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What is Facility Management?

A complex, interdisciplinary profession requiring a
broad base of:

* Technical skills
People skills
Financial skills
Business knowledge
Work experience

What is Facility Management? Facility
Management, commonly abbreviated as FM, is a
complex, interdisciplinary profession requiring a
broad base of knowledge and experience.
Although many consider it a fairly new business
and discipline, it has been practiced for many
years.
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Current IFMA Definition of Facility
Management

Facility management is a profession that
encompasses multiple disciplines to ensure
functionality of the built environment by integrating
people, place, process and technology.




Facility Management:

A Practical Introduction

Before Facility Management

There was a time when facilities were simplistic and
physical assets required less organized management.

* Business equipment was simple.
* AT&T was the main telephone provider.

» Organizations had typewriters, copy machines, big
main frame computers, less complex HVAC, simple
loose office furniture, file cabinets, lots of paper.

» There were no computers or printers, no Internet, no
online banking, no decentralized or centralized
computer databases, no texting, emails,
teleconferencing, voice mail or hand held PDAs.
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Creation of the Action Office

In 1960 Herman Miller created the Herman
Miller Research Corporation under direction of
Robert Propst.

Mission was to solve problems related to
furniture, but not the furniture itself.

First project was an evaluation of the “office” and
how it evolved.

Anthropologists, mathematicians, psychologists
and other scientists were consulted.
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Robert Propst

Herman Miller Research
Corp.

Ann Arbor, Michigan USA
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Findings

Office had evolved dramatically in the 20th
Century and into the 1960s.

Large volumes of information were being
processed.

Observed ways people worked, how information
travels, and how office layout affects
performance.

Researchers worked closely with academia,
such as the University of Michigan and Michigan
State University

10
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Herman Miller’'s Action Office

Action Office | introduced in 1964, followed by
Action Office Il series.

Action Office Il introduced concept of flexible,
semi-enclosed workspace, now known as the
“cubicle.”

Action Office Il was an influential design in the
history of contract furnishings and other furniture
manufacturers soon rolled out their own versions
of the concept.

11
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The Facility Management Evolution
Began

In 1970, two important events paved the
evolutionary path of facility management:

1.The use of independent, freestanding dividing
screens in the office environment gradually faded in
favor of today's sophisticated systems furniture,
commonly known as cubicles.

2.The introduction of technology into the workplace.

12

The workplace was evolving and changes were
taking place at every level. From an environment
dominated by private offices to the beginning of
transition to workstations, to technological
advances that were affecting how work was
accomplished, the workplace and how it was
managed was in a state of flux. More customers
began to require more support for the new ways
of doing business. The professional responsible
for managing facilities often were faced with
perplexing task and had nowhere to turn for
information and guidance. During this time there
was no definition of facility management or
recognition of facility management as a
profession.
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Facility Management Began to Organize

In 1978, Herman Miller Research Corp. hosted
the conference “Facility Influence on
Productivity,” in Ann Arbor, Michigan, U.S. and
The Facility Management Institute (FMI) was
formed.

In 1980, the National Facility Management
Association (NFMA) was organized in the U.S.,
largely from the Herman Miller Action Office user
group. FMI provided first NFMA staff.

13

Facility Management Began to Organize. At the time
'facility managers' were members of other associations,
but those groups could not supply the information
needed to manage the offices of the future. The first
step toward the formation of a more specialized
organization occurred in December 1978 when Herman
Miller Research Co. hosted a conference 'Facility
Influence on Productivity', in Ann Arbor, Michigan. At
this conference the three founders of the National
Facility Management Association (NFMA), George
Graves, Charles Hitch and David Armstrong, voiced a
need for an organization comprised of facility
professionals from private industry. The Facility
Management Institute (FMI) was formed. In May 1980,
George Graves hosted a meeting in Houston to
establish an FM association. NFMA was born.
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Facility Management Continued to
Organize

In 1982, facility managers from Canada became
members of NFMA and the name was changed
to International Facility Management Association
(IFMA).

International Facility Management Associati

o
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In 1982, FMI Introduced the Idea of FM
Integrating Functions

18

In 1982 David Armstrong, one of the founders of
the Facility Management Institute (FMI), wrote his
famous article describing the core value of FM:
integrating people, process and place. It was
in 1984 in the “IFMA Research Report #1” that the
use of the 'People, Process and Place' model
became well-known. Facility management has
now been practiced for many years, ensuring
functionality of the built environment by integrating
people, place, process and technology.
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In 1982, the United States Library of
Congress defined “Facility Management” as:

The practice of coordinating the physical
workplace with the people and work of the
organization; it integrates the principles of
business administration, architecture, and the
behavioral and engineering sciences.

19
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In 1986, IFMA Released First Official
Statement on Facility Management

Facility Management is a distinct management
function and involves a well defined and
consistent set of responsibilities. Simply stated,
it is the management of one of an organization’s
vital assets — its facilities.

20

IFMA released it’s first official statement on facility
management in 1986, led by then president Art Hahn
and the IFMA Board of Directors. The statement is
intended to clarify IFMA’s position on facility
management and service as a guideline for cooperative
program development between IFMA and other
interested groups.

Facility management combines proven management
practices with the most current technical knowledge to
provide humane and effective work environments. Itis
the business practice of planning, providing and
managing productive work environments. Guiding
concepts are quality of life and cost effectiveness. In
most cases, facility managers are generalists who
manage a variety of specialists. The specialists may be
either consultants or in-house staff.

20
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In 1986, IFMA Official Statement on FM
defines Nine Related Job Responsibilities
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The IFMA Official Statement on FM continued to define nine FM related job
responsibilities of which would eventually lead to building a body of knowledge
for certification. The official statement continued:

Facility managers have a wide range of job responsibilities commonly grouped
in nine functional areas. Most facility managers, between 80 and 95%, are
responsible for the following functions in some combination or frequency:

1.Long-range facility planning.

2.Annual facility planning (tactical planning)
3.Facility financial forecasting and management
4.Real estate acquisition and/or disposal

5.Interior space planning, work specifications, and installation and space
management

6.Architectural and engineering planning and design
7.New construction and/or renovation work.
8.Maintenance and operations maintenance of the physical plant

9.Telecommunications integration, security, and general administrative services
(food services, records management, reprographics, transportation, mail
services, etc.)

Graphic by Ed Rondeau.
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In 1991, IFMA Defines Competencies
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In 1988, the IFMA House of Delegates created an education
subcommittee to investigate if a certification program was a feasible
project for IFMA. In 1991 a detailed job analysis was conducted that
led to eight competencies being defined as areas a facility practitioner
needed to be experienced in order to earn IFMA’s certification. These
original competencies were communication, finance, human and
environmental factors, facility function (later to be renamed leadership
and management), operations and maintenance, real estate, planning
and project management and quality assessment and innovation.
Technology was added as the ninth competency in 2004. It was
decided that entry level facility managers would not be eligible for the
exam, as recipients would have to demonstrate both knowledge and
experience.

By 1992, the first group of qualified facility professionals took the pilot
Certified Facility Manager (CFM) equivalency program. Later that year
the first equivalency exam was given which consisted of a lengthy
guestionnaire which took most more than 40 hours to complete. By
January 1993, the first CFM exam was given in Houston followed by
the first exam in August 1993.

22
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In 2009, IFMA Redefines Competencies

New

23

In 2009 a new global job task analysis defined 11 core competencies.
e Most comprehensive study done since IFMA’s original JTA

* The first truly global survey & analysis

e Survey includes responses from FMs in 62 countries

Results of the JTA:

* Due to their increasing importance, two new competency areas have been separated from
Human and Environmental Factors:

« Emergency Preparedness and Business Continuity

* Environmental Stewardship and Sustainability

Going forward:

11 competency areas

Communication % communication plan and processes for both internal and external
stakeholders.

Emergency Preparedness and Business Continuity ¥ emergency and risk management
plans, procedures.

*Environmental Stewardship and Sustainability ¥ sustainable management of built and
natural environments.

*Finance and Business % strategic plans, budgets, financial analyses, procurement
*Human Factors % healthful and safe environment, security, FM employee development.
eLeadership and Strategy % strategic planning; organize, staff and lead facility organization
*Operations and Maintenance % building operations and maintenance, occupant services.
*Project Management %, oversight and management of all projects and related contracts
*Quality ¥ best practices, process improvements, audits and measurements

*Real Estate and Property Management % real estate planning, acquisition, disposition.
*Technology % facility management technology, workplace management systems.

23
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History of FM Outside of North America

In 1986, the Association of Facilities
Management (AFM), now the British Institute of
Facility Management (BIFM), was founded in the
United Kingdom.

In 1987, the Japan Facility Management
Promotion Association (JFMA) was established.

Today there are 26 national facility management
organizations plus IFMA.

24

Around the world the FM profession became
visible in mid 1980s: especially in the U.K. and
Europe in 1983, and in Japan in 1985. The 14 FM
organizations are a mixture of international and
country specific organizations.
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History of FM Outside of North America

There is a general and broad understanding of FM
in:

* North America

* Europe

Australia/New Zealand
Most of Asia

Parts of Africa

Latin America

25

FM in various countries has grown and matured
where FM professionals and FM vendors have
brought their thoughts and practices together
based on their requirements, laws, culture and
their understanding of the FM profession. FM
certification has also become more available in
many countries.

25
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The Importance of FM

FM'’s value to the organization is supporting
organization leaders in making timely and sound
facility decisions.

26

The complexity of business requirements resulted
In the increased need for both management and
integration, both in the financial and activity
aspects of the requests for capital and operating
projects and their associated expenses. The FM’s
knowledge of the operations requirements allows
him or her to support upper management in
making these important decisions.
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The Importance of FM

Over time facility management has become more
strategic in the eyes of senior management.

* From staff person == to a strategic partner.

* FMs have become key advisors to senior
management in supporting growth or shrinkage of
facilities and services.

* FMs now have business knowledge and access
to specialized training.

27
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The Importance of FM

Vertical Process — Silo Activities

Previously, building
management functions
and services were
provided in silos of
support to in-house
customers.

Corporate Real Estate
Facility Management
Human Resources
Information Technology

Telecommunications

Finance/ Strategic Planning
Customer Operations

28
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The Importance of FM

Vertical Process — Silo Activities

The FM has the unique
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The Importance of FM

FM saves organizational funds, time, staff and
physical resources.

FM provides quality and timely, integrated
services to their customers.

30

Vertical Processes
(within functional
areas) Detailed
analysis of each
functional area, with
the intent of
identifying best
practices in facility
management and
strategies that can
be applied to
improve
performance and
reduce cost

Horizontal Processes
(between functional
areas) ldentification of
opportunities for
consolidation and/or
integration of
personnel, processes,
materials, etc. between
functional areas

Integrating Functions
(combining support
functions)  Evaluation
of management
systems and other
processes that apply
to all functional areas
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The Impact of FM

Facility use, size, and ownership affect how FM
Is practiced

e Leased vs. owned
* Public vs. private
* Centralized vs. decentralized

31

For some organizations, FM is a centralized
function while in other organizations it is a
decentralized function where each business unit is
responsible for their FM requirements.

The necessity of having different requirements,
procedures and services for different types of
facilities is one reason that there is a great deal of
diversity in the practice areas of the profession
their of their customers.
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Impact of FM

Facilities are typically the second largest and
most expensive asset of an organization.

32

What is the largest and most expensive asset? It
IS the people.
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Impact of FM — Three Major Ways

Well managed facilities can help attract and
retain employees.

FMs have become key leaders to design and
management of organizational facilities.

FMs have more strategic and financial
responsibilities .

34

Three major ways FM can have an impact.

Well managed facilities can also contribute to less
stress on those employees, less absenteeism,
and lower health care costs. The FM’s role as a
leader changed as the work environment has
become more complex. FM’'s have become part
of the whole leadership team.
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Impact of FM on Customers

FMs are focused on improving the delivery of
customer-centric services

FMs are aware of the environment inside and
outside the building

Measuring customer requirements and
satisfaction levels is important

35

Customer relationships are very important. An FM
job requirement is having the skills to “listen” to
the customer. The job requires people skills.
Awareness of building both inside and out helps to
protect the customer and company from harm.
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Evolution of the Role of the FM Leader

Complex office technology drove greater need
for FM services.

The FM role became more relevant to the
success of the organization.

36

During the 50’s, 60’s & 70’s the facility
environment grew to require increasingly more
technical and operational expertise. The FM and
staff began to focus on the strategic aspects of
services as the customer’s requirements
expanded.
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Evolution of the Role of the FM Leader

In the early 1980s, FMs began setting a tone of
leadership in the work environment.

FMs became communicators, spanning the
boundaries between the technical aspects of the
work and the business requirements of the
organization.

37
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Evolution of the Role of the FM Leader

FMs must lead, guide and mentor members of
the FM work group.

FMs now responsible for developing trust with
senior management, staff and clients.

38

Leadership of the FM department is a critical skill.
It is important to understand and demonstrate the
ability to lead others. The goal is to listen and
provide excellent service within the given
environment and available resources.
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Evolution of Technology and Economics

Automation has impacted the FM and staff

» Before automation, FMs utilized hardcopy documents,
snail mail, land line phones and storage files to store
information.

* Automation has increased space requirements,
HVAC, electrical requirements and communications.
Also, has reduced the use of paper and allows fast
and easy electronic searching capabilities for
documents or files.

» Automation has resulted in improving the speed of
communication to all stakeholders.

39

Before automation, FMs relied on paper documents, financial ledgers, land
line phones, snail mail, and using file cabinets to store information. Sharing
information between the FM, other organizational departments, and vendors
was a time consuming process, especially ensuring that everyone had the
most recent information.

Increasing use and reliance upon technology including more and more
computers, telecommunications devises, and their support requirements has
increased space requirements, HVAC and electrical requirements, and
communications between the many benefactors to the program.

Today automation provides the FMer opportunity to reduce paper files, use
computer spreadsheets and databases, to use e-mail or the Internet to
receive/send information, and allows for an electronic search for information.
Automation provides an increasing ability to communicate with more speed to
all stakeholders more immediately, to share electronic files more readily, to
receive feedback quickly, to use voice mail, to text, to send e-mails with
attachments, to link to websites, to teleconference, and to be able to report on
all work with less paper and when/as needed.
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Evolution of Technology and Economics

Technology facilitates the use of past results to
compare with future projections.

* FMs have become savvy about technology and
understand the opportunities and limits of
technology to support strategic & tactical operations.

* FMs now have data from new technology tools to
easily measure success or failure for their services
to customers.

* FMs now utilize technology to increase the ability to
use quality measurement in their work.

40

FMs now have become technology savvy and
understand the opportunities and limits that technology
can provide to support their strategic and tactical
operations.

With these tools, FMs have become financially
responsible for larger budgets, capital and operational,
for larger contracts, and for business unit FM
requirements in throughout the U.S. and internationally.
The data that these new tools provides assists the FM in
measuring the success or lack thereof for their services
to their customers. Service level agreements (SLA) and
key performance indicators (KPI) have become major
parts in the relationship between the FM and their
customers.

Technology also facilitates and increases the ability of
the FMs to use quality measurement in their work.
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Evolution of Technology and Economics

FM today is known by its effects on:

» Acquisition

Design

Construction

Maintenance and operation
Support services

41

Continuing significant cost of leased or owned
facilities, materials, manpower, benefits, costs of
capital, taxes and fixed operating costs.

Evolution of the closed office concept to the need,
flexibility and cost efficiency of the open plan/open
office concepit.

Need to manage increasingly complex
telecommunications, computer cabling, power, back-
up power, heating, ventilating and air conditioning,
lighting, life safety, security systems, environmental
and ergonomic requirements.

Need to design and translate higher worker
expectations into productive, pleasant, effective,
ergonomic, safe and cost effective environments with
limited time, space, staff, and funds.
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Evolution of Technology and Economics

Today's FMs must address many technological
and economic changes

» Competitive and economic pressures to reduce or hold
the line on expenditures; increase profits; reduce staff;
and buy-out, merge with or take-over competitors.

* Oversee and manage long-range, regional, national and
international business issues in conjunction with
personnel and facility requirements.

* Provide quality, integrated, in-house services in a timely,
coordinated, cost effective manner based on the
knowledge of the corporate culture and politics.

42

« Competitive and economic pressures to reduce
or hold the line on expenditures, increase
profits, reduce staff, and buy-out, merge with or
take-over of competitors.

* Need to look at and manage long-range,
regional, national and international business
Issues in conjunction with personnel and facility
requirements. To develop an integrated
strategic corporate business and facility plan.

* Requirement to provide quality, integrated, in-
house services in a timely, coordinated, cost
effective manner based on an intimate
knowledge of the corporate culture, and politics
including the level of customer and senior
management service expectations.
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How Does Senior Management View FM?

Senior management addresses facility
management issues in one of three main ways

* Senior management continues to maintain the status
quo.

* When senior management perceives FM change is
necessary, a number of corporations have chosen an
"available" in-house person.

 Senior management now provides strong leadership
toward resolving facility issues and services by identifying
and placing a qualified, knowledgeable and experienced
in-house or outside person in the role of the FM.

43

* Senior management continues to maintain the status quo which
may appear to meet current requirements and is the politically
safe thing to do.

 If senior management perceives or believes facility
management change is necessary, a number of corporations
have often chosen an "available" in-house person. They have
made him or her responsible for solving and managing these
Issues and services with all the responsibility and little or no the
authority, regardless of their training or experience.

* Today, knowledgeable and experienced senior managers, in
many other corporations, are providing strong leadership by
making substantial commitments toward resolving and
managing these facility issues and services by identifying and
placing a qualified, knowledgeable and experienced in-house or
outside person in the role of the FM with better trained staff with
the responsibility and authority to carry out his or her mission.
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How Does Senior Management View FM?

The FM professional has become a strategist, a
generalist, a specialist, a leader, a boundary
spanner and a manager at the same time or
over the course of a career in the field.




Becoming a FM Professional

and from different backgrounds

Architect

Engineer
Interior Design

Public Relations
Real Estate
Construction
Manufacturing

Vendor

Finance/Accting

People enter the FM profession in different ways

Marketing

Business Admin_

Research

Office Services

Operations
Purchasing
Quiality

Maintenance Vendor
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Architect, Engineer, Interior Design, Public
Relations, Real Estate, Construction, Research,
Research Scientist, Business Administration,
Marketing, Office Services, IT, Purchasing,

Quality,

Manufacturing, Operations, Vendor in one or more
of the above, Finance/Accounting and

Maintenance vendor.
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Becoming an FM Professional

First FM degree program in the U.S. started at
Cornell University in 1980.

FMs often “fell into the job.”

A number of colleges and universities around
the world now offer FM degree programs.

The IFMA Accredited Degree Program has
recognized programs in North America, Europe
and Asia/Oceania which meet established
standards in facility management education.

46

Until the last 10 years or so, most FMs “fell into
the job.” Now a number of colleges and
universities around the world offer FM degree
programs. The IFMA Accredited Degree Program
has recognized programs in North America,
Europe and Asia/Oceania which meet established
standards in facility management education.
There are still many people who still "fall into the
job" especially in businesses where senior
management has not recognized the complexity
of the FM work and experience needed...more of
a sink or swim attitude is still out there.
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IFMA Credentials
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Many changes have occurred in the profession
during the years since the CFM was piloted. An
International Credentialing Committee (ICC) was
founded for development and oversight of policies
& procedures and strategic oversight of the
credential. The Facility Management
Professional ™(FMP) was created in 2004 for new

and transitioning FM professional and industry
suppliers. A specialty credential in sustainability
called the Sustainability Facility Professional
(SFP) was created in 2011.

Well over 6,000 people have earned one or more
of the IFMA certifications or designations
worldwide.
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