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Introduction
The Facilities Management (FM) Services 
Arrangements1 are an integral part of the 
South Australian Government’s commitment 
to the maintenance, management and 
improvement of government building assets 
that underpin essential community services.

The arrangements enable the Government 
to identify the range of work that needs to 
be done, negotiate a fair price, manage risk, 
appropriately maintain public records and 
ensure that the work is completed to the 
required standards.

Independent reviews and assessments of 
the FM Services Arrangements since their 
inception have supported that they are 
effective in achieving the key objectives 
of delivering quality, managing risk, and 
minimising costs for the whole of Government.

The Government has entered into new FM 
Services Arrangements under which full 
services will commence on 1 July 2015 and 
have the potential to continue until 30 June 
2024. Under the new arrangements the FM 
Service Providers will provide agencies with 
a range of effective and cost efficient asset 
services.

Cabinet’s approval to enter into new 
FM Services Arrangements included the 
determination that all agencies participating 
as at 30 June 2015 are bound by the new 
arrangements. 

1 The FM Services Arrangements are also commonly referred to as 
the Across Government Facilities Management Arrangements. 
For consistency in this brochure only the term FM Services 
Arrangements will be used. 

This document provides an overview of 
the FM Services Arrangements, services 
provided, benefits of participation and roles 
and responsibilities of the parties within a 
contract based on collaboration. 

 

Objectives 
Consistent with the previous arrangements, 
some of the key objectives of the FM Services 
Arrangements for 2015-2024 remain to:

   provide FM services in the most effective 
and cost efficient manner ensuring that the 
Government receives value for money;

   ensure consistency in maintenance 
standards;

   effectively manage the life-cycle of 
Government’s building assets to support 
service delivery, extend their useful life, 
achieve ecological sustainability and meet 
all work health and safety requirements 
within allocated funds;

   provide an effective ICT framework that 
enables efficient administration of work 
and allows data capture required for 
efficient resource and asset management; 
and

   retain FM services capability within 
government to provide a capacity for 
benchmarking.
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Scope
More than 30 client agencies participate in 
the FM Services Arrangements. The state is 
divided into four regions to facilitate service 
delivery; metropolitan Adelaide regions N, C 
and S (northern, central and southern) and 
Regional SA (Region R). 

Services are delivered to designated locations2 
within each region by the relevant FM Service 
Provider. There are two FM Service Providers, 
Spotless Facility Services Pty Ltd (Spotless) 
and DPTI-Facilities Services (DPTI-FS).

DPTI-FS is the Government’s in-house FM 
Service Provider and provides services to 
regions S and R.

Spotless was successful in the tender 
process to select a FM Service Provider for 
regions N and C. The contract with Spotless 
is for an initial three-year term with extension 
options for a further four then two years.

The boundaries for the metropolitan Adelaide 
regions were expanded in the new FM 
Services Arrangements to provide the FM 
Service Providers with a volume of work that 
supports them in securing highly competitive 
trade rates and fees under which services are 
delivered.

2 The term “designated location” means the land or other places 
made available to the FM Service Providers for the purposes of 
providing facilities management services under the FM Services 
Arrangements.
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Facilities Management Services Arrangements
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Services
The FM services available through the FM 
Services Arrangements are broadly defined 
as mandated or non-mandated. Please note 
that the description of the services in this 
section are only general in nature. For further 
detail on the services provided under the FM 
Services Arrangements please refer to the 
Agency Work Procedure Manual available at 
www.dpti.sa.gov.au

Mandated services must be completed 
under the FM Services Arrangements by the 
relevant FM Service Provider for the particular 
region. Mandated services are categorised as 
either planned or unplanned services:

Planned Services 
Planned services generally comprise services 
that fall under the following categories:

   Preventative maintenance (PR)3;

   Replacement/refurbishment maintenance 
(RR) of value $5,000 or more but less than 
$1 million (exclusive of GST); and

   Minor works (MW) of value $5,000 or more 
but less than $150,000 (exclusive of GST).

Unplanned Services
Unplanned services generally comprise 
services that fall under the following 
categories:

   Breakdown maintenance (BD), up to 
$3,000 (excl. GST);

   Scheduled attendance breakdown 
maintenance, up to $2,000 (excl. GST);

   Replacement/refurbishment maintenance 
of value less than $5,000 (exclusive of 
GST); and

3 Letters in brackets following service types available under the 
FM Services Arrangements are the shorthand descriptions used 
by the AGFMA Unit.

   Minor works of value less than $5,000 
(exclusive of GST).

“Scheduled attendance breakdown 
maintenance” is a new service type in the 
2015 – 2024 FM Services Arrangements. 
Where breakdown maintenance is required, is 
estimated to cost less than $2,000 (exclusive 
of GST) and it is known that the Contractor will 
not be able to access the designated location, 
the agency is able to schedule a time at which 
the FM Service Provider must attend the 
location and commence the requested work.

Non-mandated services may be carried 
out under the FM Services Arrangements by 
the relevant FM Service Provider at agencies’ 
discretion. They include:

Small Construction Works (planned)
Small construction (SC) works is a new 
planned service. It comprises Construction 
Works4 for jobs of value greater than 
$150,000 but less than $1 million (excl. GST).

Small construction works are non-mandated 
under the FM Services Arrangements. 
However, if an agency chooses not to go 
through the FM Services Arrangements then 
they must undertake the small construction 
works through DPTI Project Delivery.

4 For the purposes of the FM Services Arrangements, 
Construction Work is defined as, “building work as defined in 
the Building Work Contractors Act 1995 and the whole or part 
of excavating or filling of land not constituting building work. 
It includes the acquisition and installation of fixtures, plant, 
equipment, appliances and fittings in conjunction with work 
defined as Construction Work and the acquisition of survey, 
planning, design and other services in conjunction with work 
defined as Construction work. It excludes the acquisition of 
goods and services for the ongoing maintenance of a building  
or structure.”
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Property Services (planned/unplanned)
Property services generally include services 
that come under the following headings:

   Cleaning (CL)

   Hygiene (HY)

   Waste management (WM)

   Security (SE)

   Grounds maintenance (GR)

Handyperson maintenance
The intent of the FM Services Arrangements is 
that all agencies use the arrangements for the 
delivery of FM services. Agencies can decide 
at their discretion whether Handyperson 
maintenance, at a designated location, 
can be undertaken by handyperson staff 
permanently located at a designated location. 
Handypersons should not duplicate or 
replicate service provision that is contracted 
under the FM Services Arrangements and 
should not employ new staff to undertake 
these services. The Contract Administrator 
will, from time to time, audit the services 
undertaken by handypersons to ensure that 
only those services as described below are 
undertaken by Agencies.

Handyperson maintenance comprises FM 
services that are:

   low value (an estimated total cost of less 
than $1,000 excl. GST);

   considered low risk by the Contract 
Administrator or Agency Representative;

   do not affect the integrity of the building 
structure or services; 

   do not require a qualified tradesperson 
under Statutory Requirements; and

   are included on the specified jobs 
mentioned below.

The Contract Administrator provides to the 
FM Service Providers, from time to time, a list 
of Handyperson maintenance services which 
could include the following (but note that 
whether similar services would qualify as 
Handyperson maintenance may depend 
on the precise circumstances):

   minor touch up painting (not entire rooms);

   irrigation repairs (grounds and gardens);

   minor repairs to doors, fences and 
cupboards; 

   installation or relocation of whiteboards or 
pin boards; and

   make safe broken windows.

FM services excluded from Handyperson 
maintenance are:

   fire and emergency services;

   electrical works;

   works above three metres;

   works considered a minor work by the 
Agency Representative or Contract 
Administrator;

   any work impinging or affecting the 
planned maintenance schedules;

   work associated with major plant and 
equipment;

   painting work other than minor touch up.

Please note that different Handyperson 
maintenance arrangements are in place for 
SA Health designated locations in Region R 
and Region S. Please contact the AGFMA 
Unit on 8226 5713 for more information.

For further information about Handyperson 
maintenance please refer to the Agency Work 
Procedure Manual available at  
www.dpti.sa.gov.au
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Facilities Management Services Arrangements
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Benefits
The FM Services Arrangements provide a 
one-stop-shop for all facilities management 
requirements. Benefits include:

   reduced cost, through economies of scale, 
to maintain and operate Government 
owned and leased built assets;

   improved forward planning, information 
capture and whole-of life asset 
management;

   improved risk identification and 
management; 

   surety that subcontractors despatched to 
undertake work are appropriately qualified, 
licenced and insured and have satisfied 
pre-employment screening requirements;

   ready access to the Facilities Management 
Information System (FAMIS) and the 
Strategic Asset Management Information 
System (SAMIS)5, enabling:

 – jobs to be ordered and their progress 
monitored;

 – jobs to be accepted as complete and 
the claims approved for payment; 

 – the level of expenditure for the annual 
program period to be monitored and 
compared with previous periods; and

 – access to designated location specific 
WH&S information, safety plans and 
quality assurance information;

   performance management of the 
FM Service Providers through a key 
performance indicator (KPI) framework 
and comparative benchmarking of their 
performance.

Other features of the FM Services 
Arrangements include:

   access to specialist technical expertise 
(e.g. for heritage buildings)

   compliance with legislative (e.g. WH&S) 
and Building Code requirements 

   a flexible program that allows the work to 
change from year to year, and

   review mechanisms to improve customer 
satisfaction. 

5 Together FAMIS and SAMIS are referred to as the on-line 
system.

The arrangements contemplate collaboration 
between all parties, requiring and 
ensuring strong relationships and open 
communication. Collaborative relationships 
further encourage innovative service delivery 
solutions.

Key Participants 
in the FM Services 
Arrangements
The key participants include:

   the renamed FM Governance Group 
(FMGG) (formerly the FM Client Board) that 
has formal responsibilities to support the 
implementation and successful operations 
of the FM Services Arrangements;

   the FM Service Providers that carry out 
the work in accordance with the agreed 
FM Services Arrangements, being Spotless 
and DPTI-Facilities Services. Each FM 
Service Provider is responsible for different 
designated locations;

   the Agencies and their representatives, 
who play a role in administering the 
arrangements and request and approve 
work; and

   a DPTI staff member as the Contract 
Administrator, who administers the FM 
Services Arrangements on behalf of the 
Government with the assistance of the 
DPTI AGFMA Unit.
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Responsibilities of Participants
FM Governance Group (FMGG)
The FMGG has been established as the 
governance group for the FM Services 
Arrangements. Its members comprise senior 
officers from the participating agencies. The 
FMGG’s role is to (amongst other things) 
inform, advise, and make recommendations 
on all aspects of the FM Services 
Arrangements to assist with their successful 
implementation and operation.

FM Service Providers
The FM Service Providers have a number of 
obligations, including to: 

   provide advice, support, and quality service 
and maintain a long-term relationship with 
clients across the term of the FM Services 
Arrangements;

   collaborate with agencies and DPTI in the 
annual planning of:

 – preventative maintenance and property 
services schedules, with projected costs 
to inform individual agencies’ budgeting;

 – lifecycle and replacement/refurbishment 
maintenance programs and 
development of a minor works program. 
This informs agencies as to the work 
required to be done in the immediate 
future and assists in the development of 
longer term plans and budgets;

   provide progress reporting against 
minor works projects, from scoping to 
completion;

   update the on-line system (SAMIS) with job 
information such that it accurately reflects 
changes to building fabric, plant and 
equipment occurring through maintenance 
and minor works activities;

   provide advice and develop, implement 
and review a plan that enables the 
achievement of the objectives within the 
government’s ecologically sustainable 
development policy;

   prepare quarterly strategic and compliance 
reports to DPTI as Contract Administrator. 
Reporting encompasses performance 
monitoring, strategic analysis of 
performance and other trends and issues;

   organise and run agency Focus 
Group Meetings and prepare monthly 
operational reports (both agency-level and 
Government-wide) addressing service 
delivery performance and strategic issues;

   preparation of quarterly compliance reports 
and quarterly strategic reports; and

   maintain insurance so that all parties are 
covered in the event of an accident or 
incident.

Where there are compliance issues or 
other concerns with FM services identified 
by any of the collaborating parties (the FM 
Service Provider, Contract Administrator, or 
an agency representative) the FM Service 
Provider must include in the quarterly 
compliance report details of the issue, the 
cause, and actions to resolve the issue.
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Agencies
Agencies are responsible for managing their 
designated locations, including by:

   portfolio and asset6 planning using the 
historical information derived7 from the on-
line system and other sources;

   specifying their service needs and detailed 
statements of requirements, in consultation 
with the FM Service Providers;

   collaborating with the FM Service Providers 
and DPTI in finalising the annual works 
program and advising the allocations within 
the agency’s annual budget; 

   issuing work requests via either the on-line 
system or the telephone hotline;

   verifying that work has been carried out in 
accordance with requirements, approving 
FM Service Provider claims for payment 
and paying the monthly invoice issued by 
DPTI;

   updating of SAMIS to capture records 
of work done (e.g. new installations or 
replacement/refurbishment of plant and 
equipment) where works are not carried 
out by the FM Service Providers;

   setting priorities in accordance with 
government policy, and for managing the 
funds allocated to works;

   ensuring that WH&S standards are met; and

   advising DPTI of any changes to 
designated locations so that DPTI can 
notify the relevant FM Service Provider of 
the change.

6  The term “asset” refers to the building fabric, plant and 
equipment within each building. 

7 The annual works program is comprised of the breakdown 
maintenance budget, service delivery plans and budgets for 
preventative maintenance and property services and programs 
for minor works and replacement/refurbishment maintenance.

Each designated location has a nominated 
Agency Representative who is the key point 
of contact for the FM Service Provider at 
that agency and who is responsible for 
determining required works, placing orders 
and monitoring progress.

Contract Administrator
A DPTI staff member is the Contract 
Administrator under the FM Service 
Arrangements and that person, together 
with the DPTI AGFMA Unit, manages the FM 
Services Arrangements for the Government. 
Administration services undertaken by DPTI 
include:

   providing a hotline call centre for 
registration and action of breakdown 
maintenance and unplanned minor works 
and replacement/refurbishment jobs; 

   maintaining and developing ICT support 
systems for administration and verification 
of the FM Service Providers’ work and 
performance;

   auditing FM Service Provider performance 
to monitor whether services are delivered 
in accordance with the quality assurance 
system and whether service delivery 
targets are being met;

   assisting in the annual planning process by 
providing works planning and designated 
location management support services;

   providing information to assist with 
appropriate legislative compliance;

   undertaking benchmarking studies to 
measure performance and target areas for 
improvement;

   managing systems, payments, ongoing 
development and refinement of the FM 
Services Arrangements; and

   coordinating and resolving disputes.
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Requesting Work
Unplanned Services 
Unplanned service requests, except 
scheduled attendance breakdown 
maintenance, are assigned a priority upon 
lodging each request. Priority one and two 
requests are lodged via the hotline and are 
only available for breakdown maintenance. 
Priority three, four and five requests are 
lodged on-line or by fax to the hotline and 
are available for all unplanned services 
(breakdown maintenance, replacement/
refurbishment maintenance and minor works).

Response times for unplanned service 
requests vary from within 45 minutes in the 
metropolitan regions for a priority one request 
up to within 30 days for a priority five request 
(metropolitan and regional areas). Callout 
fees for unplanned services are scaled to the 
urgency of the request. A priority one request 
incurs the highest callout fee, while a priority 
five request incurs no call out fee.

Requests for scheduled attendance 
breakdown maintenance must include a 
time at which the designated location will be 
available for the service to be performed. The 
service must have an estimated value of less 
than $2,000 (excl. GST).

The table on the following page details:  
the criteria for selecting priorities for  
unplanned service requests,  
methods for requesting each  
priority type and priority  
response times.

Planned services
Schedules detailing the times at which 
preventative maintenance and property 
services jobs will be undertaken are 
developed as part of the annual planning 
process. Work orders for these jobs are 
issued automatically by FAMIS in the month 
prior to that in which the service is due.

Requests for planned minor works and 
planned replacement/refurbishment 
maintenance and small construction 
works are entered directly into FAMIS, along 
with a description of the work required. The 
FM Service Provider arranges for the work to 
be completed in accordance with required 
standards and procedures.
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Metropolitan 
(Regions N,  
C & S)

Regional South Australia (Region R) only

Urban* Outer* Remote* Isolated*

Priority All priority 1 and 2 requests must be telephoned to the relevant region hotline

Priority 3, 4 and 5 requests can be entered directly into FAMIS or faxed to the relevant region hotline

1 For emergency 
response where 
the breakdown 
presents an 
immediate 
hazard or threat 
to safety.

Within 45 
minutes

Within 1 hour Within 2 hours - Same day 
if requested 
before 1pm

- By 1pm 
next day if 
requested 
after 1pm

2 days

2 For high priority 
response.

Within 2 hours Within 3 hours Within 4 hours 2 days 3 days

3 - Same day 
if requested 
before 1pm

- By 1pm 
next day if 
requested 
after 1pm

- Same day 
if requested 
before 1pm

- By 1pm 
next day if 
requested 
after 1pm

- Same day 
if requested 
before 1pm

- By 1pm 
next day if 
requested 
after 1pm

5 days 5 days

4 Within 5 
working days

Within 5 
working days

Within 5 
working days

Within 7 
working days

Within 7 
working days

5 Within 30 days Within 30 days Within 30 days Within 30 days Within 30 days

Scheduled 
attendance 
breakdown 
maintenance

To be used when 
it is known that 
the designated 
location cannot 
be accessed by 
the FM Service 
Provider. Jobs 
to have an 
estimated value 
<$2,000 (excl. 
GST).

The date 
and time of 
attendance 
is agreed 
between 
the Agency 
Representative 
and the 
FM Service 
Provider.

The date 
and time of 
attendance 
is agreed 
between 
the Agency 
Representative 
and the 
FM Service 
Provider.

The date 
and time of 
attendance 
is agreed 
between 
the Agency 
Representative 
and the 
FM Service 
Provider.

The date 
and time of 
attendance 
is agreed 
between 
the Agency 
Representative 
and the 
FM Service 
Provider.

The date 
and time of 
attendance 
is agreed 
between 
the Agency 
Representative 
and the 
FM Service 
Provider.

After hours 
call outs

All after hours 
call outs are 
Priority 1.

Within 45 
minutes

Within 1 hour Within 2 hours Same day 2 days

* Designated location zones have been established for Regional SA and are defined by their proximity to the  
 DPTI-FS District Office:

Urban zone: designated locations within 50 kilometres of the servicing District Office.

Outer zone: designated locations greater than 50 and up to 100 kilometres from the servicing District Office.

Remote zone: designated locations greater than 100 kilometres from the servicing District Office.

Isolated zone: designated locations in the APY lands and on the far West Coast.
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Performance 
Measurement
Performance of the FM Service Providers 
under the FM arrangements is measured 
in a variety of ways, including by using key 
performance indicators (KPIs). 

KPIs are used (amongst other things) monitor 
the FM Service Provider’s performance and 
to maintain an incentive achieve continuous 
improvement in the quality of the services 
provided. The KPIs against which FM Service 
Provider performance is assessed are 
categorised under the following six headings:

   Reporting and planning;

   Timing;

   Costing;

   WH&S;

   Quality; and

   Customer satisfaction.

There are 16 individual key performance 
measures which are weighted; grouped into 
the above six categories and used to assess 
performance of the FM Service Providers.

AGFMA Unit
In administering the FM Services 
Arrangements, DPTI provides assistance 
to agencies and the FM Service Providers 
through the AGFMA Unit, including: 

FAMIS and IT Systems Support to:
   manage the hotline call centre; 

   maintain FAMIS users and manage system 
enhancements to meet agency needs;

   undertake cancellation and amendment of 
work orders in FAMIS for regions serviced 
by Spotless ; and

   maintain creation and closure of assets on 
the system.

Client Service Managers and 
administration to:

   monitor the FM Service Providers in 
the exercise of their service delivery 
obligations; 

   assess and report to agencies on the 
performance of the FM Service Providers; 

   assist with enquiries relating to contract 
requirements, annual planning and 
budgeting, and resolution and closure of 
disputes;

   represent the interests of agencies in 
negotiations with the FM Service Providers;

   manage the monthly survey of agency 
satisfaction with services;

   manage and administer internal and 
external audit service providers; and

   provide administrative support to the 
FMGG in fulfilling its executive governance 
responsibilities.
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Further Information
For more detailed information about the FM Services Arrangements and how to interact with the FM  
Service Providers, including the Agency Work Procedure Manual, please visit www.dpti.sa.gov.au

Designated locations in regions N and C can direct 
queries related to FM services (e.g. adding a service 
type, inquiring about a particular service request 
[breakdown maintenance, planned minor work etc.]) 
to Spotless. Queries related to the administration 
of the Spotless contract can be directed to the DPTI 
AGFMA Unit:

Spotless Facility Services Pty Ltd 
290 South Road, Hilton SA 5033 
Tel: 8354 8222

DPTI AGFMA Unit 
Level 1, 211 Victoria Square, Adelaide SA 5000 
Tel: 8226 5200

Designated locations in regions S and R can 
direct queries related to FM services (e.g. adding 
a service type, inquiring about a particular service 
request [breakdown maintenance, planned minor 
work etc.]) as well as queries related to the DPTI-
FS Facilities Management Services Framework to 
DPTI-FS:

DPTI-Facilities Services 
Building 4, Netley Commercial Park 
300 Richmond Road, Netley SA 5037 
Tel: 8226 4943
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