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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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the ISO/IEC Directives, Part 1. In particular the different approval criteria needed fogr 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 subj¢ct 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 thé)Introduction and/or
st of patent declarations received (see www.iso.org/patents).
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anation on the voluntary nature of standards, the smeaning of I1SO specific termg and
related to conformity assessment, as well as information about ISO’s adherence tp the
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ent was prepared by Technical Committee 1SO/TC 267, Facility management.
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Introduction

The International Standards on facility management (FM) developed by ISO/TC 267 describe the
characteristics of facility management and are intended for use in both the private and public sectors.
NOTE The terms “facility management” and “facilities management” can be used interchangeably.

International cooperation in the preparation of these International Standards has identified common
practices that can be applied across a wide variety of market sectors, organizational types, process
activities and geographies, and their implementation will help to:

— improve quality, productivity and financial performance;

— ¢nhance sustainability and reduce negative environmental impact;
— dlevelop functional and motivating work environments;

— 1naintain regulatory compliance and provide safe workplaces;

— o¢ptimize life cycle performance and costs;

— improve resilience and relevance;

— Jproject an organization’s identity and image more successfully.

© IS0 2017 - All rights reserved v
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INTERNATIONAL STANDARD 1SO 41011:2017(E)

Facility management — Vocabulary

1 Scope

This document defines terms used in facility management standards.

2 Normative references

Therk are no normative references in this document.

3 Terms and definitions
ISO gnd IEC maintain terminological databases for use in standardization at the following dddresses:

— ISO Online browsing platform: available at http://www.iso.org/cbp

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

3.1 | Terms related to facility management

3.1.1
faciljty management

faciljties management
FM
orgahizational function which integrates peaple, place and process (3.5.1) within the built pnvironment
(3.2.B) with the purpose of improving thé\guality (3.7.1) of life of people and the productivity of the core
business (3.1.7)

3.1.2
internal service provision
in-house service provision
delivery and managementof a service (3.5.3) by staff employed by the demand organization|(3.3.1.1)

3.1.
support service
non-primary activity (3.5.2) delivered in support of core business (3.1.7)

3.1.3.1
faciljty service
suppprt-provision to the primary activities (3.7.4) of an organization (3.3.1), delivered by a1|1 internal or

extermat prov et

3.1.3.2
facility process
process (3.5.1) which is integrated and managed by a facility management (3.1.1) organization (3.3.1)

3.14

need

expectation, specific or abstract, from the demand organization (3.3.1.1) which is essential to enable the
achievement of the core purpose and key objectives (3.7.8)

© IS0 2017 - All rights reserved 1
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3.1.4.1
requirement
need (3.1.4) 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 (3.3.1) and
interested parties (3.3.3) that the need or expectation under consideration is implied.

Note 2 to entry: A specified requirement is one that is stated, for example in documented information (3.7.7).

3.1.4.2
demand
stated requirement (3.1.4.1) for a services (3.5.3) or products (3.5.1.1) to be delivered

3.1.4.3
service level
complete dgscription of requirements (3.1.4.1) of a product (3.5.1.1), process (3.5.1) or system (3.5.4)
with their characteristics

3.1.4.31
service level agreement
SLA
document which has been agreed between the demand organization (3.3:1:1) and a service provider
(3.1.5) on pgrformance (3.8.3), measurement (3.8.1) and conditions of seivice (3.5.3) delivery

3.1.5
service provider
organization (3.3.1) that delivers one or more facility services (3:1.3.1)

Note 1 to entfy: A service provider can be internal or external to,the demand organization (3.3.1.1).

3.1.6
workplace
physical location where work is performed

3.1.6.1
work statign
location containing furniture and/ supporting equipment (including telephony, IT and ppwer
connectionsd), specifically designed or suitable for work-related activities (3.5.2) and is suitable for
permanent yise

3.1.7
core busingss
entity (3.7.11) from which rieeds (3.1.4) are derived

3.2 Terms related to assets

3.21
asset
item, thing or entity (3.7.11) that has potential or actual value to an organization (3.3.1)

[SOURCE: ISO 55000:2014, 3.2.1, modified — Notes to entry have been removed.]

3.2.11
asset management
coordinated activity (3.5.2) of an organization (3.3.1) to realize value from assets (3.2.1)

[SOURCE: ISO 55000:2014, 3.3.1, modified — Notes to entry have been removed.]

3.2.2
real estate
immoveable property including structures, grounds and undeveloped land

2 © IS0 2017 - All rights reserved
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3.2.3

built environment
collection of buildings, external works (landscaped areas), infrastructure (3.2.3.1) and other
construction works within an area

3.2.3.1

infrastructure
system (3.5.4) of facilities (3.2.3.2), equipment and services (3.5.3) needed for the operation of an
organization (3.3.1)

[SOU

RCE: IS0 9000:2015, 3.5.2]

3.2.3
facil
colle

3.3
3.3.1

organization

pers
to ac

Note
enter
or no

3.3.1
dem
entit]

Note

3.3.2

top management

exec

2

8%
ction of assets (3.2.1) which is built, installed or established to serve an entity’s (3.7.11)

Terms related to people

bn or group of people that has its own functions with responsibilities, authorities and 1
hieve its objectives (3.7.8)

1 to entry: The concept of organization includes, but is not limitéd to sole-trader, company, corp
prise, authority, partnership, charity or institution, or part\or combination thereof, whether
L, public or private.

1
and organization
p (3.7.11) which has a need (3.1.4) and the authority to incur costs to have requirements

1 to entry: This is typically an authorized representative within a functional unit of an organi

utive management

needs (3.1.4)

elationships

oration, firm,
incorporated

(3.1.4.1) met

ation (3.3.1).

vel

s within the

ion, then top

person or group of people whodirects and controls an organization (3.3.1) at the highest le
Note|1 to entry: Top management has the power to delegate authority and provide resource
organization.

Note |2 to entry: Ifthe scope of the management system (3.7.5) covers only part of an organizat
mandgement refers‘to those who direct and control that part of the organization.

3.3.3

interested party

stakehelder

persOIT or orgamnization (3-3-1) thatcam atfect, beaffected by, or perceive itself tobea

decision or activity (3.5.2)

3.34
competence
ability to apply knowledge and skills to achieve intended results

3.3.5
end user
person or organization (3.3.1) which uses products (3.5.1.1) or services (3.5.3) from a supplier

© ISO

2017 - All rights reserved
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3.4 Terms related to sourcing

3.4.1

agreement

statement agreed between the demand organization (3.3.1.1) and the provider of services (3.5.3) or
products (3.5.1.1)

Note 1 to entry: This should be in the form of a written statement agreed between the demand organization and
the provider of services or products setting out the requirements (3.1.4.1), conditions, costs, the level of resources

and outputs required.

Note 2 to entry: For complex multi-country or multi-service agreements, the type of documentation and content
outlined in I1$0 41012:2017, Annexes C and D, could be required. For small or single service agreements, p one
page documeint setting out the important terms and conditions can suffice.

3411

contract

agreement (B.4.1) under which two parties undertake to exchange a product (3.5.1.1)'for a payment
3.4.1.2

specification

detailed degcription of the essential performance (3.8.3) and/or technical,requirements (3.1.4.1) for
services (3.9.3) or products (3.5.1.1) and processes (3.5.1) set out by the demand organization (3.3.1}1) to
make clear fo the service provider (3.1.5) the requirements to be fulfiled

Note 1 to entfy: This is the documentary interface between the needs (3:1:4) of the demand organization arjd the
activities (3.4.2) of the service provider.

3.4.1.3

mobilizatidn

phase to estpblish and implement all resources, systems (3.5.4), data and procedures prior to taking full
responsibility for the facility services (3.1.3.1) to be delivered as specified in the facility management
(3.1.1) agregment (3.4.1)

Note 1 to entfy: Start up can also be used in this‘\context.

3.4.14

demobiliza;rion

phase to transfer facility services{3.1.3.1) back to the demand organization (3.3.1.1) or to a new sdrvice
provider (3.1.5) as specified in the-facility management (3.1.1) agreement (3.4.1)

3.4.2

subcontracting

process (3.5]1) of engaging a subcontractor (3.4.2.1)

3.4.2.1

subcontractor

organization (? 3 1) pngagpd hy the service prmn'ripr (Q il '-'i) to pprfnrm 2 cppr‘ifir‘ portion of a f r‘i[ity

service (3.1.3.1)

3.4.3
sourcing

practice which identifies, evaluates and engages internal and external service providers (3.1.5) to deliver
a service (3.5.3) or products (3.5.1.1) to meet a specification (3.4.1.2)

3.4.3.1

procurement
activity (3.5.2) of acquiring goods or services (3.5.3) from suppliers

Note 1 to entry: The procurement process (3.5.1) considers the whole life cycle from identification of needs (3.1.4)
through to the end of a services contract (3.4.1.1) or the end of the life of goods, including disposal.

© ISO 2017 - All rights reserved
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Note 2 to entry: Sourcing (3.4.3) is a part of the procurement process that includes planning, defining specifications
(3.4.1.2) and selecting suppliers.

[SOURCE: ISO 20400:2017, 3.1.8]

3.4.3.2

supply chain

system (3.5.4) of organizations (3.3.1), people, activities (3.5.2), information, and resources involved in
delivering a product (3.5.1.1) or service (3.5.3) to an end user (3.3.5) from a supplier

3.4.3.3

outsource (verb)
make an arrangement where an external organization (3.3.1) performs part of an-pirganization’s
function or process (3.5.1)

Note|l to entry: An external organization is outside the scope of the management system (3.7.5),|although the
outsdurced function or process is within the scope.

3.4.34
out-task
provision of a single service (3.5.3) from an external service provider (3.15)

3.4.3.5
insource (verb)
mak¢ an arrangement to move external service (3.5.3) provisians to internal service provisi¢n (3.1.2)

3.44
due diligence
compilation, comprehensive appraisal and validation of information of an organization (3.3.1) required
for dssessing accuracy, commercial integrity, financial stability and functional competlence (3.3.4)
integrity at the appropriate stage of the agreement (3.4.1) sourcing (3.4.3) process (3.5.1)

3.4.5
meti:‘)d statement
document in which the service provider{3.1.5) translates the demands (3.1.4.2) set out in the fpecification
(3.4.1.2) and service level agreerent (3.1.4.3.1) into a delivery plan with resources, allgcations and
metHodologies

3.5 | Terms related to'process

3.5.1
process
set of interrelated-or interacting activities (3.5.2) which transforms inputs into outputs

3.5.1.1
product
resultofa process (3.5.1)

Note 1 to entry: There are four generic product categories, as follows:
— services (3.5.3);

— software;

— hardware;

— processed materials.

Note 2 to entry: Products can be tangible or intangible.

[SOURCE: ISO/IEC 17065:2012, 3.4.2, modified - Notes to entry have been modified]

© IS0 2017 - All rights reserved 5
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3.5.2
activity

:2017(E)

task or tasks that contribute to completion of deliverables (3.7.9)

3.5.3
service

time-perishable, intangible activity (3.5.2) performed for an entity (3.7.11)

3.5.4
system

contained set of interrelated processes (3.5.1), technologies and/or procedures

3.5.4.1
conformityj
fulfilment o

3.5.4.2
nonconfori]
non-fulfilmg

3.5.4.3
corrective
action to eli

3.544

Fa requirement (3.1.4.1)

hity
nt of a requirement (3.1.4.1)

hction
minate the cause of a nonconformity (3.5.4.2) and to preventrecurrence

continual improvement

recurring ad

3.6 Term

3.6.1

zero-based|
methodolog
to assess re
previous ex

3.6.2

business c4d
document W
business ne

3.6.2.1

tivity (3.5.2) to enhance performance (3.8.3)

s related to finance

budget

v which uses detailed asset (3.2.1)Jists and engineering and performance (3.8.3) stand
source needs (3.1.4), and marketunit costs to create a total budget without referen
benditure levels

se
rhich summarizes €he’scope, benefits, costs and risks (3.7.3) of a proposed solution|
d(3.1.4)

life-cycle cost

total costs
existence

[in present-value terms) expected to be spent on an asset (3.2.1) during its operat

3.6.3

ards
ce to

to a

ional

open-book

transparent exchange of relevant information (especially costs) between the facility management (3.1.1)
service provider (3.1.5) and the demand organization (3.3.1.1)

3.7 Terms related to general business

3.71
quality

degree to which a set of inherent characteristics of an object fulfils requirements (3.1.4.1)

[SOURCE: IS

09000:2015, 3.6.2, modified — Notes to entry have been deleted.]
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3.7.2
policy
intentions and direction of an organization (3.3.1), as formally expressed by its top management (3.3.2)

3.7.3
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, understanding 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 IS@ Ghide 73:2009,
3.5.1)3) 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 Guide 73:;2009, 3.6.1.1) af occurrence.

3.7.4
primary activities
activjties (3.5.2) that constitute the distinctive and indispensable competencies (3.3.4) of an prganization
(3.3.1) in its value chain

Note |l to entry: The distinction between the primary activities and Support services (3.1.3) is de¢ided by each
organization individually; this distinction needs to be continuously updated.

3.7.5
manpgement system
set df interrelated or interacting elements of an-arganization (3.3.1) to establish policie§ (3.7.2) and
objedtives (3.7.8) and processes (3.5.1) to achieve‘those objectives

Note |l to entry: A management system can address a single discipline or several disciplines.

Note|2 to entry: The system (3.5.4) elements include the organization’s structure, roles and regponsibilities,
plannjing and operation.

Note (3 to entry: The scope of agnanagement system may include the whole of the organization| specific and
identffied functions of the organization, specific and identified sections of the organization, or|one or more
functjions across a group of grganizations.

3.7.6
effegtiveness
extent to which planned activities (3.5.2) are realized and planned results achieved

Note |1l to entry+In the context of facility management (3.1.1), it is important that results are acljieved within
planrjed budgets.

3.7.7
documented information

information required to be controlled and maintained by an organization (3.3.1) and the medium on
which it is contained

Note 1 to entry: Documented information can be in any format and media, and from any source.
Note 2 to entry: Documented information can refer to:

— the management system (3.7.5), including related processes (3.5.1);

— information created in order for the organization to operate (documentation);

— evidence of results achieved (records).

© IS0 2017 - All rights reserved 7
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3.7.8
objective
result to be

:2017(E)

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
(3.5.1.1) and process (3.5.1)).

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 (3.1.1) objective, or by the use of other words with similar meaning

(e.g.aim, goa

Note 4 to ent]
the organizat

3.79

deliverable
measurable
complete a [

[SOURCE: IS

3.7.10
vision
description

3.7.11
entity
actual or ab

3.712

strategic le|
level at whi
assesses hoy

3.713

tactical lev
level at whi
operational

3.7.14
operationa
level at whi
functions

3.7.15
sustainabil

, or target).

ry: In the context of facility management systems (3.7.5), facility management objectives are §
ion (3.3.1), consistent with the facility management policy (3.7.2), to achieve specific,results.

and verifiable outcome, result or item to be produced within a(specific timefran
roject or part of a project

0 22128:2008, 3.2]

stract thing that exists, did exist, or might exist, including associations among these th

vel
ch an organization (3.3.1) defin€spits objectives (3.7.8) and policies (3.7.2), and plang
v to achieve its goals

el
ch an organization (8.3.1) plans and manages the specific mechanisms and resourcq
delivery of products<{3.5.1.1)

| level

et by

ne to

bf what an organization (3.3.1) wants to be and how it'ants to be seen by stakeholders (3.3.3

ings

and

s for

Ch activities (3.5.2) are performed in a routine way in support of the organizations (3.3.

ity

state of the global system (3.5.4), including environmental, social and economic aspects, in which the
needs (3.1.4) of the present are met without compromising the ability of future generations to meet
their own needs

Note 1 to entry: The environmental, social and economic aspects interact, are interdependent and are often
referred to as the three dimensions of sustainability.

Note 2 to entry: Sustainability is the goal of sustainable development.

[SOURCE: IS

O Guide 82:2014, 3.1]
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3.7.16
emergency preparedness
capability to take actions that will effectively mitigate the consequences of an emergency

3.7.17

business continuity

capability of the organization (3.3.1) to continue delivery of products (3.5.1.1) or services (3.5.3) at
acceptable predefined levels following disruptive incident

[SOURCE: ISO 22300:2012, 2.1.10]

3.7.1
best|practice
docuET-ented process (3.5.1) or product (3.5.1.1) developed by the user community, cpnsisting of
suppliers and end users (3.3.5), working together for the purpose of establishing industry guidelines

[SOURCE: IS0 20121:2012, 3.29, modified — The term “customers” has been changed to “enf users” and
the term “teaming” has been changed to “working together”.]

3.8 | Terms related to measurement

3.8.1
measurement
process (3.5.1) to determine a value

3.8.%
monjitoring
determining the status of a system (3.5.4), a process\(3:5.1) or an activity (3.5.2)

Note |l to entry: To determine the status, there may bea need (3.1.4) to check, supervise or critically observe.

3.8.3
performance
meagurable result

Note |l to entry: Performance can relate either to quantitative or qualitative findings.

Note|2 to entry: Performance. can relate to the management of activities (3.5.2), processes (3.$.1), products
(3.5.1.1) (including services (3)5.3)), systems (3.5.4) or organizations (3.3.1).

3.84
key performance indicator
KPI
meagure that{provides essential information about the performance (3.8.3)

3.8.5
bendhmark
reference point or metric against which process (3-5-1), performance (3.8-3) and/or quaiity (3.7.1) can be
measured

3.8.5.1

benchmarking

process (3.5.1) of comparing processes, performances (3.8.3) and/or quality (3.7.1) against practices of
the same nature, under the same circumstances and with similar measures

© IS0 2017 - All rights reserved 9
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3.8.6

audit

systematic, independent and documented process (3.5.1) for obtaining audit evidence and evaluating it
objectively to determine the extent to which the audit criteria are fulfilled

Note 1 to entry: An audit can be an internal audit (first party) or an external audit (second party or third party),
and it can be a combined audit (combining two or more disciplines).

Note 2 to entry: An internal audit is conducted by the organization (3.3.1) itself, or by an external party on its behalf.

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

3.8.7
volume
total output|of a measurable activity (3.5.2) over a period of time

10 © IS0 2017 - All rights reserved
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