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LEASE ADMINISTRATION/OVERTIME UTILITY
PUBLIC BUILDINGS SERVICE NORTHEAST AND CARIBBEAN REGION
The Lease Administration program was developed in response to the Public Buildings Service's (PBS) Region 2’s (Northeast and Caribbean Region) need to document its lease inspections.  There was no way for offices to effectively track tenant concerns as well as lessor performance.  
This tool, which now contains over 700 leases and 8,000 inspections, has enabled GSA to focus its efforts in addressing tenant concerns which has resulted in improved customer satisfaction scores.

The Overtime Utilities Tool was developed as part of a National initiative.  Nationally, GSA needed a consistent method for developing overtime utility estimates.  The GSA Senior Property Manager had previously developed a tool which had been used throughout Region 2 for nearly ten years.  This tool became the template for the National tool.  Additional features were incorporated into the tool to help GSA recover all of its actual costs.  While there was a bit of a learning curve in rolling the tool out, GSA was able to recover more of its actual costs than in any previous year.  Tenants also expressed their appreciation to GSA in finally providing a consistent and accurate means for calculating these costs.

LEASE ADMINISTRATION AND MANAGEMENT PROGRAM

The automated lease administration program is both secure and interactive.  The system was designed to be both a repository of critical information as well as a tool for tracking lease deficiencies with the ultimate goal of improving customer satisfaction scores in leased locations.  It is anticipated that this program developed and utilized in Region 2 will become a National program.  Initial work has begun on this effort.

As an informational tool, each of the service centers can input items such as the name, address and telephone numbers of the customer and landlords, the square footage, lease and building numbers, full time employees (FTE's), locations' customer satisfaction scores and even the services that are provided by the government.  The system then allows the user to intelligently analyze the leased inventory by office.  Those locations that are performing below the national average can now be identified with the touch of a button.  Need to know what has been done in the past to improve the scores?  Take a look at the actions taken to resolve customers concerns.

As a tool to improve the customer satisfaction scores, the system was designed for the service centers to input the complaints, by location, in a chronological sequence together with the specific actions taken to rectify the problem.  There is a field that enables other divisions to also document responses/solutions to our customers needs.  When the lease comes up for renewal and the location is considered as a possible offeror, the Realty Specialist can use this system as an additional tool to analyze past performance.  

OT (OVERTIME) UTILITY TOOL

The purpose of this tool is to provide our managers with a standardized format and methodology for developing overtime utility estimates. Our customers have repeatedly informed us that consistency in our regional and agency wide transactions is very important to them.  This tool promotes consistency in our regional and agency wide transactions with your agency.

The tool is based on a standard MS Excel spreadsheet and includes an estimate form and instructions on its use, as well as the rationale for the calculations.  A web based version will be rolled out in FY08.

This initiative is part of GSA’s effort to provide our customers with improved customer service, and with a nationally consistent approach in addressing the issue of overtime utilities use.  Despite GSA’s aggressive energy conservation measures, energy costs continue to represent an ever increasing percentage of the operating costs for the buildings your agency occupies.  This initiative is intended to provide our customers with information that will allow them to more readily address, understand, evaluate, and approve reimbursable work authorizations for overtime utility expenses incurred.
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