
 

Service Management and the Factory 

What do you need to do to “keep the lights on” at your factory, office or place of work?  

There are a large number of actions that need to be performed regularly. Contracts, safety exercises, 

inspections, training, procedures, security, maintenance and more.  

Have you ever considered all of these activities as services?  

Some of these services may be outsourced – for example, getting the local fire brigade to regularly 

check and replace extinguishers. But most of these services you are responsible for.  

Facilities Management must keep a record of all these activities, and oversee that they are 

performed at the required time, by skilled people and to the correct level. This record of services can 

be treated as a Service Catalogue. Each service can be monitored for performance and 

improvement.  

Is the service outsourced, and if so, how is that supplier performing? Do we have an alternate 

supplier? Level of service required? Hours of service? Is there any potential conflict of services?  

It is best not to leave the management of critical services to ‘best efforts’.  

The more sustainable approach is to have the processes in place to properly management and 

monitor these services.  

As mentioned in previous articles in this series, it is critical to have the key Service Management 

practices and disciplines in place, ready to deliver the best service performance.  

Set up your  

• service desk to promptly and effectively handle your customer interactions 

• incident handling, for customer experience and service reliability 

• problem resolution to maintain services 

• change management to frequent improvements with minimal risk 

• service catalogue and monitoring so that you will be delivering the right level of service 

• financial control, so that you are spending in the areas that deliver the best return 

• availability, continuity and capacity management for continually reliable services, and 

• configuration management so everyone has the ‘single source of truth’ about your services 

Do this for all the services you need to keep your enterprise functioning, keep the lights on.  



Extend these practices to all the internal services that your enterprise delivers in order to operate.  

Your accounting, marketing, HR, IT, Sales, are all internal services required to support your core 

business. Part of ‘lights on’ is to have the processes to review and maximise these services. While 

these internal services tend to operate as independent departments (silos), this may not always be 

the best for your business as a whole.  

You can use Service Management practices as a common ground for integrating internal services 

together, for the best result as a coordinated single entity.  

Which brings us back to the CRITICAL purpose of service management practices. Having the 

management and governance to oversee the core business – your services to your clients and 

customers.  

It is not a case of different practices for different types of services within your business, but rather, a 

common set of practices that support ALL of the services being delivered.  

Look for service management practices that are simple and can be applied to all aspects of your 

organisation. This will drive greater collaboration and morale, leading to better services and happier 

customers.  

Try it, you will like it.  

  

 


