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Foreword

[SO (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 procedures used to develop this document and those intended for its further maintenance are described
in the ISO/IEC Directives, Part 1. In particular, the different approval criteria needed for the different types
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Introduction

Facility management (FM) directly involves or impacts a signification portion of the world’s total workforce,
indicating that improving FM can have a significant impact on how demand organizations function
worldwide. As a result, effective FM performance measurement and management is essential within the
FM profession to ensure FM professionals and their organizations understand and meet the objectives of
demand organizations. While there is a large body of existing efforts to provide meaningful performance
measures that align with demand organization objectives and business practices, there does not seem to be
a clear and consistent approach across the FM industry.

This document provides a summary of existing research, methodologies and performance indicators,

and cred

managerpent needs.

This document builds on previous efforts completed by ISO/TC 267 regarding performancelmeas
improvement. The underlying strategy is threefold and designed to provide efficient progress t
well-orgganized collection of work outputs:

a) expl
acro
base

b) mo
bro
requ

c) creaking a long-range approach that can be adjusted and enthanced as circumstances dictate,

fori

TeS a patit forward for standard devetopIment WiiCiT addresses Perforance Measure

bring a broad understanding of the current state of FM performance measures and impr
5s all demand organizations with an anticipated greater interest and ‘engagement from
d perspective;

der framework (allowing greater participation and a work output focused on meeting
irements);

mproved life cycle management of the work output products.

ent and

ures and

wards a

ovement
a broad-

larizing work output development into smaller, more focuséd initiatives that are part of the

specific

allowing
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Facility management — Existing performance management in
facility management organizations — State of the industry

. Hrderstandins-efexistinspe mrance-eastresa-tactity-management
ds of both:

— the demand organization;

— the M organization across the breadth of public and private sector organizations, profit and not for profit.

2 Normative references

The following documents are referred to in the text in such a way that somei-dll of their content copstitutes
requirements of this document. For dated references, only the edition cited-applies. For undated references,
the lates} edition of the referenced document (including any amendments) applies.

ISO 410111, Facility management — Vocabulary

3 Terms and definitions
For the gurposes of this document, the terms and definitions given in ISO 41011 apply.
ISO and JEC maintain terminology databases for use in standardization at the following addresses:

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

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

4 Context

4.1 History

Since its|beginning in.1980s, as studies related to the history of FM show, the profession has evolvdd from a
function|with respensibility for dealing only with “hardware,” such as buildings, furniture and equipment,
to a profpssional discipline concerned with “software,” looking at people, processes, data, environnLlent, and
health and safety:

For somg, EM'went from being the custodial function of a building superintendent/janitor concerned largely
with operatromat issues of Taiterrarce; Tlearing and terrart Secur ity toa moTe Tomplex otre; witeTe the cost
of its management and operation has led to the need for tactical and strategic functions.

This has raised the profile of the discipline along with other support functions such as human resources
management and information technology.[22]

Demand organizations range from private sector entities with a financial performance focus to public sector
and federal government organizations whose primary objectives are often not financially driven. Similarly,
profit versus not for profit influences the selection of the demand organization’s performance indicators and,
in many instances, FM organizations become nested with supporting roles between a demand organization
and a third-party service provider delivering some or all of the FM activities to the demand organization.
These entities typically have different objectives.

© IS0 2024 - All rights reserved
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How different countries with dissimilar social-economic milestones adopt FM must also be considered.
The research by Lindholm and LeviinenllZ] reveals how the diverse approaches adopted by societies in
cultivating leadership and organizational growth are directly influenced by societies and social, economic
and historical progress. Every country has its own culture, type of organization and leadership, resulting
in different levels of FM at different stages of development. Due to these differences in leadership and
organizational structure, it is logical that the demands set for facility professionals differ and the quality
realized is valued differently. Differences in FM leadership and organizational structure also impact the way
in which FM is performed, measured and managed.

Historically, performance management and measurement has mainly focused on outcomes, utilizing available
information to establish a quantifiable indicator, and then measuring whether the desired performance
was achieved in the context of the performance measurement. More recently, performance management
has expanded within FM organizations to incorporate forward-looking performance management fthat also
incorporjates measurements assessing an organization’s ability to identify and adapt to future requjrements
versus hjstorical performance.

Performance measurement is important because it provides the basis for an organization to asgess how
well it is|progressing towards its predetermined objectives, to identify areas of strerigths and wedknesses,
and to decide on future initiatives, while aiming to improve organizational perforthance.l2] The |function
of perfomance measurement is to generate a class of information that will betiseful in a wide vlariety of
problem} and situations. It focuses on the means and results (ends) or processes and outcomes arnd can be
described in terms of practices and metrics. Performance measurement includes:

— enhdncing improvements;

— adopting a long-term perspective;

— morg precise communication;

— allodating resources to the most attractive improvemet activities;

— an effective and efficient planning, control and eyaluation system;

— motjvating individuals and encouraging the correct organizational behaviour;

— supporting management initiatives and @managing change.

Organizations can use performance meastures to:

— iden}ify success;

— idenfify whether they aremeeting customer requirements;

— undg¢rstand their processes (to confirm what they know or reveal what they do not know);
— idenfify where ptoblems, bottlenecks and waste exist, and where improvements are necessary
— ensyre that decisions are based on facts, and not supposition, emotion or intuition;

— show ifthe improvements planned actually happened.

A performance measurement system can be defined as a complete set of performance measures and
indicators derived in a consistent manner according to a forward set of rules or guidelines. It is a means of
monitoring and maintaining organizational control, i.e. the process of ensuring that an organization pursues
strategies that lead to the achievement of overall goals and objectives. Performance measures can be used to
force an organization to focus on the right issues.

To reduce the complexity of performance measurement, a wide range of measurements must be arranged or
categorized. Representing the cause-and-effect relationship of an organization’s strategy has shown to be
helpful to categorizing a huge number of measurements in connection to core business and surroundings.
(12] On the other hand, the overview of key performance indicators (KPIs) can be useful to organizations in
different contexts and on different levels: operational, tactical and strategic.

© IS0 2024 - All rights reserved
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The measurements can provide performance management information that affects positive change in
organizational culture, systems and process. The shift from performance measurement to performance
management is accomplished by helping to set the agreed-upon performance goals, and allocating and
prioritizing an organization’s resources.

Many authors have reflected on general performance measurement and performance criteria, i.e. different
aspects or areas of performance, and tried to link and categorize performance to concepts such as quality,
effectiveness, efficiency, productivity, innovation, profitability/budgeting and others.

Performance management programmes provide feedback based on specifics rather than generalizations and
are based on specific objectives derived from the desired outcome of performance measurement results.[2]

4.2 Impact of FM on the world

The sign

ficance of FM’s impact on global gross domestic product (GDP) suggests that improved-perf

managerpnent and measurement can directly contribute to global economic productivity w

quantita
that are

directly or indirectly the beneficiaries of improved performance with cleagly quantifiable|

across aT 17 of the United Nations (UN) Sustainable Development Goals (SDGs).[L1}

Enhanci
demand

g FM performance measurement and management represents a clearopportunity to both
prganization objectives and complement global economic performance and established suj

developrhent goals.

4.3 State of the industry

This doq

source documents. While common thinking exists across maily of the documents, the reviewed |

is incons

managerpent with varying methodologies and performance metrics.

Accordir]g to the literature, performance measurement has been developed in two phases.l16l In
phase (Which went on until the 1980s), performance measurement primarily focused on financial

Since th
limitatio|
local opt]

Eleven r
of the m
summar

44 In

s, including the encouragement of-short-term thinking, lack of a strategic focus and ing
imization.

epresentative examples were selected from the overarching reference list which repress
ethods or frameworks presented for analysis and definition of performance indicators.
zed in Annex A.

dustry survey

In a suryey conducted in the preparation of this document, there were several findings that prov
context for the opportunities and recommendations.

Here are

somerthighlights from the survey:

ormance
ith both

Live and qualitative benefits. This applies to practitioners, demand organizations and ingdlividuals

benefits

support
ttainable

ument discusses performance measurement and mahagement based on a review of ¢ver 150

terature

istent in its use of terminology, and approaches thé“development of performance measurement and

the first
criteria.

e late 1980s, the second phase revealed that the traditional performance measures had severe

ufficient

Ent some
[hey are

de more

AL Fal | 1 1 . £ - 1 |l . 1
- Ol’lly U 70 OI LIIC IUDPUIIUU“LD dl' T ITICdSUIrcad Ublllg pUl 10T IIIAdIICE TTIUICALOTS. TIINS 1S d IOW T1Ul

likel

y reflects the misuse or the non-use of performance measurements in FM.

\ber and

— Only 56 % of those respondents are measured based on demand organization’s measures/objectives,
which possibly reflects a lack of connecting the FM strategy with the organizational strategy.

— While 85 % say they differentiate between KPIs and other indicators, several other responses suggest
that the difference is understood, and the respondents are correctly differentiating between them.

— 70 % use a standard or reference to develop performance measurements (i.e. ISO, IFMA, ISSA, LEED,
etc.). However, the references are more related to benchmarking than performance requirements for

© IS0 2024 - All rights reserved
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the specific demand organization’s objectives, possibly indicating a disconnect between practice and the
theory identified in the above references.

The number of measurements ranged from a total of 8 to 65. This is avery wide variation of measurements
which possibly indicates a lack of consistency in application and use of measurements, such as the
difference between KPIs and non-KPIs.

Very few respondents indicated that they have a resource assigned to analysing performance data. This
suggests that even when FM organizations measure results, there is not necessarily consistent and
widespread management of the results to improve performance.

Chalenges

Reliable,|quantitative empirical data to inform business strategies and measure organizational-performance
are still §carce. One reason for this lack of data and problematic interpretations of cause-effectrelationships
is the brpad scope of FM. This makes it difficult to trace and measure the impact of particular §M input.

Clear standard performance indicators are in their infancy.[12

Additionplly, the FM practice, and broader industry application of performance meastrementand manpgement,
appears |nconsistent in its methodology, terms, definitions and application of stafidardized concepts.[[ndustry
research| and existing technical publications indicate a strong need for a clear)and consistent performance
terminolpgy that creates a foundation for a performance managementframework and an agsociated

development methodology that incorporates historical current, and futuré.indicators for FM.

Existing| performance measurement and management framewofks and publications provide p strong
reference set of methodologies and structures but lack a consistént set of terms with associated degfinitions
and a gulidance document capable of supporting the FM organization in the development of a performance

managerpent framework suited to their demand organization:

Individupl methods appear appropriate to subsets of the FM organization, but none is ideally suited to meet
all the requirements of FM organizations across the spectrum of demand organizations and few, if anjy, create
a management framework capable of addressing historical, current and future performance marflagement

requirements.

A numbdr of opportunities exist to develop.an integrated framework for FM performance measureinent and

managerpent capable of addressing the identified gaps. These include the following:

Terminology related to performance measurement and management is not consistently applied ¢r clearly
und¢rstood when applied (e/g.:the use of the term “KPI” to describe any performance measures,(whether
key or not).

The |difference between’ types of FM delivery organizations and the relationship to the|demand
organization mustbe-addressed (e.g. FM departments within a demand organization, outsoyrced FM
proyiders delivefing to demand organizations).

The pption towequire tests to define which KPIs are being preferred in practice, why and by whom, and
how|the selection and priorities are linked to organizational characteristics and the external context.

In ondér to make effective use of its performance measurement outcomes, an organization mugt be able
to make the transition from measurement to management.[2]

Indexes are valid for consideration and inclusion with the necessary context, in addition to other
measures. Usage, validity, accuracy and context of some index-related measures are important to include.

A consideration of the illustrations for guidance on approach.

A consideration of the metric itself to be included. More importantly, a consideration of the format as a
template to propose in the standard for laying out the measures.

The fundamental principle of the balanced scorecard (BSC), i.e. that performance is evaluated against
the organization’s strategic objectives, applies specifically to FM. BSC scores based on management’s

© IS0 2024 - All rights reserved
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opinion on a ranking scale can lead to potential bias if based solely on management’s opinion. Another
option is to look for independent quantitative and qualitative indicators of facility performance that have
an open-ended range that allows for objective and reliable performance assessment.[2]

The relationship between core and non-core business, in the context of real estate management and FM,
is not well understood.[17]

Tangible and intangible assets are important to the successful support of the core business, which calls
for a broader view of real estate’s contribution to the firm. Not only direct facility costs, but indirect
costs and contribution to the long-term success of the core business must be identified and measured.[17]

The absence of some form of objective measurement using leading indicators as well as financial

2 ffa Qo oaa a

outc
stra

Furt
the ¢

Char
dim¢
purd

Fran
situd

Typé

definpitions of what constitutes a KPI versus a non-KPI, how.many are appropriate and similar st

Lagg
Perf

macknacatixvalirof o th mararican of Sl o ot ramarata waol actora oo
ITIICO llbs(«lLlVbl)’ dAIICCT Lo LIIv \/UllllJul ITOUIT Ul dItCTIIIdlIve CLUIL PUI dll 1Cdr Loltdalue lllﬂllus\/lllbll

egies and, generally, leaves corporations unaware about what they are achieving.[17]

hermore, a broader, more coherent assessment of the ability of best practice facilities to add
ore business is missing.[17]

acterization of various value dimensions helps to differentiate between“several FM
ensions of benefits and costs (e.g. core benefits, add-on benefits, acquisition costs, operatid
hase price).

heworks can vary depending on market settings, type of relationship, industry sector,
Ition, etc.

hince measurements that appear to require more refinementinclude the following:

ing/leading measures and their use for continugus improvement.

brmance measurement differences by type gf organization (government, not for profit, for

(CREM)

value to

-specific
ns costs,

specific

s of measurement and related methods to measure failuxeor non-performance with clear supporting

andards.

brofit) or

level within the organization.

Standard or consistent process that applies to all demand organizations to facilitate the dev¢lopment

and management of a performance fratmework for FM services.

Standardized processes for determining the types of measurements that can be suited to supporting

perfprmance management and-measurement aligned to the business objectives of the|demand

organization and which canvary depending on the demand organization.

Manpging data and analysis, including what data are required for perspectives and dtructure

meapurement. In perspectives, a consideration of:

— the differentperspectives of FM (e.g. viewpoints depending on the role);

— Whetherthe process to measure performance is the same structure measurement (e.g. whatfdata are
Fequired).

Cleaf direction and standards identifying what needs to be measured or managed for performdnce.

Several primary characteristics emerged that can be useful for characterizing demand organizations, their
organizational objectives and, as a result, their performance management and measurement focus areas.
Figure 1 generalizes some of the differentiating characteristics identified through the technical research.

© IS0 2024 - All rights reserved
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Market segment Profit vs non-profit

Owner vs service
organization

Some pe
service)
shift acr

Figure 1 — Demand organization characteristics (19(1/

rformance metrics are binary such as compliance, whereas others are either@‘z\lntitative
or qualitative (customer satisfaction), and the emphasis on those perform&ﬁ\se measures
bss various demand organization segments. Q‘

A standardized methodology that supports the FM organization in developin \:omprehensive perf
manager
identifie

6

Opy

Today, n
world. I
manager|

While FI
is clear {
of appro
defence

align the

hent framework appropriate to its demand organization needs a@ique characteristics
1 as part of the technical research and represents a significant 8@ rtunity to enhance FM

&
jortunities QQ
N\

any authors recognize that FM is an emerging discipline that is gaining recognition ar
remains strong and consistently increases Whe day in today’s service-oriented
nent. B\

1 performance measurement and manag &nt has existed in various forms for over 50
hat there is a need for a management em with a standardized approach to the idenf
priate measures and management, able to all demand organizations (from public ta
fo recreational). FM can improv @‘ performance of the demand organization’s investr
life cycle of those facilities to t mand organization’s requirements.

.

The revilew of existing body of a mic and technical work has identified several key elemg
would sy
populati

bstantially improve the fierformance of demand organizations, FM organizations and the
bn that regularly int<38 s with those facilities. They include the following:

Standardized termino@y and nomenclature that provides consistency for the use of perf]

mea
lagg

A fo

aligning

dem|

surement and agement terms to include KPIs, performance indicators, metrics, lea
ng indicato d future/forecasting indicators.

‘mal v@gw process capable of identifying the demand organization’s primary object
organization’s performance measurement and management within the conte

b (cost of
can also

prmance
was not
delivery.

bund the
business

years, it
ification

private,
nhent and

ents that
broader

prmance
ling and

ives and
xt of the

an%d(Q ganization, see Figure 2.

A st

ructured library ol KFIs, periormance mmdicators and metrics with recommendations Ior

units of

measure (qualitative or quantitative) and appropriate application of the performance measure (e.g.
availability of the equipment, system or facility and how the performance is captured).

Industry-specific frameworks and guiding templates that utilize the terminology, workflow process and
structured library to facilitate the FM organization’s development and implementation of appropriate
performance measurement and management frameworks.

A continuous improvement process for testing the sensitivity and value of the performance measurement
and management framework for the demand organization over time that refines and enhances the
performance of the FM organization.
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Key performance indicatA

. o o ‘g, .
client organization (KPI &2
8 (KPD NG /\
~ ”

~ FM - Key performance indicators
FM - organization (FM-KPI)

—_— FM-Indicators

NOTE Source: EN 15221-3:2011.

Figure 2 — KPI organization

Figure 3 represents a visual representation of the key elements of pérformance measuren

lent and
managerpent standards which are required to develop a comprehensive approach across the range of FM
and dempnd organizations identified.

Figure 3 — Key elements of performance measurement

Standards for each of these elements have the potential to be developed for individual demand organization
segments (e.g. public versus private) or holistically across all demand organization types.

Each of these elements is essential to an effective FM performance measurement and management system.
Elements of the five areas exist in academic and technical research, but an integrated approach suited to

the requirements of FM is an opportunity with the potential to influence the economic, environmental and
social performance of facilities for all demand organizations.
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Annex A
(informative)

State of the industry highlights

A.1 Seven performance criteria

NOTE

Sink and
different]
criteria,

Effe
is ex]

Effid
actu

Qua
Six @
syst

Prod
Qua
Inno

Prof]

See Reference [28].

Tuttlel28] indicate that the performance of an organization has a complex interrelatienship
perspectives of performance criteria. They identify the following interrelated seven perf

see Figure A.1:

‘tiveness, “doing the right things, at the right time, with the right quality”: inpractice, effe
pressed as a ratio of actual output to expected output.

iency, “doing things right”, defined as a ratio of resources expected_ to be consumed to r
hlly consumed.

ity: since qualityis an extremely wide concept, to make the term more tangible, quality is me
heckpoints: upstream systems, inputs, transformation value-adding process, outputs, dow
bms and quality management process.

uctivity, the traditional ratio of output to input.
ity of life, an essential contribution to a system which performs well.
vation, a key element in sustaining and improving performance.

itability/budget ability, representing the ultimate goal for any organization.

3. Quality

l l l l l
C)\J

Upstream O * Input Transformation Gutput Downstream
system 5

process system

J 1. Effectiveness
6. Innovation
2. Efficiency

5. Quality of worklife

between
ormance

tiveness

gsources

hsured at
nstream

NOTE

L 4. Productivity

7. Profitability/
budgetability

Source: Reference [28].

Figure A.1 — Interrelationship between seven performance criteria
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A.2 Performance measurement matrix
NOTE See Reference [15].

Keegan et al.l13] have developed a balanced performance measurement matrix that integrates four different
classes of business performance: cost, non-cost, internal and external. This matrix is a simple and flexible
framework capable of accommodating any measure of performance.[3!

According to Bourne et al.[3], the strength of the performance measurement matrix is that it seeks to
integrate different classes of business performance.

Non-cost Cost

- Nos. repeat buyers

= : - Competitive cost position
£ - Nos. customer complaints

8 - Relative R&D expenditure
% - Market share

[£4]

= - Design cycle time - Design cost

?, - Percent on time delivery - Materiak cost

L

RS - Nos. new products - Manufacturing cost

NOTE Source: Reference [15].

Figure A.2 — Performance measurement matrix

A.3 Pdgrformance pyramid
NOTE See Reference [19].

The performance pyramid by Lyrich ‘and Cross[121{20] establishes a clear relationship between godl setting
and meajsurement, and between.Business strategies and implementation. It also identifies measyrements
at the team level: work teams focus on quality measures, whereas leadership teams focus on pifocess or
strategy|!?], see Figure A,3:

The strgngth of this)framework is that it distinctly ties together the hierarchical view of |business
performyince meastirément with the business process view.[3] Its objectives and related measutes focus
on visiof, busin€sg unit (market, financial), business operation system (customer satisfaction, flexibility,
product;l:lity), department and work centre (quality, delivery, cycle time, waste), and operations.

© IS0 2024 - All rights reserved
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One of the most well-known performance measurement frameworks is the BSC developed by Ka
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Corporate
vision
N
\| . . Business
Market Financial units
Objectives Measures
N
v Business
Cqstom_er Flexibility Productivity operating
satisfaction systems
I Deli le ti Departments and
Quality elivery Cycle time Waste work centres
Operations
External Internal
effectiveness effectiveness

Source: Reference [19].

Figure A.3 — Performance pyramid

See Reference [13].

plan and

Norton[2}], see Figure A.4. The basic notion of the@BSC is that organizational performance is evalue;lted from

more than simply a financial perspective. It Helps to translate the strategy into actions from the
four pergpectives:

In

fundamgntal queStions:

Fina|

Custiomer: Customer retention;-customer satisfaction and market research.

Inte

Learning and growtli:i-How the organization and its people grow and meet new challenges.

the B

How

Incial: Traditional measures of profitability, revenue and sales growth.

'nal business processes: Processes to meet or exceed customer expectations.

SC, the balanced set of four perspectives of performance measures involves the follow

do4y€ look to our shareholders? (financial perspective)

ollowing

ing four

Ho

1 L - Y
U0 OUIl CUSLUIIICTS SEC Ub? (CUSLUIIICT PCISpeCLivE])

What must we excel at? (internal business processes perspective)

How can we continue to improve and create value? (learning and growth perspective)
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Financial perspective

Goals

y

Customer perspective

Goals Measures

Measures

A
Internal business
perspective

Goals Measures

Goals

NOTE Source: Reference [13].

The intrppduction of new performance measures such as shareholder value, economic profit, ¢

Learning and
growth perspective

Measures

Figure A.4 — Balanced scorecard

ustomer

satisfactjon, internal operations performance, intellectual e¢apital and intangible assets reflected a more
holistic gnd integrated approach, also taking into account benefits.[3]

e main changes from traditional performance mieasurement systems towards modern innovative
Th h f tradit 1 f t t t d d t
performfince measurement systemsl23] are given inFable A.1.

Table A.1 — Trends in development of performance measurement systems

Traditional performarnce
measurement systems

Innovative performance
measurement systems

Based on cost/efficiency

Value-based

Trade-off between performances

Performance compatibility

Profit-oriented

Customer-oriented

Short-term-oxiéntation

Long-term orientation

Prevalence of individual measures

Prevalence of team measures

Prewvalence of functional measures

Prevalence of transversal measures

Comparison with standard

Improvement monitoring

Aim at evaluating

Aim at evaluating and involving

Perform neemeasurement has chanagod fraom cimnlu focucing an tho offoctivenoce and officia
- HeadSHHeehlit—Ha £ + Py~ HecHehlesSsS—aha—eietet

organization to a wider set of criteria.

cy of an

The same trend becomes important in the fields of FM and CREM.[12] Organizations try to manage the
performance of real estate and real-estate-related facilities and services to support organizational
performance and to create a positive added value or to avoid a negative influence on their goals. There is a
need to identify FM- and CREM-related KPIs to focus on benefits (performance) in relation to costs, such as

the resources spent on real estate and other facilities.

A.5 Establishment of KPIs to measure performance

NOTE See Reference [16].
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Performance measurement through the establishment of KPIs helps the senior management team to make
important strategic decisions. It is essential for organizations to describe their performance requirements
in terms of factors that are critical to their successful operation.

KPIs represent a set of measures focusing on those aspects of organizational performance that are the most
critical for the current and future success of the organization. KPIs are used both as indicators of individual
performance and to inform business decisions. Six KPIs of facilities are:

— no loss of business due to building services or systems failure;
— operating costs controlled and within budget;

— proactive reporting and planning carried out;

— low-fost, functional buildings;
— corporate image promoted;

— redyced occupancy cost versus revenue.

A.6 FM value map
NOTE See Reference [12].

In this FM value map, the resources of FM are divided into facilities,technology, FM staff and mangagement.
The resqurces lead to results divided into space, service, knowledge ‘and relations, which leads tg impacts
divided into satisfaction, cost, productivity and risk reduction, which all are related to the core business and
surroundlings. These impacts are of benefit for the stakeholdersat the top divided into owners, customers,
FM stafffand society.

A categojrization was used to analyse the interdependencies between categories. Some categorieg had the
character of being effects while others had the character of being causes or resources. The following three
levels of details were developed, see Figure A.5:

— Thefop level (level 1) did not include any.of the specific parameters but only the overall structyre of FM
dividled into resources, processes and-provisions, with impacts on the core business and surrgundings
proviiding benefits to one or more of'the four target groups: owners, staff, customers, and society.

— The pecond level (level 2) included the parameters for FM resources, processes and provisions gs well as
the impact parameters for the eore business and surroundings.

— The third level (level 3) gives examples of the content of each parameter and for each type of stakeholder.

© IS0 2024 - All rights reserved
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STAKEHOLDERS ‘ Society ‘ ‘ Customers ‘ ‘ Staff ‘ ‘ Owners ‘
IMPACTS Econo- | | Social Spatial | | Environ- Satis- Cost Produc- | |Relia- Adap- Culture
(OUTCOME) mical mental faction tivity bility tation
SURROUNDINGS SURROUNDINGS
PROVISIONS ‘ Basic products ‘ ‘ Additional offerings ‘
(OUTCOME)
1 Space 1 1 Services 1 1 Development 1 1 Relations ‘
PROCESSES (PDCA) ‘ Planning ‘ ‘ Coordinating ‘ ‘ Development ‘ ‘ Relatio‘ﬁi)) ‘
o\
N
RESQURCES ‘ Facilities ‘ ‘ Activities b‘ ‘
(INPUT)
N
Real Estate ‘ ‘ Technology ‘ ‘ People powerr\\ ‘ ‘ Know-how
FACILITIES MANAGEMENT

The FM
distincti
as a star

This dist
specific

costs, purchase price.

The valy
analysin
itis not 4§

The value of FM can be very different, depending on market settings, type of relationship, industy

specific

A.7 Cd
NOTE

De Vries

Figure A.5 — FM value map, generic version, level 1 and level 2

value map provides a very broad and qualitative framework. The value map does not re
bn between strategic, tactical and operational levels-of FM. It does not take the core business
fing point but reflects a resource-based view rather than a market- and customer-related v

inguished characterization of various value-dimensions helps to differentiate between sey
Himensions of benefits and costs, e.g..core benefits, add-on benefits, acquisition costs, of

e map is also fairly static. It éan" be used to create an overview and basic understan|
b and illustrating specific cases, and as a framework for developing strategies for adding
ction oriented.

ituation, etc.

nceptual framework of de Vries

See Reference [26].

flect the
strategy
ew.

eral FM-

erations

ding, for
alue, but

y sector,

perform

hince and tried to trace quantitative values of the effects. The added value of CREM was d

et-al.19 proposed a theoretical model of the impact of real estate interventions on organtzational

fined as

the contribution of real estate interventions to productivity, profitability and competitive advantage, see
Figure A.6. This model shows facilities as one of the five resources of an organization. Its added value can be
measured by a number of performance indicators, taking into account that “performance is in the eye of the
stakeholder” and is affected by the external and internal context.

Research demonstrated both positive and negative effects of real estate interventions on the organizational
performance of academies of applied sciences, caused by real estate influences on production, customer
satisfaction, cost reduction etc. However, it was also concluded that cause-effect relationships were hard to
prove, due to simultaneous changes in organizational characteristics and the external context.
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CONTEXT: Legislation, society, market, demography

L T AT AN T o T T N
ORGANIZATION: Culture / structure / aims and objectives |
|

INPUT PROCESS OUTPUT |
|

Human resources Products |
Technology Services |
Information |
Capital |
RETAIL ESTATE |
. . |

Real Estate intervention Influence |

- |

Maintenance Production Cost |

Functional adjustment Image Risk control |

Reshuffling Flexibility Possibility to finance |

(partial) Renewal New Building Culture I
Innovation |

Satisfaction |

|

| / L | |

|

|

Change in PERFORMANCE I

Productivity Profitability Competitive Advantage I

A.8 Indicators relating to buildingand facilities in four categories

NOTE

Based or

STAKEHOLDERS

Owners Government Employees
Suppliers Clients Neighbours

Figure A.6 — Con¢eptual framework

See Reference [16].

a literature search, Layytet al.[26] presented 35 major indicators relating to building and facilities,

classifietin the following four categories, see Table A.1:

a) Fina
ener

b) Phys
syst
c) Fun
expr|

cial indicators, wiliieh relate to costs and expenditures associated with operation and mairjtenance,
oy, building functions, real estate, plant, etc.

ical indicators, which are associated with the physical shape and conditions of the facility, buildings,
bms andcgmponents.

tional indicators, which are related to the way the facility and the building function and which
ess)building appropriateness through space adequacy, parking, etc. T

d) Survey-based indicators, which are based solely on respondents’ opinion to surveys that are primarily
qualitative in nature.
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