INTERNATIONAL ISO
STANDARD 41001

First edition
2018-04

Facility management — Management
systems — Requirements with
guidance for use

Facility management — Systémes-de management — Exifjences avec
directives d'utilisation

Reference number
1SO 41001:2018(E)

©1S0 2018



https://standardsiso.com/api/?name=afc88c1160f30126b0f267e174ebf9c5

IS0 41001:2018(E)

COPYRIGHT PROTECTED DOCUMENT

© 1S0 2018

All rights reserved. Unless otherwise specified, or required in the context of its implementation, no part of this publication may
be reproduced or utilized otherwise in any form or by any means, electronic or mechanical, including photocopying, or posting
on the internet or an intranet, without prior written permission. Permission can be requested from either ISO at the address
below or [SO’s member body in the country of the requester.

ISO copyright office

CP 401 o Ch. de Blandonnet 8
CH-1214 Vernier, Geneva
Phone: +41 22 749 01 11
Fax: +41 22 749 09 47
Email: copyright@iso.org
Website: www.iso.org

Published in Switzerland

ii © ISO 2018 - All rights reserved


https://standardsiso.com/api/?name=afc88c1160f30126b0f267e174ebf9c5

1ISO 41001:2018(E)

Contents Page
FFOT@WOTM ........ooccccceeeesse e85 5588585555555 iv
IIMETOUICEIONL. ..ot 8885 v
1 S0P ... 1
2 NOTTNATIVE FEECI@INICES .........oocco e 1
3 Terms and AeFIMITIOIIS ... 1
4 Context of the organization ...,

4.1 Understanding the organization and itS CONtEXL ...

4.2 Understanding the needs and expectations of interested parties

4.3 Determining the scope of the FM SyStem.........ccocces ) o]

4.4 FIMLSYSTRITI ..o g e
5 LeaderShip ... S e

5.1 Leadership and commitment...

5.2 POLICY e

5.3 Organizational roles, responsibilities and authorities.....
6 o 1 0D 1D 1 OO S RO ISR 7

6.1  Actions to address risks and OppPOTtUNItIEs ...y M e 7

6.2 FM objectives and planning to achieve them.... 2. e 7
7 SUPPOTE s O e

7.1 Resources

7.2 COMPEOLEIICE ... B i
7.3 22 U ) 6 U= OO
7.4 Communication
7.5 Documented INfOrmMatioN. ... .../ ssssosesseseeee s sssssssssseseseeses e
2 T T €7 1 1<) = | o F 2
7.5.2  Creating and updating information......
7.5.3  Control of documented information........
7.54  FM information and data requirements......
7.6 Organizational KROWIEAZE ...t
8 OPEIATION ..o Ak
8.1 Operational planning and control
8.2 Coordination with interested Parties ...
8.3 INteGIATION Of SEIVICES ...t
9 Performance evaluation
9.1 Monitoring, measurement, analysis and evaluation....
9.2 Internal @Udit. ..o
93 MANAZEIMENT TEVIEW ....oooi oo
10 lmprovement
10.1 Nonconformity and corrective action
10.2  Continual improvement. ...
B IO T B /==Y o L AT Ut () 1O
Annex A (informative) Guidance on the use of this document ... 15
BIDLEOZTAPIIY . ... 45

© 1S0 2018 - All rights reserved iii


https://standardsiso.com/api/?name=afc88c1160f30126b0f267e174ebf9c5

ISO 41001

:2018(E)

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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the ISO/IEC Directives, Part 1. In particular the different approval criteria needed-for the
bes of ISO documents should be noted. This document was drafted in accordande\with the
es of the ISO/IEC Directives, Part 2 (see www.iso.org/directives).

drawn to the possibility that some of the elements of this document may\be the subjéct of
s. ISO shall not be held responsible for identifying any or all such patent rights. Detafils of
ights identified during the development of the document will be in the)Introduction aid/or
st of patent declarations received (see www.iso.org/patents).

hme used in this document is information given for the conyvenience of users and doefs not
h endorsement.

anation on the voluntary nature of standards, the :meaning of ISO specific termqd and
related to conformity assessment, as well as information about ISO’s adherence tp the
Organization (WTO) principles in the Technical Barriers to Trade (TBT) see the following
so.org/iso/foreword.html.

This docum

ent was prepared by Technical Committee {SO/TC 267, Facility management.
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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
lacking.This document provides the hasis for a common interpretation and understanding of FM and

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

The dlevelopment of the market for FM services would be enhanced by the presence 6f'a corhmon global
strugture and supporting standard. The sector benefits from a common basis upen which FM can be
assegsed and measured. This is the primary driver for, and purpose of, this docuinent.

In a globally-competitive environment, FM organizations and providers,need to communjcate among
theniselves and with interested parties using common principles, concepts and terms, including
assegsment and measurement of performance. This document is intended to raise the standard of care
and |ncrease levels of quality, thereby stimulating organizational(maturity and competition for the
deliviery of FM.

The benefits of an integrated system standard for FM include:

— improved workforce productivity, safety and health,and well-being;

— improved communication of requirements and ‘methodologies among and betweer] public and
rivate sector organizations;

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

— providing a common platform for all types of organizations.

This|[document is applicable tolahy organization that wishes to:

— ¢stablish, implement(nmadintain and improve an integrated FM system;

— 3ssure itself of cénformity with its stated management policy;

— dlemonstrate‘¢onformity with this document by:

1+ making a self-determination and self-declaration;

1+~ seeking confirmation of its conformity by parties having an interest in the organizption;

— 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


https://standardsiso.com/api/?name=afc88c1160f30126b0f267e174ebf9c5

IS0 41001:2018(E)

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) understanding and meeting the demand organization’s requirements through-an-integrated
planning process;

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

b) the relafionship between the integrated planning process and Clauses 4-to 10 of the FM syster

=

c) the doqumentation associated with the requirements of the &M system and the subjert of
certification assessments;

d) all of thg above in the context of management levels;
e) continupl improvement of processes based on objective measurement.

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 4).

— Leadership: understanding organizational roles, responsibilities, policies and authorities| (see
Clause 3).

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

— Supporft: understanding-available versus required resources in the form of financial, human and
technolpgy (see Clausg.?).

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

— Performpancerevaluation: benchmarking standards, monitoring and meeting target requirenpents
(see Clause 9).

— 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.

vi © ISO 2018 - All rights reserved
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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. \Q)
DEMAND ORGANIZATION
Q
Core Business Strategy Supported By FM> b"\g
O
FM Strategy
10. Improvement POlle
\\ 4. Context
Impro&é\\’ 5. Leadership
6. Planning
g::>§§% 7. Support
9. Performance
ovaluation | Measure CHECK  PLAN FM Plans
DO <J
Implement

Q 8. Operation

&P
Q@

?\
%QF igure 1 — Process approach methodology in facility management
s
<

(FM) ORGANIZATION
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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) ieeds to demonstrate effective and efficient delivery of FM that supports the objeqd

b) 4

c)

The
all of
natu

Annd

emand organization;
1ims to consistently meet the needs of interested parties and applicable requirements;
1ims to be sustainable in a globally-competitive environment.

requirements specified in this document are non-sector specific and-intended to be 4
ganizations, or parts thereof, whether public or private sector, and.regardless of the ty
Fe of the organization or geographical location.

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

2 Normative references

The

following documents are referred to in the text'in such a way that some or all of t

tives of the

pplicable to
rpe, size and

heir content
applies. For
hts) applies.

bwing apply.

ddresses:

m for facility

constitutes requirements of this document. Forgydated references, only the edition cited
unddted references, the latest edition of the reférenced document (including any amendme
IS0 41011, Facility management — Vocabulary

3 Terms and definitions

For the purposes of this document, the terms and definitions given in ISO 41011 and the foll
ISO dnd IEC maintain terminological databases for use in standardization at the following g
— SO Online browsing platform: available at https://www.iso.org/obp

— IEC Electropedia: available at http://www.electropedia.org/

NOTE1  Fersthe purposes of this document, the term “FM system” is used to refer to a syste
manggement.

NOT : amentth m-“organiza

FM organization or FM top management unless otherwise stated.

31

organization

refer to the

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
otherwise stated.

© ISO

2018 - All rights reserved
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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 expectation 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 paj
Note 2 to ent

3.4

manageme
set of inter
objectives (3

Note 1 to ent

Note 2 to enf
and operatio

Note 3 to en
identified fu
functions acn

Note 4 to ent
management

3.5
top managg
person or gy

Note 1 to entry: Top management has theNpower to delegate authority and provide resources withi

organization

Note 2 to enftry: If the scope of the\ynanagement system (3.4) covers only part of an organization, the

management

Note 3 to ent
unless othery

3.6
effectivene
extent to wi

Fy: A specified requirement is one that is stated, for example in documented information (3.11).

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

'y: A management system can address a single discipline or several disciplines.

ry: The system elements include the organization’s structure, rales and responsibilities, pla
1.

fry: The scope of a management system may include the-whole of the organization, specifi
ctions of the organization, specific and identified sections of the organization, or one or
oss a group of organizations.

I'y: For the purposes of this document, the term “FM system” is used to refer to a system for f3

tment
oup of people who directs and controls an organization (3.1) at the highest level

refers to those wha dinéct and control that part of the organization.

[y: For the purp0ses of this document, the term “top management” refers to the FM top managg
vise stated.

5S
ich planned activities are realized and planned results achieved

and

hning

c and
more

cility

h the

h top

ment

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 reserved
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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, unid¢rstanding 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 Gpide 73:2009,
3.5.1f3) and “consequences” (as defined in ISO Guide 73:2009, 3.6.1.3), or a combination‘of these.

Note [4 to entry: Risk is often expressed in terms of a combination of the consequences of an evgnt (including
changes in circumstances) and the associated “likelihood” (as defined in ISO Guide73:2009, 3.6.1.1) af occurrence.

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

3.11
docymented information
inforjmation required to be controlled and maintained by an organization (3.1) and the{medium on
which it is contained

Note |l to entry: Documented information can be in-any format and media, and from any source.
Note P to entry: Documented information cah/refer to:

— the management system (3.4), including related processes (3.12);

—

formation created in order fof:the organization to operate (documentation);
— eyidence of results achieved-{records).

3.12
process
set of interrelated o¥interacting activities which transforms inputs into outputs

3.13
perfpormarnce
meagurdble result

Note TTo entry: Fertormance can relate either to quantitative or qualitative rindings.

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


https://standardsiso.com/api/?name=afc88c1160f30126b0f267e174ebf9c5

ISO 41001

3.15

:2018(E)

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 ent
and it can be

Note 2 to ent]
Note 3 to ent

3.18
conformityj
fulfilment o

3.19
nonconfor]
non-fulfilme

3.20
corrective
action to eli

3.21

independent and documented process (3.12) for obtaining audit evidence and evaluat
o determine the extent to which the audit criteria are fulfilled

I'y: An audit can be an internal audit (first party) or an external audit (second party or third p
A combined audit (combining two or more disciplines).

y: An internal audit is conducted by the organization (3.1) itself, or by an external party onitsb

Fy: “Audit evidence” and “audit criteria” are defined in ISO 19011.

a requirement (3.3)

hity
nt of a requirement (3.3)

ction
minate the cause of a nonconformity {3.19) and to prevent recurrence

continual ilmprovement

recurring aq

4 Conte;

4.1 Unde

The organiz
relevant to
outcome(s)

tivity to enhance performance (3.13)

(t of the organization

rstanding thie organization and its context

ts purpese and its strategic objectives, and that affect its ability to achieve the inte
pf its EM system.

ng it

arty),

ehalf.

ation shall'determine, demonstrate and document external and internal issues that are

nded

4.2 Unde

The organiz

rstanding the needs and expectations of interested parties

ation 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 reserved
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Determining the scope of the FM system

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

the p

5

51
The

Tope shiatt be avattable asdocumented information.

FM system

rganization shall establish, implement, maintain and continually improvean¥M syste

Leadership

Leadership and commitment

prganization’s top management shall demonstrate leadership and commitment with r¢

FM slystem by:

NOTE

¢nsuring that the FM policy and FM objectives are established and are compatible with {
direction of the demand organization;

¢nsuring the integration and support of ‘the FM system requirements into the of
Ibusiness processes;

énsuring that the resources needed.for the FM system are available;

¢ommunicating the importafice’ of an effective FM system and of conforming to the
fequirements;

¢ommunicating with the-top management of the demand organization;
ensuring that the kM system achieves its intended outcome(s) as documented herein;
dlirecting and supporting persons to contribute to the effectiveness of the FM system;

¢oordinating and collaborating interdepartmentally;

romoting continual improvement in innovation, communications, morale, crosg

m, including

rocesses needed and their interactions, in accordance with the requirements of this dgcument.

spect to the

he strategic

ganization’s

FM system

functional

intégration, 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 risk in FM is aligned with the organization’s approach

for managing risk.

core 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:

is appropriate to the purpose of the organization;

s a framework for setting FM objectives;

the management of risk;

includes a commitment to satisfy applicable requirements;

available as documented information;

available to interested parties, as appropriate;

a)

b) provide
C) ensures
d)

e) includey
f) is endor
g) corresp
h) conside
i)  highligh
The FM poli
— commu
— consistg
— consistq
— appropy
— implem
5.3 Orgal

Top manage
and commu

Top manage

a)
b)

‘)
d)
e)
f)

g)
h)

a COTIMIITITIENT O TIe Continuat IMprovement of the M SySTerT;
sed by top management or a sponsor of the demand organization;
onds to the characteristics and requirements of the demand organization;
's the characteristics and requirements of the users of the facility and the'facility itsel
ts how it responds to the issues appropriate to the local context.

Cy shall be:

hicated regularly within the organization and with other interested parties;

nt and be integrated with other relevant orgahizational policies;
nt with the organizational plan;
iate to the nature and scale of the organization and its operations;

bnted, periodically reviewed andweported to top management, and, if required, updatg

hizational roles, responsibilities and authorities

hicated within the.0rganization.

ment shall assign the responsibility and authority for:

ensurin

ensurinig that’policies and objectives are established for the FM system and are compatible
the strategic'direction of the organization;

that thé M system conforms to the requirements of this document;

d.

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

with

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;

establis

hing and updating the FM plan;

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

ensurin
ensurin

establis

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

hing, reviewing, reporting and updating the FM system.

© ISO 2018 - All rights reserved
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Planning

Actions to address risks and opportunities

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:

The
a)

b)

6.2
The

orgahization shall consider the requirements;0f relevant interested parties and of oth
technical and organizational requirements of .the FM planning process.

The
a)
b)
‘)
d)
e)
)
g)
h)
The

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

prevent, or reduce, undesired effects;

FIISUrc ‘Uubillﬁbb LUllLilluiLy dlld CHICT ZSCIILY pIcpdl BL‘lllUbb,
achieve continual improvement.
rganization shall plan:

dctions to address these risks and opportunities, taking into account how thes
Ipportunities can change with time;

ow to:
1+ integrate and implement the actions into its FM system processes;

— evaluate the effectiveness of these actions.

FM objectives and planning to achieve them

prganization shall establish FM objectives atirelevant functions, sub-functions and

FM objectives shall:

e consistent and aligned with the’organizational objectives;
e consistent with the FM policy;
e measurable (if practicable) without excessive cost or documentation;

e established and‘updated using criteria set out in 4.2;

lake into account applicable requirements;
Ie monitored;

e communicated to relevant interested parties;

b risks and

levels. The
er financial,

: q q Aol iat
T ITCTVITVWTOCU Adllu upuatcu adS CllJlJl UlJl IdlT.

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 activitie|

7.2 Comy

The organiz

NOTE

determi

S Tequired to achieve the objectives of the F M pian(s)-

jetence
htion shall:

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

affects jts FM performance;

ensure
experie

where 4
training

ensure

that these persons are competent on the basis of appropriate-education, training af
hce;

pplicable, take actions to acquire the necessary competence, maintain ongoing educs:
and certifications and evaluate the effectiveness of the'actions taken;

hat competencies are in alignment with applicabledocal context;

retain appropriate documented information as evidence of competence;

plan for

assignment o

7.3 Awar]

Persons or ¢

the FM
the org4

their cd
perfornf

the imp

future resources and long-term requirements.

f currently employed persons; or the hiring or contracting of competent persons.

eness

ntities doing work underthe organization’s control shall be aware of:
bolicy;

inization’s strategic objectives, outputs and desired outcomes;

ntributignyto the effectiveness of the FM system, including the benefits of improve
jance;

ications of not conforming with the FM system requirements.

that

1d /or

tion,

Applicable actions can include, for example; the provision of training to, the mentoring of, or the re-

1 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;

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

1

NOTE
another due to:

—
—
—
7.5.2
Whe

—

— flormat (e.g. language, software version, graphi¢s) and media (e.g. paper, electronic);

— 1

7.5.3

Docy

he FM system.

The extent of documented information for an FM system can differ from ene) org

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

he competence of persons.

Creating and updating information

dentification and description (e.g. a title, date, authar, or reference number);

eview and approval for suitability and adeguacy.

Control of documented information

mented information required bythe FM system and by this document shall be controlle

b)

For t

a) :[ is available and suitablefor-use, where and when it is needed;

it is adequately proteeted (e.g. from loss of confidentiality, improper use, or loss of inte

he control of doeunrented information, the organization shall address the following 4

appli

— information governance requirements;

cable:

vel of information required to support the demand organization’s objectives;

istribution, access, retrieval and use;

anization to

h creating and updating documented information, the 9rganization shall ensure appropriate:

d to ensure:

brity).

nctivities, as

— 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 organizatienshatHnehtdeconsiderationof:
— thejroles and responsibilities for FM;
— the|FM processes, procedures and activities;
— thejsignificance of the identified risks;
— thelexchange of information with its interested parties, including service providers;

— thelimpact of quality, availability and management of information-en organizational dedision
making;

b) the orgdnization shall determine:
— thelattributes of identified data;
— the|quality of identified data;
— how and when data are collected, analysed and‘evaluated;

c) the organization shall specify, implement and'maintain processes for managing its informpation
and datp;

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

e) the organization shall ensure thatthere is consistency and traceability between the financial and
technical information and data and other relevant non-financial information and data, to the ektent
requirefl to meet applicablesrequirements while considering its interested parties’ requirements
and orgpnizational objec€tives.

7.6 Organizationalknowledge

The organization-shall determine the knowledge necessary for the operation of its processes and to
achieve conformity of products and services.

This knowledge shall be maintained and be made available 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:

— bta‘u}ibhiu,g critertaforthe processes;
— implementing control of the processes in accordance with the criteria;

— keeping documented information to the extent necessary to have confidence. that tHe processes
Iave been carried out as planned.
The

ocumented operational processes should include:
— relationship management;

— Tesource management, including capacity planning;
— gervice level statements and agreements;

— project management.

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

The ¢rganization shall ensure that processes-are controlled.

8.2 | Coordination with interested parties

The prganization shall manage relationships with end users and other interested parties, and will
continually coordinate activitjes\to minimize negative impact to the primary activities ofjthe demand
orgahization.

8.3 | Integration of services

The ¢rganizationshall demonstrate that it has integrated FM functions to ensure effective aind efficient
deliviery 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;
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— 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.
The organization shall retain appropriate documented information as evidence of the results.
The 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 Interpnal audit

9.2.1 The|organization shall conduct internal audits at planned intervals to provide(informatiqn on
whether thel FM system:

a) conforms to:
— thelorganization’s own requirements for its FM system;
— thejrequirements of this document;

b) is effectiively implemented and maintained.

9.2.2 Thelorganization shall:

a) plan, establish, implement and maintain an audit programme(s), including the frequency, methods,
respongibilities, planning requirements and repaerting, which shall take into consideration the
importgdnce of the processes concerned and theaesults of previous audits;

b) define the audit criteria and scope for each audit;
c) selectapditors and conduct audits to ensure objectivity and the impartiality of the audit procgss;
d) ensure the results of the audits areyeported to relevant management;

e) retain documented information-as evidence of the implementation of the audit programme angd the
audit repsults.

9.3 Mandgement review

Top management of.the organization shall review the organization’s FM system, at planned interv3ls, to
ensure its continuing suitability, adequacy and effectiveness.

The managgment review shall include consideration of:

a) the status of actions from previous management reviews;
b) changesin external and internal issues that are relevant to the FM system;
c) 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;

— rprovement of the effectiveness of the M system,;

odification of procedures and controls to respond to internal or external event§ that/may impact
the FM system, including changes to:

1+ business and operational requirements;

+ operational conditions and processes;

1+ contractual obligations;

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

1+ funding and budget requirements;

— how the effectiveness of controls is measured.

The forganization shall retain documented information as evidence of the results of hanagement
revigws.

The ¢rganization shall:
— ¢ommunicate the results of management review to relevant interested parties;

— tlake appropriate action relating to those results.

10 Improvement

10.1] Nonconfothiity and corrective action
Wheh a nonconformity occurs, the organization shall:

a) Treactto the nonconformity and, as applicable:

—  take action to control and correct Ig,
— 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;

X - . .
— the resyttsof any correctiveactrom

10.2 Continual improvement

The organizption shall continually improve the suitability, adequacy and effectiveness pfthe FM system.

The organization shall demonstrate a continual positive approach to the identification, evaluation and
managemerft of internal and external factors that impact its services. It shall seek innovation, inclyding
in the impl¢mentation of new solutions and changes in its working methods’and outcomes fof the
benefit of the demand organization.

10.3 Prevé¢ntive actions

The organization shall establish processes to proactively identifirpotential gaps in service delivery and
FM performance and evaluate the need to take proactive measures.

When a potential gap in service delivery and/or FM perfermance is identified, the organization [shall
apply the cofrrective actions as set out in 10.1.
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Annex A
(informative)

Guidance on the use of this document

Scope

This
and

oper
for u
demq

The

envil
serv
to bd

NOTH
out-t4

A.2

No a

A3

No a

A4

AA4.

A su
demq

Dete
fund

document specifies requirements to plan, establish, implement, operate, monitor, revig
brovide a documented integrated FM system within the context of managingyan or
htional activities and risks. This annex presents examples, proven practices and strat]
se. It is not intended to prescribe detailed elements, as the implementationiwill vary §
ind organization’s mission, market and goals.

extent of application of these requirements depends on the demand organization|
onment and complexity - its mission and policies, the nature, of-its activities, its p
ces, geographical location and the conditions in which it functions. The document ca
th internal and external service delivery of facility management.

The plan can refer to a decision on a totally outsourced sérvice delivery, a combination o
sked services and internally provided services, or a totallyxinternally provided service delivet

Normative references

ditional guidance needed.

Terms and definitions

ditional guidance needed.

Context of the organization

I Understandingthe organization and its context

ccessful organiZation should align all service delivery plans with the primary objeq
ind organization.

rmining-and defining relevant issues involves a process of analysing, understanding an|
hnental issues relating to the demand organization’s needs and requirements:

w, maintain
ganization’s
egic options
ased on the

s operating
roducts and
h be applied

outsourced/
y.

tives of the

d reviewing

— thereal estate and FM strategy;

— the property portfolio;

— the assets and their physical condition;

— the competitive environment;

— i

ts value drivers (including cost/benefit analysis);

— any needs for resource flexibility;

— Dbusiness 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;

— corporatetargets;

— innovatjon.

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

— include p commitment to continual improvement;

— include|a commitment to conform with all requirements to which~the demand organization
subscribes which relate to the quality of life of people and the productivity of the core business;

— explainfhow the objectives of the system will be achieved and who is responsible;
— provide|the framework for setting and reviewing FM objectives and targets;

— are implemented and maintained;

— are communicated to all interested parties;

— are avallable to all those who need to have accéss in order to carry out their work.

External issiies are those which are outside thedirect control or responsibility of the organization but
which have the potential to impact its operations and resources.

Internal issups are those which are in thedirect control of the organization and for which itis responkible.

Relevant to its purpose can be any-isstue which impacts the strategic objectives, resources, timing of any
aspect of th¢ delivery of servic€s\within the scope of the FM system.

Intended outcomes of the system should be included in a document that identifies the scope of its FM
system. This should setout as clearly as possible in objective (measurable) terms the key outcpmes
which resulf 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

Ing

somg or all of the following organizational relationships or outputs:

A.4.2.3 Requirements of interested parties

Where FM is responsible for creatinga framework to manage compliance, business continu

and

A.4.2.4 ,Plan to meet requirements

A pl

1 1 de e e R | dns dl dade]. h . dnn -
HITI AL, CIIdIdULTTISUILS U HTILETTSLCU Pddl LITS dI'T U4l LT Y 11dVC dll TTILTT TS U I, Ul dI'T ]

products and/or services delivered and received;
employment or training;

¢nvironmental conditions;

roducts or services received from the organization;
Ilaintenance of records of activities, operating licences;
financial costs and benefits;
¢ontracts with the organization;
¢ompliance;

¢ommunication.

fegistrations outside the core businesses primary activities, the organization should:

include a procedure to identify applicable regulatory and statutory requirements rel
dctivities;

¢reate and maintaini-a log of compliance records, their location and the date of the actiy

detail operating risks and incident response activities, including emergency nj
eénvironmental management, safety and welfare activities.

npacted by,

ty activities

ating to the

ity;

lanagement,

dn-describes the outputs which will satisfy the requirements and the inputs require

d 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;

what resources 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 made and at what cost;

the processes for demobilization.

The plan does not set out:

— service levels or quality targets;

However, el
performanc

A.4.3 Det

Scope is the

Determining

Communicat

measurable outcomes;

contrac

identifyj]

identifyj]
monitof

NOTE

prioritij
followir]

ensurin

ensurinE that the system addresses long term (whole life cycle) needs;

identifyj]
require

identifyj]
prepari

using aj

fual obligations.

ements of the plan may be reflected or repeated in service level agreements
P requirements.

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 (th@full range) of the system;

ing the processes, assets, organizational activities, products and services, physical locz
ing and improvements to which the FM system is applied;

Specification of how the outcomes will be achieved is not included in the scoping process.

ring those activities which are important teithe outcomes required by the interested p3
g the analysis as set outin A.4.1 and A¥.2;

the system provides the required flexibility and speed of response;

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

ing the scope involves:
ing all parties.or entities who are required to comply with the system;

hg commiuhicating messages that are appropriate to each party/entity;

always

bprapriate communication media and channels to ensure the key messages are clear

DI in

tion,

rties

or is

and

hvailable;

checkin

g 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);

specifyi

ng the outputs required to meet the identified needs;

documenting both the needs and the outputs.
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Implementing 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:

The

A5

A.5.

performance evaluation as set out in A.9;

3 - A1 O\
Improvenrentassetoutmra=1t:

fontent of the system should include:
4 complete process model or process map for its facility management activities;

3 methodology for identification of critical points of decisions and associated needs for
also see A.10.2);

rocesses to provide to the organization’s own continual improvement cycle such as in
ppropriate times as is necessary to the organization’s success and development;

evelopment and maintenance of outputs which have valye both for this management]
the demand organization’s systems.

Leadership

| Leadership and commitment

Leadprship and commitment to the FM system are essential to ensure that the entire
folloys and contributes to the system.

This

can be achieved by ensuring that:

rganizational culture prometes and encourages stewardship of the assets and servic
long-term approach tg ¢ost effective operations and integrates functions to the b
rganizational mission;

olicy (general)c@nd objectives (outcomes) are aligned with the strategic directive
identified and. Setout under A.4;

integration \of system requirements is achieved through the system design process
MA.4.3 andA.4.4;

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

information

formation at

system and

rganization

S, supports

bnefit of the

s and goals

lescribed in

communication of the system to everyone who needs to work within or support the system is

achieved as set outin A.7.4 and A.8.2;

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

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

tand how to

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;
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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 any others required to fulfil elements of the plan;

— establishes what activities, outputs and outcomes should be set (but does not set specific objectives,
which may vary from time to time);

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

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

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

— beregularly updated;

— have any changes communicated to staff and servicegproviders to ensure there is a [clear
understanding of policy requirements;

— not conflict with any other relevant policies within the organization (e.g. human resources,
procurgment policy or risk management (see also SO 31000)).

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

— undertdking an overview of which)roles are relevant to the governance of the FM system, which
could ir]:lude roles that are whally dedicated to the system or that are only partially involved;

— maintaining clarity and consistency in the way role descriptions relating to the system are sef out;
— allocatihg responsibjlity for conformity of specific elements of the system;

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

Responsibilify,sheuld:

— 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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Risk$ can be considered underithe following areas or other broadly-based criteria:
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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 management of the

performance of the FM system;
ensure that this reporting includes any changes in responsibilities and authorities;

schedule routine periodic updates of the FM plan;

adaptsourcingstrategies and proceduresto ensure thatservice providers appointed have experience

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

them;

¢ommunicate with and, where necessary, undertake orientation and training of serw
gnd their staff to ensure that they understand the objectives and outcomes of\the {
o comply with it, how to propose changes and improvements to it, and the bénefit
jupporting the system.

Planning

| Actions to address risk and opportunities

¢onsidering the issues referred to in 4.1 and requirements referred to in 4.2;

understanding that risks are often expressed intefms of a combination of the conseq

impact, if they do occur, on operations and people (deals with risk management);
identifying the opportunities and threats;
feviewing the types and level of riskwhenever there is a material change in circumsta

H ISO 31000 provides guidelines on risk management.

fechnical;
financial;
¢nvironmental:

gocial;

re providers
ystem, how
b to them of

iences of an

¢vent (including changes in circumstances) and the associated likelihood of occurrenice and their

[1Ces.

;I)olitical;

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:

— learning from the experience of other facilities and organizations;

— improving 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.

PI . H o ol L. | LY AL | o o ] gy 1
anning acgronstoresporta to aentifred opportunttres ana tireats 1voives:

— assessing:

— the

— ass

— conpidering potential actions to prevent or reduce the likelihood of an,eecurrence;

— con|

— the
— prepari
— prepari

— prepari
continu

— prepari

— integrating all these plans into FM processes;

— ensurin
effectiv

The organization should determine how any issues identified in 6.1 and requirements in 4.2 w
addressed. This should involve@valuating the need for a plan of action and, if necessary:

— integrating these actignis-into the FM system process;

— implem

— ensuring that.documented information will be available to evaluate the actions for effectivg
(see 7.5).

likelihood of an occurrence of an identified risk;

essing the likely impact of an occurrence;

sidering potential actions to reduce the impact of an occurrencg.(i.e. mitigation);
degree of acceptability of any residual risk;

hg plans to implement the identified preventive actions;

hg plans to provide temporary operational capability following a risk event (e.g. bus
ty plans (see ISO 22301));

hg plans to restore the services to full 6peration as quickly as possible (e.g. recovery pl

io that documented informatien will be available to evaluate if the risk responses have
e (see 7.5).

enting the.actions as described and appropriate;

hg plans to initiate and implement risk responses_(€:;g. emergency preparedness plans);

ness

ans);

been

1l be

tNness

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

Planning of objectives involves:

— establis

hing 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;
— 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;

— imrcorporating theagreedrequirentents-intotire-vartouspotictesamd-plansasappropriate.
Planning how to achieve objectives involves determining and documenting:

— lhow this planning integrates with other planning activities, including financial, humgn resources
and 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 their*full life cycles:
+ what will be done;

+ whatresources will be required;

+  who will be responsible;

+ at what frequencies they will take place;

1+  when they will be completed;

+ how the results will be evaluated;

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

The prganization should ‘develop short-, medium- and long-term plans to address differgnt planning
horizons for the demand-organization.

Planning horizonS.are the timeframes over which an organization should look into the future in its
businpess planning and within which business decisions should be taken prior to the implefentation of
specific actions.

Apprjopfiate planning horizons are those defined by the organization as part of its businesd planning.

On an operational Tevel, planning horizons should take into account the Tead time or notice periods
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;

— 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;
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anding constraints to efficient operations.

A.7 Support

A.7.1 Resources

Resources in

clude:

— personnel (see also A.7.2);

— service nraviders:

— materi

— funding;

— tools an
Determining
— assessil|
— underst

Assessing pe|

Is;

d equipment.

the resources needed involves:

1g demand levels in terms of quantity and quality;

anding the logistics of moving personnel and materials to the point of delivery.

rsonnel needed involves determining:

— how malny personnel are required to provide the services based on the maximum potential vo

contrib
— thedist
— the spe
— the sele
— whethe
— how thg
Assessing th

— the fun
compon

— the fungd

— whethe
and/or

ition of each member of personnel;

ribution of personnel;

ction, management and training of the right personnel;
- certifications are required;

personnel will be supervised.

b funding requirement involves determining:

Hing that will be“required for the requested services, in terms of the cost of each
ent of the service delivered;

ling thatdsyavailable;

" the funding is adequate to address both the operating and long-term needs of the fa
hddress the FM service plan;

ial knowledge, skills and competencies that are required (as set out in A.7.2 and A.7.6)

lume

unit

cility

— 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:

— reference to the FM policy and plan;

— ideally, using the processes set out in ISO 41012;

24
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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;

1 b - e R | -
CIIdI dCLTTISUILS UTITILTT CSLTU PdILITS,

— (¢larity of lines of reporting;

— ¢ommunication of expectations of service quality and timing;

— (dlelegation of authority for control and data reporting to supervisors:
Monitoring 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;

— lhow the data will be gathered;
Iow the data will be stored and recoveredfor analysis;
— who will analyse the data;
— ho will use the resulting reports.
Data|gathering involves understanding:

— the data that are neededto assess the services.

gpecifics of whatisianaged in the system.

— the scale and-ctomplexity of the facility;

fhe usesof the facilities.

vithat chauld ho licted

— whethorthoro aro ¢
v Her—teredare>

1+ theskillsand experience required to provide meaningful control over skilled deliver

INOTE1 This could-include the use of FM technology to track activity and productivity]

y personnel;

but not the

INOTE 2<~This could be stated in terms of area, height, other quantitative size information or dlescription of

D £z 0
THPOoEH THO>—H—ere-+ Tty —tHoe oot B e115tet;

— 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;

© ISO 2018 - All rights reserved
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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 specifications for relevant positions are consistent with assessed requirements;

ensuring personnel meet the required standards;

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

validati
reviewi

reviewi
change;

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

ng training and education requirements at planned intervals or when conformity o

maintai[:ing education and training data and knowing the expiration dates;ifany;

maintai

ing methods to notify personnel of expiring certifications;

creating and implementing individual competence development plans for all personnel.

Actions to aqquire the necessary competences can involve:

ensurinig recruitment is based on these personnel specifiedtions;

— specifying requirements for service providers and conducting checks of their personnel;

— identifyling appropriate training, education and eertification from appropriate providers:

— ide

tify skills for which training should-be delivered by certified organizations;

— identify examination and validation‘requirements;

— ide

tify the resources neededto acquire training, examination and certification.

Retaining appropriate evidence of,competence involves:

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

ensuring records are complete for each employee in a position requiring specific education, trai

or certi

ensurin|

Fication;

eeds

ning,

ensurinE records identify expiration dates of certification;

personnel have current, unexpired certifications.

Planning for future resources and requirements involves:

26

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

being aware of potential or planned changes which will impact volume of services or skills required
(e.g. changes to service quality);

awaren

conting

ess of when existing personnel may retire or be promoted;

ency 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;

—
— ¢

— ¢
q

— ¢

— ¢
[(

A.7 4

Plan
locat]

Ther]
obje(

Infor

— 1

— 1

ommunicating any changes to FM policy to personnel in a timely way;
bxplaining to personnel how the FM policy coordinates with conformity requirements;

bxplaining the rationale behind the FM policy and how conformity with itwill be md
enforced;

bxplaining the personal and organizational impacts of nonconformity with the polic

procedures;

bnsuring that personnel understand the process used to,address deficiencies an
ontribute to resolving deficiencies.

L Communication

hing for communication is crucial to success bec¢ause of the wide scope of service
ions and range of interested parties to be engaged. Communication is two-way.

efore, a communication plan should be\econnected with, and respond to, the of
tives and services.

mation to be communicated may be.assessed by considering:

he purpose of the communicatior;

he urgency of the message content;

vho the communication is from;

vho is deliveringthe communication;

ictions expetted from the recipients once they have received the message;
echnicalinformation needs and competences of the recipients;

he“ability of recipients to access more in-depth information in addition to that cont

nitored and

y, plans and

d how they

5, variety of

ganization’s

hined in the

q

ommunication.

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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2018 - All rights reserved
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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 tha methods of communication involves:

Measuring the effectiveness of communication involves identifying:

A.7.5 Dodumerted information

A.7.5.1 Gdneral

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 t§ Know something is being done.

understanding the technical knowledge of the recipients;

understanding the time available to recipients for accepting communication (e:g.*a chief execptive
officer ight require brief, specific and non-technical messages, whereas amrengineering desjgner
might r¢quire complex and highly technical messages);

analysing 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;

considefing the need for multiple types of communication to reach wider audiences with different
charactgristics.

how it will be measured;

the frequency of evaluation;

who will perform the evaluation;

how thq evaluation will be conducted;

who (other than the assessor) should participate in the evaluation;
what pdrformance indicators will be used to measure the effectiveness;
the source and validity 6fany measures used in the evaluation;

how changes based.onthe 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;
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the identification and definition of documented information that will be managed and
over the facility life cycle;

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

maintained

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.

Creating and updating documented information involves:

A.7.3.2 Creating and updating information

For the FM system to be effective, the organization needs to ensure that the inform
determined it needs in documented form is:

If thils is not adequately planned and maintained, there is a risk that the information cannd
be uged.

A.7.3.3 Control of documented.information

Control of information involves;

Protecting fnformation involves:

ensuring that appropriate controls are in place to ensure that the information is appre
organization’s needs;

¢onfirming that these controls effectively ensure that the personnel supporting the FM
using approved, accurate and current information.

¢asily searchable;
¢learly identifiable;
in a format and on media which enables it to be.used;

guitable and adequate for the purpose intended.

etermining who needs access to view information;
etermining whe has authority to update, change or delete information;

nderstanding when and at what frequency information is required to be available for

stablishing governance protocols;

priate to the

activity are

ation it has

t or will not

use.

training of all information users in control procedures;

implementing information access controls appropriate to the value of the information,
— 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;

© ISO 2018 - All rights reserved
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— implementation of information back-up and retrieval/recovery processes.

Retention, disposal and destruction decisions involve:

NOTE

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.

T]Le principles of ISO/IEC 27001 can be applied.

A.7.5.4 FM information and data requirements

In general, {
following arj

conside

strategy
demand

process
process

conside

facility
location

service
charact
manage
require

perfornj
improvy

financid

he organization should consider its FM information and data requirements related t
eas:

ring the role of the FM function;

' and planning (e.g. service levels and objectives, facility manageément and facility strg
management strategy and plans);

es (e.g. process performance objectives and indicators;facility and facility services re
es and procedures);

Fing the significance of identified risks (see A.6.1);

asset characteristics (e.g. ownership, desigh parameters, vendor information, phy
, condition, in service dates, materials);

delivery and operations (e.g. seryvice levels, performance objectives and perform
bristics, future requirements, dentand management objectives), including mainten
ment (e.g. historical failures, betterment or replacement dates, future mainten
ments);

lance management and reporting requirements (e.g. performance data, cont
bment objectives, appli¢able reporting);

land resource nfanagementissues (e.g. historical cost, replacement value, date of acquis

materidlity, life cycle-cesting analysis, useful service lives);

risk ma

conting

hagement;

ency and continuity planning;

O the

tegy,

lated

sical

ance
ance
ance

inual

tion,

assetm

bnagement:
5 y

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
fommercial value to the other party,

— Tespecting the confidentiality of interested parties and their rights not to have their [data shared
Ibeyond agreed upon terms and conditions.

Determining attributes involves (see also A.7.5.2):

— tnderstanding any sector specific norms or protocols for data and reperting;
— 3ssessing the level of detail of data needed, both routinely and fromtime to time;

— assessing information requirements to ensure it is suitable‘for the risks of the facility, service or
anagement system.

Determining when data are collected, analysed and evaluatedyinvolves:

— the establishment of data collection processes fromall relevant interested parties (including service
roviders);

— 1napping the data flow;

— integration of data sources to planning, operational and reporting technology systems|appropriate
or the size, complexity and capability of the organization;

— ¢valuating the organization’s.ability to maintain the appropriate quality and timelines§ of the data.
Specifying, implementing and maintaining processes for data and information management inyolves:

— \ulmderstanding the value'of the data and information for effective decision making;

nderstanding the impact of data and information quality (accuracy, timeliness, leviel of detail)
felative to the.cost and complexity of collecting, processing, managing and sugtaining the
information;

— the determination, assignment and periodic review of accountabilities for the steardship of
§pecific data and information;

1 alal: o1 e L 4 . . I 11 e . A A aale | 3+ d d
— LIIT TS UAdUIISIIITITIIL Ul LUlllpCLCllLle 1 cquu CU (U CUIICLL, 1IILCT l)l CL{, ULIIIZC dIIU 1 CPU B ata an
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;

© ISO 2018 - All rights reserved 31


https://standardsiso.com/api/?name=afc88c1160f30126b0f267e174ebf9c5

ISO 41001

:2018(E)

operational areas;

manage

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

A.7.6 Knd

Organizatio
plans. It is
conforming

Such knowl

development.

Systems shqg
employmen

Knowledge

learn fr

compar

A.8 Oper

A.8.1 Ope
Planning inv
referen

for each

wledge

hs rely on the knowledge and experience of their personnel to execute their opera]
therefore necessary for a robust management system capable of delivering consi
outputs that such knowledge is captured and is retrievable.

edge may be used during planned or unplanned change or for/innovation and se

uld be in place to prevent loss of such knowledge due to persénnel leaving the organizaf
[, becoming demotivated, or becoming ill.

may be retrieved to allow the organization to:
bm such experience and apply it to service imprevements;

£ processes and outcomes.

ation

rational planning and control planning
olves:
fe to the organizational strategy (see Clauses 4 and 6);

process:

ide

tifying the activities that comprise the process;

estgblishing(and setting out the criteria which will indicate that the process needs f

undertakérn;

estqblishing the minimum and maximum lead time between those criteria being met an

jonal
stent

rvice

ion’s

o be

d the

process being tompteted;

lead time;

ISO
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establishing the training required of personnel undertaking each activity;

41012);

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;

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

and the organization’s needs, practices and processes.

Control involves:

— delivering prescribed, measurable results;

— achievement through scheduled, consistent and replicable planned mechanisms;

— ;I)roviding documented reporting of results, including nonconformity (see Clause 10):

Relationship management involves:

Resoyirce management involves:

gervice level agreements with relevant departments within the demand erganization
dccount differing requirements and needs wherever possible;

fegular formal reviews with relevant interested parties and the departments within

equirements;

taking into

the demand

rganization as input to strategic plans, to modify existing plansvand identify new projects and

communication plan for promulgating plans, successes andinitiatives to the demand orjganization’s

orkforce to align them with changing demand organization needs;

stablishing processes to ensure that FM technology data and other records relating
re up to date, take account of changes made, are‘accessible and can be analysed effect

to all assets
vely;

onitoring the flow of people and products@round the facility, e.g. on entry into a pfoperty, into

ils used;

sed, so as to achieve the best balance of supply and demand to ensure an effective ex]
eople is delivered.

iroactively managing the allocationwof space to service users, and the means by which
gystems to assess andmanage minimum stock levels, re-supply trigger points and deliver
jystems to credte-and manage service delivery personnel availability and flexibility;
fegular audits of storage capacity and operational logistics;

Iaintenahce, review and communication of agreed space standards;

efined spaces, occupancy of desks, meeting spaces and social spaces to understand hoy the facility

bpace can be
perience for

y lead times;

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

capabilities

of the supply chain derived from a combination of the contract (if there is one}, service specification

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;

schedul
an effeq
a projed

the pro
through

a select

up-to-d

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

ect initiator, demand organization representative and suppliers to he actively inv
out the project life cycle FM and procurement teams;

on process for the supply chain which involves and engages identified interested part

hte service delivery plans for the supply of services to the workplace;

conformity with documented supplier selection processes, including:

— cled

— ass
itis

— pro

partner

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 selegtion;

cesses for vendor prequalification, including, where necessary, visits to reference siteg;

ship of buyer and supplier, which is Supported by a governance structure that seeks to

a commiercial basis of mutuality to provide'long term benefits;

develop
busines|

schedul

develop
service
through

use of v

anticipg

ment of a culture that encourages innovation and flexibility in order to respor
s change;

ed review of contract performance and benchmarking, with appropriate independent g

ment of appropriate styles of relationship with suppliers dependent upon the nature
and its criticality to the organization; in some cases, developing collaborative relation
strategic partnering arrangements;

endor management information and communications technology systems;

ted event forecasts;

ject;

lved

bnce”

i

build
d to
udit;

f the
Ships

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;

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

Keeping information (see A.7.5) should:

Controlling processes involves:

A.8.2 Coordination with interested parties

Managing relationships involyes:

Coor{linating actiyities involves:

have documented processes of its own;

e routinely planned in operating processes;

e the responsibility of the entire organization;

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

:Iiedback from end users;

¢nsuring that the demand organization has a right to“review, measure and/or see r¢
processes carried out by the organization;

the existence of a service delivery plan which-imakes clear the division of responsibilit
the parties;

e¢nsuring that the demand organization-has a right to discuss, propose and if necesg
amendments to the processes for thé purposes of continual improvements (see 10.2).

¢ontracted outputs.of the FM service.

planningto reduce resources used through:

+ .ensuring that activities are organized so that resources are not wasted through in
scheduling or lack of materials or skills;

rganization;

¢reate and support a network within the workforce, who will champion change and report on

include a communications plan to ensure that facts about changes are consistently understood.

ports on all

ies between

ary require

identifying, documenting and understandingall classes or groups of potential and currentinterested

appropriate

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

workplace;

— 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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