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This paper is dedicated to the field of enterprise service activities
, especially to optimising and increasing their productivity and consequently to increasing the productivity of main enterprise processes. It follows the design of enterprise service activities content definition upon the basis of Infrastructural Facility Management. The paper focuses on the incorporation of service activities into the organisational and managing enterprise structures as well as on analysing the factors influencing their effectiveness, respectively the effectiveness of main enterprise activities. It makes a review of the theoretical knowledge in service activities within domestic and foreign production enterprises. 
1. introduction  


Service activities are used to be marked more and more like the key of economic success of production companies. They are, as a result of changing conceptions, to run the production enterprises having new and high requirements for the management of service activities. Getting prepared for requirements of the future under new conceptions means to be asking about the present condition then to analyse it and create new ideas and a new model of service activities. It is necessary to make an analysis of all organisational, technical and economic aspects in a way to give the guaranty of close cooperation with customers in terms of the optimal cost of the service activities and contractual conditions. Optimal solution of the service activities within an enterprise faces sizable fractionalism among various sections, divisions, departments as well as among their subsidiaries or joint ventures when the responsibilities, respectively the sponsorship and consequent activity coordination (for example the coordination in terms of investment procurement, practicing the unified technical policy, etc.), are highly questionable. Planning functions and activity performance, in terms of the service activities, are not respected and their fractionalism leads to the isolated optimisation of partial goals of particular enterprise sections, departments and so on.
2. Model of service activities’ optimisation 

Increasing the effectiveness of service activities is possible upon designing a model of enterprise service activities as the support activity or support process having significant impact on the main activities, respectively main processes with the purpose to increase the profit and productivity or to reduce the expensiveness/costliness and increase the added value of organisation. Proposal of the service activities model
 (Figure 1) comes out of the present theoretical knowledge basis, analysis of the present situation within the area of service activities and best practices. The basis for this model proposal is the knowledge of Facility Management structures, which is the area directly following the history of services development and particular support functions development. 
Work flow to build up the model is as follows: 

· Creating the environment, i.e. unifying the principles of planning, decision making, performing and controlling of such activities, as well as making the unity of understanding the service activities as a meaningful function of organisations;

· Removing sizable differences among various sections, divisions, departments, subsidiaries or joint ventures  within a group/holding  (not just form the organisational point of view) when the responsibilities, respectively sponsorship and consequent activity coordination (for example the coordination in terms of investment procurement, maintenance, practicing the unified technical policy, etc.), are highly questionable;
· Eliminating various disproportions (organisational, technical, controlling, etc.) to increase overall effectiveness, respectively to reduce overall expensiveness/costliness of an organisation and to increase the motivation for performing the service activities in this way;
· Defining the rules of monitoring by designing the key performance indicators (KPI-s) and setting their calculations up, we can measure and assess the performance and effectiveness of service activities.
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Figure 1. Work Flow of Building the Service Activities Model
For the fulfilment assessment of objectives, the key performance indicators (Table 1) are defined to evaluate the increasing effectiveness of particular Service Activities System items
.

Table 1. Key Performance Indicators of Service Activities
	System Item
	Objective
	Key Performance Indicator (KPI)

	
	
	Index
	Description

	Investment Procurement
	Measuring / monitoring the process of Investment Procurement with the purpose to increase its quality.
	KPIIP
	Indicator expressing the degree of Investment Procurement Process fulfilment.

	Service of Production and Technological Means (PTM)
	Reducing the accident rate and increasing the Work Safety Prevention of performing Production and Technological Means Service.
	KPIWS
	Indicator expressing the degree of Work Safety.

	
	Increasing the Availability of PTM with the purpose to reduce the primary and secondary cost of PTM Service / Maintenance.
	KPIA
	Indicator expressing the Availability of PTM.

	
	Reducing the Environmental Incidents and increasing the prevention in relation to the PTM Service / Maintenance.
	KPIE
	Indicator expressing the degree of Environmental Fulfilment.

	
	Increasing the Quality of PTM Service / Maintenance and reducing the number of reclamations.
	KPIQ
	Indicator expressing the degree of PTM Service / Maintenance Quality.

	
	Optimising the Target Cost of PTM Service / Maintenance.
	KPITCPTM
	Indicator expressing the degree of saving and optimising the Target Cost budgeted for PTM Service / Maintenance.

	
	Overall measuring of the quality and effectiveness of PTM Service / Maintenance.
	KPISPTM
	Summary indicator expressing the performance and quality of PTM Service / Maintenance with respect to Work Safety, Environmental Aspects and PTM Availability.

	Administration of Production Areas and Buildings (PAB)


	Monitoring of fulfilling the Expensiveness / Costliness in relation to the Administration of Production Areas and Buildings.
	KPIAPAB
	Indicator expressing the degree of Expensiveness / Costliness in relation to the Administration of Production Areas and Buildings.

	Procurement
	Monitoring of fulfilling the Expensiveness / Costliness in relation to Procurement expensiveness of services, materials, spare parts and so on.
	KPIP
	Indicator expressing the degree of Procurement expensiveness.


3. Assessing Service activities’ Effectiveness  


Assessing the effectiveness of the Service Activities Model comes out of the formula: 
KPISA = KPIIP x KPISPTM x KPIP x KPIAPAB

For better understanding of the above formula in terms of valuable monitoring (when it is “good or bad”), here are the examples as follows:
· “Good” example - KPISA ≥ 1
 KPISA = 1. 0 x 1. 2 x 1. 0 x 1. 0 = 1. 2


The system works well and there is no special need to take an action.
· “Bad” example - KPISA < 1
 KPISA = 1. 0 x 0. 9 x 1. 0 x 1. 0 = 0. 9


The system works improperly and there is a need to take a corrective action.
When setting up the values of particular indicators from the point of real capability to measure and assess Service Activities and consequently make the decision on proper corrective and preventive actions, the author used partially the analytical approach, if there was a usable data basis within information systems, and partially the empiric approach when using personal experience, respectively the experience of the professionals acting within the area of various production organisations.

Reference Bonus Table (Table 2), to reward the responsible for their performance, is designed based on the values gained from calculating the objectives fulfilment of particular Service Activities items (Table 1).


Within the above table, the KPI-s measure the fulfilment of each system item and the proper quotient of the sum is awarded upon the weight within the Service Activities System. Setting up the percentage weight of particular Service Activities System items has been designed based on the analysis of the present situation, respectively Pareto analysis. It means that particular percentage weights express the influence on primary expensiveness/costliness of an entire organisation and as well as on the secondary expensiveness/costliness, respectively on the loss of profit due to stoppages of the production and technical means or late launching of the subjects to investment procurement (production lines/machinery, etc.) into full operation and so on.

Table 2. Reference Bonus Table

	Reference Bonus Table – Rewarding upon the Degree of KPI Fulfilment

	System Item
	KPI
	Weight in %
	Fulfilment of Parameter

	
	
	
	1,5
	1,4
	1,3
	1,2
	1,1
	1
	0,9
	0,8
	0,7
	0,6

	Investment Procurement
	KPIIP
	30
	130%
	125%
	120%
	115%
	105%
	100%
	25%
	0
	0
	0

	Service of PTM
	KPIPTM
	45
	130%
	125%
	120%
	115%
	105%
	100%
	25%
	0
	0
	0

	Administration of PAB
	KPIAPAB
	10
	130%
	125%
	120%
	115%
	105%
	100%
	25%
	0
	0
	0

	Procurement
	KPINZ
	15
	130%
	125%
	120%
	115%
	105%
	100%
	25%
	0
	0
	0

	Σ to Reward
	
	100
	


4. conclusion

Implementing the Service Activities System is a complex process for the long run. If we would like to talk about the presumptions of successful and effective implementation of the system, then clear declaration of Top Management and Stakeholders to support implementing the Service Activities System must be given officially.


Functionality of the Service Activities System, respectively its particular items, has been tested by practical implementations within some Slovak enterprises. Methodology of designing the model respects the principles coming out of Facility Management. It is usable within stable enterprises as a process of ongoing improvements as well as within the enterprises under business processes reengineering.


Solution of the model of the Service Activities System and its particular items has proven significant contributions from the qualitative as well as the quantitative point of view. 
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POVEĆAVANJE EFEKTIVNOSTI USLUŽNIH AKTIVNOSTI

Sažetak

Ovaj rad proučava uslužne aktivnosti poduzeća, a posebno optimiziranje i povećanje njihove produktivnosti, čime se postiže i povećanje produktivnosti temeljnih procesa poduzeća. On prati oblikovanje definicije sadržaja uslužnih aktivnosti poduzeća na osnovama menadžmenta infrastrukturnih jedinica. Rad se usredotočuje na inkorporaciju uslužnih aktivnosti  u organizacijsku  i upravljačku strukturu, te analizu faktora koji utječu na njihovu efektivnost, odnosno efektivnost glavne djelatnosti poduzeća. Pritom se daje i pregled teorijskog znanja o uslužnim djelatnostima u domaćim i stranim proizvodnim poduzećima.
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� Service activities are the set of such activities that represent mainly the complex maintenance of technological and production means and related auxiliaries (machinery, production areas, etc.); 


� Service activities model is the model defining the relations between particular parts / elements of mainly the complex maintenance of technological and production means and related auxiliaries (machinery, production areas, etc.).


� System item means a part / element mainly of the complex maintenance of technological and production means and related auxiliaries (maintenance of machinery, maintenance of production areas and buildings, etc.).
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