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Agenda

• Sony Mobile Communications

• FM business strategy. Focus on Innovation Management

• Service delivery model

• FM Management

• Innovation Management
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• Innovation Management

• Service navigator development journey

• Review of FY2014



Listen. Play.Create. Watch.

What’s new

Lifelog.

Power of Sony
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Sony Mobile - Global footprint

SOMC:SOMC:SOMC:SOMC:

• Part of Sony corporation

• HQ in Tokyo, Sony City

• Workforce ~ 9500

• 54 sites in 40 countries

• 125 000 sqm

BMC and STT:BMC and STT:BMC and STT:BMC and STT:

• Owned by SOMC

• Manufacturing sites
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Product development sites – 5 sites

Regional CU – 12 sites

Manufacturing – 2 site

• Manufacturing sites

• 96 000 sqm

• Workforce ~ 12 500



FM Business StrategyFM Business StrategyFM Business StrategyFM Business Strategy

Focus on Innovation managementFocus on Innovation managementFocus on Innovation managementFocus on Innovation management
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Focus on Innovation managementFocus on Innovation managementFocus on Innovation managementFocus on Innovation management



PrePrePrePre----IFMIFMIFMIFM
2222ndndndnd generation generation generation generation IFMIFMIFMIFM

contractcontractcontractcontract
1111stststst IFMIFMIFMIFM contractcontractcontractcontract

Scope & Scope & Scope & Scope & 

delivery delivery delivery delivery 

modelmodelmodelmodel

• Over 100 suppliers and in-

house delivery

• Varying scope of services

• 6 sales offices added

• 5 services added

• Responsibilities clarified

• Administration simplified

• Delivering to Sony Electronics 

sites

• One supplier

• Harmonized service delivery 

including 11 sites and 37 

services

Cost & Cost & Cost & Cost & 

• Limited cost overview and 

control

• Local administration • + additional annual cost additional annual cost additional annual cost additional annual cost • Improved cost control

FM Service Delivery Model
Globally Outsourced Integrated FM Model

Globally standardized yet locally Globally standardized yet locally Globally standardized yet locally Globally standardized yet locally 

adapted servicesadapted servicesadapted servicesadapted services

GSA

LSA
LSA
LSA

One Global Service agreement One Global Service agreement One Global Service agreement One Global Service agreement 

covering all sites, governing all 

common and legal terms

Local Service Agreement that Local Service Agreement that Local Service Agreement that Local Service Agreement that 

includes local specificsincludes local specificsincludes local specificsincludes local specifics

• Standardized structure

Cost savings in the range of Cost savings in the range of Cost savings in the range of Cost savings in the range of xx%xx%xx%xx%
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2010

Service Service Service Service 

levelslevelslevelslevels

• Non-harmonized service 

levels

• Limited/no alignment to 

strategic focus

• Service level improved and 

adapted to sales offices

• Interaction with end-users 

improved 

• Innovation focus

• User satisfaction baseline 

defined and kept

• Price/service level ratio 

aligned 

Cost & Cost & Cost & Cost & 

controlcontrolcontrolcontrol
• Local administration • + additional annual cost additional annual cost additional annual cost additional annual cost 

saving YoYsaving YoYsaving YoYsaving YoY despite salary 

increases / inflation

• Service credits added

• Improved cost control

• Strategic alignment

• Lean central organization

• Limited administration

Time2011 2012 2013

USIUSIUSIUSI

(1(1(1(1----5)5)5)5)
3,5 3,4 3,5

Next time 
nov-2015Not measured 3,5

2014

3,5

• Standardized structure

• Pricing and local deviations

• Sites can easily be 

added/removed

• Output based service descriptions

• Covering Security, Hard and Soft FM 

services at 21 sites globally

• 42 standardized service descriptions, with 

possibility for local deviations

• Responsibility matrix clarifying the role of 

Sony, the land lord and the contractor

• Managed by less than 8 persons globally



FM Management
KPIs

USIUSIUSIUSI
0.2 average increase YoY

No individual service 

scores < 3.0

BSIBSIBSIBSI
> 3 monthly on all 4 

parameters/questions

InnovationInnovationInnovationInnovation
> 2 implemented/ year

ImprovementsImprovementsImprovementsImprovements
> 30 implemented/ year

QualityQualityQualityQuality InnovationsInnovationsInnovationsInnovations
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Budget vs. Budget vs. Budget vs. Budget vs. 

invoiced invoiced invoiced invoiced costcostcostcost

Total Total Total Total FM FM FM FM CostCostCostCost
within +/- 10%

Budget vs. Budget vs. Budget vs. Budget vs. 

invoiced invoiced invoiced invoiced costcostcostcost

BaseFM CostBaseFM CostBaseFM CostBaseFM Cost
within +/- 5%

Response time to Response time to Response time to Response time to 

emergency emergency emergency emergency actionsactionsactionsactions

Within 1h 100%/times

Report on Report on Report on Report on 

incidents incidents incidents incidents 
Escalations < 1day

Reporting < 1week

IncidentsIncidentsIncidentsIncidentsCostCostCostCost



2 forum types for governing and managing the global contract:2 forum types for governing and managing the global contract:2 forum types for governing and managing the global contract:2 forum types for governing and managing the global contract:

FM Management
Governance structure

Today
1. Governance meetings1. Governance meetings1. Governance meetings1. Governance meetings

Local / Site levels
Regional levels

Global level

2. Innovation Board and Workshops2. Innovation Board and Workshops2. Innovation Board and Workshops2. Innovation Board and Workshops
Drives local, regional and 

global innovations and improvements
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Global level



Innovation Management
Setting up a Sustainable Framework

Governance meetings Monthly KPI Reporting Innovation Board

TopTopTopTop----downdowndowndown

approachapproachapproachapproach
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Roles & Responsibilities Personal Objectives Reward & Recognition

BottomBottomBottomBottom----upupupup

approachapproachapproachapproach



Service navigator
The development journey

New workplace model:New workplace model:New workplace model:New workplace model:

Activity Based WorkingActivity Based WorkingActivity Based WorkingActivity Based Working

Interdependencies and Interdependencies and Interdependencies and Interdependencies and 

consequences for FMconsequences for FMconsequences for FMconsequences for FM

From local to global:From local to global:From local to global:From local to global:

Cultural contextCultural contextCultural contextCultural context
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… and just previous week…… and just previous week…… and just previous week…… and just previous week…



Review of FY2014
Highlights

• Service Navigator

• Lund, Hammersmith, San Mateo, Beijing, 

Taiwan, Düsseldorf & Tokyo

• Mobile work orders: myMCS implementation 

of hand held applications

• Share@ISS - proactivity and continuous 
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• Share@ISS - proactivity and continuous 

improvement app implemented at Lund site

• Energy Awareness campaign suggested and 

launched to promote Earth Hour 2015

• APPLE Awards - Reward & Recognition 

programme for ISS employees at the Sony 

Mobile account

• ”Inside News” – ISS @ Sony Mobile account 

newsletter

11



SONY is a registered trademark of Sony Corporation.

Names of Sony products and services are the registered trademarks and/or trademarks of Sony Corporation or its Group companies.

Other company names and product names are registered trademarks and/or trademarks of the respective companies.



FM Business Strategy
IFM @ SOMC

IIIIntegrated FMFMFMFM
IIIIntegrated Services

IIIIntegrated Coverage

IIIIntegrated Workplaces

IIIIntegrated Organizations
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IIIIntegrated Organizations


