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Facility Management 

• The management of very large and complex 
facilities is not new to some people. 

• Many municipal public works directors, facility 
managers of national or international 
corporations, or collegiate plant 
administrators first managed large facilities in 
the military. 
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• Facility management, commonly abbreviated as 
FM, is a fairly new business and management 
discipline to the private sector. 

• In the public sector, however, it has been 
practiced as post engineering, public works, or 
plant administration for many years. 

• In leased property, the profession is titled 
property management or building operating 
management though most of the required skills 
are the same as those needed in owned property 
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Facility Management 

• Facility Management 

• Facility management is the process by which 
an organization integrates all noncore 
specialist services to achieve strategic 
objectives.  

• It enhances the performance of the 
organization.  

• It is an integration of people, place, process, 
and technology. 
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• The most recent definition of facility 
management is “a profession that 
encompasses multiple disciplines to ensure 
functionality of the built environment by 
integrating people, place, process, and 
technology. 
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• Facility management is mainly applied to 
buildings/properties that are complex in 
nature, including more complex management 
and operation. 

• Facility management is effectively managing 
physical assets of an organization 

• Figure 6.1 illustrates the areas covered under 
facility management 
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Exhibit 1-1 defines facility management in terms of 
commonly performed functions and sub-functions 
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• Every facility manager will be involved in 
managing the first fifteen of those functions 
either as the principal manager or as a major 
supporting manager. 

• General Administrative Services (Function 16) 
tend to be managed by facility managers in 
very small organizations and by FMs, often 
Vice Presidents of Administration, in very large 
organizations. 
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• Calling facility management “asset 
management,” the National Research Council 
(NRC) in its 2008 report on “Core 
Competencies for Federal Facilities Asset 
Management through 2020, lists 
competencies for future managers that are 
highly coincident with those we list in Exhibit 
1-1 

17 



• The facility management function is 
performed by either an in-house facility 
management team or an outsourced team. 

• In both cases, the team members must have 
innovative approach in day-today operations 
to reduce operating costs and adding value to 
the business. 
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• Facility management is gaining increasing 
recognition among large organizations as an 
important factor for business improvement. 

• Effective facilities management, combining 
resources and activities, is vital to the success 
of any organization. 

• Facility management is a relatively new aspect 
in Asia and other developing countries. 
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The Development of Facility 
Management 

• The Building Owners and Managers Association 
(BOMA) and the BOMI Institute have similarly 
organized and served property and building managers. 

• Professionals devoted to real estate acquisition, 
management, and disposal have similarly organized.  

• In general, all of these organizations try to inform and 
educate their membership, provide professional 
designation(s), research their areas of expertise, and 
hold networking events bringing together their 
members and the vendors who service them. 
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Perceptions of the Profession and its 
Professionals 

• Historically managers and their departments have 
been viewed as: 

• Caretakers • Service providers 

• Naysayers • Producers of voluminous policies 

• Advocates for employee welfare and regulations 

• Controllers • Project handlers 

• Employee efficiency multipliers • Major consumers 
of the administrative budget 

• Heavily reliant on the Purchasing Department 
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• The characteristics of a successful facility 
manager in today’s business environment: 

• Business leader 
• • Strategic business planner and implementer 
• • Resource obtainer 
• • Financial manager 
• • Spokesperson and advocate 
• • Agile purchaser, lessor, and contractor with a 

major regard for ethics 
• • Information manager 
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• • Environmentalist 

• • Networker 

• • Mentor 

• • Innovator 

• • Risk taker 

• • Survivor 
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The Development of a Facility 
Management Philosophy 

• A philosophy for the professional practice of FM, is 
recommended to each facility manager. 

• View facility management as a business function 
understanding the financial and organizational impact 
of our actions. 

• • Safety is always the first concern followed by legality, 
cost, and customer service. 

• • Someone should be directly responsible for every 
physical asset and function. 

• • There is a cost of ownership of facilities; it is the FM’s 
task to ensure that management understands that cost. 
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• The facility manager’s responsibility to management is well 
known; the FM should concentrate on responsibility to the 
employees. 

• • The facility manager should be cost-conscious in 
everything he does and capture all costs in his analyses. 

• • If something looks like a good idea, try it. If it doesn’t 
work, change it. 

• • A good, commonsense decision beats “paralysis by 
analysis.” 

• • The budget should be the chief management information 
tool. Put effort into its preparation and format, and then 
monitor its execution carefully. 
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• Every physical asset should be under appropriate life-
cycle management. 

• • When an outside consultant is used, take care and 
time in defining requirements. 

• • Clarify life-cycle and sustainable design and 
operational intents before launching new projects. 

• • As the design-construct cycle proceeds, changes 
become costlier and less effective. 

• The facility manager must retain control of the design-
construct cycle. 

• • In the planning of major projects, engineering 
requirements are nearly always understated. 

26 



• Plan for flexibility and redundancy in building systems 
if the FM plans to occupy them permanently. 

• • Plan with care, and always retain the capability to 
react. 

• • Cultivate long-term relationships. Remember that the 
successful facility management organization is a team 
(staff, suppliers, contractors, consultants). 

• • Remember that the customer—and the customer 
alone—defines service. 

• The facility manager’s responsibility is to find out how 
his customer rates his services. 
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• The facility manager must regularly measure both the effectiveness 
and the efficiency of the department. 

• • The facility manager must be active in public relations outside the 
department. 

• If he doesn’t promote his department, who will? 
• • The best way to save money is to participate in facility business 

planning.  
• A facility business plan should support the company business plan. 

Business plans should be the result of long-range facility master 
plans. 

• • The facility manager should prioritize the development of a 
facility management information system with the budget as the 
base document. 

• • Conduct oneself with a high regard for ethics. 
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Facility Manager Action 

• There are twelve major actions that every 
facility manager should take in managing 
facilities and his department successfully. We 
call them the Big Twelve and they appear as 
Exhibit 1-2. 

29 



 

30 



31 



32 



Facility Management Outsourcing 

• While selecting a facility management firm, it 
is necessary to study the competency of the 
firm in the following areas: 

• Operation and maintenance 

• Planning and project management 

• Technology 
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• Quality assessment and innovation 

• Management and leadership 

• Communication 

• Environmental factors 
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• Due to globalization and the competitive market, 
business outsourcing has become a common 
factor. 

• The following are the benefits from outsourcing 
facility management: 

• Reduce/control costs 
• Access to leading edge technologies 
• Focus on core business 
• Free resources for other purposes 
• Availability of resources not available internally 
• Improved, proactive service 
• Meet and exceed organization strategic plans 
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If the organization decides to outsource FM, it has 
to 

• Appoint a dedicated project “champion” from 
within client organization to define and manage 
the process 

• Develop a proper Request for Proposal (RFP) and 
evaluation criteria 

• Engage in a structured and detailed process with 
a “preferred bidder” to develop 
– “Single source” solutions 
– Properly structured Service Level Agreement (SLA) 

• Ensure dedicated and ongoing management of 
FM services and SLA 
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Computer-Aided Facility Management 
(CAFM) 

• Many of the organizational functions are 
integrated with the help of CAFM. 

• There is special software such as  

• Maximo,  

• Concept 500,  

• Datastream7i,  

• Frontline/Shire systems available to manage 
these functions 
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• Figure 6.3 illustrates elements of CAFM. 
• CAFM enables the facility manager and his team 

to track the status of work, assets, and records in 
order to manage and communicate an 
organization’s day-to-day operations. 

• The system can provide reports to use in 
allocating the organization’s resources, preparing 
key performance indicators (KPIs) metrics to use 
in evaluating the effectiveness of current 
operations, and for making organizational 
decisions. 
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• The system can be used for space planning, 
procurement and stores management, assets 
management budget preparation, statistical 
reporting, resource allocation and 
management, security management, waste 
management, and energy management 
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• Integration of services. Good management 
means integrating different facility services 
(e.g., design and operations). 

• • Design for operations, maintenance, and 
sustainability. Operators and maintainers, 
even if they are contractors, must be actively 
involved in the design review process. 
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• Delegated responsibility. In large organizations, 
FM functions should be grouped into budget 
programs, with a manager responsible and 
accountable for each. 

• • Cost-effectiveness. The key is to identify and 
compare costs with meaningful benchmarking 
partners, and make those comparisons regularly 
over time. 

• • Efficiency improvement. Efficiency should be 
judged constantly through comparators, user 
feedback, and management-by-walking-around. 
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• Quality of life. The facility manager must actively 
promote and protect the employee quality of life. A 
safe workplace is the minimum; a workplace where the 
facility promotes individual and group productivity 
should be the goal. 

• • Integration of elements. The facility manager is the 
company’s expert on facilities (the place), those factors 
which determine the success of work (the process), the 
documentation of those factors and systems (the 
technology), the employees (the people), and how 
they all come together. 
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• Redundancy and flexibility. Because the nature of this 
work is always partly reactive, the facility manager 
must build flexibility into the facilities, his organization, 
and departmental procedures. 

• • Facilities as assets. The facilities should be viewed as 
a valued asset (not just on the organization’s books), 
that contribute in numerous ways to the company 
mission. If this concept is sold to management, then 
the rest of the mission automatically becomes easier. 
There is growing evidence that employees are judging 
employers on the quality of the facilities; this may 
make this argument easier. 
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• FM as a business function. The facilities deserve to be 
managed in a businesslike manner. Facilities must be 
developed in parallel with the organization’s business and 
planned to the same degree. 

• • FM as a continuum. FM is a continuum, from planning 
through disposal. It is not a series of discrete projects. 

• • Service. FM provides only one product, service. The 
nature of FM is likely to emphasize control and compliance, 
whereas he should demonstrate flexibility and service. This 
is particularly true in the public sector. A quality program is 
based on how service is perceived by the customer, and 
this must be sought in multiple ways. A successful service 
program depends on long-term relationships and 
commitment at all levels. 
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• Contracting. A facility manager must be an 
agile procurer of services. 

• Traditional contracting methods are often 
subject to poor service, unsatisfactory 
performance, higher costs through change 
orders, and poor contractor- FM cooperation. 
Contracting should be ethical, performance-
based, and stress partnership and equity for 
all parties. 
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Major Themes of Facility 
Management 

• The cost of ownership. There are initial and 
ongoing costs to the ownership of facilities. These 
have been documented repeatedly by the 
National Academy of Sciences. Management 
must understand and provide for those costs, 
from planning through disposal. 

• • Life-cycle costing. As a general rule, all 
economic analyses and comparisons should be 
based on life-cycle costs. Bad decisions are often 
made when only capital or initial costs are 
considered. 
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Benefits of FM 

• Deliver strategic and operational objectives o ff the 
organization 

• Increase profits of the organization 

• Obtain client satisfaction 

• Enhance and project an organization’s identity and 
image 

• Deliver business continuity and workforce protection in 
an era of heightened security threats 

• Help the integration process associated with change, 
postmergers, or acquisitions 
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• Enable new working styles and processes—
vital in this technology driven age 

• Deliver effective management of an 
organization’s assets 

• Manage energy efficiently 

• Bring about a safe and efficient working 
environment 
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Quality Requirements of FM 

• The requirements for facility management are set 
by the owner of the facility. 

• A facility management organization is required to 
establish a quality control system to ensure that 
facilities management work is performed 
satisfactorily, and there is no interruption or 
breakdown of the systems. 

• The actual requirements may vary from facility to 
facility and reflect the importance of various 
systems and services. 
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Facility Management 
Leadership 

• Leadership in a facility department is vital. Departments that run 
well and are well respected are managed by strong leaders. Six 
things are evident. 

• 1. The skills and traits that traditionally have been characteristic of 
successful facility managers (technical knowledge, for example) are 
no longer enough. Both new and changed skills are needed today. 

• 2. Those inside the department often have a different view of the 
role of a successful facility manager than those outside the 
department. 

• 3. The requirements of a FM department are substantial—in most 
cases, meeting expanding requirements and customer expectations 
with decreasing resources. Unless this is turned around, the FM 
organization will continue to spiral deeper into inefficiency and 
ineffectiveness and deferred maintenance will skyrocket. 
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• 4. Business acumen and a sense of public 
relations are absolutely essential for facility 
managers. 

• 5. Upper management must be convinced of the 
value of facility management to the point where 
facilities are given the same level of attention and 
importance as human resources and information 
technology. 

• 6. By their nature and education, most facility 
managers do not fit the profile for business 
success. 
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Assessment of Quality 

• Assessment of existing quality systems is 
helping the development of long-term 
organizational strategies for quality. 

• Assessment Categories 

• 1. Cost of poor quality 

• 2. Organization’s standing in the marketplace 

• 3. Quality culture in the organization 

• 4. Operation of quality management system 
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Cost of Poor Quality 

This assessment is mainly to find out 

• 1. Customer dissatisfaction resulting due to 
product failure after sales 

• 2. Annual monetary loss of product and 
processes that are not achieving their 
objectives 
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• an independent product survey can be carried 
out to determine the reasons and 
improvement measures to be adapted. 

• Table 7.1 lists customer satisfaction 
questionnaires that can be used to get related 
information about completed building 
construction projects. 
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• Poor quality results in higher maintenance and 
warranty charges caused by  

• 1. Rejection of work during construction: This 
results in rework by the contractor to meet the 
specification requirements. If any extra time and 
cost is required to redo the work, the contractor 
is not compensated for the same. 

• 2. Rejection of shop drawings: Repeated rejection 
of shop drawings results in the contractor 
spending extra time and cost, and a delay in start 
of relevant activities. 
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• Preventive measures are required for 
overcoming this problem 
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Organization’s Standing in the 
Marketplace 

• The organization needs to know where it 
stands on quality in the marketplace 

• This can be done through market study 

• The input from the study should be 
considered for quality improvement 
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Quality Cultures in the Organization 

• Employees’ opinion and understanding of the 
company’s products and implementation of a 
quality system help in developing a long-term 
strategy based on company-wide assessments 
of quality 

• questions that can be used by building 
construction organizations asking their 
employees to respond 
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• 1. Do you know what is good quality for this project? 

• 2. Are you aware of the company’s emphasis on 
quality? 

• 3. Are you familiar with the project quality? 

• 4. Do you know the inspection procedures for this 
project? 

• 5. Do you know how you can provide high quality 
workmanship? 

• 6. How you will do the remedial work? 

• 7. How can you improve project quality? 
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Operation of Quality Management 
System 

• This element of assessment is related to the 
evaluation of present quality management 
system activities. 

• 1. Assessment that focuses on customer 
satisfaction results but includes an evaluation 
of the present quality system. 

• 2. Assessment that focuses on evaluation of 
the present quality system with little emphasis 
on customer satisfaction results. 
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• In either case, the assessment can be  
performed by the organization itself or by an 
external body. 

• The assessment performed by the 
organization is known as “self-assessment,” 
whereas an assessment performed by an 
external body is referred as a quality audit 
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Self-Assessment 

• The goal of this assessment is to identify 

•  What your organization is doing well 

• What it is not doing well 

• What it is not doing at all 

• Where and how it can make measurable 
improvements 
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• As a means of improving the management of 
organizations companies use models related 
to quality awards. These are 

• 1. Malcolm Baldrige National Quality Award 
(USA) 

• 2. European Quality Award (Europe) 

• 3. Deming Prize (Japan) 
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• Category No. 1—Leadership 

• Category No. 2—Strategic planning 

• Category No. 3—Customer and market focus 

• Category No. 4—Measurement, analysis, and 
knowledge management 

• Category No. 5—Workforce focus 

• Category No. 6—Process management 

• Category No. 7—Results 
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• The Baldrige Award is presented annually by 
the President of the United 

• States of America 
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