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Turn Key Opportunity

U.S. General Services Administration

The Turn Key Opportunity (TKO) concept is a proactive effort to measure the effectiveness of the space delivery process; to promote open communication and to maintain or develop a high level of credibility with the customer agency.

GSA is hopeful that full implementation of this practice for all space acquisitions will result in improved customer satisfaction and realty transaction survey scores.  GSA believes good customer service relationships should be formed at the beginning of the lease acquisition process and continue throughout the occupancy of the lease.  Good customer service includes the understanding of each organization’s roles and responsibilities attributed to the administration and compliance of the space agreement.

The TKO meeting, which occurs at the start of the space acquisition process is an opportunity for GSA, the tenant agency, and the lessor to meet and discuss the roles, responsibilities, and expectations with the lease acquisition process.  The TKO meeting is attended by the core space delivery team, which includes the Realty Specialist, Property Manager, Federal Protective Security Specialist, customer agency's representative, lessor and the lessor's property management personnel.  The presentations clarify any specific terms of the agreement and give participants the opportunity to articulate expectations as a stepping stone toward ensuring a successful long-term tenancy.  At the end of the meeting, the customer completes a survey to measure the effectiveness of the space delivery.  GSA’s customers have responded very positively to the TKO concept.  GSA is very excited about its continued application in all space acquisitions as well as further applications of the concept in other program activities utilizing a team approach.  The TKO concept has been incorporated into GSA’s asset management strategic plan as a method to improve customer service.

For more information, contact Ms. Karen Johnson at 404-562-2760 via e-mail at karen.johnson@gsa.gov.
