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Foreword

ISO (the International Organization for Standardization) is a worldwide federation of national standards
bodies (ISO member bodies). The work of preparing International Standards is normally carried out
through ISO technical committees. Each member body interested in a subject for which a technical
committee has been established has the right to be represented on that committee. International
organizations, governmental and non-governmental, in liaison with ISO, also take part in the work.
ISO collaborates closely with the International Electrotechnical Commission (IEC) on all matters of
electrotechnical standardization.
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Introduction

0.1 General

Facility management (FM) integrates multiple disciplines in order to have an influence on the efficiency
and productivity of economies of societies, communities and organizations, as well as the manner in
which individuals interact with the built environment. FM affects the health, well-being and quality of
life of much of the world’s societies and population through the services it manages and delivers.

While FM has such a broad impact, recognition of its principles and practices at a global level has been

lackjpe—This document providesthe basis for a common-interpretationand understanding of FM and

the Ways in which it can benefit organizations of all kinds.

The fdevelopment of the market for FM services would be enhanced by the presence 6f a’commmon global
strufture and supporting standard. The sector benefits from a common basis upon which FM can be
assepsed and measured. This is the primary driver for, and purpose of, this doeunient.

In aglobally-competitive environment, FM organizations and providers neéd to communjcate among
themselves and with interested parties using common principles, ,concepts and termp, including
assepsment and measurement of performance. This document is interided to raise the stanglard of care
and |increase levels of quality, thereby stimulating organizational thaturity and competifion for the
deliyery of FM.

The penefits of an integrated system standard for FM include®
— |mproved workforce productivity, safety and health and well-being;

— |mproved communication of requirements and~methodologies among and between| public and
private sector organizations;

— |mproved efficiency and effectiveness, thus improving cost benefits to organizations;
— |mproved service consistency;

— providing a common platform for-all types of organizations.

This|document is applicable td any organization that wishes to:

— pstablish, implement{maintain and improve an integrated FM system;

— pssure itself of conformity with its stated management policy;

— femonstratéconformity with this document by:

— making a self-determination and self-declaration;

— “‘seeking confirmation of its conformity by parties having an interest in the organization;

— seeking confirmation of its self-declaration by a party external to the organization;

— seeking certification/registration of its FM system by an accredited third-party certification
body.

0.2 Process approach

This document applies the framework developed by ISO to improve alignment among its International
Standards for management systems.

This document promotes the adoption of a process approach when developing, implementing and
improving the effectiveness of a management system standard to enhance customer satisfaction by
meeting their requirements.

© ISO 2018 - All rights reserved v
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For an organization to function effectively, it needs to determine and manage numerous interrelated
activities. An activity, or set of activities, using resources and managed in order to enable the
transformation of inputs into outputs, can be considered as a process. Generally, the output from one
process directly forms the input to the next.

The application of a system of processes within an organization, together with the identification,
interactions of these processes and their management to produce the desired outcome, can be referred
to as the “process approach”.

An advantage of the process approach is the ongoing control that it provides over the linkage between
the individual processes within the system of processes, as well as over their combination and
interaction|

When used within an FM system, such an approach emphasizes the importance of:

a) undersfanding and meeting the demand organization’s requirements through fan ‘integiated
plannirg process;

NOTE A demand organization is an entity which has a need and the authority t0 incur costs to|have
requirements met. It is typically an authorized representative within a functional unit of the organizatjon.

b) the relgdtionship between the integrated planning process and Clauses 4to 10 of the FM systenp;

c) the dofumentation associated with the requirements of the(FM system and the subje¢t of
certificption assessments;

d) all of the above in the context of management levels;
e) continyal improvement of processes based on objectiveimeasurement.

To preview|the FM system, the core processes start.with understanding and defining the following
criteria within a demand organization.

— Context of the organization: understanding and determining the appropriate FM system|(see
Clause #).

— Leadernship: understanding organizational roles, responsibilities, policies and authorities|(see
Clause b).

— Planning: understanding risks; strategic objectives and current policies (see Clause 6).

— Supporjt: understanding-available versus required resources in the form of financial, humanf and
technology (see Clause 7).

— Operatjiions: delivering integrated FM services (see Clause 8).

— Performance-evaluation: benchmarking standards, monitoring and meeting target requirenients
(see Clquse9]J.

— Improvement: reviewing benchmarked standards, identifying and implementing process
improvement initiatives (see Clause 10).

Reference is made to the demand organization and the organization throughout this document. This
distinction is made due to the variable nature in which FM services may be delivered through internal
staffing within the demand organization, external service providers, or a combination of the two.
The requirements of this document apply to the FM organization. However, as illustrated in Figure 1,
the FM organization and the demand organization need to work together to clearly define needs to
meet the core business strategy, and to develop FM policies and practices that will enable the core
business activities of the demand organization. The organization (and top management) refers to the
FM organization throughout, unless otherwise noted as the demand organization.
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In addition, the clauses of this document can be considered through the process approach methodology
known as “Plan-Do-Check-Act” (PDCA), as is illustrated in Figure 1. PDCA can be briefly described as
follows.

Plan: establish the objectives and processes necessary to deliver results in accordance with customer
requirements and the organization’s policies.

Do: implement the processes.

Check: monitor and measure processes and product against policies, objectives and requirements for
the product and report the results.

Act:

take actions to continually improve process performance.
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Facility management — Management systems —
Requirements with guidance for use

1

Scope

This document specifies the requirements for a facility management (FM) system when an organization:

a)

b)

c)

The
all o

heeds to demonstrate effective and efficient delivery of FM that supports the ohjeg
Hemand organization;

hims to consistently meet the needs of interested parties and applicable requirements;
hims to be sustainable in a globally-competitive environment.

requirements specified in this document are non-sector specific anndintended to be
Fganizations, or parts thereof, whether public or private sector, anndregardless of the t

nature of the organization or geographical location.

Ann

2
The

bx A provides additional guidance on the use of this document.

Normative references

congtitutes requirements of this document. Forsdated references, only the edition cited

undd

ISO 41011, Facility management — Vocabulary

tives of the

plicable to
pe, size and

following documents are referred to in the text'in such a way that some or all of their content

hpplies. For

ited references, the latest edition of the referenced document (including any amendments) applies.

3 [lerms and definitions

For fhe purposes of this document, the terms and definitions given in ISO 41011 and the follgwing apply.
ISO 4nd IEC maintain terminological databases for use in standardization at the following addresses:
— [SO Online browsing platform: available at https://www.iso.org/obp

— |EC Electropgdia: available at http://www.electropedia.org/

NOTE1 Feinthe purposes of this document, the term “FM system” is used to refer to a systein for facility
management:

NOTE2 For the purpaoses of this document the term "m‘gnni7nfinn” or "fnp mnnngpmpnf" will refer to the
FM organization or FM top management unless otherwise stated.

31

organization

person or group of people that has its own functions with responsibilities, authorities and relationships
to achieve its objectives (3.8)

Note 1 to entry: The concept of organization includes, but is not limited to sole-trader, company, corporation, firm,
enterprise, authority, partnership, charity or institution, or part or combination thereof, whether incorporated
or not, public or private.

Note 2 to entry: For the purposes of this document, the term “organization” refers to the FM organization unless

othe

rwise stated.

© ISO 2018 - All rights reserved
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3.2
interested

party

stakeholder
person or organization (3.1) that can affect, be affected by, or perceive itself to be affected by a decision

or activity

3.3

requirement

need or exp

ectation that is stated, generally implied or obligatory

Note 1 to entry: “Generally implied” means that it is custom or common practice for the organization (3.1) and

interested p

Note 2 to en

3.4

ry: A specified requirement is one that is stated, for example in documented information (3:11).

management system

set of inteq
objectives (3

related or interacting elements of an organization (3.1) to establish"policies (3.7)
.8) and processes (3.12) to achieve those objectives

Note 1 to enffry: A management system can address a single discipline or several disciplines.

Note 2 to en
and operatio

Note 3 to e
identified fu
functions ac}

Note 4 to ent

management.

3.5
top manag
personorg

Note 1 to e

Lry: The system elements include the organization’s structure, relesand responsibilities, play
n.

Itry: The scope of a management system may include theiwhole of the organization, specifi

ctions of the organization, specific and identified sections of the organization, or one or
oss a group of organizations.

ry: For the purposes of this document, the term “EM system” is used to refer to a system for fa

Pment
roup of people who directs and ¢ontrols an organization (3.1) at the highest level

and

ning

and
more

cility

htry: Top management has the power to delegate authority and provide resources withinp the
organization|

Note 2 to entry: If the scope of theymanagement system (3.4) covers only part of an organization, thep top

management

Note 3 to ent
unless other

3.6
effectivend
extenttow

refers to those whodirect and control that part of the organization.

ry: For the purposes of this document, the term “top management” refers to the FM top manage
vise stated.

Ss
hich'planned activities are realized and planned results achieved

Inent

3.7
policy

intentions and direction of an organization (3.1), as formally expressed by its top management (3.5)

3.8
objective
result to be

achieved

Note 1 to entry: An objective can be strategic, tactical, or operational.

Note 2 to entry: Objectives can relate to different disciplines (such as financial, health and safety, and
environmental goals) and can apply at different levels (such as strategic, organization-wide, project, product and
process (3.12)).

© ISO 2018 - All rights res
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Note 3 to entry: An objective can be expressed in other ways, e.g. as an intended outcome, a purpose, an
operational criterion, as a facility management objective, or by the use of other words with similar meaning (e.g.
aim, goal, or target).

Note 4 to entry: In the context of facility management systems (3.4), facility management objectives are set by the
organization (3.1), consistent with the facility management policy (3.7), to achieve specific results.

3.9
risk
effect of uncertainty

Note 1 to entry: An effect is a deviation from the expected — positive or negative.

Note|2 to entry: Uncertainty is the state, even partial, of deficiency of information related to, undgrstanding or
knowledge of, an event, its consequence, or likelihood.

Note|3 to entry: Risk is often characterized by reference to potential “events” (as defined\in ISO Guide 73:2009,
3.5.1}3) and “consequences” (as defined in ISO Guide 73:2009, 3.6.1.3), or a combinatiomnof these.

Note|4 to entry: Risk is often expressed in terms of a combination of the consequences of an evept (including
changes in circumstances) and the associated “likelihood” (as defined in ISO Guide’73:2009, 3.6.1.1) of occurrence.

3.10
competence
abilify to apply knowledge and skills to achieve intended results

3.11
documented information
infofmation required to be controlled and maintaided by an organization (3.1) and the medium on
whigh it is contained

Note|1 to entry: Documented information can be in-ahy format and media, and from any source.

Note|2 to entry: Documented information cantrefer to:

— the management system (3.4), includingrelated processes (3.12);
— ipformation created in order for.the organization to operate (documentation);
— ¢gvidence of results achieved (records).

3.12
progess
set df interrelatedyor/interacting activities which transforms inputs into outputs

3.13
performance
meakurdble result

4 - D. £ 1t el - e A EPI o 1
NOte L LUTIHLTY. TCTTUTTIIAIILT CAIT TTIALT TILICT LU QUAIILILALIVE UT 4UdITL4dUVE TITTUIITES.

Note 2 to entry: Performance can relate to the management of activities, processes (3.12), products (including
services), systems or organizations (3.1).

3.14

outsource (verb)

make an arrangement where an external organization (3.1) performs part of an organization’s function
or process (3.12)

Note 1 to entry: An external organization is outside the scope of the management system (3.4), although the
outsourced function or process is within the scope.

© ISO 2018 - All rights reserved 3
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3.15

monitoring
determining the status of a system, a process (3.12) or an activity

Note 1 to entry: To determine the status, there may be a need to check, supervise or critically observe.

3.16

measurement
process (3.12) to determine a value

3.17
audit

systematic,
objectively

Note 1 to enf
and it can be|

Note 2 to ent

Lo determine the extent to which the audit criteria are fulfilled

ry: An audit can be an internal audit (first party) or an external audit (second party’er third p4
a combined audit (combining two or more disciplines).

I'y: An internal audit is conducted by the organization (3.1) itself, or by an exterial party on its b

Note 3 to enfry: “Audit evidence” and “audit criteria” are defined in ISO 19011.

3.18
conformity

fulfilment of a requirement (3.3)

3.19

nonconformity

non-fulfilm

3.20
corrective

bnt of a requirement (3.3)

action

action to eliminate the cause of a nonconformity.(3.19) and to prevent recurrence

3.21
continual i
recurring a

mprovement
Ctivity to enhance performance (3.13)

4 Context of the organization

4.1 Unde

The organi
relevant to
outcome(s)

rstanding the)organization and its context

vation shall{determine, demonstrate and document external and internal issues tha
its purpese and its strategic objectives, and that affect its ability to achieve the inte
of its FM system.

independent and documented process (3.12) for obtaining audit evidence and evaluatilng it

irty),

bhalf.

are
nded

4.2 Understanding the needs and expectations of interested parties

The organization shall determine and document:

the interested parties that are relevant to the FM system;
the requirements of these interested parties;

the outputs which will satisfy the requirements;

the inputs required to achieve those outputs;

the process to keep the requirements up-to-date.

© ISO 2018 - All rights res
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The organization shall determine the boundaries and applicability of the FM system to establish its scope.

When determining this scope, the organization shall consider:

the external and internal issues referred to in 4.1;

the requirements referred to in 4.2;

— theinteraction with other management systems, ifused, and the resources to meet the requirements.

The

4.4
The

Scope shall be avallable as documented 1information.

FM system

prganization shall establish, implement, maintain and continually improve-an)FM syste

the processes needed and their interactions, in accordance with the requirentents of this da

5

51
The

.eadership

Leadership and commitment

prganization’s top management shall demonstrate leadership and commitment with re

FM dystem by:

ensuring that the FM policy and FM objectives aré.established and are compatible with t
Hirection of the demand organization;

bnsuring the integration and support ofthe FM system requirements into the or
business processes;

bnsuring that the resources needéd\for the FM system are available;

Communicating the importance of an effective FM system and of conforming to the
Fequirements;

communicating with thetop management of the demand organization;

ensuring that the-FM system achieves its intended outcome(s) as documented herein;
Hirecting and’sitpporting persons to contribute to the effectiveness of the FM system;
foordindting and collaborating interdepartmentally;

pbrofudting continual improvement in innovation, communications, morale, cross

m, including
cument.

Spect to the

he strategic

banization’s

FM system

functional

ntegration, the support of the organization’s objectives and responsible management;

supporting other relevant management roles to demonstrate their leadership as it applies to their

areas of responsibility;

— ensuring that the approach used for managing riskin FM is aligned with the organization’s approach

NOTE

core

for managing risk.

to the purposes of the demand organization’s existence.

© ISO 2018 - All rights reserved
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5.2 Policy

Top management shall establish an FM policy that:

a) is appropriate to the purpose of the organization;

b) provides a framework for setting FM objectives;

c) ensures the management of risk;

d) includes a commitment to satisfy applicable requirements;

e) includefpa commitmentto the continual improvement of the FM system;

f) is endorsed by top management or a sponsor of the demand organization;

g) corresyonds to the characteristics and requirements of the demand organization;

h) considgrs the characteristics and requirements of the users of the facility and the.facility itself;
i)  highlights how it responds to the issues appropriate to the local context.

The FM policy shall be:

5.3 Orgapizational roles, respansibilities and authorities

available as documented information;

commupicated regularly within the organization and with other interested parties;
available to interested parties, as appropriate;

consistent and be integrated with other relevant organizational policies;

consistent with the organizational plan;

appropriate to the nature and scale of the organization and its operations;

implemented, periodically reviewed and.veported to top management, and, if required, updated.

Top manag¢ment shall ensure that the responsibilities and authorities for relevant roles are assigned

and communicated within the'gpganization.

Top managgment shall as$igh the responsibility and authority for:

a)
b)

‘)
d)
e)
f)

g)
h)

ensurirg that the'FM system conforms to the requirements of this document;

ensuring thatpolicies and objectives are established for the FM system and are compatible with
the strdtegic direction of the organization;

reporting on the performance of the FM system to top management;
ensuring that the FM process is established and is compatible with the FM policy and FM objectives;
establishing and updating the FM plan;

ensuring that management systems, procedures and any supply chain used fully support the
delivery of the FM objectives;

ensuring the suitability, robustness, adequacy and effectiveness of the FM system;
ensuring that sourcing strategies support the FM system;

establishing, reviewing, reporting and updating the FM system.

© ISO 2018 - All rights reserved
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When planning for the FM system, the organization shall consider the issues referred to in 4.1 and the
requirements referred to in 4.2 and determine the risks and opportunities that need to be addressed to:

6.2
The

give assurance the FM system can achieve its intended outcome(s);

prevent, or reduce, undesired effects;

FNISUTE DUSINESS CONINUILY and emergency preparedness,
hchieve continual improvement.
prganization shall plan:

hctions to address these risks and opportunities, taking into account” how thesg
bpportunities can change with time;

how to:
— integrate and implement the actions into its FM system processes;

— evaluate the effectiveness of these actions.

FM objectives and planning to achieve them

organization shall establish FM objectives at,relevant functions, sub-functions and

organization shall consider the requirements.of relevant interested parties and of othg

tech
The
a)
b)
‘)
d)
e)
)
g)
h)
The

hical and organizational requirements of the FM planning process.

M objectives shall:

be consistent and aligned with the/organizational objectives;

be consistent with the FM.pelicy;

be measurable (if practicable) without excessive cost or documentation;

be established and.updated using criteria set out in 4.2;

fake into account applicable requirements;
be monitoned;

be comimunicated to relevant interested parties;

risks and

levels. The
br financial,

bereviewed and u

organization shall retain documented information on the FM objectives.

When planning how to achieve its FM objectives, the organization shall determine:

what will be done;

what resources and budgets will be required;

who will be responsible;

when it will be completed and with what frequencies;

how the results will be evaluated;

© ISO 2018 - All rights reserved
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— appropriate planning horizons with the demand organization for completeness and effectiveness.

7 Support

7.1 Resources

The organization shall determine and provide the resources needed for the establishment,
implementation, maintenance and continual improvement of the FM system.

The organization shall source, supervise as necessary and monitor the resources used in implementing

the activitid

7.2 Comj

The organiz

NOTE A
assignment

7.3 Awareness

Persons or §

determfine the necessary competence of person(s) (or entities) doing work under its control

affects

ensure
experie

where
trainin

ensure
retain g

plan fof

the FM
the org

their ¢
perforn

the imp

s required to achieve the objectives of the FM plan(s).

hetence

ation shall:

ts FM performance;

that these persons are competent on the basis of appropriateseducation, training an
nce;

b and certifications and evaluate the effectiveness of the:actions taken;
that competencies are in alignment with applicablé’local context;
ppropriate documented information as evidefice of competence;
future resources and long-term requirements.

pplicable actions can include, for example; the provision of training to, the mentoring of, or tH
f currently employed persons; or the‘hiring or contracting of competent persons.

entities doing work under’the organization’s control shall be aware of:
policy;
hnization’s strategic objectives, outputs and desired outcomes;

ntribution to the effectiveness of the FM system, including the benefits of improveq
hance;

lications of not conforming with the FM system requirements.

that

d/or

pplicable, take actions to acquire the necessary competence, maintain ongoing education,

ere-

| FM

7.4 Communication

The organization shall determine the need for internal and external communications relevant to the
FM system, including:

on what information it will communicate;

why the information needs to be communicated;

when to communicate;

with whom to communicate;

how to

communicate;
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— how to monitor the effectiveness of communications.

7.5

Documented information

7.5.1 General

The organization’s FM system shall include:

— documented information required by this document;

1:2018(E)

— documented information determined by the organization as being necessary for the effectiveness of

NOT
anot

7.5.7
Wh#

7.5.3

Docyimented information required by~the FM system and by this document shall be controlle

a)
b)

For {
appl

the FM system.

) The extent of documented information for an FM system can differ from emne’org
her due to:

Lhe size of organization and its type of activities, processes, products and services;
the complexity of processes and their interactions;

the competence of persons.

. Creating and updating information

n creating and updating documented information, the.erganization shall ensure appro
dentification and description (e.g. a title, date, author; or reference number);

format (e.g. language, software version, graphics) and media (e.g. paper, electronic);

Feview and approval for suitability and adequacy.

b Control of documented information

tis available and suitablefor'use, where and when it is needed;
tis adequately proteeted (e.g. from loss of confidentiality, improper use, or loss of integ

he control of doetumented information, the organization shall address the following 4
cable:

evel of infopmation required to support the demand organization’s objectives;

nformation governance requirements;

Anization to

briate:

d to ensure:

ITity).

ctivities, as

Histribution, access, retrieval and use;

— storage and preservation, including preservation of legibility (i.e. clear enough to read);

— control of changes (e.g. version control);

— retention and disposition;

— prevention of the unintended use of obsolete information;

— protection of documented information and data.
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Documented information of external origin determined by the organization to be necessary for the
planning and operation of the FM system shall be identified, as appropriate, and controlled.

NOTE Access can imply a decision regarding the permission to view the documented information only, or
the permission and authority to view and change the documented information.

7.5.4 FM information and data requirements

The organization shall determine its information requirements to support its FM system and the
achievement of its organizational objectives. In doing this:

a) the Or gETITZAtIoTT strattichodecomrsideratiomof:
— thelroles and responsibilities for FM;
— thelFM processes, procedures and activities;
— thesignificance of the identified risks;
— the|exchange of information with its interested parties, including servi€e providers;

— the|impact of quality, availability and management of information*on organizational dec]sion
making;

b) the orgpnization shall determine:
— the|attributes of identified data;
— the|quality of identified data;
— hoy and when data are collected, analysed andtévaluated;

c) the organization shall specify, implement and.maintain processes for managing its informgtion
and daffa;

d) the organization shall determine the requirements for alignment of financial and non-finapcial
terminglogy relevant to asset management throughout the organization;

e) the orgpnization shall ensure that‘there is consistency and traceability between the financial and
technicpl information and data and other relevant non-financial information and data, to the eftent
requirgd to meet applicable, requirements while considering its interested parties’ requirenjents
and organizational objectives.

7.6 Orgapizationabknowledge

The organitzation Shall determine the knowledge necessary for the operation of its processes and to
achieve con[ormity of products and services.

This knowledge shall be maintained and be made avaitable to the extent necessary.

When addressing changing needs and trends, the organization shall consider its current knowledge
and determine how to acquire or access any necessary additional knowledge and required updates.

NOTE1 Organizational knowledge is knowledge specific to the organization; it is generally gained by
experience. It is information that is used and shared to achieve the organization’s objectives.

NOTE 2  Organizational knowledge can be based on:
a) internal sources (e.g. intellectual property; knowledge gained from experience; lessons learned from

failures and successful projects; capturing and sharing undocumented knowledge and experience; the results of
improvements in processes, products and services);
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b) external sources (e.g. standards; academia; conferences; gathering knowledge from customers or external
providers).

8 Operation

8.1 Operational planning and control

The organization shall plan, implement and control the processes needed to meet requirements and to
implement the actions determined in 6.1 (see also 6.2, Clauses 9 and 10), by:

— FStabiishing criterta for the processes;
— |mplementing control of the processes in accordance with the criteria;

— keeping documented information to the extent necessary to have confidente that thle processes
have been carried out as planned.

The documented operational processes should include:
— relationship management;

— resource management, including capacity planning;
— pervice level statements and agreements;

— project management.

The jorganization shall control planned changes and.réview the consequences of unintended changes,
taking action to mitigate any adverse effects, as necessary.

The prganization shall ensure that processes.are controlled.

8.2 | Coordination with interested parties

The |organization shall manage relationships with end users and other interested partigs, and will
contjnually coordinate activitje$:t0 minimize negative impact to the primary activities of the demand
organization.

8.3 | Integration of services

The prganizationshall demonstrate that it has integrated FM functions to ensure effective gnd efficient
delivery of FM services.

9 Performance evaluation

9.1 Monitoring, measurement, analysis and evaluation

The organization shall determine the scope of FM services to be monitored in accordance with 4.3.
The organization shall determine:

— relationship of strategic objectives;

— FM performance including financial and non-financial performance criteria for the effectiveness of
this document;

— data to establish the baseline performance;

— what needs to be monitored and measured;

© ISO 2018 - All rights reserved 11
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The
The

the methods for monitoring, measurement, analysis and evaluation, as applicable, to ensure valid
results;

when the monitoring and measuring shall be performed;
when the results from monitoring and measurement shall be analysed and evaluated.
organization shall retain appropriate documented information as evidence of the results.

organization shall evaluate the performance and the effectiveness of the FM system.

The organization shall create a framework around which to organize and report on its performance.

9.2

Internal audit

9.2.1 The|organization shall conduct internal audits at planned intervals to provide-informatiopn on

whether the¢ FM system:

a)

b)

9.2.2 The|organization shall:

a)

9.3

confors to:
— thelorganization’s own requirements for its FM system;
— therequirements of this document;

is effecfively implemented and maintained.

plan, eqtablish, implement and maintain an audit programme(s), including the frequency, methods,
responsibilities, planning requirements and reporting, which shall take into consideratior] the
importance of the processes concerned and thexesults of previous audits;

define ghe audit criteria and scope for eachaudit;
select auditors and conduct audits to ensure objectivity and the impartiality of the audit procefss;
ensure [the results of the audits arereported to relevant management;

retain documented informatien-as evidence of the implementation of the audit programme angl the
audit rgsults.

Manggement review

Top managgment of the'organization shall review the organization’s FM system, at planned intervals, to

ensure its cpntinuiig suitability, adequacy and effectiveness.

The managg¢ment review shall include consideration of:

a)
b)

c)

12

the status of actions from previous management reviews;

changes in external and internal issues that are relevant to the FM system;
information on the FM performance, including trends in:

— nonconformities and corrective actions;

— monitoring and measurement results for routine FM activities;

— monitoring and measurement results for non-routine FM activities;

— audit results;
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d) opportunities for continual improvement;

e) opportunities for service improvement, cost reduction or improvements in environmental
performance and social performance;

f) changes in risk profile, service delivery options or methodologies.

The outputs of the management review shall include decisions related to continual improvement
opportunities and any need for changes to the FM system, including:

— variations to the scope of the FM system;

— |mprovement of the effectiveness of the FM system;

— modification of procedures and controls to respond to internal or external events.thatmay impact
the FM system, including changes to:

— business and operational requirements;

— operational conditions and processes;

— contractual obligations;

— levels of risk and/or criteria for accepting risks;
— resourcing needs;

— funding and budget requirements;

— how the effectiveness of controls is measured.

The |organization shall retain documented information as evidence of the results of management
revigws.

The prganization shall:
— fommunicate the results of management review to relevant interested parties;

— take appropriate action relating to those results.

10 Improvement

10.1 Nonconfofiity and corrective action
When a noncepformity occurs, the organization shall:

a) react to the nonconformity and, as applicable:

—takegctiomtocontrotamd correctit;
— deal with the consequences;

b) evaluate the need for action to eliminate the cause(s) of the nonconformity, in order that it does not
recur or occur elsewhere, by:

— reviewing the nonconformity;
— determining the causes of the nonconformity;
— determining if similar nonconformities exist, or could potentially occur;

c) implement any action needed;
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d) review the effectiveness of any corrective action taken;

e) make changes to the FM system, if necessary;

f) communicate the nonconformity and the corrective action taken to relevant interested parties.
Corrective actions shall be appropriate to the effects of the nonconformities encountered.

The organization shall retain documented information as evidence of:

— the nature of the nonconformities and any subsequent actions taken;

— the resyiitsof dany corrective daction.

10.2 Contjnual improvement
The organization shall continually improve the suitability, adequacy and effectiveness of the FM sydtem.

The organization shall demonstrate a continual positive approach to the identification, evaluationf and
managemerjt of internal and external factors that impact its services. It shall se€k’innovation, including
in the implementation of new solutions and changes in its working metheds and outcomes fof the
benefit of the demand organization.

10.3 Preventive actions

The organigation shall establish processes to proactively identify.potential gaps in service delivery and
FM perfornjance and evaluate the need to take proactive measures.

When a poflential gap in service delivery and/or FM perfarmance is identified, the organization phall
apply the cqrrective actions as set out in 10.1.
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Guidance on the use of this document

Scope
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This
and
oper
for y
dem

The
envi
serv

NOT
out-t]

A.2

No a

A3

No a

A4

AA4.

A sulccessful organization should align all service delivery plans with the primary objed

dem

Determining.and defining relevant issues involves a process of analysing, understanding an
fundantental issues relating to the demand organization’s needs and requirements:

document specifies requirements to plan, establish, implement, operate, monitor, révie
provide a documented integrated FM system within the context of managingyjan or
ational activities and risks. This annex presents examples, proven practicesand strat
se. It is not intended to prescribe detailed elements, as the implementation.will vary b
hnd organization’s mission, market and goals.

extent of application of these requirements depends on the demahd organization
ronment and complexity - its mission and policies, the nature ef-ts activities, its pi

) The plan can refer to a decision on a totally outsourced sérvice delivery, a combination of
hsked services and internally provided services, or a totallyinternally provided service deliver]

Normative references

dditional guidance needed.

Terms and definitions

dditional guidance needed.

Context of the organization

1 Understandingthe organization and its context

hnd organization.

W, maintain
banization’s
pogic options
ased on the

5 operating
oducts and

ices, geographical location and the conditions in which it functions. The document can be applied
to both internal and external service delivery of facility managerent.

outsourced/
y.

tives of the

l reviewing

the real estate and FM strategy;

— the property portfolio;

— the assets and their physical condition;

— the competitive environment;

its value drivers (including cost/benefit analysis);
any needs for resource flexibility;
business risk and contingency planning;

operational interdependencies within the demand organization;
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— mission criticality of FM activities;

— the availability and capability of supply chain options;

— corporate policies (e.g. environmental and corporate responsibilities);
— conformity requirements and anticipated developments in this area;
— organizational culture and management style;

— reporting requirements and management information systems;

— corpordte targets;
— innovatfjion.

Documenting the FM system involves creating explanatory records (in hard or soft copy) which:
— are appropriate to the nature, scale and impacts of its activities, products and séxvices;

— includeja commitment to continual improvement;

— include| a commitment to conform with all requirements to whichithe demand organizjtion
subscripes which relate to the quality of life of people and the productivity of the core business;

— explainjhow the objectives of the system will be achieved and who'is responsible;
— providg the framework for setting and reviewing FM objectives and targets;

— are impglemented and maintained;

— are comimunicated to all interested parties;

— are avajlable to all those who need to have access in order to carry out their work.

External isspes are those which are outside the'direct control or responsibility of the organization but
which have|the potential to impact its operations and resources.

Internal issyes are those which are in the'direct control of the organization and for which itis respongible.

Relevant to |ts purpose can be any-issue which impacts the strategic objectives, resources, timing of any
aspect of thie delivery of serviceswithin the scope of the FM system.

Intended outcomes of the systéem should be included in a document that identifies the scope of ity FM
system. This should set_out as clearly as possible in objective (measurable) terms the key outcgmes
which result from the.effective delivery of FM services.

A.4.2 Understanding the needs and expectations of interested parties

A.4.2.1 General
Interested parties: There can be no definitive list of interested parties.

Strategic objectives are long term targets which have the effect of setting the direction and priorities for
all other activities taking place within an organization.

Need is an expectation, specific or abstract, which is essential to enable the achievement of the core
purpose and key objectives. A need might not be explicitly stated by the interested party and can be
understood by the organization as a result of the strategic analysis carried out as shown in A.4.1. It is
important to ensure not only that explicit requirements are identified, but also that implied needs are
identified and met through the FM system.
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There is no implication that needs should be strategic: they can be any outcome which an interested
party legitimately expects from the FM system.

Understanding the needs and expectations is necessary in order to establish the most appropriate
functionality, priorities and purpose of the FM system.

Although all interested parties have needs, it is usually the needs of government and of the demand
organization that take precedence, although there may be exceptions in some scenarios.

A.4.2.2 Interested parties

In g¢meral, characteristics of INTerested parties are that they nave an Iterest in, or are.ijmpacted by,
some or all of the following organizational relationships or outputs:

— products and/or services delivered and received;

— pmployment or training;

— pnvironmental conditions;

— products or services received from the organization;

— maintenance of records of activities, operating licences;
— financial costs and benefits;

— rontracts with the organization;

— rompliance;

— fommunication.

A.4.2.3 Requirements of interested parties

Where FM is responsible for creatingaframework to manage compliance, business continuity activities
and fegistrations outside the core businesses primary activities, the organization should:

— Include a procedure to jdentify applicable regulatory and statutory requirements relpting to the
hctivities;

— freate and maintaimna log of compliance records, their location and the date of the activjity;

— Hetail operating risks and incident response activities, including emergency management,
bnvironmental management, safety and welfare activities.

A.4.2.4 PRlan to meet requirements

A planZdescribes the outputs which will satisfy the requirements and the inputs required to achieve
those outputs (e.g. a service delivery plan). The plan should set out for each service, at a minimum:

— who may initiate and approve a service request;

— the planned lead time from the service request being received (not issued) to the service being
delivered;

— the processes for mobilization;
— which organization will deliver the service;
— whatresources are required to be available to deliver the service on schedule;

— when and where delivery will take place;
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whether there are any additional costs for routine delivery and, if so, who is charged;

whether changes to quantity, speed or quality of response are possible and, if so, how changes can

be mad

the pro

e and at what cost;

cesses for demobilization.

The plan does not set out:

— service levels or quality targets;

measurable outcomes;

contradtual obligations.

However, elements of the plan may be reflected or repeated in service level agreements ¢r in

performande requirements.

A.4.3 De

Scope is the

Determining

Communica

identify

identify
monito

NOTE

prioriti
followi

ensurir
ensurir

identify
require

identify

ermining the scope of the FM system
totality of the activities which are included in the management syStem.
the scope of the system involves:

ing and understanding the maximum potential scope (thefull range) of the system;

ring and improvements to which the FM system is applied;
Specification of how the outcomes will be achieved is not included in the scoping process.

ing those activities which are important to the outcomes required by the interested pa
ng the analysis as set out in A.4.1 and A4.2;

g that the system addresses long term (whole life cycle) needs;
g the system provides the required flexibility and speed of response;

ing and understanding How the planned FM system relates to, requires inputs from
d to output to other systems, including formal management systems (e.g. [SO 9001).

ling the scope involves:

ing all parties‘or entities who are required to comply with the system;

preparing comngurnicating messages that are appropriate to each party/entity;

using apprepriate communication media and channels to ensure the key messages are cleaq
always javailable;

ing the processes, assets, organizational activities, products and services, physical location,

rties

or is

and

checking and confirming understanding at appropriate intervals of time.

A.4.4 FM system

Establishing the FM system involves:

18

developing processes which allow the organization to react appropriately to the inputs from other
identified systems (A.4.3) and interested parties (A.4.1);

specifying the outputs required to meet the identified needs;

documenting both the needs and the outputs.
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ementing the system involves:

— planning of activities as set out in A.6;

— resourcing and communicating as set out in A.7;

— the operational steps set out in A.8.1.

Maintaining and continually improving the system involves:

— performance evaluation as set out in A.9;

The

A5

A.5.

Leadership and commitment to the FM systém are essential to ensure that the entire o

follo|
This

1:2018(E)

MProVement as Set out in A-10.
content of the system should include:
h complete process model or process map for its facility management activitiés;

h methodology for identification of critical points of decisions and assocjdted needs for
[also see A.10.2);

hppropriate times as is necessary to the organization’s success ahd development;

Hevelopment and maintenance of outputs which have valde both for this management
he demand organization’s systems.

Leadership

1 Leadership and commitment

ws and contributes to the system.
can be achieved by ensuring that:

brganizational culture promotes and encourages stewardship of the assets and servic
h long-term approach to eost effective operations and integrates functions to the be
brganizational mission;

pbolicy (general)-and objectives (outcomes) are aligned with the strategic directive
dentified and§etout under A.4;

ntegration\of system requirements is achieved through the system design process ¢
A.4.3 and\A.4.4;

Fesources are planned and available as described in A.7.1 and A.8.1;

nformation

processes to provide to the organization’s own continual improvenient cycle such as information at

system and

rganization

S, supports

nefit of the

5 and goals

escribed in

communication of the system to everyone who needs to work within or support th
achieved as set out in A.7.4 and A.8.2;

e system is

communication of the system, and its processes and benefits to top management, takes place (as
set out in A.7.4) in order that they understand and support the system and also understand how to

influence the change and improvement processes as set out in A.10;

measurement and reporting of outcomes as set out in A.9;

management of service delivery staff and service providers includes ensuring their conformity with

and contribution to the system and its continual improvement;

internal departments collaborate for mutual success and resist pursuing their own objectives at the

expense of the entire organization’s success;

© ISO 2018 - All rights reserved
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— continual improvement is culturally embedded in the organization, as set out in A.10;

— risk management is carried out consistently, thoroughly and regularly, as set outin A.9

A.5.2 Policy
The purpose of an FM policy is to provide a long-term statement which:
— provides clarity on priorities;

— establishes the relationship between the organization and the demand organization for both parties
and anwothers rnnlnirnﬂ tofulfil elements ofthe p]an:

— establighes what activities, outputs and outcomes should be set (but does not set specific pbjectlives,
which thay vary from time to time);

— appliesjto all facilities covered by the scope of services and sets the parameters withinwhich sefvice
delivery planning and operations can be undertaken at each individual facility.

For the FM policy to be useful, it should:
— be publiished in formats that are accessible in each location;

— be accepsible (Where appropriate) to interested parties (see A.4.2.2);

— beregularly updated;

— have ahy changes communicated to staff and serviceproviders to ensure there is a ¢lear
understanding of policy requirements;

— not conflict with any other relevant policies within the organization (e.g. human resoufces,
procurg¢ment policy or risk management (see also-1S0 31000)).

A.5.3 Organizational roles, responsibilities and authorities
Assigning rdlevant roles involves:

— undertaking an overview of which'roles are relevant to the governance of the FM system, which
could include roles that are wholly dedicated to the system or that are only partially involved;

— maintalning clarity and consiStency in the way role descriptions relating to the system are set{out;
— allocating responsibility for conformity of specific elements of the system;

— allocating authority to initiate action, propose changes or respond to outputs from elemenjts of
the system.

Responsibility-should:

— be clearly defined;

— have only one role responsible for conformity with any defined part of the system;
— have one role responsible for the whole system’s performance and conformity.
The person with overall responsibility for the FM system should:

— ensure that the system serves the strategic objectives of the demand organization and does not
exist solely for the purposes of conformity with itself;

— putin place processes to ensure the system conforms to this document’s requirements;

— schedule routine periodic reviews of the system and conformity;
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ensure that appropriate information is available to be able to confirm that the system processes are
correctly documented and aligned with the organization’s FM policy and corresponding objectives;

review and approve an adequate reporting routine to the organization’s top manage
performance of the FM system;

ensure that this reporting includes any changes in responsibilities and authorities;

schedule routine periodic updates of the FM plan;

ment of the

adaptsourcingstrategies and proceduresto ensure thatservice providers appointed have experience

f management system standards and have a demonstrable capability to conform with

them;

rommunicate with and, where necessary, undertake orientation and training of servig
hnd their staff to ensure that they understand the objectives and outcomes ofj the
fo comply with it, how to propose changes and improvements to it, and the benefitg
supporting the system.

Planning

1 Actions to address risk and opportunities

Determining the risks involves:

NOT

ronsidering the issues referred to in 4.1 and requirements referred to in 4.2;

pvent (including changes in circumstances) and'the associated likelihood of occurren
mpact, if they do occur, on operations and.people (deals with risk management);

dentifying the opportunities and threats;
Feviewing the types and level of risk whenever there is a material change in circumstar

. ISO 31000 provides guidelines on risk management.

Riskfs can be considered under the following areas or other broadly-based criteria:

fechnical;
financial;
bnvironmental:
social;

bolitical;

e providers
ystem, how
to them of

inderstanding that risks are often expressed in.tefins of a combination of the consequiences of an

e and their

1CES.

commercial;
reputational;

organizational.

Assuring intended outcomes involves:

understanding the criteria that could trigger a particular risk response;
ensuring that appropriate resources are available to respond in the desired timeframe;
ensuring that personnel are adequately trained;

integrating and implementing these actions into the FM system process.
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Achieving continual improvement in risk management involves:

— learnin

— improv

g from the experience of other facilities and organizations;

ing the identification of opportunities and threats;

— holding post-event reviews to identify lessons learned;

— liaison with governmental security and emergency services on current and emerging risks;

— liaison with the demand organization’s internal risk planning functions.

Planning ac
— assessi
— the
— ass|
— cor]
— cor]

— the

TonsTo respond to Identiffed opportunities and threats INVo1ives:

hg:

likelihood of an occurrence of an identified risk;

essing the likely impact of an occurrence;

sidering potential actions to prevent or reduce the likelihood of an.dcdurrence;
sidering potential actions to reduce the impact of an occurrence‘(i.e. mitigation);

degree of acceptability of any residual risk;

— preparing plans to implement the identified preventive actions;

— preparing plans to initiate and implement risk responses (e,g. emergency preparedness plans)

— preparing plans to provide temporary operational capability following a risk event (e.g. business

continu

ity plans (see ISO 22301));

— preparing plans to restore the services to full ‘@peration as quickly as possible (e.g. recovery plans);

— integra

— ensurin
effectiv

The organi?
addressed.

— integra
— implem

— ensurin
(see 7.5

Ling all these plans into FM processes;

g that documented information-will be available to evaluate if the risk responses have peen
e (see 7.5).

ration should determiné-how any issues identified in 6.1 and requirements in 4.2 will be
['his should involve-evaluating the need for a plan of action and, if necessary:

fing these actiens-into the FM system process;
enting the @etions as described and appropriate;

g that"documented information will be available to evaluate the actions for effectivegness

).

A.6.2 FM

objectives and planning to achieve them

Organizational objectives should consider relative functions related to the overall scope of services, as

well as obje

ctives at various levels of the organization (e.g. strategic, tactical and operational levels).

Planning of objectives involves:

— establishing the method and criteria for decision making;

— prioritizing activities and resources to achieve the objectives;

— understanding and documenting the processes to be used in managing facilities over their full
life cycles;

— identifying the key critical outcomes for the interested parties;

22
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— scheduling when and/or how often they need to be achieved;
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— ensuring that outcomes are measurable and defining how they will be evaluated and reported.

Considering the requirements of interested parties involves:

— discussing and, as applicable, negotiating with the interested parties identified (as set outin A.4.2);

— documenting the results of those discussions;

— communicating the results of this process to the interested parties;

Plan

The
hori

Plan
busi

ncorporating the agreed requirements Into tne various policlies and plans as appropri

hing how to achieve objectives involves determining and documenting:

hnd other support functions;

the method and criteria for:

— decision making;

— prioritizing the activities and resources required;
the processes to be used in managing facilities over theif.full life cycles:
— what will be done;

— what resources will be required;

— who will be responsible;

— at what frequencies they will take place;

— when they will be completed,;

— how the results will be eyaluated;

Lhe financial and non-financial implications of the FM plan(s).

vons for the demahd-organization.

spedific actions.

Appropftiate planning horizons are those defined by the organization as part of its business

how this planning integrates with other planning activities, including finan¢ial, humapn resources

organization should\develop short-, medium- and long-term plans to address different planning

ning horizons are the timeframes over which an organization should look into the fluture in its
hess planning and within which business decisions should be taken prior to the implementation of

planning.

On am operational level, planning Norizons snouid take INto account the lead time or no
required by service delivery teams in order to plan, resource and carry out an activity.

Effectiveness in this respect involves:

understanding how long the organization requires to make decisions;

expediting all necessary information to support decision making;

lice periods

scheduling resource availability to achieve the target outcomes, within agreed cost constraints;

planning tasks to ensure completion within the optimal time and budget;

evaluating future risks that may impact on the forward planning of the organization;

© ISO 2018 - All rights reserved
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understanding constraints to efficient operations.

A.7 Support

A.7.1 Resources

Resources include:

personnel (see also A.7.2);

serviceproviders;

materidls;
funding;

tools anjd equipment.

Determining the resources needed involves:

assessing demand levels in terms of quantity and quality;

understanding the logistics of moving personnel and materials to thé point of delivery.

Assessing pdrsonnel needed involves determining:

how mgny personnel are required to provide the services based on the maximum potential vo
contribution of each member of personnel;

the disfribution of personnel;

the spefial knowledge, skills and competenciescthat are required (as set outin A.7.2 and A.7.6)
the seldction, management and training of the right personnel;

whethelr certifications are required;

how th¢ personnel will be supervised.

Assessing thee funding requirement involves determining:

the funlding that will be4required for the requested services, in terms of the cost of each
comporent of the seryrice delivered;

the funfling thatis'available;

whether the'funding is adequate to address both the operating and long-term needs of the fa
and/or pddress the FM service plan;

the distribution of funding, e.g. salaries, materials and other expenses.

Assessing the materials, equipment and tools needed involves determining:

the equipment that will be required to deliver the services;
the source of special equipment that is not normally readily available;

the training and/or safety precautions that are required for equipment or tools.

Sourcing resources involves:

24

reference to the FM policy and plan;

ideally, using the processes set out in ISO 41012;

ume

unit

ility
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— understanding the planning horizons (as set out in A.6).

Supervising resources involves:

— understanding the effective span of control of supervisory personnel, taking into account:
— location of the activities;
— timing of delivery;

— nature of the work;

— Characteristics of Interested parties;
— theskillsand experience required to provide meaningful control over skilled délivery personnel;
— [larity of lines of reporting;

— Fommunication of expectations of service quality and timing;

— felegation of authority for control and data reporting to supervisors.
Monjtoring resources involves understanding:

— the performance measures in general terms;

— the specific measures to be monitored (see data gathering, below);
— the data that will be gathered;

— how the data will be gathered;

— how the data will be stored and recovered-for analysis;

— who will analyse the data;

— Wwho will use the resulting reports;

Datd gathering involves understanding:

— the data that are needed.to assess the services.

NOTE1 This couldlinclude the use of FM technology to track activity and productivity| but not the
specifics of whatisthanaged in the system.

— the scale and‘complexity of the facility;

NOTE 2—"This could be stated in terms of area, height, other quantitative size information or description of
the uses-of the facilities.

— hether there are qpprifir components or items in the facility that should he listed:

— the reporting requirements either to customers, the demand organization, personnel or other
interested parties;

— whether there is information that should remain confidential/internal and why.

A.7.2 Competence

Determining the competences required involves:

— identifying the activities and processes within the scope of the service which require skilled or

certified personnel to meet the mandates of the system or service activity, based on the goals of the
organization and its plans;
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— reviewing the relevant input characteristics (e.g. certified training in skills) and requirements for
the service;

— identifying personnel who meet the required criteria for providing the covered services.

Ensuring competence in personnel involves:

ensuring personnel meet the required standards;

ensuring personnel commit to continuing professional education and/or development;

ensuring personnel specifications for relevant positions are consistent with assessed requirements;

validat
review

review
change

mainta
mainta
— creatin
Actions to a
— ensuriy
— specify
— identify

— ide
— ide

ide

ng education, training and/or experience;
ng personnel competences periodically;

ng training and education requirements at planned intervals or when cenformity n

ning education and training data and knowing the expiration dates,ifany;

ning methods to notify personnel of expiring certifications;

b and implementing individual competence development plans for all personnel.
Cquire the necessary competences can involve:

g recruitment is based on these personnel specifidations;

ng requirements for service providers and cenducting checks of their personnel;
ing appropriate training, education and certification from appropriate providers:
htify skills for which training should*be delivered by certified organizations;

htify examination and validationwrequirements;

htify the resources needed-to*acquire training, examination and certification.

Retaining appropriate evidence of.competence involves:

identify

ensurir

ing where education, training and certification records will be maintained;

grecords arecomplete for each employee in a position requiring specific education, trai

or certification;

ensurir

ensurir

g records identify expiration dates of certification;

glpersonnel have current, unexpired certifications.

keeds

ning,

Planning for future resources and requirements involves:

being aware of potential and planned changes to the scope of service;

(e.g. changes to service quality);

26

awareness of when existing personnel may retire or be promoted;

contingency planning for personnel absence or resignation.
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A.7.3 Awareness
Creating and maintaining awareness involves:

— ensuring that personnel (including service provider personnel) are aware of the existence and
importance of the FM policy and have access to it at all locations where they may need to reference it;

— ensuring that personnel have been trained in relevant aspects of the FM policy;

— training relevant personnel to understand how the policy reflects strategy, service quality goals
and outcomes, and their contribution to all these elements;

— frommunicating any changes to FM policy to personnel in a timely way;
— pxplaining to personnel how the FM policy coordinates with conformity requirements;

— pxplaining the rationale behind the FM policy and how conformity with itrwill be mopitored and
enforced;

— pxplaining the personal and organizational impacts of nonconformity with the policy, plans and
procedures;

— pnsuring that personnel understand the process used to, address deficiencies angl how they
contribute to resolving deficiencies.

A.7.4 Communication

Planpning for communication is crucial to success begause of the wide scope of serviceq, variety of
locations and range of interested parties to be engaged. Communication is two-way.

Theifefore, a communication plan should be:¢dnnected with, and respond to, the organization’s
objeftives and services.

Infotmation to be communicated may be assessed by considering:

— the purpose of the communication;

— the urgency of the messagecontent;

— Who the communication.is from;

— Wwho is deliveringthe communication;

— pctions expected from the recipients once they have received the message;
— technicakinformation needs and competences of the recipients;

— theability of recipients to access more in-depth information in addition to that contgined in the
communication.

Assessing the need for information involves:
— understanding the specific areas of interest of each interested party;

— the scale and potential impact of any changes anticipated or expected (the risk and opportunity of
the change);

— whether the purpose of the communication is motivational, technical or informative.
Deciding the frequency and timing of communication involves:
— distinguishing routine communications from change- or risk-based communications;

— understanding what events will regularly trigger a need for communication (e.g. annual budgeting);
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understanding what changes or risks trigger a need for communication;

assessing how much communication can be received without creating “message fatigue”.

Selecting the recipients of communication involves:

Selecting the methods of communication involves:

Measuring the effectiveness of communication involves identifying:

A.7.5 Doc¢umented information

A.7.5.1 General

setting up means of cascading information throughout the organization and the supply chain;

understanding how other interested parties communicate internally and who their primary
contacts are;

understanding who is expected to act on the information, and distinguishing this from who merely
needs tp know something is being done.

undersfanding the technical knowledge of the recipients;

undersfanding the time available to recipients for accepting communication (e.g»a chief exectfitive
officer might require brief, specific and non-technical messages, whereas an-engineering desl:;ner
might require complex and highly technical messages);

analysipg the range of methods available for communication [e.g. spoken; written or images [or a
combination) using social media; web; print or posters] and selecting the most suitable;

considgring the need for multiple types of communication to reach wider audiences with diffgrent
charactleristics.

how it Will be measured;

the frequency of evaluation;

who will perform the evaluation;

how thé¢ evaluation will be conducted;

who (ofher than the assessor) should participate in the evaluation;
what p¢grformance indicators will be used to measure the effectiveness;
the soufce and validity 6fany measures used in the evaluation;

how changes based‘emrthe evaluation and measurements will be made.

Establishing the needs of documented information involves consideration of:

28

the documented information required to ensure effectiveness of its FM system and FM activity;

which different types of documented information address elements of the FM system, a specific
facility or a facility service;

the extent to which information required differs from one facility or organization to another, and
what is appropriate for each;

the benefits of ensuring information maintained is proportional to the complexity of the facilities
and the FM activity;

© ISO 2018 - All rights reserved


https://standardsiso.com/api/?name=02e2e2c94a1eeb6a7c6650fddca13191

1ISO 41001:2018(E)

— the identification and definition of documented information that will be managed and maintained
over the facility life cycle;

— the duration of the organization’s responsibility for the facility;

— any requirement to maintain documented information for any defined period after the disposal of
a facility or end of its contract relationship with the demand organization, in accordance with its
business and other conformity requirements;

— assessment and use of appropriate technologies.

— pnsuring that appropriate controls are in place to ensure that the information is approjpriate to the
brganization’s needs;

— fonfirming that these controls effectively ensure that the personnel supporting the FM|activity are
1sing approved, accurate and current information.

A.7.5.2 Creating and updating information

For the FM system to be effective, the organization needs to ensure that the information it has
detefmined it needs in documented form is:

— pasily searchable;

— rlearly identifiable;

— In aformat and on media which enables it to be tsed;
— puitable and adequate for the purpose intended.

If this is not adequately planned and maintained, there is a risk that the information cannof or will not
be uped.

A.7.5.3 Control of documented information

Contfrol of information involves:

— fetermining who needs access to view information;

— Hetermining whoZhas authority to update, change or delete information;
— pnderstandiiig when and at what frequency information is required to be available for pse.
Protpcting information involves:

— pstablishing governance protocols;

— training of all information users in control procedures;
— implementing information access controls appropriate to the value of the information, e.g.:
— permission to view but not edit or copy;
— permission to copy but not edit;
— authority to edit data;
— authority to amend processes;
— permission and authority to delete information;

— implementation and enforcement of change control procedures;
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— implementation of information back-up and retrieval/recovery processes.

Retention, disposal and destruction decisions involve:

NOTE T

A.7.5.4 FM information and data requirements

In general,
following a1

understanding the organization’s and the demand organization’s policies on information retention;

establishing policies to limit accumulation of out-of-date or superseded information;

setting

time limits for retention of highly detailed information;

methods to check periodically for duplicated information and to permit removal of unnecessary

copies.

considd

strateg

demand management strategy and plans);

procesq
procesq

considdg

facility

locatiom, condition, in service dates, materials);

service

characteristics, future requirements, demand management objectives), including mainten
ment (e.g. historical failures, “betterment or replacement dates, future maintenpnce

managg
require

perforn
improv

financi
materid

he principles of ISO/IEC 27001 can be applied.

eas:
ring the role of the FM function;

i and planning (e.g. service levels and objectives, facility management and facility stra
es (e.g. process performance objectives and indicatorsyfacility and facility services rel
es and procedures);

ring the significance of identified risks (see A.6:1);

asset characteristics (e.g. ownership, design parameters, vendor information, phy

delivery and operations (e.g. service levels, performance objectives and perform

ments);

bment objectives, applicable reporting);

lity, life cycle costing analysis, useful service lives);

risk management;

contingency‘and continuity planning;

asset

the organization should consider its FM information and data requirements related t¢ the

fegy,

ated

sical

Aance
Ance

hance management afd reporting requirements (e.g. performance data, continual

] and resource naitagementissues (e.g. historical cost, replacement value, date of acquisition,

anagement;

contract management (e.g. facilities and facilities services related contractual information, vendor
information, service objectives, third party agreements).

The organization should use a systematic approach to identify the necessary information and establish
the appropriate information repositories.

Planning the management of information including the exchange of information with interested parties
involves:

— assessing from which interested parties information is essential, required or useful;

— understanding their ability to produce information which is accurate, correctly formatted, timely
and (where necessary) validated;

30
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— undertaking actions to improve information exchange, where necessary;

— scheduling of information exchange;

— implementing systems to acquire information as and when required.

Understanding the impact of information exchange on decision making involves:

— communicating the planning horizons for decisions well in advance, so that other parties understand

their obligations and the impact of information sharing;

— agreeing and setting limits to the dissemination of shared information, especially where this has

rommercial value to the other party;

Fespecting the confidentiality of interested parties and their rights not to have-their
beyond agreed upon terms and conditions.

Determining attributes involves (see also A.7.5.2):

inderstanding any sector specific norms or protocols for data and reporting;

hssessing the level of detail of data needed, both routinely and fronrtime to time;

management system.

Determining when data are collected, analysed and evaluated:involves:

Lhe establishment of data collection processes from@ll relevant interested parties (inclu
broviders);

mapping the data flow;

ntegration of data sources to planning,‘operational and reporting technology systems
for the size, complexity and capability of the organization;

inderstanding the vdlue of the data and information for effective decision making;

inderstanding the“impact of data and information quality (accuracy, timeliness, lev

nformation;

Epecific data and information;

tha actabhliching
THE—Ee5t

Hata shared

hssessing information requirements to ensure it is suitable(for the risks of the facility, service or

ling service

hppropriate

bvaluating the organization’s abjlity to maintain the appropriate quality and timelinesd of the data.

ifying, implementing and madintaining processes for data and information management inyolves:

bl of detail)

Felative to thie cost and complexity of collecting, processing, managing and sustaining the

the determination, assignment and periodic review of accountabilities for the stewardship of

't data and

TTOTTOTITITCTT

information.

NOTE Information is conveyed or represented by a particular arrangement or sequence of data

Aligning terminology involves:

— thealignmentofinformation requirements for differentlevels and functions within the organization;

understanding the information terminology expectations of the demand organization and other

relevant interested parties which receive information;

mapping various terms used to ensure a common usage is adopted where possible, or that terms can

be interchanged where necessary;
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operational areas;

management and risk management functions, by using a common terminology.

Ensuring consistency and traceability of data involves:

vertical alignment of the information from the organization’s top management down into the

horizontal alignment between organizational functions, including FM, asset management, financial

— theestablishment and continual improvement of controls, specifications and level of accuracy for data;

— the need for all information regarding facilities and facility services to be appropriate, consistent

and tra

ceable, and to reflect the technical and operational reality (e.g. completeness, accuracy).

A.7.6 Knowledge

Organizatid
plans. It is
conforming

Such know
developmer]

Systems shg

employmenjt, becoming demotivated, or becoming ill.

Knowledge

learn f1

compal

A.8 Opej

A.8.1 Ops¢
Planning iny
referen|

ide

est

undlertakens;

est

for each process:

ns rely on the knowledge and experience of their personnel to execute their operat
therefore necessary for a robust management system capable of delivering consis
outputs that such knowledge is captured and is retrievable.

edge may be used during planned or unplanned change or for-innovation and set
t.

uld be in place to prevent loss of such knowledge due to personnel leaving the organizat

may be retrieved to allow the organization to:
om such experience and apply it to service improvements;

€ processes and outcomes.

fation

prational planning and conttol planning
rolves:

ce to the organizational'strategy (see Clauses 4 and 6);

htifying the activities that comprise the process;

hblishing“ahd setting out the criteria which will indicate that the process needs

onal
tent

vice

ion’s

O be

hblishing the minimum and maximum lead time between those criteria being met an<|1 the

pr

hain narlatad
LSS ucxus bUllllJlCLCu,

lead time;

establishing the training required of personnel undertaking each activity;

1SO 41012);
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detailing the required tools and materials;
detailing the process plans, protocols and systems needed to undertake service delivery;

providing process plans, protocols and systems to manage service delivery;

detailing the required resource capacity and availability (see Clauses 6 and 7) to achieve this

detailing responsibilities between internal resources and supply chain support (see also
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reviewing and assessing risks and opportunities before undertaking work;

scheduling activity in line with the service delivery plan;

and the organization’s needs, practices and processes.

Control involves:

Rela

Resource management involyes:

delivering prescribed, measurable results;

achievement through scheduled, consistent and replicable planned mechanisms;

1:2018(E)

balancing each activity’s scheduling and priority in the context of the totality of activities required

broviding documented reporting of results, including nonconformity (see Clause 10).
Fionship management involves:

cervice level agreements with relevant departments within the demand organization,
hccount differing requirements and needs wherever possible;

Fegular formal reviews with relevant interested parties and the departments within
brganization as input to strategic plans, to modify existing plans-and identify new g
Fequirements;

h communication plan for promulgating plans, successes and jhitiatives to the demand or
workforce to align them with changing demand organization needs;

pstablishing processes to ensure that FM technology*data and other records relating
hre up to date, take account of changes made, arg@ccessible and can be analysed effecti

monitoring the flow of people and productszaround the facility, e.g. on entry into a pr
Hefined spaces, occupancy of desks, meeting spaces and social spaces to understand hoy
s used;

proactively managing the allocatien ef space to service users, and the means by which 3
1sed, so as to achieve the best balance of supply and demand to ensure an effective ex
beople is delivered.

Eystems to assess apdimanage minimum stock levels, re-supply trigger points and deliver
Eystems to create-and manage service delivery personnel availability and flexibility;
regular audits of storage capacity and operational logistics;

maintéfiance, review and communication of agreed space standards;

taking into

'he demand
rojects and

banization’s
o all assets
vely;

operty, into
r the facility
pace can be

berience for

I lead times;

capabilities

Fégular planned reviews to reflect changing business needs, working methods and the

fthe suppiy chaimderived frorm a combination of tie comtract {if there 15 0ne), Service s
and service level agreements.

Service level statements and service level agreements should be:

concise;
comprehensible to non-specialist end users;
objective statements of service obligations from the organization to the end user;

reviewed at planned intervals to ensure their continued relevance and suitability.
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Project management involves:

treatmentas a distinctskillsetand discipline where personnel are trained and developed specifically
to manage projects;

documented procedures to be used throughout the project life cycle;

planning and managing the use of software, processes and systems specifically designed for that
purpose;

routine

risk assessments at inception and scheduled periods during the project;

schedu
an effeq
aproje

the prd

ed and regular routine reporting against plan;
tive change control procedure;
t/programme governance structure as an authority to agree to changes during the prd

ject initiator, demand organization representative and suppliers to be actively inva

througlout the project life cycle FM and procurement teams;

a select
up-to-d
conforr
— cle

— ass
it is

— prq

partnet
a comn

develoy
busineg

schedu

develoy]
service

ion process for the supply chain which involves and engages identified interested parti

ate service delivery plans for the supply of services to the warkplace;

hity with documented supplier selection processes, including:

rly defined selection criteria for supply chain;

essment of the cultural fit of a supplier with the organization and the “workplace experig
seeking to achieve as a part of supplier selection;

cesses for vendor prequalification, including, where necessary, visits to reference sites

ercial basis of mutuality to providelong term benefits;

s change;

ment of appropriate styles of relationship with suppliers dependent upon the nature o
and its criticality to the organization; in some cases, developing collaborative relationg

through strategic partnering arrangements;

use of v

anticip

endormanagement information and communications technology systems;

hted event forecasts;

ject;

lved

nce

ship of buyer and supplier, which isstipported by a governance structure that seeks to uild

ment of a culture that enceurages innovation and flexibility in order to respond to

ed review of contract performance and benchmarking, with appropriate independent audit;

f the
hips

provision for unanticipated events;

outcome of service improvement reviews.

Control of the processes may involve:

34

documented standards;

documented procedures;

documented change control procedures;

documented measurable outcomes and system for measurement (see Clause 9);

a clear supervisory management structure;
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— scheduled data reporting;

— data capture;

— electronic monitoring;

1:2018(E)

— systems to feedback outcomes to end users and other interested parties (see 8.2 and Clause 9).

Keeping information (see A.7.5) should:

— have documented processes of its own;

Cont

A.8.
Man

Coor

e IO MOTe ONerous than 15 essential for effective record Reeping;
pbe routinely planned in operating processes;

be the responsibility of the entire organization;

be robustand secure, and comply with the data protection requirements ofthe demand o

reate and support a network within the workforce, who will chanipion change an
feedback from end users;

nclude a communications plan to ensure that facts about changes are consistently und
rolling processes involves:

bnsuring that the demand organization has a right*te’review, measure and/or see re
processes carried out by the organization;

Lhe existence of a service delivery plan whichimakes clear the division of responsibilit
Lhe parties;

bnsuring that the demand organizationhas a right to discuss, propose and if necess
hmendments to the processes for the purposes of continual improvements (see 10.2).

2 Coordination with interested parties
hging relationships involves:

dentifying, documeriting and understanding all classes or groups of potential and curren
Contracted outputs of the FM service.

dinating activities involves:
blanningto'reduce resources used through:

— censuring that activities are organized so that resources are not wasted through in
scheduling or lack of materials or skills;

'ganization;

] report on

brstood.

ports on all

es between

Qry require

tinterested

hppropriate

workplace;

personnel who are suitably trained in all aspects of a task or work process relevant to their

ensuring that work can be carried out at the planned time without disrupting activities of the

demand organization (e.g. it may be that during critical periods of the demand organization’s

business cycle, no office moves or maintenance on critical plant can take place);

— understanding the demand organization’s processes;

— communicating with the demand organization so as to identify, analyse and plan for such constraints
in their planned activities.

Effective integration of services: see A.8.3.
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