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(NOTE TO THE WRITER:  THIS MARKET RESEARCH ANALYSIS IS BASED ON A SURVEY OF COMMERCIAL SECTOR BUSINESS PRACTICES.  IT COMPARES THE GOVERNMENT REQUIREMENT FOR SERVICES TO THE COMMERCIAL MARKET TO DETERMINE HOW THESE SERVICES ARE CONTRACTED.  THIS IS A GENERIC DOCUMENT THAT MUST BE TAILORED TO THE UNIQUE REQUIREMENTS AT EACH INSTALLATION.  THE PURPOSE OF THIS DOCUMENT IS TO DEMONSTRATE TO THE CONTRACTING OFFICE THAT THIS SERVICE CAN BE OBTAINED IN THE COMMERCIAL MARKET AND TO SET FORTH THE STANDARD FOR THE SERVICE IF A STANDARD EXISTS.  THIS DOCUMENT INDICATES THAT THE SERVICE IS COMMERCIALLY AVAILABLE AND WILL ALLOW CONTRACTING TO USE FAR PART 12 FOR COMMERCIAL ACQUISITIONS.)
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1.  OBJECTIVE.  The objective of this market research is to determine if custodial services are customarily available in the commercial market and, if so, to determine the most suitable method for acquiring the services.  If the available commercial custodial services do not meet the stated government requirement, it will be determined if the commercial services can be modified to meet the requirement or if the requirement can be modified to meet the commercial standard.  Finally, the results of this research will determine commercial practices for the method of contracting, types of contracts, performance standards, and the methods of inspection.

2.  REQUIREMENT.  The contractor shall provide basic cleaning services, rest room cleaning services, and periodic cleaning services to Category I and II facilities.  Category I facilities are the general administrative/industrial areas. Generally, 90% of facilities can be defined as Category I.  Category II facilities are high use areas such as child development centers, fitness centers, passenger terminals, command sections, etc., that require more attention.

2.1.  Basic services include sweeping, mopping, dusting, vacuuming, emptying waste receptacles, etc., in all areas of a facility except rest rooms/locker rooms.

2.2.  Rest room/Locker room services are similar to basic cleaning services, except that disinfectant may be used, and paper products and soap dispensers refilled.

2.3.  Periodic services are performed intermittently, quarterly, yearly, etc.

2.4.  Custodial services involve three types of standards: quality standards, frequency standards, and performance standards.

2.4.1.  Quality standards require that appropriate surfaces are free of dirt, debris, lint, smudges, streaks, etc.

2.4.2.  Frequency standards require cleaning tasks to be performed at certain times, i.e., weekly, twice weekly, three times weekly, etc.

2.4.3.  Performance standards are based on the number of defects permitted before a service is considered unsatisfactory.

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

4.  SOURCES CONTACTED.  Listing of the sources and providers of custodial services is attached.

5.  FINDINGS AND ANALYSIS.
5.1.  GENERAL.  The commercial market was surveyed for commercial standards, practices, and procedures. Formal expressions of commercial standards may be found in documents issued by the Building Owners and Management Association (BOMA) and the National Association of Professional Cleaners (NAPC). The State of Wisconsin, Department of Administration was one of the facilities surveyed because of its large facilities and the wide variety of services supported in its facilities.  In addition,  two major universities (The University of Virginia and The University of Michigan), a state agency (the Facility Management Division of the State of Pennsylvania), and a large airport (Atlanta Hartsfield) were surveyed since they are also large in scale and require all of the services.  From a quality perspective, Federal Express, winner of the Malcolm Baldridge award, was contacted to see if it had established any standards or processes.   The contracts written at The State of Wisconsin, The University of Virginia, and The University of Michigan   define the minimum frequency of services to be provided. The contractor’s bid may include an increase in the frequency of a specific cleaning procedure and/or change in the cleaning method to ensure a “High Standard of Cleanliness”.   At Atlanta Hartsfield Airport, custodial services are a continuous process due to the large volume of traffic.  The Facility Management Division of the State of Pennsylvania defines the scope of work in broad terms and the contractor provides the details on how the work will be accomplished.  Two common denominators were found:  all agencies are concerned about securing a good contractor for the services being provided, and they expect a fair and reasonable price.  Each enterprise has contracting offices and, for the most part, award multi-year contracts to other than the low bidder.  They try to standardize, when possible, and their methods of inspection are not as formal as the QASPs.  Although many discussions were conducted with the private sector, the commercial information that follows is taken primarily from the national Building Owners and Managers Association (BOMA) Experience Exchange Report (EER), representing 2,101 buildings with approximately 459.6 million square feet, the National Association of Professional Cleaners, Inc.  (NAPC), and the Office Building Cleaning Operations in North America, “A Study of Custodial Management Practices and Costs.”  The BOMA report can be obtained by calling (202) 408-2662.  The Office Building Cleaning Operations in North America study can be obtained by calling (202) 408-2662.
5.2.  FREQUENCY STANDARDS AND COST.

5.2.1.  Frequency.  The private sector facilities are cleaned an average of five times per week.  According to the BOMA study, 90%  of the firms stated they were “content” to “very satisfied” with their custodial services.  The private sector generally pays less than the Air Force if frequency of services is factored into the cost equation.  However, based on gross square footage of facilities only, with no consideration given to frequency of service, the Air Force generally pays substantially less.

5.2.2.  Price Factors.  The number one factor driving total cleaning costs is labor expense.  Typically, labor (wages) account for 55% to 65% of total cleaning expenditures.  The average cost per cleanable square foot for a commercial office building in the United States is $1.30.  The region with the highest cleaning expenses is the Middle Atlantic region, and the most expensive city is New York City, NY.  The building characteristics that seem to have a direct effect on cleaning costs are building age, building density, and the percentage of carpeted areas in the buildings.  Custodial Services providers are cleaning at virtually the same square foot price as they were 15 years ago.  There are two main reasons for this: (1) competition and (2) national contract prices.  These reasons are largely responsible for creating better results in less time. The recent technological advances in the backpack vacuums are the most popular and noticeable change in the industry.  Backpack  vacuums can produce better results in one-quarter of the time.  Team cleaning is also a very popular method for cleaning quicker with fewer faults.  Both of these industry innovations are helping to keep costs per square foot down.

5.3.  QUALITY STANDARDS. Private sector quality standards are similar to those of the Air Force.  Generally, they require facilities to be cleaned at three levels.  Basic service levels require cleaning only when dirt, debris, etc., are visible.  Prestige level requires service on a regular schedule (frequency standard) whether dirt is visible or not.  Clinical level requires cleaning to remove all soil, including bacteria.  Most private sector firms require a combination of basic and prestige levels of service. Basic services are performed in warehouse and other less visible areas.  Prestige services are usually reserved for office and public areas.

5.4.  PERFORMANCE STANDARDS.  The private sector generally has no performance requirement or standard similar to the Air Force.  If they find a defect they consider significant, they require the cleaning contractor to fix or correct it.  Usually, the building manager contacts the contractor.

5.5.  SPECIFICATIONS/DESCRIPTION OF WORK.  The private sector’s specifications or work statements generally are performance oriented, i.e., clean windows - inside and outside, sweep and mop floors, clean and disinfect urinals, etc.  These brief statements along with the frequency requirements and general contract conditions are the complete contents of the contract including the work statements.  Additionally, they allow the contractor to visit their facilities to determine the scope of work.  A complete contractual document comprises about 2-3 pages.

5.5.1.  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.

5.6.  METHOD OF SURVEILLANCE.  The private sector does not have defined methods of surveillance.  However, their primary method is similar to, or the same as, the Air Force’s customer complaint method.  Building managers are usually held responsible for verifying the cleaning, but in most cases they appoint others within the building and depend upon them to report unsatisfactory results.  The second method used by the private sector involves depending upon the cleaning contractor’s supervisory personnel to inspect the work (similar to the Air Force’s quality control program).  The private sector partners with the contractor to ensure satisfactory results. Both are in the business of making a profit so it is vital to team together to get the best “bang for the buck”.

5.7.  METHODS OF CONTRACTING.  The procurement procedures used by commercial firms in order of popularity are (1) pre-qualify bidders based on experience, (2) use fixed price lump sum contract schedule, (3) prepare formal bid solicitation, and (4) pre-qualify bidders for financial strength.  The most unpopular contracting procedures cited by commercial firms for custodial services are (1) awarding contracts to the lowest bidder and (2) using cost type contract line item(s).  Private sector contracts are usually written to pay contractors a fixed monthly amount.  However, when proposing prices, cleaning contractors base their prices on the square footage of facilities.

5.8.  REMEDIES FOR NONCONFORMING SERVICES.  Private sector firms typically require re-performance to resolve unacceptable performance.  Also, provisions allow either party to terminate or cancel the contract with proper notification (usually 30 to 90 days).

6.  CONCLUSIONS.  Based on the above findings and analysis, custodial services is a common commercial practice and the requirement should be a FAR Part 12 acquisition. 

ATTACHMENT 1

POINTS OF CONTACT DURING THE MARKET RESEARCH FOR

CUSTODIAL SERVICES

SOURCES OF INFORMATION:

“Energy User News”, magazine for building managers and engineers, www.energyusernews.com

BOMA International






1201 New York Avenue, NW, Suite 300



Washington, DC  20005

BOMA Atlanta


www.boma-atlanta.org
Veridian Office Park, Suite 2830

6855 Jimmy Carter Blvd

Atlanta, GA 30071





NAPC, Inc.



www.napcnet.com
P.O. Box 13182

Akron, OH 44334

Facility Management Division 
www.statecontracts.com
  

State of Pennsylvania

Harrisburg, PA

University of Michigan

www.plantops.umich.edu
Plant Operations

University of Virginia


www.people.virginia.edu
Department of Administration
http://intranet.doa.state.wi.us
Division of Buildings and Police Services

P.O. Box 7864

Madison, WI 53707-7864
The telephone yellow pages, search words “janitor service”

The Small Business Administration, www.sba.gov
PROVIDERS OF SERVICES:

Servicemaster, Ltd.






One Servicemaster Way





Downers Grove, IL  60515





ABM Industries, Inc.

50 Fremont Street, 26th Floor

San Francisco, CA 94105

Unicco Service Company

4 Copley Place

Boston, MA  02116

Klean Sweep Commercial Services

100 N. Central Expy

Dallas, TX 75701-4361

Express Maintenance Co

PO Box 250628

San Francisco, CA 94125-0628

Servistar Building Service

PO Box 21763

Seattle, WA 98111-3763

Busy Bee Janitorial and Environmental Services
www.busybee2000.com

7826 Eastern Avenue, NW, Suite 405

Washington, DC 20012

C W Resources, Inc.



www.cwresources.org
200 Myrtle Street

New Britain, CT 06033

Capitol Corporate Cleaning


www.capitolcleaning.com
4544 Chamblee Dunwoody Rd, Suite 220

Atlanta, GA 30338

DNA Commercial Cleaning Company
www6.bcity.com/pirdna 
Jacksonville FL
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