems.  At LSU the rental agency was responsible for janitorial services within the laundry facility and their contract identified the supervisor as responsible for cleanliness and safety within the laundry facility.  When leaking machines in one room caused floor tiles to buckle and lift, the rental agency was required to repair the floor at no cost to the school.  The major appliance manufacturers provide (800) call service for customers who purchase their machines.  Customers are encouraged to use the call system to request service and to comment on the quality of warranty service.

5.7.  REMEDIES FOR NONCONFORMING SERVICES.  Throughout the industry, managers agree that technicians or contractors should be allowed to redo tasks found unsatisfactory on first observation.  The university staff indicated that on previous contracts with small local maintenance shops there were frequent calls concerning appliance malfunctions.  Their remedy was to discontinue service with the small shops.  They claim this deficiency in performance has been almost eliminated since the contracts were placed with large responsible companies.  If GE receives a call concerning warranty work, the maintenance shop is asked to return and resolve the problem.  If the problem is not corrected on the second visit, that shop is not asked to return a third time.  In most towns and cities, major manufacturers have several warranty service providers, and, after two visits, they send a different person to investigate the problem.  Management at GE said this type of encounter is rare because most shops will do everything possible to make the customer happy to retain the business.

6.  CONCLUSIONS.  Numerous existing businesses can provide appliance maintenance to meet Government requirements.  Although there are no formal industry standards for all appliances, individual manufacturer’s maintenance recommendations are available and sufficient to ensure safe and reliable operation.  The manufacturer’s service recommendations are universally accepted by all.  Institutions and universities that use large numbers of washers and dryers often choose rental service instead of ownership.  Appliance maintenance is a common commercial practice, and these services can be contracted using FAR Part 12 acquisition concepts.
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