Service with a smile

As Khidmah approaches the second anniversary of its business unit, Khadamati
Services, fimME speaks to supervisor Kristina Kastratovikj to look at its 2011 goal

B n the last two years, Khidmah has
grovm its services and portiolio of resi-
dential properties under it facilities

2 amd properly management division.

Orwang Lo demand from residents for
domestic and day to day services for their
homes, it set up Khadamati Services in D
cember 2009 and now caters to more Lhan
2 000 properties across Dubai and Abu
[¥habi as well as a number of buildings in
Lthe Western Region providing services on
behall of landlords.

Customers can be found in freehold resi-
dential projects such as the villas of Golf
Gardens, Abu [habi, Lake Shore Tower
and MAG 214 in JLT, Dubai.

It also has leasehold residential projects
in Sas Al Nakhl Village and Bhalidiva Resi-
dential Village i Abu Dhabi and Al Oyoun
Village in Al Ain as well as the offices of
Abu Dhabi Judiciary department, and
‘Dactors withoutl Borders'.

“The best part about launching
Khadamati, which means My Services' in
Arabic was that the groundwork had al-
ready been done and we knew through the
requests received by our call centre that
there was a latent demand for the extra
services on our properies,” sanl Kristina
Kastratoviky, Khadamati supervisor.

Bequests varied from installing a chan-
delier, to needing a carpenter, cleaning a
swimming pool o grass cutting, pest con-
trol and fixing & fly net or window shades.

“By creating an independent buziness
unil within the company, providing a one
stop shop for domestic and maintenance
services for residents, we needed to plan
which services we woiild be offering vari-
ous properiies, selling up a price siruce
ture, financial analy=is and a marketing
strategy,” added Kastratovik).

“We also needed (o educate ouwr call
centre agents to deal with the callz, as they
had to play a vital role in the implementa-
tion of the communication and marketing
strategy. Overall, a lot of things had (o
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Warkers at Khadamati Services provida landscaping for comsbamers inclafing grass and lawn cutbing.

b in place in a very short space of me.
From its inception we have been expern-
encing growth on a daily basis.”

In addition to its current properiies, Kha-
damati will be providing services to the
newly built Sun and Sky Towers on Reem

Island as well as the Al Yakut Tower.
“We are very excited to be a vital part of
the handover and management of Sun and
Sky Towers as part of the Shams project,
Abu Dhabi,” said Kastratovik),

“The towers are one of the most presti-
gious developments in Abu Dhabi. Soroub,
the developer, has created more than 1,000
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resydential units plus commercial spaces,
as well a5 a retail section in e form of &
mall on the first two floors of the towers,
“The handover of the units started last
manth. This is an exciting time and the
torwers have created a huge potential for
Khadamati services. The promolion of the
services commenced during the periad of
residenl nspecton and de-snageing of the
unils and our services are available both
for the owners and the tenants in the form
of planned preventative maintenance pack-
ages, handyman services, houseleeping,
Easy Home services with special ollers

30 dpd 2000

and rates from our suppliers for services
like: mierior furmishing or Kilchen appli
ances,” she added.

The team of Khadamati sits under the
larger Facilities Management department
within Khidmah. Cach project has its own
FM team meluding eo-coordinators, team
leaders, HVAC technicians, electricians,
plumbers, general echoicians, gardeners,
swirmnming pool cleaning teams, house-
keeping teams, pest control lechnicians
anid general cleaners.

The ratio of the stalf which i han-
dhing Khadamati varies from properiy to

property, depending upon the amount of
refquess i receives, as well as whether the
property 15 leaschaold or frechold, as it has
both in its portfoko.

In soane properties, such as Goll Gar-
dens, it has an emergency, planned preven-
tative mainlenance and reactive Leams.

In the leasehold properties such as Sal
Al Makhl il has a leam which assists o the
delivery of individual services, such as
handyman or pest control. The reactive
and planned preventative mainlenance is
under the cormmunity FAM tean, “Puiting
the business umt in place and implemerl-




ng all the processes and procedures and
experiencing Uhe growing pains of @ new
sector has been one of the most chal-
lengring things [ have ever experienced,”
said Kastratovikj. “Abu Dhabi property
markel, as opposed Lo the Dubai marleet,
has not had much experience of this type
of project and structure of Service we
weere providing., The challenges vary [rom
educating residents that certain services
are chargeable on their property Lo raismg
the satisfaction level of services.

“In addition, should properties require
any remedial work thal = outside the

responsibality of Khidmah, this will require

Larudlord approval, which is someslimess
difficult Lo obtain for a varety of reasons
and can lake tme, which leaves us being
unable to rectify the problem within the
timescale required by the occupant.

“We have had the challenge of imple-
menting varying pavment options such
a5 epraynent and oosile payments which
were new sysiems [or this lype of service.
In addition, from an aperational viewpoant,
scheduling staff, services, specific tenant
availability and access Lo proper lies was,
and remains a daily challenge.”

Mastraboik] ta4es time out fo
discuss projects with bor team,

According o Rastratovik], understanding
the Dhubai Strata Lew and mierest shown
from owners is increasing on a dailv basis.

She said that in Dubai, where the rental
relurns have reduced and valuations have
dropped 1's important that as a company
it tells clients how to prolong the life of an
assel and how to reduce the overall cost of
thal assel’s lifceycle.

“In Drubsad, properties have had interim
owners associations (10A] for more than
twer years and are well informed on whal
their service charge covers in relation to
the commaon spaces and their responsibili-
ties of freehold areas,” she said.

“In these developments there is normal-
Iy bess questioning of ‘why” planned main-
tenance services are reguired and more on
whal value we can deliver. In develogments
where the interim owners association is
formed or where the defect liakility period
is recently completed, we have more ques-
tiens on why their service charges do not
cover their freehold property.

“In this instance myself, the team and
even our call centre have o educate the
owner and tenant on thelr responsibililies.

“When it comes to Abu Dhabs it is dif-
ferent because the law is not at the same
level as Dubai yet but as a company we are
complying with the Dubai Strata Law for
all ouar frechold properties.

“Each Freehold property, therefore,
has ils own interim owner's assodciation
bnard and they have learned the value of
expressing their opinion on behalf of oth-
ers and actively contributing to the man-
agement and upleep of their community.
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Eradamati Services maintz=ng and caries out poal cleaning duties o behalf of its customers.

“Within aur company we haee a team
which iz dedieated tointerasting with the
board memhers and owners,

“Metings wre organisc:d and ceervibing
ie Llseey inle comaidesatinn, Our Proparty
lanagemenl and Facililies Wlansgemaen)
Lo hags wenscod with the TOG amad all the
fAmeTs onranspareney with the service
eorarges and demonsisaling wheal is and
whal is nol covered.

“The owmers haec gonaerally o very
eager Lo lesm more about the fortherming
Sirata Taw aned whal kind of fimpact 10 will
haee: om s developraenl|,

“In Ahu Trhabi where cental retaens are
sl moderate, there are many eases whare
vesidonis wanl e e inowel] maimlained
bestress, Thae ressiclenis loek lor develop-
ments where landlords peovide a greacer
Tewerl of serwice [rom mainlenance through
Loy Lamedseapang ol The srouands,

W all lvavs kenoveledgre of and nnders
slane the Sirals Taa, therelore many ol us
A amseer esiions aommeeled o this icil
is Tt by e residends.

“IL iz wory inleresting thal e lenan s
weer alwo inlerested o koow more about a
s, Al T havee nioticsd o Irend than thise
Lot G spaeals tooere cfienn L thae Tarullomils
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14,000

calls a manth are received hy the 2447
Ehidmah Call Centre

10

The number of pools cleaned a day by
Khadamati Services

knewarings that ey lave: the poawer (o influ-
eme The managemenl ol the coammnmily
Andd services provided,”

A owellas exparling into el
arcas of the Weslern Segiom of the TTAE,
Fluadamali has tulreedneed a OFS lracking
syl i all s wehocles,

The: saesten alloees slarm e track,
mcnilen =nd comirel k= lewns i el e
Aned s ezl combre cam dispaich men closest
Lo a develaprnent basedl on Uhedr localiom

Il i= rewr Tewrkings al impleamenling This
syabenn across all of 1l othes divisions
Loy bt b satihise thae weschmieianes across all
lieslals amed relaled cosiomer services.

Koastralovil] suid ome ol ils greales). chal-
lemgzes curinygs thie irs] viear was Sm -
calingr whal 10 was uving doole ko castonme-
ers and AL s errently implemeniing w nie
S8 systoan e residen s where they will
b maatilicel ol amvlBing 1aal comeerns their
praperty thrangh an SMS messagze an
thetr mobile: thome.

“Targetod commumicalion s a valuable
Amsel L amy comnpany, cspedizlly when yon
are in thie serviees business," she aand.

“Testcdents ier the vighl tn ke acdvised
o ever v hinge which 35 commeeteal L thae
sorvices they recrive; whelher thanis the
sotheduling and reschedaling of wirls ora
delay due Lo sopphicr deliversy,

T el welbe ek aowide aned diffe-ng
peaUelin cf resident= T very ehullenging
L el evervone's expectalions, which is
whiy we tak anslomoer eedback vory senm-
onsly znd act om it accordingl.

“Theang bl o worls om his preojecl and
seel Thas e fronn walhin e commpany [
Thies begeimminge arl grw the Bhailare i
Services Lo the poinlwhere 1035 21 oday
arwes e greal salislaclion.

“Ts A challengrng johat timnees bl oli-
malely very rewarding. " A
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“Owners have been very
eager to learn more
about the forthcoming vy
Strata Law and what kind
of impact it will have on a
development.”




