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Who We Are

S ISSNAD

WHO WE ARE

ISSNAD Urban Real Estate Development Company
was created specifically to target the Managed
Services sector of the real estate market. The company
provides a suite of special products and services
primarily addressing the needs of tenants and users as
well as owners and developers of real estate facilities
here locally in Kuwait and in the surrounding region.

ISSNASD’S has designed its business model to cater
to the operational side as well as the developmental
side of real estate. The most distinguished element
in our business model is in the approach we follow in
applying the concept of “Managed Services”. How this
concept differs from the traditional approach for real
estate development is in the way it's used to identify
potential tenants and clients and their business needs.
But it even goes beyond that in the way we study and
analyze potential clients’ operational needs before
designing the service solutions that can respond to
those needs and how we reflect that in the master plan
and architectural solutions so that they are efficiently
designed without any obstacles or constraints.

A REAL ESTATE DEVELOPMENT &
MANAGED SERVICES COMPANY
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We aim at satisfying our tenants and users’ operational
needs by creating the most logical blueprint for the
“one-stop-shop” management structure for these
multiple service solutions and when we are engaged
in the development aspects of a project, we make
sure that the architectural design and construction
processes are guided and managed in a way that
brings out the best value in the project. Simply put,
we design and build our solutions according to real
and well understood needs and we even begin to
market the project and its services prior to the start
of construction.

Our comprehensive Managed Services program
development cycle is a complete offering from project
inception to project operation. We have created a well
defined and detailed generic work program packaged
in a way to suit most clients’ needs. The work program
has built-in flexibility in case we need to tailor it to
fit a specific situation or special requirements of the
client. 4
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OUR BUSINESS PHILOSOPHY

Our business philosophy is simple - we view ourselves
as client-focused company totally responsive to
change, balanced by a clear understanding that
value and quality guide our decision-making. We
fully understand that in our business like many other
businesses change never stops and that is why we
continually evaluate our business processes to support
a client-friendly environment. We want our clients
to know that we take full accountability to those we
serve by taking responsibility for our actions.

The business culture of ISSNAD is built on encouraging
our management and staff to demonstrate
responsiveness and flexibility in servicing clients needs
and solving their problems. We do this by supporting
open communication at every level of our business
processes. We intend to deliver consistent and timely
information to our clients about the programs and
services we administer.

Last but not least, we prefer to partner with our clients
on specific aspects of our work when it's clearly
advantageous to both parties to do so. We want our
clients to feel they have in ISSNAD a worthy partner to
trust and do business with on continuous basis. .4
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OUR VALUES

*\We deliver quality products and services because of
our experience, attention to detail, and innovation.
This is what differentiates our services from that of
others.

*\With our proven track record in Managed Services
we are able to offer solutions that are both focused
on, and tightly matched to, client, tenants and user’s
needs and perceptions.

*Our focus on management and outsourcing allows
us to provide our clients with personalized service.
We do all this without compromising integrity, and
we have sufficient flexibility to allow us first to listen,
then adapt to, and meet, the specific needs of our
clients.

*The real estate industry is dynamic by nature and as
such it’s undergoing constant change and that’s why
we plan to offer our clients leading-edge technology,
consultancy and other services within a framework of
traditional business ethics and personal service. 4
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WHAT WE DO

WHAT WE DO

ISSNAD’Saimisto providethe best possible experience
for its clients’ real estate needs. Our role in Managed
Services is not to provide any of the physical services
ourselves but only to manage the service providers in
the most cost efficient and practical way. Moreover,
we make sure our strength compliments the client’s
strength and know-how and more importantly let the
client take the lead role and be proactively involved
in the project. We listen to our clients attentively and
we make sure our working relationship is guided by
their interests and needs. Whether it is managing
properties, providing consultative management
services or offering expert advice on various aspects
of real estate development, ISSNAD is well equipped
to handle that. We want our clients to feel that their
real estate business expectations are properly aligned
with ISSNAD’s own and we can deliver to these
expectations. 4

What We Do
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OUR OFFERINGS

ISSNAD’S provides a very comprehensive Real Estate
Managed Services (REMS) developmental program
and three Managed Operational Services Solutions.
The REMS program is a structured approach to
incorporating the concept of Managed Services into
a facility at the earliest possible point in the design
phase.

Our Managed Operational Services Solutions
commence during the operation stages of the REMS
program and cover:

Property Management
Facility Management
Smart Services Management 4
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THE REMS PROGRAM

THE REAL ESTATE MANAGED
SERVICES (REMS) PROGRAM

The most ideal situation for the REMS program is to
start when the client’s project is in its earliest stages
of development. Our REMS program was designed
specifically to coincide with the start of the real estate
development cycle but it can also work with projects
at different stages of development.

No matter at what point we enter into a project to
deliver Managed Services to a real estate project, we
go through an exhaustive process of analysis, design
development, and finally the delivery and operation
of the services. We have designed a generic work
program that defines the stages, phases, and tasks
that we undertake to arrive at the best and most cost
effective solutions. The program is made up of four
distinct stages each with its own set of phases and
tasks as described below: 4

The REMS Program
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w The REMS Program

MANAGED SERVICES ANALYSIS
STAGE

PROJECT ORIENTATION

This is where we meet with the client and/or his
representative and review the existing project’s master
plan and architectural drawings and physically inspect
the project site. Depending on our entry point into the
project, we identify the scope of Managed Services we
can offer. The earlier we are in the project the better.
However, we are flexible and can gear up to a project
that has already started using our “fast-track mode”.
Regardless of the entry point, we familiarize ourselves
with all the necessary project conditions to help us
add value to the project.

PROJECT PLANNING

The project planning phase is where we develop the
project plan, assign manpower, and establish order
of priority including the development of the work
approach, tools and procedures. We also develop
the audit framework and performance measures and
make sure our project team understands all aspects
of the project. A refined detailed work plan is then
presented to the client for his approval.
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ESTABLISHMENT OF THE COORDINATION
STRUCTURE

Since real estate projects involve multiple disciplines all
working together, our REMS project team will develop
the proper mechanisms to coordinate its activities with
those of the AED firm, the Construction Management
(CM) entity and the Owner’s Program Management
entity, etc. Furthermore, to reach a reasonable project
execution environment we set up jointly, with the rest
of those entities, and under the supervision of the
client a coordination mechanism acceptable by all
parties.

MANAGED SERVICES SCOPE DEFINITION &
ANALYSIS

Depending on the types of Managed Services
selected by the owner, we employ our advanced
analytical techniques and tools to develop a detailed
understanding of the services and solutions required
for the project to achieve the level of excellence and
uniqueness that is desired by our clients.
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MANAGED SERVICES NEEDS &
REQUIREMENTS ANALYSIS

Based on the Managed Services solutions identified
in the previous phase we expand our analytical
activities to investigate the expected future needs and
requirements of the owner, tenants and users when
the project goes into its operation stage. If anchor
tenants are identified then our analysis can even be
more advanced and realistic.

MANAGED SERVICES WORK PROGRAM
DEVELOPMENT & COORDINATION

We understand the importance of the role of the CM
in the project and accordingly before we proceed with
our own tasks we build a detailed work program to
cover our scope of work. Once this work program is
approved by the owner, we start coordinating with the
CM on how best to integrate our work program with
the overall work program of the project. 4
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CONSTRUCTION
MANAGEMENT

FINANCING

ARCHITECTURAL
ENGINEERING DESIGN

PROJECT STAGE DESCRIPTION

*
MANAGED SERVICES INITIATION STAGE

ISSNAD WORK PHASES

—_—

+ 1.1 Project Orentation

+ 1.2 Project Planning

+ 1.3 Establishement of Coordination Structure

+ 1.4 Managed Services Scope Definition & Analysis

+ 1.5 Managed Services Needs & Requirements
Analysis

+ 1.6 Managed Services Work Program Development
and Coordination
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02- MANAGED SERVICES DESIGN
DEVELOPMENT STAGE

SERVICES LEVEL DESIGN

Here we start establishing the services level that satisfy
the expectations of the owner and the tenants and
users of the real estate facility. We do that by relying
on our experience and by benchmarking our designs
with the prevailing market conditions.

SERVICES INFRASTRUCTURE DESIGN
REVIEW/DEVELOPMENT

In close coordination with the consultancy capabilities
of the selected disciplines of Managed Services, we
start guiding and supervising them to make sure that
they produce the proper design specifications for the
infrastructure components needed for the required
services. We also coordinate with the CM to make
sure that the procurement procedures cover such
infrastructure components.
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SERVICES INFRASTRUCTURE PROCUREMENT
MANAGEMENT

In this stage of the project we become more involved
in the coordination efforts with construction and
procurement management disciplines of the owner’s
organization to properly manage the procurement of
the necessary systems and assets for the Managed
Services Implementation. We also produce all the
necessary technical and legal documentation to
support this process.

MANAGED SERVICES FINANCIAL PLAN
DEVELOPMENT

We continue our coordination with the selected
disciplines of Managed Services to obtain the required
financial data that will help us produce the proper
financial plans to introduce to our client for his review
and approval and also to coordinate with his financial
entities to demonstrate the benefits of Value Engineering
into the overall financial plans of the project.
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MANAGED SERVICES LAUNCH PLAN
DEVELOPMENT

We understand the importance of developing launch
plans to help our client with his own marketing plan
for the project. Since Managed Services are now
considered as an added-value component in real
estate, we wantto make sure our client takes advantage
of its direct and non-direct financial benefits.

TOTAL MANAGED SERVICES AGREEMENT TOR
DEVELOPMENT

Before concluding this stage we make sure that
our client is very clear about the detailed terms and
conditions that must be included in the Total Managed
Services Agreement to achieve the benefits planned
for the project. We see this as an important element
even if the operation of the facility is managed by an
entity other than ISSNAD. 4
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03- MANAGED SERVICES
OUTSOURCING &
IMPLEMENTATION STAGE

SETTING THE TOTAL MANAGED SERVICES
AGREEMENT IN MOTION

Our role here is to demonstrate to the client ISSNAD’S
capabilities in establishing and operating a “One-
Stop-Shop” environment for all the selected types
of Managed Services in the facility. Once we have a
signed agreement in place, ISSNAD will start mobilizing
its resources to begin deploying the services in the
facility once the operation phase starts.

PROCUREMENT MANAGEMENT OF MANAGED
SERVICES PROVIDERS & CONTRACTORS BY
ISSNAD

In this crucial phase ISSNAD will work closely with the
client using the most transparent and ethical procedures,
and with the aid of the knowledgebase available in our
Branding Club we will be able to select and subcontract
the best providers of the services according to the type
of Managed Services selected for the project. .4
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PROJECT STAGE DESCRIPTION

+ + + g oo

[ WORK PROGRAM [ REQUIREMENTS [ VALUE

Py e A“Ja' i UPDATE ENGINEERING
04- PROJECT OPERATION STAGE g omid! Jtiisd als 0 - - SEAD wen paasEs
SOFT EXECUTION OF MANAGED SERVICES Ciload! Byls¥ ddg¥l Jue Gusll ddba s l l l /\ < 41 SF?IZHExecution Of Managed Services Launch
LAUNCH PLAN Al sl ois S8 sgnd dieal Sloisliwl 4S8 4 Ll CONSTRUGTION ARCHITECTURAL . « 42 Soft Launch Review
ISSNAD gives great deal of attention to the quality of ddaelloia hatwl sland 5Se s gy widg ;ST sllncl MANAGEMENT ENGINEERING DESIGN NG > « 4.3 Commencement Of Project Operations
services delivery because we realize it takes time for Al Jgosl] Lo Liosw ellig alasdl 3% “-‘S-‘-"L'“-” g
the operation phase to become stable and reliable. wwlosdl oigl aaally Jee fusll sic bagdl wloys ad) t I I () —
For this reason we start the operation by executing Jeihiad @91 wllec udiny dolal o2 peld Lils asleq E
a soft launch of Managed Services. This will enable Ol.‘Le‘I olell Lesl] J“"—“"‘Jl J““’ "L"f‘i’ B)lly gadsy <
us to observe and document the early lessons o olalnly ol bl ‘iflj G99 é"ﬁl)'“ L‘J o= lf“” —MENT
learned at the beginning stages of operation and then o9 _‘*'?L?"ﬂ,e wloglell oia oo salasuily AJ"’TU —
) ) ) Z\.J.g..ﬁ:.:.” \.“_'LE.LO_L” L§lLb| aic )L,_LcXi o lais] <
incorporate those lessons in future stages of project coiiall aulaall / /\
operation. &s o \ t
| | \
SOFT LAUNGH REVIEW adg¥l i Sl Silloc A slpo Nt I SSN A D > SERVICE LEVELS DESIGlD
sl olilSo¥ly dolai¥ly wlhudl o araiws Liag | —

Here we direct the capabilities and experience of o il Jasll ellsy LLalssll 8% 55,0 L6 Lual < INITIATION STAGE < l
our Collaborative Management Center staff to work aslS J4 Ll L] 5—’—.;‘-”\—”9 fariall L 4_._._7_U olgdl gw ER /\
.Close.l}/ with o.ur client to resolve any |§sues which were illy dvaill ololSa¥l d6lS 445 &“\é' oilly wMnell w PROPERTY T ST
identified during the soft launch review to guarantee C'—"-'-” Sl sl glonnd dalidl dogll o Losssd 2 l g
success in the future operation stage. Sl S8 \/ 5

‘ o

& . Z ' %

COMMENCEMENT OF PROJECT OPERATION gordinoll duladlf Al Sualf Silelondf fay B Hlke 2 S
Once all of the previous steps have concluded Lgs aaleall ala &% plglly Jol, U 45LS o slgaiX] sicy S ) Z 8
successfully, the project is now ready to be fully asslls Jol<y Jraiall Ligo 0¥ puiey gopiull ol rloy s - =)
operational. This is where the benefits of our Sleall gt oyl Lol 565 Lile Limg aulie vl § = yaN 8
Collaborative Management Center come into play. gMly ALolgsdl 311 35,0 s g0 lgasds Sally dilonll < PROJECTS E
The client’s property will be under our full monitoring BLS 9955 by ggpiual] “-"“‘SA' S e a <
service on 24/7 365 days basis by our technical staff £l P g0 byporsnl 48l 1) e Liidoe] gyl géla O \/
at the center. Here is where the client will reap the LU gedatan L‘““ﬁ ’L‘A"l“j)‘“"’ Cf*'f""""' osiadly \/ Services ! *
benefits of our CMC during the project operation ’:_:ﬁ”ij ““"h""“JLL;SL"""" v“'” “'f“_""llmj&i“’-&?l C:f’)?‘ = > CONSTRUCTION STAGE > Nei e AL%NSQJES
phase. Furthermore, ISSNAD will also work very ? 09 Eomineld ddlud) L) 300 Lo —_— KPI'S

o slgddl odo olog pioyel lgilac 2o b e Joinw
A gaiall by d

closely with the client to make sure that those benefits
are clearly presented to all stakeholders. .4
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THE EXTENDED REAL ESTATE MANAGED SERVICES
(EREMS) PROGRAM

THE Extended Real Estate Managed Services (EREMS) Program

THE EXTENDED REAL ESTATE
MANAGED SERVICES (EREMS)
PROGRAM

The EREMS program is identical to the REMS
program in many ways but extended as a result of a
client’s needing ISSNAD to provide more direct and
authoritative management support for a given real
estate development activities. Where as in the REMS
program we deal with other disciplines indirectly
and more in an advisory role, in the EREMS ISSNAD
is empowered by the project owner to deal with
authority and heightened responsibility with the other
disciplines in the project such as the financial, AED
and construction management entities. .d
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EXTENDED REAL ESTATE MANAGED SERVICES- EREMS

g The EREMS Program
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Managed Operational Services Solutions
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Typically, our Managed Operational Services Solutions
are provided during the operation stages in the REMS

MANAGED OPERATIONAL SERVICES SOLUTIONS

*Formally analyzing the needs and requirements
using advanced professional tools and methods
then we build the required integrated real estate
service solutions and the expected service levels for
delivery at the earliest stage of the project

*Coordinating with the related consulting entities
for the managed services disciplines to make sure
all their required studies and design activities are
performed at the most appropriate time and in
coordination with other disciplines working on the
same project

eEstablishing ISSNAD’'S One-Stop-Shop central
structure for managed services and, with the help
of our Branding Club and by applying high integrity
procurement methods, outsource the service
delivery and technical support operations to the
associated service providers and contractors 4
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Services Solutions

o)
O

We are prepared to offer a host of operational services
to real estate tenants and users as detailed below:

PROPERTY MANAGEMENT

Our Property Management services are designed to
save the landlord money as well as valuable time and
energy and we make sure that the property-related
needs of the tenants are well served and satisfied.
We realize that today’s tenants are more demanding
and sophisticated and, therefore, we make sure that
their property-related needs and expectation are well
served. Depending on the most appropriate service
providers selected, the services we offer tenants and
users fall under the following categories:

* Administrative - covering registration,
announcements, circulars, owners and landlord
relationship management, etc.

*Commercial - covering marketing, commercial lease
handling, rent and services fees collection, utilities and
regulatory permits payment and collection, commercial
procurement management and support, etc.

* Legal - covering legal lease handling, conflicts and
disputes resolution, claims processing, etc.

* | ogistical - covering public areas guarding and cleaning,
valet support services, relocation, storage, etc. .4
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ISSNAD

FACILITY MANAGEMENT

Depending on project use and the type of property,
ISSNAD will team up with the “right” local or
international Facility Management companies to
provide our clients with high quality FM services. Our
role is to manage all the services provided by the FM
companies to ensure compliance and quality service
to the property. Depending on the most appropriate
Facility Management selected contractor, the services
we offer fall under the following areas:

®Technical FM - covering HVAC, elevators, conveyor
systems, water and sewage treatment, electrical
engineering, structural engineering, etc.
¢|nfrastructural FM - covering housekeeping and
janitorial services, gardening and landscaping,
space management, renovation, etc.

*Process Management - covering energy management,
supply and disposal of utilities and material for
production process, operation and maintenance
of process-support machines and units, Process-
measuring-and control technology, etc. 4
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SMART SERVICES

ISSNAD provides a whole range of Smart Services
that can be deployed in real estate projects of any size
or complexity. We realize that this is an emerging field
requiring the most professional systems integrators
be subcontracted and we know how to manage them
to meet the sophisticated requirements of the tenants
and users. Furthermore, we will utilize our strong and
proven experience in this area to engage the best
data and voice services providers for the facility. Our
offering consists of the following services:

¢Digital Data Communication and Processing

*Wire & Wireless Communication

*High Speed and Secured Internet Access

*|P Telephony

*Building Automation & Management Systems

*\/alue-Added applications such as e-commerce and
e-government services 4
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COLLABORATION ENVIRONMENT

HOW DOES IT ALL FIT
TOGETHER?

To preserve the valuable partnerships we develop with
our clients and capture the benefits derived from our
services, we have developed a collaborative physical
working environment in the form of a Collaborative
Management Center supported by a repository of
information and relationships called the Branding
Club. 4

Collaboration Environment
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THE BRANDING CLUB

The Branding Club concept is a structured
knowledgebase of the information ISSNAD has
gathered over the past few years as a result of the
continuous interaction with regional and international
leading companies in the services domains of direct
interest to us. The Branding Club concept is what
gives ISSNAD and its clients a distinct edge over
the competition. This knowledgebase represents
the results of the analysis ISSNAD conducts after it
assesses the capabilities and competencies presented
to it by these companies followed by full integration
with ISSNAD’S own capabilities and competencies,
and eventually arrive at the most effective way of
adapting it to the market segment.

We realize that most of our potential clients will
be looking for leading international companies
to brand the solutions offered that can respond
to their needs. This is where the knowledgebase
plays a key role in identifying the most suitable
companies. 4

dpigll ddyalf dogliio

o Slesgieydiglidd,elldaglail ‘aLv_” 'og.g_é_U o
dS,d paas wlagles Sle go18 wlily daclal 1S
alsl wlSadl pe Lgadle oy Lgigsay lgerans sbiw
slosdl w¥loa b daasally 55l &llelly duols¥]
daygo L@_Lg_c ¥o 965 sy L 'ALQ_LQX‘ @3 doaesd)
4 Ll aaclall ain ol Lilac glas o 48)e ol
20 dplin JUT1ia L6 aces po apdll spatll el sliac
J—o—c CL"' S 0is ;:LAgJ_LU bacls o .\L)lS)Al\_” O Lv)_._c
dalss Ll o LgLIE n wlaslas s ga 4 pods
ol 6¥) spiuns e las Bglate 4] mlasg ol
qu 099 Qmﬂ‘g Q‘S)_\S.\_” ARV Le_ﬁﬁ)_g.g_ﬁ k?'ﬂ‘ Q‘)_.J-lg
s ld slissl 45,0 b aydloall sl wlydl Lgnas
dalas Xl le Lacluwy dopell yo jiaio sgimo
sin s bzl bgsaa el I Joumoll Lgia soun il

Jos Il ¥ g Glow¥T oa doy il

Jlro 8 Lgidas] Lgsloss cade sliwl 4S8 plid sic
da ¥ S, a ) Last ol o yas Lgsle wload gyl
talas ¥ lawnd cllsg el las Logo iy dillelly
dacls diaal 5B Lis oy anctll LS, &l ells )% oo
lygo cowli] =i8g ]l & [algino s55m0 iy g_:_ll9 abled)

A JW s e Lowll



)
C
(0]
S
C
O

4=
>
C

L
C

9

=
@®©
—
o

O

o
0

O

(o,
*)

44

ISSNAD

BRANDING CLUB STRUCTURE &
BENEFITS

The structure of the Branding Club will be developed
according to the targeted market project areas, in both
the public & private sectors, and within the domain
market segments of ISSNAD. The description of the
information entities that the Branding Club Database
System is as follows:

ComMPANY/ORGANIZATION:  Teaming  with
international and regional leading organizations
will help brand our projects and increase the equity
value.

ExPERTS/CONTACTS: It is important to document
information about experts and contacts of interest to
ISSNAD.

JOINT EXPERIENCE: Information about previous
jointexperience between|SSNAD andthese companies
as well as special solutions and technologies within
these companies is important to ISSNAD’S decision
making process

CLIENTS: ISSNAD will always maintain information
about the different types of projects and activities it
has with its clients.

THE BENEFITS WE ACHIEVE BY ADOPTING
THIS APPROACH ARE:

*The flexibility to choose the most suitable joint
venture partner that will maximize the benefits and
the financial feasibility of the project.

*The adaptability to the project’s political
technical conditions.
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Collaboration Environment
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THE COLLABORATIVE
MANAGEMENT CENTER (CMC)

One of the key benefits we offer our clients is the
use of the CMC. This center will host ISSNAD’s
technology systems and know-how in one place and
make use of the vast experience of ISSNAD’S team
in building, managing, and operating the center.
The CMC will enable ISSNAD to create a platform
that will enable it to remotely monitor, manage and
control all of its activities with its client’s properties
by a team of experienced technical staff.

The critical assets of the CMC are made up of the
following components:

« Data Collection Component - automated techniques
will be used to help capture formatted and visual
data of the progress of ISSNAD scope of work in
the project.

*Data Storage Component - electronic archival
technologies will be used to provide the most
advanced storage and retrieval services for the data
to be used in compiling and producing the client’s
technical and financial reports.

eData Management Component - advanced
processing and network management software
packages and systems will be applied for maximum
efficiency in data management and analysis

*Data Analysis Component- ISSNAD’s skilled
management team will be supported by the most
sophisticated analytical tools and systems

* Data Reporting Component - automated reporting
systems combined with mobile and internet
technologies will be used to guarantee effective
reach and interface with the ISSNAD’S clients and
management
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WHAT

IS NEXT?

WHAT IS NEXT?

ISSNAD wants its clients to feel that the success
we can achieve together in their projects can be
duplicated somewhere else. If and when the situation
presents itself, ISSNAD will be ready to enter into
discussions with its clients to establish future
joint business development ventures on case-by-
case basis. If our clients can identify other projects
that they feel ISSNAD can add value to them by
introducing the same level of capabilities, we then
look into the possibility of creating Special Project
Vehicle (SPV) entities where ISSNAD and the clients
can partner to reap financial benefits using this type
of arrangement. 4

What Is Next?
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