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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.

The preecedures—tsed—to—developth ment-and-these—ntendedfor-its—further-maintenance are
described in the ISO/IEC Directives, Part 1. In particular, the different approval criteria‘needed for the
different types of ISO documents should be noted. This document was drafted in acéordapce with the
editdrial rules of the ISO/IEC Directives, Part 2 (see www.iso.org/directives).

Attention is drawn to the possibility that some of the elements of this documént may be the subject of
patent rights. ISO shall not be held responsible for identifying any or all such ‘patent rights. Details of
any patent rights identified during the development of the document willbe in the Introdu¢tion and/or
on tHe ISO list of patent declarations received (see www.iso.org/patents);

Any trade name used in this document is information given for the'éonvenience of users gnd does not
consfitute an endorsement.

For an explanation of the voluntary nature of standards; the meaning of ISO specifi¢ terms and
exprgssions related to conformity assessment, as well ‘as’information about 1SO’s adhefence to the
World Trade Organization (WTO) principles in the Techtiical Barriers to Trade (TBT), see wiww.iso.org/
iso/fpreword.html.

Thisdocument was prepared by Technical Committee ISO/TC 267, Facility management, in cpllaboration
with|the European Committee for Standardization (CEN) Technical Committee CEN/TC B48, Facility
Management, in accordance with the Agreement on technical cooperation between I§0 and CEN
(Viemna Agreement).

Any feedback or questions on this document should be directed to the user’s national standpards body. A
complete listing of these bodies.€an be found at www.iso.org/members.html.
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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 safety, well-being and quality
of life of much of the world’s societies and population through the services it manages and delivers
(see ISO 41001).

NOTE1  FMi : o
built environment with the purpose of 1mprov1ng the quality of life of people and the product1v1ty of the core
business (seg SO 41011:2017, 3.1.1).

FM is of strategic importance because it directly supports a demand organization’s coré busjness
strategy, enfbling its objectives and plans to be realized through the management of facilities thdt are
safe, reliablg¢, efficient, cost effective and sustainable.

NOTE 2 Al|demand organization is an entity which has a need and the authorjty to incur costs to[have
requirements$ met (see [SO 41011:2017, 3.3.1.1), e.g. a facility owner, operator, owner=operator, tenant or, in[some
cases, a mangging agent acting on behalf of an owner.

This document refers to the demand organization and to the orgadization responsible for FM and
facility serviices. A distinction is necessary because of the variablé«nature in which FM is orgamized
and where facility services are delivered through personnel within‘the demand organization, thrpugh
external serjvice providers or a combination of the two.

The guidange in this document applies principally to the organization responsible for FM. In situations
where ther¢ is presently no formal FM organization, a person (or body) should be appointed to take an
active role i developing the strategy for FM.

ISO 41001 nakes reference to a strategy for FM and sets this in the context of an FM management system.
The benefitg of developing a strategy for FM(include:

— improveéd understanding of the demand organization’s objectives, needs and constraints arjd an
approptiate approach to FM and.-fagility services;

— reduced likelihood of a discoinect between the demand organization’s objectives and needs and the
means fjo support them;

— alignmgnt between FM.requirements and the demand organization’s core business activities;

— improved efficiengy in the management of FM in general and in the delivery of facility serviges in
particular;

— consist¢nt-management practices from a methodology for developing a strategy for FM that is
transpm ent TPT oducibleand measut a'ulc,

— abaseline for measuring improvement in the operational effectiveness of FM and its contribution to
the core business of the demand organization;

— contribution to the cost-efficiency of the demand organization and, where applicable, its
competitiveness;

— contribution to sustainability through the more efficient use of scarce resources.

This document is intended to fill a gap in the current provision of guidance to enable the most
appropriate approach to FM and facility services to be determined. The aim is to promote awareness,
competence development and expertise by providing strategic advice on the decisions affecting the
management of facilities and/or the delivery of facility services.
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Specifically, this document is applicable to any FM organization that wishes to:

utilize a methodology for developing a strategy for FM;

assure itself of the alignment of the FM strategy with the core business strategy of
organization;

demonstrate conformity with this document by:

— making a self-determination and self-declaration;

the demand

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

1+ seeking confirmation of its self-declaration by a party external to the FM organization.
This|document provides guidance for internal or external audit programmes. Users,of th]s document
can fompare practices for developing a strategy for their FM with an internationally| recognized

benc

0.2

This
cons
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dem{

This
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it, in
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hmark, providing sound principles for the effective management of those practices.
Process approach

document provides a common basis for understanding the factors'that the FM organiz
der when developing a strategy for FM. It promotes a methodology to assist the FM org
'mining the most appropriate approach to, and arrangements. for, the development of §
is for the subsequent implementation of tactical and opérational FM requirements to
hind organization’s core business, primarily its business:activities.

document emphasizes the decisions, activities, information, data and stakeholders thz
linated into a manageable process for the develepment of a strategy for FM and the st
cluding:

nderstanding the demand organization: context, governance, risk management a
lignment (see Clause 4);

eveloping FM requirements: interest in facilities, maturity of FM, stakeholder§
unctional requirements, services, delivery options and sourcing (see Clause 5);

ormulating the FM strategyycompiling the strategy, its formatand content, budgetaryre
rocurement, communic¢ation, feedback and implementation (see Clause 6);

anaging performéance: monitoring and control, performance indicators, measurem

¢orrective actiorfs'and lessons learned (see Clause 7);

q

trategy and policy (see Clause 8).

h adopting a process approach to the development of a strategy, it can be helpful
e phases: analysis, solution and implementation. These are covered by Clause 4, C

ntion should
anization in
strategy as
support the

it have to be
ages within

hd strategic

, priorities,

quirements,

ent, review,

improving outcomes: applying lessons learned, reassessing outputs and targets, updating the

to consider
lause 5 and

The methodology is intended to be scalable, meaning that this document’s provisions are applicable to
any FM organization to a greater or lesser extent. As such, the FM organization can determine which of
the provisions apply fully or partially to the development of the FM strategy in line with the objectives,
needs and constraints of the demand organization’s core business and the type, size, complexity,
condition and geographical location of its facilities.

Similarly, the responsibility for the analysis, solution and implementation of the FM strategy can vary
within organizations, depending on their structure and contractual scope. A responsibility assignment
matrix can be used to allocate roles within the core business, the FM organization and service providers,
as appropriate, for developing the FM strategy.
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Facility management — Development of a facility
management strategy

1 Scope

This document gives guidelines for the development of a strategy for facility management (FM) when
the Fdorgamizatiomn:

a) intends to ensure alignment between FM requirements and the objectives, needs\and| constraints
fthe demand organization’s core business;

b) ants to improve the usefulness and benefits provided by the facilities forthe betterment of the
emand organization and its core business;

c) aims to meet the needs of stakeholders and applicable provisions consistently;

d) 4ims to be sustainable in a globally competitive environment,

2 Normative references

The following documents are referred to in the text in Such a way that some or all of their content
constitutes requirements of this document. For datéd references, only the edition cited [applies. For
unddted references, the latest edition of the referenced document (including any amendments) applies.

[SO 41011, Facility management — Vocabulary

3 Terms, definitions and abbreviated terms
For the purposes of this document;, the terms and definitions given in ISO 41011 and the follpwing apply.

ISO gnd [EC maintain terminelegical databases for use in standardization at the following dddresses:

— ISO Online browsing platform: available at https://www.iso.org/obp

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

3.1 | Termsrelated to facility management

3.1.1

faciljty management strategy
stat mant evnressinag the analucod neode af the domand araanizatian nranncod facility s anagement

T et X P eooT gttt ooy ot o e oo ot aE e O gat Ao e o prop oot o ratere

solution(s) and outline plan for implementation

3.1.2

facility management organization

FM organization

entity responsible for facility management

3.1.3

integrator model

arrangement in which a single supply chain partner engages, coordinates and controls key service
providers across a range of business support functions

© IS0 2020 - All rights reserved 1
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post-occupancy evaluation
process of evaluating a facility after it has been completed and is in use to understand its actual
performance against that required and to capture lessons learned (3.5.5)

3.1.5

serviced workspace

serviced wo

rkplace

space that is equipped for immediate use usually on flexible terms and conditions

3.1.6

sustainabl
requiremen
economic cr

3.1.7

target oper
arrangemery
processes, d

3.1.8
workplace
activities th

3.2 Term

3.2.1
digital asse¢
data set des

[SOURCE: IS

3.2.2
operability]
capability o

[SOURCE: IS

3.3 Term

3.3.1
communics
documented

[SOURCE: IS

opa\,c lJl AV A ;D;Ull
iteria
ating model

t for delivering an organization’s business strategy expressed in tésms of the pe
ata and technology required to deliver that strategy

management
qt optimize the use of a workplace

s related to assets

t
cribing an asset that is not necessarily physieal

0/TS 18101-1:2019, 3.10, modified — The example has been deleted.]

Fbeing used or operated effectively to provide an intended result or function

0 22902-1:2006, 3.1.63]

s related to people

tion plan
description and communication needs of stakeholders

0/FR21506:2018, 3.11]

3.3.2
cross-cultu
effect on an

3.3.3

ral impact
individual, group or community when different cultures are combined

human capital

value of the

[SOURCE: IS

collective knowledge, skills and abilities of an organization’s people

030400:2016, 4.1]

[ for space that is necessary and affordable into the future against environment, sociall and

ople,
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3.34

responsibility assignment matrix

documented structure that shows the allocation of delegated work responsibilities designated for
delivery of scope or benefits

Note 1 to entry: RACI and RASCI are example responsibility matrices where, typically, R = responsible,
A = accountable, S = supported, C = consulted and I = informed.

[SOURCE: ISO 21511:2018, 3.10, modified — Note 1 to entry has been added.]

3.3.5

stakeholder impact assessment
metHod for evaluating the influence or other attributes that stakeholders possess increflation to an
orgahization, facility or project

3.3.6
user
end yiser

perspn or organization which uses products or services from a supplier

[SOURCE: ISO 41011:2017, 3.3.5]

3.4 | Terms related to sourcing

3.4.1
co-spurcing
combination of in-house and outsourced service delivery

3.4.2
produrement plan
docujment defining the process for acquiringygoods and services from suppliers or servi¢e providers
(intefnal or external)

3.4.
self-fleliver
service delivery based solely updn:the provider’s own resources

3.4.
trangition
chanige from one mode‘of'service delivery to another

3.5 | Terms related to process

3.5.1
baseline
minimiim or starting point used for comparisons

3.5.2

brief

working document that specifies at any point the relevant needs and aims, resources of the client
and user (3.3.6), the context of the project and any appropriate design requirements within which all
subsequent briefing (3.5.3) (when needed) and designing can take place

3.5.3

briefing

process of identifying and analysing the needs, aims and constraints (the resources and the context)
of the client and the relevant parties, and of formulating any resulting problems that the designer is
required to solve

© IS0 2020 - All rights reserved 3
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3.5.4
decision gate
activity that determines whether to continue, recycle or stop a process

3.5.5

lessons learned

knowledge distilled from the performance of a process, activity or event and used to improve future
performance

3.5.6
management of change
Change maﬂ\;asculcut

process that systematically recognizes and communicates to the necessary parties changes|of a
technical, physical, procedural or organizational nature that can impact system integrity

[SOURCE: IS0 19345-2:2019, 3.1.22]

3.5.7
trigger event
action or condition initiating a response or treatment of a risk event (3.7.10)

3.5.8
work stage
division of 4 standardized process for the delivery and operation of afacility

3.6 Termls related to finance

3.6.1
cost/benefit analysis
analysis contributing to decision-making on whether-to adopt a project or a plan by quantifying and
comparing ifs costs and benefits

[SOURCE: IS0 13824:2020, 3.2]

3.6.2
value driver
anything thiat is added, or perceived-to be added, to a product or service to improve its worfh to
stakeholderf

3.7 Terms related to general business

3.71
business driver
key input or|activity that drives the operational and financial performance of a business

3.7.2
business planning horizon

timeframe over which an organization should look into the future in its business planning and within
which business decisions should be taken prior to the implementation of specific actions

3.7.3

capability maturity model

model that contains the essential elements of effective processes for one or more disciplines and
describes an evolutionary improvement path from ad hoc, immature processes to disciplined, mature
processes with improved quality and effectiveness

[SOURCE: ISO/IEC/IEEE 24765:2017, 3.472]
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cost leadership
establishing a competitive advantage by having the lowest cost of operation in an industry or sector

3.7.5

disaster recovery
recovery phase that starts after the immediate threat to human life has subsided with the immediate
goal to bring the affected area back to normalcy as quickly as possible

[SOU
3.7.6

RCE: ISO/TR 19083-1:2016, 3.10]

entepprise system

|

combination of computer hardware and software applications that an organization uses’tq
busipess processes and operations

3.7.7
gove
pring

[SOU

3.7.8
miss
systd

3.7.9
risk
strud

[SOU

3.7.1
risk
unce
achie

3.71
risk
recoj

[soy

3.7.1
risk
proc

rnance
iples, policies and framework by which an organization is directed and controlled

RCE: ISO 21505:2017, 3.1]

ion-critical system
m that is essential to the operation and survival of an.organization

description
tured statement of risk usually containing fourelements: sources, events, causes and c(

RCE: ISO/Guide 73:2009, 3.5.1.1]

0
event

rtain discrete occurrence that,-if it occurs, would have a positive or negative e
vement of one or more objectivés

1
register
d of information aboiit identified risks

RCE: ISO Guidé 73:2009, 3.8.2.4, modified — The note has been deleted.]

2
treatment
bss toumodify risk

support its

nsequences

[fect on the

[SOU

RCE: 1SO Guide 73:2009, 3.8 1, modified — The notes have heen deleted ]

3.8

Terms related to measurement

3.8.1
lagging indicator
measure of an output

3.8.2
leading indicator
measure of an input

© ISO

2020 - All rights reserved


https://standardsiso.com/api/?name=c39ad28c4b14bade3a4cd7b4e7c1f55a

ISO 41014

:2020(E)

3.9 Abbreviated terms

PESTLE
RACI
RASCI
SWOT

4 Under

4.1 Orgal

political, economic, social, technical, legal and environment
responsible, accountable, consulted and informed
responsible, accountable, supported, consulted and informed

strengths, weaknesses, opportunities and threats

linethe demand-oreanizat

nization

4.1.1 Ge

Most organjzations exist in an environment of dynamic change. No two organizations are likely
the same anld what makes sense for one could prove inappropriate for anothér; Understanding h

demand or

need for, andl impact on, FM and facility services, is a key consideration for its'top management. Alig

the structu
activities is
whether thd
it operates.
context hav
need for, an

Increasingly
might expel
These can ¢
on the part
faces are ty]

The demangl organization’s core busingss strategy should acknowledge the contribution that §

expected to
for FM shou
be capable

disconnect |
the form of
plans that W
and the bus
defined by t

In practical

eral

nization anticipates, plans and responds to change, especially €hange that could affe

Fes and delivery of FM and facility services with the demand organization’s bus
therefore critical to the successful achievement of its cofe business objectives. This ap
demand organization is a public or private body and isiindependent of the sector in
Nonetheless, its organizational structure, people, values, culture, management style
e an effect upon how it deals with a wide range ef\factors and its decisions in regard t
l use of, facilities.

, demand organizations are working across geographies and in different cultures.

ience differences in the cultural influences affecting them from one location to and
nrich the work environment and quality of work but might require a modified appr
pof top management. These factors.and the related decisions that the demand organiz
pically made explicit in its core business strategy or a policy statement derived from it

make to the success of(its-Core business, however success is defined. Equally, the str3
|d reflect the demand-erganization’s business objectives, needs and constraints and s}
pf translating them~inito FM requirements. Doing so greatly reduces the likelihood|
petween the busingss objectives, needs and constraints and the means to support thg
appropriate facilities and facility services. Consideration should be given to any bus
ould impaetheeds in regard to the current and future use of facilities and facility ser
ness plafining horizons over which these might occur (e.g. short, medium and long ter
he deniand organization).

Lerms, the core business strategy is concerned with how people in the demand organiz

to be
ow a
ct its
ning
ness
plies
rhich
and
o the

They
ther.
oach
htion

M is
itegy
jould
of a
m in
ness
vices
m as

htion

make decisi

OTTS ard attocate TESOUTTES to acieve the business objectives and the ptanmng Tequired for

this purpose. The objectives can be achieved through actions that include but which are not limited to:

ensurin

policymaking;

proactive management of risk events;

g business continuity in the event of disruption to normal use of the facilities;

formulating the FM strategy in alignment with the demand organization’s core business strategy;

determining internal standards and guidelines (e.g. assets, space, activities and facility services);

ensuring the health, safety and security of people within and in close proximity to the facilities;
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The

to he
FM ofrganization to consider each issue sufficiently to arrive at a balanced understanding of

Whe
orga
cominunication concerning the strategy for FM.

4.1.2

The

facilities and facility services and so the current and futureorganizational structure shoul
whel]
relod

In ajf
orga
been|
prefd

asa
and
and

4.1.3

The

to it
resp

and

The

toget
deplgyment or relocation of people and the reasons (e.g. recruitment to target new markets

ISO 41014:2020(E)

supporting disaster recovery;

providing practical support for the demand organization’s management of change;
assessing the impact of facilities on business activities, environment and community;
maintaining relations with authorities and other stakeholders;

approving business plans and budgets;

procuring goods and services;
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pl UVIUIllg d'1 Cblllt:ll‘l: dliua buotcuuauu: TTSPUIIST.

M organization should be mindful of the extent to which it should address the issuesinth

Ip satisfy the business objectives and needs of the demand organization. The aimisho

e information and data sought by the FM organization cannot bepprovided by
hization, appropriate assumptions should be made and stated explicitly in documg

Structure

Hemand organization’s nature, size, structure and location have a direct impact on {

e practicable. Any changes to the existing organizational structure (e.g. expansion,
ation, divestment or restructuring) and the timeframe involved should be documente

| ideal situation, the demand organization’s>facilities and facility services would fit
hizational structure and anticipate changes within reasonable limits. Where this s
achieved or cannot be achieved, the démand organization should document the reas
rence for closing the gap between the existing facilities and facility services and tho
]
$pace as part of any assessment ofits long-term business planning. Any gap should be
made available for developingithe FM strategy.

Human capital

safety, well-being and efficiency of the demand organization’s people are key contriby
b success. Thereds a close relationship between organizational structure and peo
bcts, not leastthe balance between required work and other human-centred activities

the availability of suitably qualified and competent people.

Hemand organization’s plans for its people currently and into the future should be
her\with the anticipated time frame. These plans should reflect any growth, con
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turnover or reduced headcount and lower operational expenditure).

4.1.4 Value system and organizational culture

A value system represents the set of beliefs and behaviour that people share and is closely associated
with an organization’s culture, which adds social and psychological dimensions. Collectively, they can
be expressed as the way in which things are done in an organization. More formally, they are used to
define an approach to work or other human-centred activities and functions. Examples are found in
policy statements, internal standards and procedures that map out the beliefs, attitudes, behaviour,
roles and responsibilities of people within an organization and relations with external bodies. In
documenting such an approach, account should be taken of actual or potential cross-cultural impacts.
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The FM organization should identify those existing policies, internal standards and procedures that
guide the day-to-day business of the demand organization, including those relating to the facilities and
facility services, and should take them into account when developing the FM strategy. Any gap in the
coverage of essential provisions relating to the facilities or facility services should be documented.
Details should be made available for developing the FM strategy.

4.1.5 Management style

The way in which a demand organization’s business objectives are accomplished by its managers defines
its management style. This varies from organization to organization, sector to sector and location
to location, even from one manager to another, and might also be influenced by external factors. It is
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its facilities should be documented. Professional advice should be considered on matters

| organization is ultimately accountable for all decisions affecting the use of its faci
serviees.” Delegated authority for day-to-day operations is to be expected. Roles
fies¢ including accountabilities, should be formalized and communicated to all affg

ambiguity o

4.2.4 Reg

ulation and compliance

lities
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pcted

Facilities and those responsible for them are bound by regulations and compliance to varying extents
depending on the location (i.e. jurisdiction). The FM organization should ascertain the extent to which
regulations and compliance affect obligations and duties with respect to the facilities and facility
services.

4.2.5 Policy and procedures

The demand organization’s policy statements, internal standards and procedural documentation
should be made available, or sought, for developing the FM strategy. Any gap in the provision of
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policy, standards or procedures should be identified and action taken to remedy this situation before
continuing with the development of the FM strategy.

4.2.6 Maturity of activities, processes and systems

The maturity of the demand organization’s core business activities, processes and systems should be
assessed. A capability maturity model typically describes a five-level evolutionary path of increasingly
organized and more mature activities, processes and systems and can be helpful in this regard.

The five levels are:

— 1Inanaged, where processes are characterized but are generic and mostly reactive;
— defined, where processes are systematic and integrated;

— 1neasured, where processes are evaluated and controlled;

— o¢ptimized, where the focus is upon continual improvement.

The gemand organization’s level of maturity and its intention to progtess to a higher level (yhere this is
possible), together with the timeline for this change to be accomplished, should be determihed.

4.3 | Context

4.3.1 General

The ¢ontext for the demand organization is the wider environment in which it operates andfincludes the
forcds impacting the core business and the factors that shape its response to them. The FM ¢rganization
should identify those forces and factors that are conducive to the successful management of the
facilities and facility services. Equally, the[EM organization should identify those forces and|factors that
are detrimental and determine appropriate responses within the limits of available options. There is a
diregt link here to risk management (see 4.4).

4.3.2 Business strategy

The demand organization’s ‘core business strategy is the foundation upon which its cdre business
activiities and objective® are built. It can reflect different generic strategies or moddls, e.g. cost
leadérship, differentiation or focus, as well as variations of them. The core business strategy should be
explicit to ensureelarity and allow challenge from the FM organization to improve effectiveness.

The demand @rganization’s core business strategy is both the starting point and the end point for the
developmentof the FM strategy. The core business strategy should acknowledge the need fqr an explicit
strategyfor FM and, in return, the FM strategy should demonstrate its support for the care business.
The FM brganization should ensure alignment at all times between the two strategies (seg 4.5) so that
FM is able to support the demand organization’s business objectives through facilities that are safe,
reliable, efficient, cost effective and sustainable. Other criteria might apply and should be taken into
account.

Updating the core business strategy is likely to be a periodic exercise and so the FM strategy should also
be updated to reflect the current understanding of the core business objectives, needs and constraints
and how these can be best supported by the facilities and facility services (see Clause 8). Events can
occur that immediately impact the business or have the potential to impact it, thereby triggering the
requirement for a review and possible updating of the core business strategy. The FM organization
should identify potential trigger events in order to be in a state of preparedness to update the FM
strategy should such an event occur. This action can be considered a risk response, or treatment of a
defined risk event, and should be part of the FM organization’s risk management (see 4.4).
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The development of the FM strategy should be considered a unique work and one that reflects an
objective and factual assessment of the demand organization’s core business objectives, needs and
constraints, its facilities and existing arrangements for FM, noting any variations between different
facilities and/or their locations. This assessment should be considered as a key input to the process for
developing the FM strategy.

The type of demand organization determines to a certain degree the nature, size and location of its
facilities and the use to which they are put, or could be put, together with any special features or needs.
These factors should be considered in the development of the FM strategy as they largely determine
requirements.

The type of—demand—ot squibatiuu cattave—a—beat ius of—the—retative illllJUl tatree—attached—+toesuch
attributes df facility services as customer service or user focus, uniqueness of service, flexibility,
prioritizatign, speed of response, management control and cost. The FM organization should, identify
those attribltes of facility services that attract specific requirements or warrant special considerption
and any varjations between different facilities and/or their locations.

4.3.3 Objgctives, needs, constraints and value drivers

The demandl organization’s business objectives, needs and constraints can ‘be’expected to be stated
explicitly within the core business strategy or reflected in it to an extent thiat makes clear the irfjtent.
Any lack of flarity here should be highlighted by the FM organization and action taken to remedy this
situation beffore continuing with the development of the FM strategy,"\Understanding the implicafions
of the demdnd organization’s business objectives, needs and constraints upon the requirements for
facilities andl facility services is essential together with the businessdrivers and value drivers impafting
the core buginess activities.

Needs relat¢ to the achievement of the core business objectives and should be expressed in terms ¢f the
demand organization’s expectations, which should be.gapable of being measured, where practiqable.
The range O]E needs can vary enormously and should ificlude a record of any special arrangementg, for
example, innovative services, hazardous operations-or transitions (e.g. relocation or restructuring), as
well as variations between different facilities amdyor their locations.

Business difivers are forces acting upon the“demand organization and include, for example, market
opportunities, competition, product launch windows, rationalization of operations and downsjzing.
Whatever they are, they should be quantified as far as possible.

Constraints|relate to conditions(op circumstances that limit, inhibit or in some other way restrigt the
demand organization in its chidices or preferences and achievement of its core business objectives.
Constraints| have to be cloSely guarded because they could reveal weaknesses to competitors.
Nonethelesg, it is necessaryto know if constraints exist and to be realistic about them.

Value driver|s should®beunderstood in the context of the benefits - financial and non-financial - that the
demand orgfanization’s stakeholders expect to realize from performance of the core business actiyities
or which ar¢ delivered by it to achieve its core business objectives. The development of the strategy for
FM should thk&account of identified or perceived benefits, the stakeholders affected by them, and how
these might be enhanced or diminished by the existing or proposed facilities and facility services.

4.3.4 Measuring success

The basis upon which the demand organization measures the success of its core business activities,
including explicit criteria by which success is measured or in other ways established, should be
documented. This should be used to maintain alignment between the FM strategy and the core business
strategy so that it is possible to measure the contribution of FM to the efficiency of the core business
and cost effectiveness of the facilities and facility services. A basis for measuring the efficiency and cost
effectiveness of FM should be established to support the development of the FM strategy. Any change
in the basis of measuring the demand organization’s success should be documented and used to update
the core business strategy, which should subsequently inform the FM strategy.
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4.3.5 Performance metrics

A baseline for measuring improvement in the operational effectiveness of FM and, in turn, its
contribution to the core business should be established by the FM organization. This should take the
form of key performance indicators that can be immediately understood by the top management of the
demand organization. They should aggregate routine, detailed performance measurement to provide
leading and lagging indicators of the effectiveness of FM and its contribution to the efficiency and cost
effectiveness of the demand organization, where practicable (see Clause 7). Key performance indicators
should be specific to the context of the demand organization and the facilities and should align with
factors that are critical to the success of FM in supporting the core business. The FM organization
should consider the merits of benchmarking in order to compare current performance with industry
pracfices and norms and, therefore, pinpoint areas for improvement. Benchmarking should be relevant
to the core business objectives (see Clause 8).

4.3.4§ Markets and competitive analysis

The markets in which the demand organization operates and the competition it faces
usefyl insights into how tactical and operational responses in FM and, especially, facility
lead fo greater efficiency and cost effectiveness. The policies, procedures-and practices that
demand organization’s core business activities and non-core activities should be identified

can provide
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support the

Ther
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e is a close relationship between competitive analysis afid performance metrics, [not least in
hmarking against competitors. Consideration should be given to the use of methods of analysis and
pols to provide accurate data for business planning, as\well as supporting the development of the
frategy.

4.3.7 Relationship between core and non-core activities

Core| business activities are those functions\that are critical to, and aligned with, the demand
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hization’s core business strategy. Non-care activities are the support for the core busing
ire no less important. They should bejaligned with the FM strategy where they are fac
1l non-core activities are related to.the facilities and so the relationship between then
ces should be made clear.

pssential that the FM orgafiization ensures alignment at all times between the FM {
ore business strategy. Any proposed changes to the demand organization’s busine
Ild be documented and\used to inform the development, or an update, of the FM strat
hization should differentiate changes according to each business planning horizof

medjum or long termcasdefined by the demand organization).

4.3.9

The
betw
form|

Target operating model

FM organization might intend to target a specific operating model to cover the
eerthe core business objectives and needs, and FM. These requirements can be expn
6fa target operating model, which should incorporate details about the people, pro

ss activities
lity-related.
and facility

trategy and
Ss activities
egy. The FM
1 (i.e. short,

relationship
essed in the
cesses, data

and technology required to achieve the core business objectives.

The target operating model might result in a project where the outcome is a new operational basis for
the demand organization or a part of its core business activities. The model can be used to describe
the desired state for the demand organization, including a definition or redefinition of the relationship
between the core business activities and its non-core activities. Instead of treating FM as purely
a matter of support, it can be used to add value to the core business. This requires a close coupling
between the core business and FM where the latter becomes seamlessly embedded in the routine day-
to-day operations of the demand organization.

The integrator model is a variation on the target operating model in which a single service provider
coordinates and controls the inputs of several specialist service providers, any or all of which might fall
outside a current definition of FM (see 5.7.4).
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The FM organization should determine if it intends to pursue a specific operating model, including the
integrator model, as part of the FM strategy and discuss the implications with the demand organization
(see 4.5). Where this is the case, it should describe and document the nature of the model and how it
envisages making the transition from the current state to that proposed.

4.3.9 Current and planned non-core activities

Any proposed changes to the demand organization’s non-core activities in support of its core business
activities should be documented and used to inform the development of the FM strategy. The FM
organization should differentiate changes according to each business planning horizon (i.e. short,
medium or long term as defined by the demand organization).

4.3.10 Targets for improvement

The demand organization’s core business strategy and business objectives might have identified ajneed
for improvement in certain areas. The results of a post-occupancy evaluation among the users df the
facilities might have similarly highlighted the need for improvement. The scope for improvement cin be
great and has to be guided by a clear argument supported by a cost/benefit analysis before any chlange
is implemelnrred. It is essential to avoid flawed arguments in favour of change @nd inflated expectafions
arising fronp it. Where targets for improvement have been identified in relation to FM and/or fafility
services, th¢se should be considered in the development of the FM strategy.

Implementing change other than minor, routine change in the day*to-day management of facilities
requires a management of change process to be initiated. This ¢an involve the creation of a project
or projects and requires competence and skill in project management. The FM organization shoulld be
aware of thgse requirements and make allowance for them wheéf developing the FM strategy. The ektent
to which change projects take place and the nature and frequency of them should be documented, This
information|is invaluable when determining FM requirenients (see Clause 5).

4.3.11 Infqrmation and communication technology

The demand organization’s dependency upon,and extent of, information and communication technqlogy,
including dqtails and an assessment of missien-critical systems, should be defined. The position ¢f FM
with respect to its requirements in information management (see 4.3.12) should be established angl any
new or charjged arrangements that are‘envisaged to the existing systems should be determined bl the
FM organizdtion and discussed with the demand organization.

NOTE ISP/IEC 27001 specifigsthe requirements for establishing, implementing, maintaining and continually
improving ar] information security management system.

4.3.12 Infgrmation management

The FM orgdnizatiofnt should define its requirements for managing information and data in regard tjo the
facilities andl fa€ility services, including information systems, and the security arrangements relatiing to
the protectipn?f the information and data. Use should be made of the demand organization’s enterprise
system or other system(s) for managing physical and digital assets where available (see Clause 5). These
requirements and arrangements should extend to the preparation, distribution, updating, storage and
destruction of documentation utilized in the development of the FM strategy.

Access to the information and data, including the FM strategy once prepared, should be determined and
the arrangements communicated to stakeholders as appropriate.

4.4 Risk management

4.4.1 Threats and opportunities

Risk can be considered as both threat and opportunity. Threats are referred to as downside risks,
whereas opportunities are upside risks. A typical risk management strategy might express the
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requirement to minimize or reduce downside risks and maximize or enhance upside risks. Risks are
sometimes stated in broad terms (e.g. adverse weather or non-availability of a scarce resource) and
therefore fail to pinpoint the actual event that might occur and its impact on the core business activities
and objectives if it did. Risk events have a probability of occurrence. If a risk event is going to occur or
has a high probability of occurrence, then it is an issue to be dealt with by the FM organization.

The FM organization should ensure that it has a formal process in place for the risk management of the
facilities and facility services as a whole. A business-focused or risk-based model of facility management
should be adopted for this purpose. The FM organization should assess the consequences of the failure
of any aspect of the facilities on the core business activities and processes of the demand organization.
The demand organization and FM organization should develop a shared understanding of the resilience
of thfTacilities, especially the bullding services Installations.

A rigk register should be maintained and kept up to date. It should record identified\riskf events and
describe their impact on the core business objectives and activities. Risk descriptions should define
the dause that would give rise to the event which, if it did occur, would impact dere busingss activities
and have an effect on the achievement of the core business objectives. The probability of occurrence
of the event should be determined, where practicable, and taken into consideration when fetermining
the dppropriate risk treatment (e.g. reduce, remove, transfer or retain the threat). In the cgse of upside
riskq (i.e. an opportunity), consideration should be given to how it mightbe enhanced or exploited. Risk
treafments should be recorded in the risk register.

If the demand organization maintains an active risk managemént process for purposes connected with
its cdre business objectives and activities, it should consider.allowing risks and risk events that concern
its facilities and facility services to be covered by it.

NOTE1 ISO 31000 provides principles, a framework and-a-process for managing risk, including the allocation
and yse of resources for treating identified risks.

NOTE 2  Various techniques and tools can be used to help identify risks, e.g. SWOT and PESTLE.

Wheh seeking to identify risks and risk _events, attention should be paid to the distinctjon between
techpical and non-technical risks. Depénding on the type of the demand organization and its core
busiIess, there can be a tendency tojover-emphasize technical risks at the expense offa thorough
invegtigation of non-technical risks. Risk identification should seek to investigate and catdgorize risks
and ¢vents under the headings.of:

— {echnical;

— 1non-technical:

1+ environmental;
1 organizational;

+ commercial/economic;

4 cnrin-pr\]ih'ra]

The above can act as the basis for a checklist to help identify risks and risk events and, later, to
categorize them for analysis, treatment, monitoring and lessons learned. Annex A gives examples of
threats and opportunities.

4.4.2 Continuity and recovery planning

A critical aspect of FM strategy is managing business continuity and disaster recovery. Provision should
be made by the FM organization to limit or eliminate the threat of unexpected events that could impact
the core business negatively and to deal with the consequences in the most expeditious way should
that event occur. The FM organization should confirm its plan for dealing with recovery after such an
event when developing the FM strategy. Where no formal plan currently exists for business continuity
and disaster recovery, steps should be taken to define such a plan before developing the FM strategy.
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In general, such plans should build-in resilience to prevent disruption to normal operations should an
unexpected event occur.

NOTE ISO 22301 provides a framework to plan, establish, implement, operate, monitor, review, maintain
and continually improve a business continuity management system.

4.5 Strategic alignment

The definition of the demand organization’s core business objectives and needs should form the basis
of a discussion with the FM organization to determine an appropriate approach to FM and facility
services. This discussion should take place between the top management of the FM organization and
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5.1.2 Nature of facilities

5.1.2.1 General

A well-developed understanding of the demand organization’s core business needs means that attention
can focus on the extent to which the existing facilities adequately support the core business activities.
This involves close examination of the facilities to determine if they fulfil the defined needs or if action
is necessary to make good any shortcoming in functionality or performance, or to respond to any over-
specification. If the former applies, this could trigger the requirement for refurbished or new facilities
for which a sound business case should be prepared before any project or other action is initiated. The
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FM organization should resist discussion about the design of any refurbished or new facilities until a
business case has been accepted and briefing on the demand organization’s needs has been concluded.

Where new facilities are contemplated, the FM organization should ensure timely input of the demand
organization’s defined needs so that the required functionality and performance are agreed from the
outset of the project in which the work stages of design, construction and commissioning should be
integrated to reduce potential omissions and errors. Briefing (see 5.3) should precede these work stages
and focus on functional outcomes and operational performance targets defined in line with recognized
sustainability criteria (i.e. environmental, social and economic performance) and verified in each work
stage before proceeding to the next. Similar considerations should apply where the refurbishment of
existing facilities is contemplated, with the addition of physical condition and constraints to the factors
alreddy subject to consideration during briefing prior to design.

A kely principle to which the FM organization should adhere when embarking upon’ a project for
refugbished or new facilities is “design and construction for operability”. The FM, erganization should
aim to ensure that issues arising during design are not left to be resolved during constiruction and
comimissioning and, likewise, issues arising during construction and commissioning are mot left until
handover and start-up of the facilities or, worse, left until operation and use Keeping to these simple
guid¢lines helps to achieve steady-state operation and optimization of.building services installations

(i.e. those regulating the internal environment) from the earliest possible time.

5.1.2.2 Existing facilities

5.1.2.2.1 General

The physical assets that make up the whole of the facilities should be clearly defined and the utilization
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should be made expliCit. A long-term business planning horizon enables the optimal envi
users to be defined..€hanges in the use of information and communication technology and
arrapgements that arise from it can impact the type and amount of space required, althoug
necepsarily reduce it. Anticipated changes should be documented.

The protision of space should at all times reflect an inclusive environment that anticipates fthe needs of

peoplewith disabilities and other users with equalities-related needs (see 5.5).

5.1.2.2.3 Space utilization

The FM organization should analyse the business and operational activities to determine patterns
of use, areas of intensive use and areas of under-use within and around the facilities. Methods for
determining these values are increasingly supported by technology but should always be based on
accepted practice and ethical codes of conduct. Routine surveillance of facilities is a norm in many
locations and is justified on the grounds of security, safety and the general well-being of users.

Space is rarely provided for free, even if current use might suggest otherwise. The FM organization
should consider internal pricing of, or charging for, space to raise awareness of how space is being used
and whether that use is justified and economical. The true cost of providing space, including the cost of
facility services, should be ascertained to determine which spaces represent best value for money and
which do not.
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Perceptions of space utilization can vary within and across locations to the extent that what is regarded
in one location as the norm is seen quite differently elsewhere (e.g. extravagant versus inadequate).
The location of the facilities can sometimes create anomalies, which become accentuated by cultural
differences and local custom and practice. The FM organization should ascertain the costs and benefits
of activities in their various locations to highlight any instance where expensive space is being used for
business or operational activities that could be moved to a less-expensive location.

Performance measurement of all the facilities helps to highlight efficiencies and cost-effective
utilization. Equally, it can pinpoint inefficiencies, waste and other shortcomings that can then better
inform decisions on the rationalization of space and, where necessary, disposal of facilities that are no
longer viable (see Clause 7).

5.1.2.2.4 Facility services review

The FM organization should review the existing facility services, where applicable, by considering

— policy: governance, authorities, approvals and internal standards, International Standards, qyality
assurarnce, health, safety, security and the environment, human capital and finaiice;

— processes and procedures: business processes, including budgeting, procurement, purchasing
approvadls, agreements/contracts, contract management and payments;

— service|delivery: all aspects of service delivery, including the pérformance of service provjders
(interngl and external).

All facility dervices should be reviewed periodically for relevarice, satisfactory performance and cost

efficiency. Tlhe FM organization should make use of benchmayking as a means for measuring cufrent

levels of performance to understand how they can be improved.

NOTE EINN 15221-7 provides guidance on benchmarking,

5.1.2.2.5 Resources audit

The resourdes utilized or consumed in the provision of facility services, or expected to be utilized or

consumed, should be ascertained. Resources include people, materials, tools, equipment and budgets.

Attention should be directed to the folewing aspects:

— people: pvailability, knowledge, competences, skills profiles and gaps;

— service providers: scope;-capability, capacity and performance in the delivery of services;

— systemg: processes @ndtechnology from an integrated system’s perspective.

The costs aftached to the above resources should be recorded in the form of a cost analysis and |used

to benchmark against external organizations where practicable. This helps in understanding if the

demand organization is receiving best value for money and, if not, what might be done to improvg the

situation.

NOTE EN 15221-7 provides guidance on benchmarking.

5.1.2.3 Refurbished and new facilities

Plans for refurbished and new facilities should be managed as a project with clearly defined work
stages and decision gates to ensure that progression is based upon predetermined criteria being
met. A stage-gated process should be considered for this purpose. The FM organization should be
capable of articulating the business case for the project, its objectives, and the required functionality
and operational performance of the facility. Clear targets should be set for the expected outcomes at
the start of the project, which should be aligned with the demand organization’s business strategy
and objectives. The business case should summarize the opportunity that the refurbished or new
facilities represent and draw attention to any matter that warrants special consideration. Appropriate
professional and/or legal advice should be sought where any aspect cannot be adequately defined.
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The actions and decisions that are necessary to initiate the project should be identified. The following
should be considered:

present the motivation for the refurbished or new facilities;

define the problem or challenge that the refurbished or new facilities are expected to a

ddress;

define the benefits or value expected to be realized by the refurbished or new facilities;

identify the business activities that are expected to take place within the facilities;

assemble lessons learned from previous refurbishment or new-build projects, including validated

ase studies and other reliable, documented sources,
stablish users’ and other key stakeholders’ needs;

identify the range of potential security issues that are applicable to the demand or
usiness activities, facilities and users;

initiate arisk register and log risk events together with a preliminary assessment of thei
foccurrence and potential impact;

identify the performance benchmarks for the type of facility for.ise in establishing tar
rocesses for measuring performance;

¢stablish the required project outputs and targets for the‘functional and operational {
¢f the facilities from the identified needs;

q
1
1

pstablish the targets for energy use, CO, emissions,'water consumption, waste reductio
ecycling, capital cost, operational cost, functighality and effectiveness, and any other
argets or parameters;

define the competences, skills and experience that the project team requires to
fefurbished or new facilities;

efine the competences, skills andexperience required of the FM organization to contriby
initiation and, subsequently, to.provide input to briefing and feedback on the emerging d

ganization’s

" probability

cets and the

erformance

n, reuse and
erformance

deliver the

te to project
lesign;

identify existing policiesthat are relevant to the design, construction, commissioning and operation

f the facilities (e.g. internal design standards, construction standards and FM standar

etermine a holistic approach to the security of business activities, people, place, pr
echnology;

Kepare a-project management schedule to show the relationship between the stages in
ajor activities and key milestones;

establish procedure for controlling change during design, construction and commissio

ds);

ocesses and

the project,

ning;

establish an initial view of capital expenditure;

establish the approach to life cycle cost assessment;

establishaninitial view of operational expenditure, covering operations, maintenance, replacements,

energy use, water consumption, waste disposal and other expected costs;

determine the requirements and arrangements for the delivery of project informa
purposes;

identify the approach to be taken to post-occupancy evaluation;

describe the FM management system.
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5.1.2.4 Serviced workspace

For some demand organizations facing a shortage of space or requirement for greater flexibility,
serviced workspaces (or workplaces) can provide a temporary solution or a longer-term opportunity
to relocate business activities and the people necessary to support them. Such workspaces can also
support business continuity and disaster recovery following an incident. The FM organization should
be aware of these possibilities when preparing and updating the business continuity and disaster

recovery plans (see 4.4.2).

5.1.3 Sustainable space provision
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ikely to balance efficiency and cost. The degree of flexibility and~adaptability of the §
hcilities and the uses to which it can be put have a bearing on the FM organization’s a
he space requirements and the costs likely to be generatedThe incorporation of fea
ifferent activities at different times has the potential todmprove utilization but is likg
tional costs with respect to fit-out and furnishings that'can be adapted for this pur
of space has limits and attempts to go beyond thercan have a detrimental effect on|

Vices, especially maintenance, can sometimes impact negatively on the beneficial
use of space. The nature, extent and frequéncy of maintenance and its effect on th
uld be assessed (e.g. space for accommedating temporary works and required for st
, tools and equipment) to determinevan approach to service delivery that minin
o normal operations.

rity of FM

eral

ng where the FMorganization stands in regard to its capabilities is necessary fo

at the maturity-of the demand organization needs to be understood (see 4.2.6), so dod
the FM organization together with its plans for continual improvement.

bl capability maturity model should be used to understand the maturity of FM (see 4.2

anization’s intentions for developing its capabilities should be made explicit so t

with
costs
pace
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timeline for managing change can be prepared or at teast anticipated:. T his timeline shoutd be used
to inform the FM strategy. Consideration should be given to the time frame over which change and
progression to a new level of capability is intended to take place and the implications of that in terms of
resources and competence development.

5.2.2 Current competences

The competence levels of people and service providers in regard to FM should have been determined
as part of the resources audit (see 5.1.2.2.5). Any gap between current levels and those required to
manage the facilities and facility services should be identified and a plan prepared for closing this
competence gap. The FM organization should consider consulting representative bodies in the FM
industry to ensure that its competence development plan is in line with accepted practices and ethical
codes of conduct.
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New facility services can involve competences that are unavailable within the FM organization. It is
important to ensure they are available when actions and decisions are necessary rather than suffer
a delay.

5.2.3 Targets for improvement

The needs of the demand organization might have identified specific targets for improvement. The
practical arrangements for incorporating them in the FM requirements should be determined together
with the expected levels of performance and basis for their measurement (see Clause 7).

5.3

The 4
refu

Rrinfing forrefurbished or new facilities

bished or new facilities should be identified. The following should be considered,as a

q

flo the proposed facilities;

define the project’s organization and governance, supported by an-organization ch|
the positions and relationships between the demand organization, FM organizatio
gtakeholders to reflect the anticipated procurement arrangement for design, const
¢ommissioning work where known;

identify the current use and capacity of the location and:any features likely to impact on

o extend, modify or develop, as appropriate;

dentify constraints in existing public utilities and other forms of infrastructure;

repare a statement on the general design.and how it addresses the project objective
nd operational requirements, and performance outputs and targets;

etermine the environmental performance outputs for the facilities;

repare the basis for evaluating the functionality and effectiveness of the facilities,
uch features as inclusiveness, comfort, safety, security, utility, usability, durability, ma
nd adaptability;

efine the scope and boundary limits of the project;
repare a schedule.of'the named zones and named systems comprising the proposed f3
repare a plan for measuring operational performance;

identify @ ‘method for assessing construction waste that can be used when reviey
ropaosals;

efine the methodology for life cycle cost assessment;

ictions and decisions that are necessary to prepare a brief to guide the design and cor

ummarize the relevant lessons learned from experience of previous projeets and hoy

struction of
minimum:

 they relate

art to show
n and other
ruction and

the decision

5, functional

considering
ntainability

cilities;

ving design

update the risk register;
update the project management schedule, including contingency;

prepare an estimate of capital cost, including contingency;

determine how project information is transferred from the project to the asset management system

or equivalent;

identify the need for any temporary transfer of people or equipment and the means by which this

should be accomplished;

prepare an estimate of operational expenditure, covering operations, maintenance, replacements,

energy use, water consumption, waste disposal and other expected costs;
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— prepare an environmental management plan.

NOTE

ISO 14005 provides advice on the integration and use of environmental performance evaluation

techniques. ISO 26000 provides guidance on how businesses and organizations can operate in a socially
responsible way. ISO 14044 provides guidelines for life cycle assessment.

5.4 Stakeholders

5.4.1 General

Internal and external stakeholders should be identified. A stakeholder impact assessment should be

considered
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5.4.3 Level of specification

The FM organization might find that it is specifying FM requirements for the first time. In such cases,
there is the chance it might unknowingly specify a higher level of requirement than is necessary and,
as aresult, tenders for externally sourced services might prove to be higher than estimated. Discussion
with prospective service providers might reveal over-specification, which can be corrected without
sacrificing quality or performance, or compromising health, safety, security and the environment.

5.5 Accessibility, inclusiveness and equalities

No individual or group of people should be disadvantaged in their use of the facilities. Legislation exists
in many jurisdictions to ensure there is no discrimination with respect to, for example, age, disability,
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gender reassignment, marriage and civil partnership, pregnancy and maternity, race, religion or belief,
sex and sexual orientation.

Access audits can be beneficial; however, their usefulness can be limited unless undertaken within the
context of a more strategic perspective of access, inclusion and equality. The FM organization should
consider the merits of proactive advice in addition to reactive problem solving to establish a clear and
unambiguous position on the treatment of people on an inclusive and equal basis.

5.6 Functional requirements

The FM organization should determine if it has all the information and data necessary for defining the
FM requirements for the facilities before outlining the scope, specifications and performarce required
of fagility services. Any lack of information and data can be addressed by revisiting eafliet|actions and
decigions or by requesting such information in a proposal where facility services are to be sourced
externally. Incomplete information and data could make subsequent comparisonef-Servide providers’
tenders or proposals difficult.

NOTH ISO 41012 provides guidance on the requirements for a service and SLA.
5.7 | Scope of services

5.7.1 General

The scope of facility services can relate to a single serviceror a diverse range of services |delivered in
multfples (i.e. bundled) or as a complete service (i.e. total facility management). The extent of facility
services required for the facilities should be outlined; with each service separately identified and
delinfeated. The broad expectations of users should be summarized for each service. A statement
that pepresents the entire scope of services to beprovided should be prepared, documented and kept
up tg date. This should include a definition ofithe scope of each service, including relatipnships and
interffaces with other services such as shared responsibilities and resources, as well as fontingency
arrahgements, assumptions and exclusiens. Account should be taken of any service requirements or
hazardous operations that might warrant special consideration.

A disgtinction should be drawn between services that are related to the facilities in the| physical or
technical sense (e.g. cleaning and maintenance) and those that are related to the business|activities of
the demand organization (e.g. reception and reprographics).

5.7.2 Technical serviees

Typi¢al of the range of technical services necessary for the safe, effective and cost-¢fficient use
of fdcilities aré€~security, cleaning, waste management, building maintenance, building services
mairftenance, property management, contract management, human capital management, health, safety
and the envyironment, and information and communication technology (see ISO 41012).

The hature, size and location of the facilities has a bearing on the mix of services reqtiired. Other
services might be added to this group by the demand organization (e.g. vehicle fleet management,
power generation and power distribution).

5.7.3 Business support

The FM organization should define the services to support the business activities, for example,
reception, helpdesk, workplace management, reprographics, mail and courier services, goods received,
office supplies, meeting and conference services, catering, vending, travel services, business continuity
management and management of change (see ISO 41012).

The nature, size and location of the facilities has a bearing on the mix of services required. Other
services might be added to this group by the demand organization (e.g. workwear, laundry, accounting
and paralegal services).
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5.7.4 Integrator model

A developed form of the target operating model (see Clause 4) is known as the “integrator model”,
where a single service provider coordinates and controls the inputs of several specialist service
providers, which might fall outside the current definition of FM. Under this arrangement, the demand
organization is expecting to benefit from the service provider’s experience and innovation, which might
not be possible under a traditional, commercial relationship. An example of this type of arrangement
would be where the integrator combines a helpdesk with IT services, performance measurement and
audit functions.

The appropriateness of the integrator model should be determined. Where the model is to be adopted,

details of thparrangenrentsstoutdbeouttimed:

NOTE ISP 41012 provides guidance on various arrangements for the sourcing of facility services;

5.8 Service specifications

For each fag¢ility service, a specification should be prepared in terms that make \¢clear the outcpmes

required fr¢gm the delivery of that service. Wherever practicable, it is important to avoid stating FM

requirements in a way that restricts the service provider’s ability to seleet-the most efficient and
effective approach, while having regard to the requirement to achieve user-satisfaction and best yalue
for money.

Service speg¢ifications should be provided for service providers and détail the following, as a minirpum:

— internal guidelines and specifications relating to the demand.organization’s policies;

— externall guidelines and specifications covering compliance with relevant legislation, health and
safety |regulations, International Standards, -industry standards and manufactyrers’
recomnjendations;

— procedyres with which the service providervhas to comply in order to achieve the reqfiired
technical levels;

— quality pnd performance metrics.

Service spedifications should be draftedso that changes in requirements can be accommodated without

invalidating the agreement or contract covering the service.

For the purpgose of formulatingthe FM strategy (see Clause 6), it is sufficient at this point to underqtand

the extent t¢ which facility,sefvices have been adequately specified or if further work is required before

confirming gervice specifications.

NOTE ISP 41012 provides guidance on sourcing and the specification of services.

5.9 Outputsand targets

5.9.1 General

Outputs and targets for environmental, social and economic performance for both existing and planned
facilities should be established. In addition, security measures should focus on the practical steps
necessary to reduce the risk of loss, compromise or disclosure of information and data about sensitive
aspects of the design, construction or operation of the facilities.

Where refurbished or new facilities are involved, performance outputs and targets should be specific
to the project and should be verified in each work stage (see 5.1.2). As far as possible, a quantitative
approach should be taken to measuring performance (see Clause 7).
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5.9.2 Environmental performance

The facilities should meet defined performance targets such as those for energy use, CO, emissions,

wate

NOTE

advic

r consumption and waste reduction and/or others.

e on the integration and use of environmental performance evaluation techniques.

5.9.3 Social performance

ISO 14001 provides requirements for an environmental management system. ISO 14005 provides

The fa0111t1es should meet functlonal and operatlonal needs such as those relatmg to the overall
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ISO 26000 provides guidance on how businesses and organizations. can operate
nsible way.

Economic performance

facilities should meet performance targets for capital cost and operational cost, whig
dered together to enable life cycle costs to be calculated as early as possible. Thereaft
Id focus on ways in which costs might be reduced.without suffering a loss of fung
tiveness.

ISO 14044 provides guidelines for life cycle assessment.

Service levels

cted service levels should take accountof both qualitative and quantitative standards. H
Id be practicable and acknowledge the relationship between a service level and the re
ecessary to achieve it.

rmance measures shouldbe identified and clearly stated for all requirements. These |
ures can be qualitative or quantitative but should be sufficient to indicate that
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be 7).
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e purpose of rormulating the FM strategy (see Llause 6], IT1s sulTicient at this point to

understand

the extent to which service levels have been adequately expressed or if further work is required before
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rming service levels.

ISO 41012 provides detailed guidance on SLAs.

5.11 Service delivery options

Ther
a)

e are three options for delivering facility services (see ISO 41012):

(i-e. in-house);
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b) all services are provided on the basis of agreement(s) or contract(s) with one or more external
service providers (i.e. outsourcing);

c) some services are provided by an FM organization within the demand organization and some by
external service providers (i.e. co-sourcing).

NOTE Moving services previously outsourced to in-house provision is referred to as “insourcing” (see
ISO 41011).

5.12 Sourcing

5.12.1 Genleral

Aligning the structures and delivery of FM and facility services with the demand organization’s| core
business activities is critical to achieving the business objectives. Effective sourcing of FM dnd fafility
services is npecessary to achieve those objectives. In this regard, certain issues should-be addrgssed
before deciding whether a service should be sourced internally or procured from an'external proyider.
They includg, but are not limited to, the following considerations (see ISO 41012):

— does the FM organization have the capabilities, people, knowledge,, skills, organizational and
supervigsory structure, tools and equipment to meet the FM requirements from internal sourcgs?

— does thg market offer the range of services with the quality specifications that are required to
support the business activities?

— does th¢ FM organization currently operate, or have plans.to-operate, in regions where therelis no
qualified market to offer the required services?

— is the vplue of the required services sufficient to, justify maintaining an economical competence
level anfd an internal FM organization compared with that available in the market?

— are there special considerations to secure husiness continuity or specific security measureq that
can be qatisfied only by sourcing the serviees internally?

— are there principal strategic decisions or considerations of a political, cultural or other naturg that
are marjdatory and/or override coriclusions on one or more of the above questions?

5.12.2 Intg¢rnal service provision

Internal service provision iS~typically covered by the required service delivery specificationy and
SLA. For the¢se services, the)SLA is the primary means to enable effective communication, document
requirements, define the<scope of services and their specifications, establish roles and responsibilities,
resolve conflicts and{provide a basis for measuring performance (see ISO 41012).

5.12.3 External service provision

The decision to use external service providers normally requires an agreement or contract. The legal
relationship can vary, and appropriate professional advice should be sought where there is insufficient
understanding of the implications of either relationships or contracts. Wherever the responsibility for
the procurement of facility services rests, it requires competence in FM procurement. Alternatively,
the procurement function can be performed by a finance or purchasing and supply organization (see
Clause 6) with support from professional advisors or contractors (e.g. managing agent or managing
contractor respectively) (see ISO 41012).

The contracting of external services and supplies necessitates a procurement strategy. This can be
incorporated within the FM strategy or exist separately. A procurement strategy defines the broad
approach to contracting with service providers and suppliers and recognizes that conditions prevailing
in the market are subject to change. In the same way that requirements in facility services are specific
to the needs of the demand organization, the nature of the market is specific to a location or region.
Both are likely to change over time, and so it is a matter of matching the current and likely future
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requirements for services and supplies with their availability in the market. Clause 6 considers the
requirement for a procurement plan.

5.13 Innovations in service delivery

The FM organization should be aware of innovations in technology and changes in working methods in
terms of their effects upon, or potential to affect, the delivery of facility services and the people involved.
The use of novel devices for services such as cleaning, waste disposal, porterage, catering and inspection
can offer productivity and other benefits but can also have health, safety, security, environmental,
social, legal and commercial implications. Example innovations introduced into facilities, or operated

in c

nnection with them, are unmanned aerial vehicles (i.e. drones) for inspections a
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htions, autonomous guided vehicles (AGVs) for delivering pharmaceuticals in hospitd
ing, wearable and mobile technology, and 3D printing of spare parts.

provision of such devices by the FM organization or service providers should be
termine their suitability for the facilities. A risk assessment should be aundertaken
4.4). The FM organization should consider the practical implicationsef managing
ransformation in service delivery against the anticipated benefits before reaching a
her or not to introduce or encourage such innovations.

ISO 37500 provides guidance on outsourcing, including the"formation of an
formation committee”, which might be a joint arrangement betweén the FM organization, as
Ce provider(s).

Market audit

rstanding how the market for services is developing and the trends that might emet
M organization with insights into potential inhovations and opportunities, as well as
ble threats to plans. An awareness of the state of the market for services means tha
e formed as to whether or not a preferred service delivery option is appropriate.

FM organization should consider testing the market at intervals to determine the ext
ent service delivery matches thatjavailable, including the cost of services. Frequent
he market can prove counterproductive and should be avoided. Testing the market to
uggest a lack of commitmentto existing service providers. Whereas, longer periods
ed opportunities to secure-better value for money.

FM organization sheuld inform prospective service providers of the reason for seeki
st information. Jhappropriate use of the market occurs when service providers at
ession that they-are being considered, or might be considered, for inclusion in a §
brers when, in'stead, it is no more than a means for obtaining a free cost estimate.

Verification and feedback

FMorganization should consider if it has defined the FM requirements sufficiently

Is and floor

nvestigated
in all cases
innovation
decision on

“inpovation and

brocurer, and

ge provides
highlighting

[ an opinion

bnt to which
attempts to
o frequently
an result in

hg technical
e given the
elect list of

y to be able

to in

orporate thenr imto—a formmat Fivtstrategy documment (seeClause 6)—Am important

step before

progressing to the drafting of this document is to ensure that requirements are likely to satisfy the
defined needs of the demand organization and achieve its business objectives.

Annex C gives a summary of the requirements that the FM organization should consider before

form

alizing the FM strategy document.

6 Formulating the FM strategy

6.1

Compiling the strategy

The FM organization should prepare and maintain a formal document that summarizes the demand
organization’s needs against which FM requirements for its facilities are sufficiently detailed to enable
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FM policy to be defined and FM operations to be planned, resourced and implemented safely, efficiently
and cost-effectively. Successful implementation of this resultant FM strategy is dependent on the ease
with which needs can be verified and the clarity with which FM requirements are expressed.

The FM strategy should take account of the demand organization’s preferences for documenting its
core business strategy, objectives and needs. Review and updating of the FM strategy should coincide
with review of the core business strategy (see Clause 8). The FM strategy can form a part of the core
business strategy or, if not, should be referenced from within it to ensure alignment between FM and

facility serv

6.2 Form

ices, and the core business activities.

at and content

The format
requiremen
be used to

requiremen
suitable for

An example

The FM strd
cross-referd
be found.

6.3 Budg

The cost of
Cost estimg
omissions 1
considered

The FM org
facility serv
of FM and f
services and

order, quotaftion or the internally estimated cost of people, materials and equipment. Indirect costs,
ering supervision andamanagement, might be harder to ascertain especially when resotirces

as those cov]|
are shared

pf the FM strategy should allow the demand organization’s needs to be stated and th
Es that most closely satisfy them to be set alongside. Commentary in plain langunage sk
bxplain any gap or other shortcoming between the demand organization’s needs an
[s and how it is intended to be resolved. A tabular format, as opposed te a narrati
presentational purposes since it allows content to be more easily structured and verif

format with sample content is given in Annex D.

ncing supporting documentation, where applicable, with particulars of where thess

etary requirements

mplementing the FM strategy should be estimated to provide a basis for setting bud
tes should be prepared from first principles, wherever possible, to avoid errors
eing introduced from previous estimateswor budgets. Zero-based budgeting shoul
is part of this approach.

hnization should take account of the'resources for procuring and managing both FM
ices and the sources of funding(Gare is necessary to avoid underestimating the true
hcility services. Direct costs, such as those relating to agreements or contracts for fa
supplies, are easy to establish since the actual cost often equates to the value of a purg

hcross facilities orccontracts. Where large or complex service delivery arrangement

involved, b
control. It i

of the cost o
the accuracy

The FM org4

idgets should reflect the additional resourcing and cost involved in coordination
important that all costs are estimated as accurately as possible so that a complete pi
f FM and facility services is established. Subsequent budgetary control can help to imj
of cost estimating, which is also assisted by benchmarking.

inization should ensure that sufficient budgets can be appropriated as and when nece;

e FM
jould
1 FM
e, is
ed.

tegy should summarize rather than provide in detail all the needs and FM requiremlents,

P can

gets.
and
d be

and
cost
cility
hase
such

5 are
and
rture
rove

sary
lving

multi-

year budgets and life cycle costlng for dellverlng an approprlate level of service over deflned busmess
planning horizons. Depending on accounting practices and financial controls, it might be necessary
to seek separate approval for budgets to cover direct costs and indirect costs. The FM organization
should clarify the purpose of each budgetary heading to be used so that expenditure is entered against
the approved budget to which it relates. Correct posting and reporting of expenditure ensure that the
demand organization is informed of the true cost of its FM and facility services, as well as providing

valuable data for benchmarking.
NOTE EN 15221-7 provides guidance on benchmarking.

Severance or termination costs can arise in the course of a transition from one mode of service delivery
to another (see 6.4) and should also be included in cost estimates and budgets.
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6.4 Procurement

The procurement of FM and facility services should be regarded as a distinct function within the FM
organization that has to be covered by a designated role. This can form part of the demand organization’s
established purchasing and supply processes and procedures, which should be examined to determine
whether or not arrangements covering facility services are included and, if so, how these apply. It is

necessary to clarify this matter before initiating procurement.

Purchasing and supply professionals can be a valuable source of expertise on procurement processes
and procedures, especially from a governance perspective. Procurement in the public sector can be
subject to legislation and specific conditions regarding prequalification, tendering, evaluation and

cont ; ;

The FM organization should identify all roles that are connected with the procurémeén
facility services and determine their nature and the relationship between them, including th
by established purchasing and supply processes and procedures. A responsibility assigni
should be used for this purpose.

In the absence of a defined procurement process, the FM organizationShould consider 3
ing stages for the procurement of FM and facility services:

stablish needs (see Clause 4);

repare or update the procurement plan;

c) issuerequests for information and pre-qualify service providers;
d) issue tender invitations and/or request proposals;

e) ¢valuate tenders and/or proposals;

f) flormalize agreements/contracts;

g) obilize service delivery;

h) deliver services;

i) anage and administer cantracts;

j)  ¢valuate performancé (see Clause 7).

A prpcurement planshould be prepared and take the form of a schedule in which stag
activiities and their resources, decision gates and milestones are shown. A schedule c
form| of a chart;-Resources cover people, materials, tools, equipment and budgets. Milest
cominencements, completions, deadlines and other noteworthy events.

The procurement plan should complement existing processes and procedures and ali
demgndyorganization’s governance and assurance requirements to identify:

t of FM and
ose covered
nent matrix

dopting the

res, planned
an take the
pnes signify

bn with the

— stages and decision gates in the procurement process;

— criteria for decision-making;

— tasks within stages and their sequence;

— sources of information and data to be used in tasks;

— individuals and external organizations to be involved in tasks and their roles;
— other stakeholders who might be involved;

— resources required to support the tasks;

— deliverables at each stage and the form they should take;
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— tendering process and procedures to be adopted.

The procurement of facility services might involve the replacement of an existing arrangement with
another or a move from in-house to outsourcing and the reverse. The transition from one mode of
service delivery to another requires additional attention because new service(s) have to be phased in
while the existing service(s) have to be phased out. Under these circumstances, it is essential to avoid

any loss of s

NOTE

ervice as this could disrupt normal operations.

on outsourcing, including transition.

Where tran

fer of emplovment from the FM organization to one or more service providers is antici

ISO 41012 provides detailed guidance on sourcing and FM agreements. ISO 37500 provides guidance

ated

under a moy
involved wi
of the tasks
legal advice

When pre-qualifying external service providers, account should be taken of the extent to which

self-deliver

6.5 Comiy

The approvd
and should

should be in
errors or of

can be given by stakeholders after which their comments shotild receive appropriate attention b

finalization,

6.6 Imple

Once the Fl

e to outsourcing or in a change to outsourcing, the FM organization should identify the
'h their likely timescale and incorporate them in the plan for transition. The manage
involved should be taken into account. This can be a complex area and professional ar
should be sought.

services in order to identify excessive or undesirable sub-contracting:

hunication and feedback

1 of the FM strategy should be a matter for the top management of the demand organiz
hot be delegated to a lower level of accountability or responsibility. Affected stakeho
vited to comment upon the strategy and to suggest improvements, as well as highlig

nissions. A realistic period should be allowed for this purpose so that due consider

approval and implementation of the FM strategy:

rmentation plan

M strategy has been approved bycthe demand organization’s top management, th

organizatio

or transition. The FM organization should consider an implementation plan that incorporate
key elements of procurement, mobilization, training and induction, communication, perform

manageme

The implem
risk manag
to identify

treatment W
service deliy

Operational
A procedurs
from the dej

is in a position to prepare the FM'policy and plans in readiness for start-up, termin

t, review and lessons learned among others.

entation plan should include a schedule with milestones and details of the FM organiza
bment as it relates-to the facilities (see 4.4). A risk assessment should be undert]
Fisk events (i.e~threats and opportunities) and to determine the most appropriatg
rith particular-attention paid to facility services that are outsourced and the impactg
rery in general might have on core business activities.

plans.for FM should be implemented through a process that is capable of managing ch
(s€e.Clause 4) should be adopted for this purpose with guidance sought, where approp

asks
ment
1d /or

they

htion
ders

any
htion
bfore

b FM
htion
5 the
ance

ion’s
aken
risk
that

hnge.
riate,

nand organization’s internal function for managing human capital (see Clause 4).

The successful management of facility services and their contracts, where outsourced, depends on
adherence to key practices, including those associated with mobilization and demobilization (see

ISO 41012).

7 Managing performance

7.1 Monitoring and control of performance

Successful FM, including delivery of facility services, depends on performance that achieves predefined
service levels and does so consistently. The FM organization should make clear its intentions for dealing
with situations where performance falls below an acceptable level, including the imposition of penalties
for poor performance. Incentives for achieving higher levels of performance than those specified should
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be considered where advantageous. Care should be taken to ensure that any incentive does not lead to
unintended consequences. The FM organization should state the terms of any sharing of cost savings or
other gains which a service provider might achieve.

7.2 Performance indicators

Performance indicators should be reported in simple, direct terms that allow progress towards
achieving outputs and targets to be easily understood. The FM organization should identify those
performance indicators that are regarded as essential to understand performance overall, including

any trends that might reveal improving or declining outputs or other features.

Key
orga
A dis
perfd
prioy

performance indicators should represent the significant few measures that all
hization and service provider(s) to act quickly and decisively upon any variance dip
tinction should be drawn between lagging and leading indicators, where the former ¢
rmance achieved and the latter can alert the FM organization to a lack of tesource

7.3 | Performance measurement

Perf(
Resp|
which should have the right under the agreement or contractcte‘require evidence before
payment. Details of performance measurement and reportingshould be included in the res

rmance measurement and reporting should apply irrespectivé:of the source of serv

7.4 | Performance review

In or
perid
Revi
met 4

der to encourage safe and effective delivery of'services, performance reviews should
dically between the FM organization and(éach service provider whether external
ews offer both parties the opportunity to examine performance, to understand if targg
ind to determine if performance is following a trend.

Perfgrmance reviews should be formallyConstituted meetings between the parties where
diffigulties and disagreements are resolved. Review meetings should provide the forum for|
changes that might be necessary, for éexample, to raise performance, realize targets and agre
Monthly meetings are likely t¢ be appropriate in most cases, although fortnightly or week
are g

requjres more frequent réview.

Corrective actions

e is no one\Solution for an under-performing service provider or FM organization. T
ich the EM\organization or a service provider is falling short on requirements is like
ng ofivthe time within which the situation can be rectified. Where performance is fai

to commencing, or when ramping up, the delivery of a service or a part of-ene (see 7.3).

ow the FM
erformance.
re based on
deployment

ice delivery.

onsibility for verifying work performed by service providerssheuld rest with the FM organization,

authorizing
pective SLA.

be convened
or internal.
ts are being

outstanding
considering
e incentives.
ly meetings

dvisable in the early stages of a new arrangement or where the scale or complexity of operations

he extent to
ly to have a
ling, but not
br at the end

imental to operations, it might be sufficient to take steps to replace the service provid

yerformance

review. In more serious cases, under-performance on the part of the FM organization or a service
provider could expose the demand organization to unacceptable risks or hazards. An impact analysis,
undertaken as part of business continuity management (see 4.4.2), can identify potential weaknesses
and prevent the consequences or lessen their impact. In the worst case, steps might have to be taken to
remove the service provider immediately from the facilities.

7.6 Feedback and lessons learned

A process is incomplete if it omits feedback. The FM organization should ensure that a systematic
review of service delivery and service provider performance takes place to understand the extent to
which outputs and targets have been met and where improvement in processes and procedures might
be necessary. Review should cover the impact of service delivery upon core business activities, user
experience and lessons learned.
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Users should be consulted to help understand the extent to which service delivery has been maintained,
or not, at agreed levels and the requirement for any corrective action. Other affected stakeholders
should be involved in this process. An evaluation should be prepared and conducted with users and
other affected stakeholders at intervals no greater than annually as part of a post-occupancy evaluation
of the facilities (see Clause 4). Any corrective actions that might be necessary, the steps to be taken
and the subsequent outcomes should be documented and placed before the FM organization’s top
management to determine what action, if any, is necessary immediately and what other arrangements
might have to be made to ensure user satisfaction.

NOTE ISO 10004 provides guidelines on defining and implementing processes to monitor and measure
customer satisfaction.

8 Improying outcomes

8.1 Applying lessons learned

The Plan-Dq
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strategy. Un
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the expecte
which canb

product]
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8.2 Reas:
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periodic red
FM organizd
are accomp
control over

-Check-Act (PDCA) model underpins continual improvement and requires that actic
pbrove outcomes where these fall short of requirements. The logging of lessons learn

derstanding how such an adjustment or change can be implemented is necessary b
any prospect of improvement. This step can mean additionalresources to demonstraf
improvement.

hnization should adopt a structured approach to the.évaluation of lessons learned ag
l impact of the adjustment or change necessary tothe FM strategy to achieve its pur
e considered in terms of:

ivity, performance or other efficiency gains ih core business activities;
likelihood of disruption to normal opefations;

source or cost optimization in FM.ahd facility services;
lost time due to injury, sickness or absenteeism;

bvels of well-being and a-contribution to a better work-life balance for users.

sessing outputs and targets

n of the FM stfategy and the extent to which it supports the core business strategy inv
ssessment of/the appropriateness of outputs and targets for FM and facility services
ition should determine the frequency of such reassessments and the means by which
ished,<including the stakeholders to be involved and the guidelines to ensure aded
the dévelopment of the FM strategy.

n be
ed is

tal part of this process by identifying where adjustment or change-is necessary to the FM

cfore
e the

ainst
pose,

blves

The
they
juate

8.3 Upda

ting the FM strategy

The results of reassessing outputs and targets relating to FM and facility services should be reflected
in updates to the FM strategy, which should be aligned at all times with the core business strategy. The
demand organization’s top management should approve all updates to the FM strategy.

8.4 Updating the FM policy

The FM policy and associated procedures should be updated once any update to the FM strategy has
been approved.
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Annex A
(informative)

Examples of threats and opportunities

Threats can emerge from a variety of causes, for example:

inadequate planning before implementing a change action;

onflicts of interest;

raud or irregularity in the award or management of contracts;
nclear or imprecise roles, responsibilities and accountabilities;
isinterpretation of regulations;

nforeseen new regulations or revisions to existing regulations;

oor relations between and/or among internal departments or service providers;

inappropriate conditions of contracts;
ck of adequate documentation on the faciliti€s;
inaccurate identification of the cause of arisk and the event itself;
inadequate definition of the scope offacility services;
erformance failure of service previder;
ck of centralization and degentralization of services;
ailure to identify all stakeholders involved in, or affected by, FM;
oorly controlled-changes to user needs;
oorly managgdshuman capital;
inflexiblé.contracts that are unable to accommodate changes in requirements;

oor bundling/grouping of facility services to be outsourced;

1 £ ol pa | 1o £ i
dUSTIICT UT 311IdlI TU UVIITI bllllJ Ul UULLUILLICS,
poor cash-flow position of the demand organization and/or service providers;
sudden increase in non-discretionary costs;

financial failure of an appointed service provider;

absence of benchmarks of cost and quality against which to measure value, performance and

subsequent improvement;

lack of education, training and continuing professional development (CPD) in FM.
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Opportunities that arise from proactive risk management can mirror threats but also exist
independently, for example:

— enhancing organizational capability;
— thorough assessment of user needs and the requirements for facility services;
— clear relationships between internal departments and among service providers;

— proper separation of duties between procurement personnel and internal departments or service
providers;

— novel cdnditions of contract for the provision of facility Services;

— modified roles, responsibilities and accountabilities;

— targets for effective teamwork;

— incentivization through explicit rewards;

— shared pwnership of outcomes;

— balanced allocation of risk and reward;

— proactiye response to users;

— clear and transparent lines of communication;

— awarengss of market conditions and requirements;

— health, $afety, security and environmental requiremenits embedded into FM policies;
— due diligence in the monitoring and review of contract performance;
— realisti¢ cash-flow forecasting and budgeting;

— collatiop of cost and quality benchmarks against which to measure value, performance and
subseqyent improvements.
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