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MAINTENANCE, REPAIR & SUPPORT SERVICES STRATEGY
For Social Performance Professionals’ Alliance (SPPA)
[bookmark: _Toc225419788][bookmark: _Toc225496297]1. Purpose of the Strategy
To ensure that SPPA’s physical assets, ICT infrastructure, vehicles, equipment, and operational systems are:
· Maintained for optimal performance
· Repaired promptly when faults occur
· Supported through preventive and predictive maintenance programs
This guarantees continuous, efficient, and reliable service delivery to members, clients, and stakeholders.
[bookmark: _Toc225419789][bookmark: _Toc225496298]2. Strategic Objectives
· Ensure asset availability and reliability
· Minimize downtime of vehicles, ICT systems, and operational equipment
· Extend the lifespan of assets through preventive and predictive maintenance
· Provide prompt repair and technical support services
· Establish standardized procedures for maintenance, repair, and support
[bookmark: _Toc225419790][bookmark: _Toc225496299]3. Guiding Principles
Preventive over reactive: prioritize scheduled maintenance
Cost-effectiveness: optimize resources and minimize repair costs
Safety first: ensure repairs and maintenance comply with safety standards
Accountability and transparency: maintain proper documentation
Continuous improvement: integrate feedback into maintenance processes
[bookmark: _Toc225419791][bookmark: _Toc225496300]4. Maintenance Strategy
[bookmark: _Toc225419792][bookmark: _Toc225496301]      4.1 Asset Categories
· Vehicles and transportation equipment
· Office infrastructure and furniture
· ICT systems: servers, computers, network equipment
· Library and archival equipment
· Field operational equipment: generators, tools, laboratory devices
[bookmark: _Toc225419793][bookmark: _Toc225496302]    4.2 Maintenance Approaches
A. Preventive Maintenance
Scheduled checks and servicing (daily, weekly, monthly)
Lubrication, cleaning, calibration, and inspections
Replacement of consumables before failure
B. Corrective Maintenance
Rapid response to breakdowns or faults
Use of standardized repair procedures
Coordination with suppliers and contractors where needed
C. Predictive Maintenance
Condition-based monitoring (e.g., vehicle telematics, ICT health monitoring)
Early detection of potential failures
Data-driven maintenance planning
[bookmark: _Toc225419794][bookmark: _Toc225496303]     4.3 Maintenance Procedures
Maintain checklists for routine inspections
Establish logbooks for all assets
Assign responsible personnel for asset maintenance
Conduct annual audits of asset condition
[bookmark: _Toc225419795][bookmark: _Toc225496304]5. Repair Strategy
[bookmark: _Toc225419796][bookmark: _Toc225496305]     5.1 Rapid Repair Services
· Establish internal technical support teams
· Maintain preferred suppliers and service contractors
· Keep spare parts inventory for critical assets
· Implement service level agreements (SLAs) for external repair providers
[bookmark: _Toc225419797][bookmark: _Toc225496306]     5.2 Documentation and Reporting
· Record all repairs in a maintenance and repair register
· Track repair costs and downtime
· Use reports for asset lifecycle planning and budgeting
[bookmark: _Toc225419798][bookmark: _Toc225496307]6. Support Services Strategy
[bookmark: _Toc225419799][bookmark: _Toc225496308]      6.1 ICT & Technical Support
· Helpdesk for ICT issues (software, hardware, network)
· Remote troubleshooting capabilities
· Scheduled system updates and backups
· Training members and staff on basic troubleshooting
[bookmark: _Toc225419800][bookmark: _Toc225496309]      6.2 Operational Support
Field logistics equipment maintenance (generators, water pumps, vehicles)
Office support: HVAC, electrical systems, office tools
Library support: cataloging systems, digital repository, physical infrastructure
[bookmark: _Toc225419801][bookmark: _Toc225496310]     6.3 Member Support Services
Assist members with ICT access, e-learning platforms, and library resources
Technical support for consultancy service delivery
Coordination for field deployments and equipment use
[bookmark: _Toc225419802][bookmark: _Toc225496311]7. Risk Management
Key Risks
· Asset breakdowns affecting operations
· Delays in repair or replacement
· High maintenance and repair costs
· Unavailability of spare parts or skilled technicians
Mitigation Measures
· Implement preventive maintenance schedules
· Maintain inventory of critical spares
· Develop partnerships with reliable service providers
· Train internal staff for basic repairs and troubleshooting
· Maintain contingency plans for essential operations
[bookmark: _Toc225419803][bookmark: _Toc225496312]8. Institutional Framework
· Maintenance & Support Unit
· Maintenance Manager / Engineer
· ICT Support Officer
· Vehicle & Equipment Technician
· Field Operations Support Officer
Roles and Responsibilities
Maintenance Manager: Oversee all asset maintenance and repair operations
ICT Support Officer: Maintain ICT systems and provide technical assistance
Vehicle & Equipment Technician: Maintain fleet and field equipment
Field Operations Support Officer: Ensure field assets and operational support are functional
[bookmark: _Toc225419804][bookmark: _Toc225496313]9. Monitoring & Evaluation
Key Indicators
· Percentage of assets maintained on schedule
· Downtime of vehicles, ICT systems, and equipment
· Repair response time (internal and external)
· Maintenance and repair cost per asset
· User satisfaction with support services
Tools
Asset management and maintenance logs
Helpdesk ticketing system for ICT and operational support
Periodic audits and inspections
[bookmark: _Toc225419805][bookmark: _Toc225496314]10. Budget Considerations
· Scheduled preventive maintenance
· Spare parts inventory
· Repair and technical service costs
· ICT and operational support systems
· Training of technical staff
[bookmark: _Toc225419806][bookmark: _Toc225496315]11. Implementation Roadmap
Phase 1 (0–3 Months)
Conduct asset inventory and condition assessment
Develop maintenance schedules and SOPs
Identify critical spares and service providers
Phase 2 (3–6 Months)
Begin preventive maintenance program
Establish helpdesk and technical support systems
Train staff and members on equipment and ICT support
Phase 3 (6–12 Months)
Implement predictive maintenance tools (e.g., vehicle telematics, ICT monitoring)
Monitor performance and repair metrics
Adjust schedules and systems based on feedback
Phase 4 (12+ Months)
Institutionalize maintenance, repair, and support services
Scale support services to field operations and consultancy projects
Continuous improvement and cost optimization
[bookmark: _Toc225419807][bookmark: _Toc225496316]12. Success Factors
· Leadership commitment to maintenance and support
· Trained technical staff and technicians
· Adequate budget allocation
· Availability of spare parts and tools
· Clear procedures, SOPs, and documentation
· Integration with operational and ICT systems
[bookmark: _Toc225419808][bookmark: _Toc225496317]Conclusion
This Maintenance, Repair, and Support Services Strategy ensures SPPA can operate efficiently, sustainably, and without disruption, with:
· Reliable vehicles, ICT systems, and equipment
· Prompt repair and technical support
· Reduced downtime and operational costs
· Continuous service quality for members, consultancy operations, and field deployments.
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