As an Orkin Man, | can tell you why the fifth floor has a German cockroach
problem but your other floors don’t. That's because my Orkin career started
in a classroom, studying everything from bug behavior to building blueprints.

| know every office building is different, so I'll start with a comprehensive
inspection. Then I'll put our scientific solutions to work for you with an

Office Precision Protection™ plan built to suit your needs.

Call or visit us at for a free inspection
and pest control plan, and let us help keep pests out and satisfied tenants in.

®

PEST CONTROL DOWN TO A SCIENCE."




Every Orkin Man completes 160 hours of training,
including hands-on experience in a variety of business
environments — all in the first year on the job. That's
what it takes to be the best. Armed with a Precision
Protection™ plan made just for your property, we’ll help
take care of the pests so you can take care of, well,
everything else.
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Professional™ (FMP®) Credential

Assessment-based certificate program with no prerequisites.

For FM professionals and industry suppliers looking to increase
their depth-of-knowledge in the foundational FM topics deemed
critical by employers.

Updated and enhanced courses addressing the Eam acom petitive
foundational elements of facility management:

= Operations and Maintenance advantage -

= Project Management earn the FMP!

m Finance and Business
m Leadership and Strategy
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Earn the MUST HAVE Credential in FM!
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The ARCHIBUS Performance Metrics Framework delivers
indicators, trend, and other actionable porifolio performance data

Tackle your real estate & facilities Big Data with ARCHIBUS Performance Metrics. Owners, tenants
and outsourcing service providers can quantify real property portfolio performance from occupancy,
operational and financial perspectives—anytime and anywhere.

Using key performance indicators (KPls), trend summaries,
alerts, drill-down capabilities and many other analytical
tools, decision-makers can align their portfolio spend to i e e i ortogs Tt LR

. . TOpwOupany 280 ¢85 5565 DN T— . W (3] heguissory Actioms: Due This Wesk
organizational strategy.

Area Per Qecugpant 16 R Bf Ny . . Avsa (per st}

S———
Spotlight underperforming business units or assets. e || i —
Benchmark organizational progress to achieve targeted PR sy | —
goals. Do it all easily with role-based Home Page : IR ———— | -
dashboards, at your desk or on your mobile device. == W—
MT_::JI
. e — e
Leverage performance statistics you can counton = -

...with ARCHIBUS Performance Metrics

Visit: www.archibus.com/performance-metrics

The #1 Solution for Real Estate, Infrastructure & Facilities Management in the World
Over 7 million users prove it daily—saving their organizations over $100 billion annually
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As an Orkin Man, | can tell you why the fifth
floor has a German cockroach problem but
your other floors don’t. That's because my
Orkin career started in a classroom, studying
everything from bug behavior to building
blueprints.

| know every office building is different, so
I'll start with a comprehensive inspection.
Then I'll put our scientific solutions to work
for you with an Office Precision Protection™
plan built to suit your needs.

Call for a free inspection
and pest control plan, and let us help keep
pests out and satisfied tenants in.

O FFICE
PRECISION

PROTECTION"

®

PEST CONTROL DOWN TO A SCIENCE.”



EDITOR’S COLUMN

ANDREA SANCHEZ
Editor-in-Chief
Facility Management Journal

Technological advances have made the
impossible, possible.

Ten years ago I would never have imagined
being able to successfully work remotely for
a Houston-based organization from halfway
around the world. The thought would not
have crossed my mind, and frankly, most
employers would have rejected the idea.

Fast forward to 2014. I start my day
communicating with a member from India
who shares my same time zone. I am then
able to catch up on Houston staff email that
took place while I was sleeping, edit the final
proof of the upcoming issue of FMJ, present
a PowerPoint to IFMA staff through a video
meeting and lead a knowledge strategy
conference call with IFMA members from
different continents.

It is amazing how many online resources,
tools, apps and software packages exist to
allow someone to work virtually any time and
from anywhere. The best compliment I've
received from a member is them thinking I
still work in Houston. The fact that they did
not realize I now live overseas proves that
technology is breaking barriers, allowing

us to build seamless connections and do
business with people we would have never
reached before.

FM and technology

It is no surprise that technology continues

to make quite a splash within facility
management. From building information
modeling (page 40) to self-service systems
(page 58), we live in an era which allows us to
increase efficiencies, innovations and quality
of analytics.

As with any new technological
implementation, buy in and basic training
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are essential to successful onboarding and
change management. The issue’s feature
article “Buy In Before Buying” on page

18 explains that in order to succeed, any
software solution needs to be accepted by
the employees who will be using it. Managers
who are best at maximizing buy in will be
the ones who enjoy the highest return on
investment.

Speaking of ROL...

If you haven’t heard already, IFMA will host
two Facility Fusion conferences this year
(March 18-19 in Ottawa, Canada and April
15-17 in Washington, D.C., USA). Compared
with other events, these spring conferences
provide optimal networking opportunities
and top-of-the-line leadership training —
refer to page 32 for more information. In
conjunction with the April Facility Fusion,
IFMA will host a special one-day BIM
Conference on April 14 (see page 34).

Lastly, I would like to highlight the growing
areas of the magazine. Besides the FMJ
Extended section, which provides additional
online articles, we have debuted “Behind the
Brand” — giving a more intimate perspective
on some of our highest level Corporate
Sustaining Partners who are dedicated to
helping magnify the FM profession (refer to
page 36).

I look forward to visiting America in April

for the Fusion event. It’s always a pleasure
meeting and reconnecting with each of you.
Until then, let’s start some conversations on
Twitter. Follow IFMA at @l[FMA, @TheFMJ or
myself at @asanchez16.

Until next issue,
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You bet they do. They can mean the difference between clinching the Masters title and
never wearing the green jacket. Or the difference between a long lasting roof and one that
is less durable. So if you're looking for superior, reliable performance, you want the new
Sika Sarnafil Thickness Guarantee.

The roofing industry standard allows membranes to be manufactured up to 10% below
the advertised thickness, which means your 60 Mil membrane could really be 54 mils thick!
But with our Thickness Guarantee, you get every mil you pay for, guaranteed.

So don't take a chance on your next roof. Visit www.thicknessguarantee.com or call
800-576-2358 for Sarnafil Thickness Guarantee program details and to see the difference
a Sarnafil membrane can make. Because a few mils can mean the difference between
failure and a performance that people will talk about for decades to come.

SIKA CORPORATION — ROOFING

Phone: 800-576-2358
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CHAIR’S COLUMN

JON SELLER
Chair, Board of Directors

As T write this column there are a number of areas in the
northern hemisphere that are experiencing extreme or
unexpected snow falls. The polar vortex has sent a calling card
and disrupted normal business activities across the globe.
Recently I was in New York on a day of really heavy snow and

it reminded me of the tireless work that is done to move the
snow, make the roads and paths safe, and allow business to
continue. Next time it snows, take a minute to thank the people
who quietly work to restore some normalcy to our commutes.

Succession planning for IFMA

Any organization the size of IFMA needs to have strong
governance, and to place strong emphasis on succession
planning. If you are a regular reader of FMJ you will notice that
each year the chair’s column is written by a different individual.
IFMA'’s succession planning and leadership development is
based on a one-year cycle, with our elected officers spending
time on the board of directors, one year as second vice chair,
another year as the first vice chair and finally one year as chair.
In itself this provides IFMA with well-rounded oversight and
allows for seamless leadership, particularly should there be any
unexpected events.

One of the challenges as the chair is to ensure that new
initiatives are commenced during the one-year term. In reality
most initiatives do not reach completion in the year that

they are commenced due to scale, size, logistics, testing, etc.
This year’s officers (First Vice Chair Jim Whittaker, Second
Vice Chair Michael Feldman and me) have jointly agreed on a
number of initiatives that are expected to be completed during
one of our consecutive terms. While not entirely new, this early
alignment should accelerate the pace of the process.

We are planning to announce some exciting new initiatives

at the Facility Fusion conference in Washington, D.C., USA in
April. The initiatives relate to sustainability, global outreach and
more. I hope to see you in D.C., but we will be sending updates
to those who cannot attend.

The new IFMA logo is being rolled out, and a number of
chapters have already integrated this into their websites and
collateral (to see some examples, turn to page 48). The feedback
from members is good — what do you think?
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Succession planning for FM

At a recent conference in China a senior government official
presented on the current leadership’s vision for the future.
The message was that China sees itself as moving from a
manufacturing economy to a service economy. What does this
mean for the rest of the planet? In my way of thinking this

is a catalyst to the growth of facility management in China
and echoes what we have seen in other developed economies:
smarter use of the built environment by adding science to
managing facilities. There has never been a better time to
become a facility manager.

On that topic I would like to take a moment to recognize

the invaluable work done by the IFMA Foundation. Under
the dynamic leadership of Chair Jennifer Corbett-Shramo
and Executive Director Jeff Tafel the outreach continues to
grow through accredited FM degree programs, scholarships
and education. Last year approximately 800 students passed
through university/college facility management degrees, and
at graduation 100 percent of these graduates were placed in
jobs. Can there be any other industry that has this level of job
placement? More universities have applied to become IFMA
accredited and will shortly be helping to develop future facility
managers. Stay tuned for more updates.

I have really enjoyed the opportunities that I have had to meet
with a number of our chapters in this past year. Each chapter
has unique and inventive ideas about member engagement,
growth and the promotion of FM. The amount of effort and
energy that the chapter and council leaders contribute to our
organization is exceptional and every touch point helps to
promote the profession of facility management. Thank you for
all the exceptional things that you do for IFMA.

Take care,
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PRESIDENT’S COLUMN

TONY KEANE, CAE
President and Chief Executive Officer

What a wonderful world we live in! Most days I am in awe of
how much technology touches our lives moment to moment.
Other days when technology does not work the way I want it to
I am in a state of total frustration. Either way we are truly living
in an age of technological innovation.

Facility management is impacted by this tech revolution just
like any discipline. The recent FM Trends Report (released in
February 2014) predicts that many candidates for FM positions
in the future will be from information technology backgrounds.
At a minimum the next generation of FM professionals will
have to understand the impact of technological systems to a
much higher level than today’s expectation.

A few questions we need to ask ourselves:
1. What am I doing to prepare myself to meet the challenges
created by an ever-changing technological environment?
2. What am I doing to help prepare my successor for the
future challenges of FM?
3. What am I doing to support the next generation of FM
professionals?

Only you can answer these questions; however my hope is that
your responses include at least some of the following items:

1. You spend time, on a regular basis, familiarizing yourself
with new technologies and products. You may take
classes that provide an overview of how technology
can improve efficiency or strategically align with your
organization’s goals.

My favorite answer would be that you are planning to
attend one (or several) of IFMA’s World Workplace or
Facility Fusion events to see the latest product innovations.

2. Before you can prepare your successor you have to identify
who on your team you want to be considered as your
successor. If you can’t answer that question then that is
your first task.

Once you identify your successor, look at this person’s
professional development plan to make sure he or she has
the tools necessary for the job. Identify opportunities that
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can make this person shine within your organization’s
leadership, especially in front of your manager. Help him
or her gain a better understanding of what is required in
your position through shared involvement in current and
ongoing projects.

3. Facility management as an integrated discipline is
still a young profession. Fifty years from now you
will be considered one of the early adopters of FM.
By participating in your local chapter or council you
have opportunities to reach out to students and young
professionals who need mentoring.

Be seen as a leader by the next generation of FM
professionals. Contribute to the IFMA Foundation

to assist its efforts in workforce development and
scholarships. Give back to your profession and industry
with your resources. Consider becoming a more active
volunteer. Exemplify the best practices within FM and
share your experiences with young professionals.

Working together through IFMA we can help evolve FM into
an absolute must have for any organization. Make your mark
on FM’s next generation and prepare for an ever-changing
environment that will see new breakthroughs as a result of
advances in technology.

I would like to say thank you to the Greater Triangle Chapter
for hosting Second Vice Chair Michael Feldman and I recently.
They have a wonderful chapter and are utilizing technology to
make chapter administration and communication much easier.
I also would like to thank IFMA’s longtime partner Japan
Facility Management Association for hosting the FM Asia
Congress in Tokyo, Japan in mid-February. Chair Jon Seller
and myself appreciated being able to participate and represent
IFMA at the event.

Please invite a colleague to join IFMA and share the

IFMA experience!
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Sodexo 2014 Workplace Trends Report reveals business-critical forecasts

With 54 percent of our waking hours spent at work, the employee
of the future will expect to spend more time enjoying a series of
memorable events and interactions that are company-initiated,
according to the 2014 Workplace Trends Report, released in
January 2014 by Sodexo. Now in its third year, the report
examines key trends and solutions linked to higher employee
retention, engagement and increased productivity in more
efficient, intelligent buildings. It is critical business intelligence,
considering that of the approximately 100 million people in
America who are employed full-time, only 30 percent of them are
engaged and inspired at work.

Sodexo’s 2014 Workplace Trends Report identifies

10 significant trends:

1. Workplace experience design

2. Creating an engaging work environment through gamification

3. Health-centered buildings: A paradigm shift in buildings
and operation

4. Cross-cultural understanding and management

5. Always on: Managing the challenges of work-related
communication technology

6. Demonstrating value in employee recognition programs:

Why VOI is the new ROI

Constructing “smarter” buildings

Creating the future of work: Getting started

© o N

30 jobs of the future and how to create them
10. Total health: Integrated approaches to worker health
promotion and protection

The Sodexo report finds that today’s workforce is looking for
more meaningful, relevant work; flexibility, training, civility
among peers; and rewards and recognition germane to personal
values. Employees want an “experience” — one that creates an
attachment to their organization. The report provides insights on
how companies can create that experience, and why not doing so

will have significant bottom-line implications for every business.

The report examines how successful businesses will need to:
design employee-centric office buildings and workspaces, tie
workplace environments to the employee’s “experience;” develop
a workforce with a global perspective; incorporate games into
employee training; develop processes that don’t overwhelm
employees in an “always-on” environment; and adopt an
approach to employee well-being and health that is truly holistic.

The work world is rapidly changing, with a variety of trends
coming into play — trends that did not even exist 10 years
ago. Sodexo’s report also includes an article authored by

the World Future Society called “30 Jobs for 2030.” Many

of the emerging careers it addresses (e.g. chief experience
officer, energy harvester, office concierge, green career coach,
etc.) are based upon what will likely be core organizational
needs by 2030, and the sooner organizations plan for these
contingencies, the better.

Sodexo’s 2014 Workplace Trends Report combines insight
from principal research, clients, academia and leading facilities
management and human resource trade organizations. The
company’s researchers used mixed-method research to monitor
and collectively examine trends that affect the quality of life of
consumers in the workplace. This approach included traditional
quantitative measures such as end user satisfaction and
preference surveys, psychographic analysis at client sites, social
media monitoring and a literary review consisting of consultant
reports, academic and trade journals, and information from
industry associations.

The full 2014 Workplace Trends Report and video, including the
entire list of “30 Jobs for 2030,” are available at www.multivu.
com/players/English/62478-sodexo-workplace-trends-2014.

DTZ appoints Paul Bedborough as president of facilities management for the Americas

DTZ, aleading global
property services firm, has
announced the appointment
of Paul Bedborough as
president of facilities management,

Americas, effective immediately. In his
new role, Bedborough will lead DTZ’s
high-potential facilities management
operations, a nearly US$1 billion business
in the Americas. He will be based in both
Boston, Mass. and Chicago, Ill., USA.

With 14 years’ executive experience in
the global facilities management and
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real estate services industry, Bedborough
joins DTZ from his former position

as vice president of global operations
americas at Global WorkPlace Solutions,
where he was responsible for driving
operational excellence, improved
customer satisfaction and increased
profitability across 12 countries and
7,000 locations.

Bedborough takes over from George
Keches, who stayed on at DTZ for several
months to ensure a smooth transition to
the new leadership.

Bedborough'’s experience includes
developing and implementing global FM
programs in the areas of safety, critical
environments, continuous improvement
and workflow. Earlier in his career,

he served as vice president and

general manager of Global WorkPlace
Solutions’ USA facility management
business. Based in the U.S. since 2003,
Bedborough also served as director of
operations for the company in the U.K.
He earned his MBA at the University

of Leicester, U.K,, and is a member of
CoreNet and IFMA.



Hope for Vietnam real estate
market in 2014

Last year ended with some positive signs for the
outlook of the Vietnamese real estate market.
Lower interest rates gave further potential for
mortgage lending to increase as well as providing
impetus for investors to adjust asset allocation
away from deposit accounts into other investment
channels. With the local gold price decreasing

25 percent year-over-year, local investors have
started to turn their back on buying gold in favor
of other assets such as property.

Looking forward to 2014, we can see a range of

themes in different areas of the Vietnamese market:

= The office market: Because of limited new
supply to be completed in HCMC in 2014,
there is little reason to expect any softening
in rents and reason to believe some landlords
positions may strengthen. Conversely in
Hanoi, landlords are still suffering from a
large amount of new supply, which will put
downward pressure on rents in the market,
especially for Grade B office space.

=  The retail market: In 2015 Vietnam will
have to accede to its World Trade Organization
obligation to permit the opening of wholly
foreign-owned restaurant businesses, which
will generate demand for retail space from
foreign food and beverage retailers entering
the Vietnamese market. Food and beverage/
supermarkets is a non-cyclical sector which
provides necessities and is expected to remain
active. More affordable supermarkets also
continue to expand to second- and third-tier
districts with high population density and low
to medium income.

Foreign retailers and foreign developers are
confident over the long-term growth of Vietnam,
especially in its 90 million, predominantly young
population. A warming of government policy,
especially the Economics Needs Test, will welcome
retailers and instill confidence in investors

to tap into the under-served retail market in
Vietnam. Vietnamese developers and retailers

will retain the competitive edge on account of
their understanding of the local market, the speed
with which they can get their product on the
market and their access to the best real estate.
However, as the market develops and becomes
more competitive, quality of design, tenant mix,
marketing and management will play a much
greater role.

IFMA, CBRE release white paper: Facility
Management Trend Report

IFMA, in conjunction with CBRE Group, Inc. has produced a
white paper identifying key trends and opportunities within

the facility management industry. The full report, titled Facility
Management Trend Report: Emerging Opportunities for
Industry Leaders, gives a data-supplemented account of a two-
day workshop held at IFMA’s 2013 World Workplace Conference
and Expo, Oct. 2-4, 2013 in Philadelphia, Pa., USA. The workshop
included more than 20 facility management practitioners, real
estate leaders, service partners, academics, consultants and
members of IFMA who explored facility management trends in
leadership, sustainability and technology.

“As facility management professionals come together to
create and define their discipline, a clear, unified picture of
the industry is emerging,” said IFMA president and CEO
Tony Keane. “Recently, FM has grown in prominence as the
opportunity to identify shared solutions to shared problems
has elevated the profession. Organizations like IFMA and
CBRE support the network that is crafting the developing
standardization. This timely white paper provides invaluable
insight into FM opportunities that will shape the industry for
decades to come.”

FM professionals utilize multiple disciplines to ensure
functionality of the built environment by integrating people,
place and process. Around the world, the industry continues to
advance to new levels of importance as the built environment
grows more sophisticated.

The white paper offers insight into trends and opportunities

across three subject matters:

= Leading the Conversation - Expanding the scope
of subjects with which FM is involved. Showcasing
FM relevancy and impact in areas such as business
continuity, corporate social responsibility initiatives
and employee wellbeing.

= Speaking the Right Language - Relaying FM
opportunities and challenges in ways that resonate
with the C-suite.

*  Building the Future of FM - Directing the advancement
of people, processes and systems to advance the profession
in the long term. Identifying talent, building integrated
systems that connect data from disparate resources and
cultivating agility to meet continuously changing business
and culture.

The full report can be purchased at the IFMA Store (online at
http://www.ifma.org/marketplace/store; US$120 for IFMA
members/US$180 for non-members). The executive summary
is available via the IFMA Knowledge Base (online at http://
www.ifma.org/know-base/fm-knowledge-base; free for IFMA
members/US$0.99 for non-members).
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IFMA offers enhanced Benchmarks Exchange platform

IFMA has introduced an enhanced Benchmarks Exchange (BEX)
platform with quicker, more convenient data entry, access and
export for the benchmarking and reporting needs of facility
management professionals around the world. IFMA’s online
benchmarking portal allows facility professionals to compare
building data filtered by industry, facility type and geographic region.

Benchmarking is a process of comparing the performance

and processes of a specific facility and facility management

team to those of a similar or related industry. It is one of the
valuable tools facility management professionals have at their
disposal to identify industry best practices and measure relative
performance. As the largest professional association for facility
managers in the world, IFMA’s benchmark software, BEX, offers a
unique and powerful tool to the FM industry.

In February, IFMA’s BEX was enhanced to empower FM
professionals to achieve the benefits of benchmarking as
efficiently and conveniently as possible. Updates to the overall
look and feel of BEX offer a more streamlined and expedient way
to enter, access and report data in the areas of annual facility

BEX

IFMA’S BENCHMARI(S EXCHANGE

New and improved features include:
= Users have the ability to create a portfolio so they
only need to enter their facility description once.
=  Users may complete data entry at a time that is
convenient for them.
= Users can save their facility data to compare with a
range of facilities.
= Users can easily save and export queries to aid in
regular reporting efforts.
= Users are empowered to conduct benchmarking annually.

There is no charge for use of the enhanced data-entry

interface and those who complete all required data will have
complimentary extended access to the reporting function as well.
The reporting function is also available by subscription, with a

costs, O&M practices, space and staffing.

discount offered for IFMA members.

Survey shows that most Americans are in the dark

about lighting options in 2014

Under a little-known requirement that
went into effect in January, the last of
the “general service” incandescent bulbs
— descendants of the original light bulb
invented by Thomas Alva Edison in 1879
— can no longer be manufactured or
imported into the U.S.

This requirement marks the final stage of
the Bush-era Energy Independence and
Security Act legislation (EISA) of 2007,
spelling the end of the 40- and 60-watt
standard incandescent bulb. The 100- and
75-watt bulbs were phased out previously
in 2012 and 2013.

To explore some of the ramifications of the
phase out — outlined in a recent survey

— apanel of experts gathered in New York
City just before the law went into effect.
Their purpose was to discuss the dimensions
of the problem as well as options available.

According to the survey, which was
conducted for Lutron Electronics, the
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company that organized the New York
panel, very few Americans are even aware
of the phase out. The Lutron survey, which
polled 1,000 adults in the U.S. in November
2013, revealed that fewer than one in three
understood that the familiar 40- and 60-
watt bulbs were soon to disappear.

The Lutron survey, conducted by The
Futures Company, an independent
research organization, also found that
only one in 10 adults is familiar with other
options, including light-emitting diode
(LED) lamps and compact fluorescent
lamps (CFLs). This corroborates a

recent report by the National Electrical
Manufacturers Association to the effect
that CFL market penetration remains flat
and LEDs are being used in only about one
percent of all U.S. sockets.

While most people seem to be in the dark
about their options, three-quarters of
those surveyed said it’s important that the
new energy-efficient bulbs be dimmable.

irma BOOKSTORE

The online IFMA Bookstore has been updated and
improved! With new e-commerce features,
purchasing essential FM merchandise has never
been easier. Now, customers can log in and view
order history, re-download previously purchased
e-files and use enhanced search options to access
products more easily. Browse hundreds of books
and guides, along with exclusive IFMA research
and products.

As always, IFMA members receive
discounted pricing.
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STAKEHOLDER SUPPORT KEY TU
SUCCESSFUL SOFTWARE IMPLEMENTATION



BY CHRIS MUMFORD

xplosive growth in mobile, SaaS/
E cloud and other smart computing

innovations helped make 2013
a banner year for enterprise software
solutions — a category that includes
facility management applications like
computerized maintenance management
software (CMMS) and building
information modeling (BIM) systems.
According to Gartner, a technology
research firm, businesses worldwide
spent nearly US$300 billion on these
products last year — a 6.4 percent
increase over the previous year — and
growth is expected to accelerate further
through 2014. In the U.S., overall
investment in software has risen 19
percent since its previous peak in 2007.

A number of factors have contributed
to this surge in popularity. Mobile and
SaaS/cloud platforms provide broad,
flexible access to these solutions, which
has cut down on hardware costs and
made it easier to add users and sites.
User interfaces are becoming more
streamlined and customizable. Feature
sets are growing more powerful, and
encompassing larger, more complex
workflows, processes and operations.

Each of these factors carries different
benefits for different people, but for
the typical executive or manager,

they all spell one thing: ROL The case
for investing in enterprise software
solutions is, in other words, getting
stronger and stronger, and the amount
of money being spent on them suggests
that facilities executives and managers
are buying in.

But this can actually present a
problem: In many cases, the process
of investigating the value and need



- COVER FEATURE

ONE OF THE MOST COMMON
MISTAKES MANAGERS MAKE

IN THE IMPLEMENTATION OF
NEW SOFTWARE IS ASSUMING
THAT END USERS DON'T NEED TO
KNOW WHY THEY'RE USING IT.

for such solutions begins with the executive/
management team and ends with the final purchase.
The end users who will be chiefly responsible for the
success of the software are often only involved late
in the process, if at all.

Denied the opportunity to voice their opinions early
on, these key stakeholders often balk when they're
asked to substitute familiar processes for new
software-based ones, even if doing so will make their
jobs easier.

This helps explain why, according to surveys, rates of
satisfaction vary widely for these solutions. Companies
are spending on the promise of high ROI, but failing to
secure the staff-wide buy in necessary to achieve it.

The best way to reverse this trend is to extend the
product selection process to the rest of the organization
in order to convey value, minimize apprehensions

and invite feedback. This process consists of three key
components: communicating value and involving key
stakeholders early, investing in proper training and using
organizational means of securing buy in.

Communicate value and involve

key stakeholders early

One of the most common mistakes managers make in
the implementation of new software is assuming that
end users don’t need to know why they’re using it; they
only need to know how. No sales representative would
expect to generate enthusiasm for a product without
first explaining why it represents a beneficial solution,
yet management teams make this mistake all the time.

For the successful implementation of a CMMS
solution, maintenance professionals and mechanics
who may have little experience with computers must
be persuaded to use the software; a challenge which
tends to become substantially more difficult when
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they have not been prepared for impending changes.
It's important to open the lines of communication
and spend time sharing the value of the change

and establish its legitimacy with the staff members
who will be responsible for its application. Surprise
implementation of initiatives can be catastrophic,
leaving key stakeholders alienated and creating
entrenched opposition to the new solutions.

If the main value proposition for executives is ROI,
the equivalent for end users is usually time saved, or
ease of use. If the solution saves time and reduces
hassle compared to the old way of doing things, it’s
important to demonstrate this fact early and often
for staff, especially those who tend to be particularly
resistant to change.

A recent Harvard Business Review article refers to
this approach as identifying and focusing efforts

on “skeptical change agents” rather than relying on
“friendly informants” to drive buy in. When the status
of an implementation is in jeopardy, retreating from
strong criticism can exacerbate the situation. Instead,
it is better to address issues, and the individuals who
raise them, directly, respectfully and honestly.

This is much easier to do early on. If the first
opposition encountered is during the implementation
phase, the process will likely be an uphill battle.
Involving end users from the start gives them time to
get over reflexive resistance to change and provides
management with time to identify and leverage buy in
among the skeptical change agents.

Focus on proper training

It can be difficult for individuals outside the
software training and implementations profession
to appreciate the challenges posed by low computer
literacy. Even the simplest program may seem
incomprehensible to someone who has little or no
computer experience. This is why it is important

to bring in professional trainers who know how to
simplify the learning process and encourage the
most apprehensive employees to ask questions.

Breaking down fear is largely a function of
repetition. Studies show that software proficiency
follows a “hockey stick” shaped progression. That

is, the amount of time it takes to execute a given
function drops precipitously between the first and
tenth repetition, and continues to decline through
the 100™ before finally beginning to level out. When
this data is plotted on a graph, it forms the shape of

a hockey stick or a backward capital “L” lying on

® ®
]

its back.
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Training sessions should be designed with this in mind.
It’s a good idea to set up test environments and/or
dummy data to allow users to practice and experiment
without danger of making permanent changes to the
program or database.

Training sessions also provide insight into the
preferences of different users, which can be used in
some cases to customize software for greater ease of
use. Many programs allow certain features to be turned
off in order to simplify the interface, and security/
permissions settings can be used to restrict access and
govern the types of tasks different users can perform
within the program.

Fine-tuning new software in this way can go a long way
toward creating buy in. In a Right Management survey of
more than 28,000 employees from 15 countries around
the world, “My opinions count” was ranked as the third
most important driver of employee engagement.

Ultimately, the most dazzling promises of cost savings
and high ROI matter little if the product is forced

on unsuspecting and/or unprepared staff. Investing

in proper, thorough training is thus a critical way to
maximize buy in and overcome initial apprehensions.

Organizational strategies

When software is treated like a tool to be used at
employees’ leisure, they will treat it as such, and likely
won’t think twice about neglecting it if it doesn’t suit
them. If, on the other the hand, use of the software

is added to job titles and descriptions, or incentivized
with rewards, the odds that the program will be fully
utilized are greatly increased.

Research by the London School of Economics suggests
that “status incentives,” or means of conferring the
importance of an employee’s position through job
titles and awards, create social value that can help
motivate performance. This doesn’t mean that end
users should be promoted to VP of operations just
for using the software, but taking software use into
consideration when awarding employee of the month
honors, or adding software administration to official
job titles and descriptions, can help turn success of
the new solution into a mission-critical objective.

It should be noted that such incentives must be
handled with care, however. If honors or awards are
distributed unevenly, they can actually end up leaving
some employees feeling alienated, so it’s important to
carefully consider how such incentives are designed and
deployed. The key is to ensure that all incentives are
tied to solid, objective measures of job performance.

(L]
In the same Right Management -
employee engagement survey ’
previously mentioned, “I have a clear
understanding of what is expected
of me at work” is listed as the fourth
most important driver of employee
engagement and “I have been fairly
rewarded” is ranked sixth. Maximizing
buy in is thus a matter of setting
clear goals and rewarding employees
who achieve them. Creating status
incentives can help accomplish both.

Creating these incentives is easy

with the help of professional

implementations staff. They generally already have key
criteria they use to measure proficiency as they train,
and many programs can track usage for different users,
making it easy to print basic reports and determine who
is using the software most effectively.

Ultimately, incentives are just one way to motivate
proper software usage. The flipside of that coin includes
disincentives, such as penalties and write-ups, which
can also be used to drive usage. Though this may seem
like an aggressive way to establish buy in, programs

that track safety practices or equipment uptime carry
heavy consequences for an entire organization, and may
warrant the use of disincentives to enforce compliance.

Facility managers and the companies by which they
are employed have many tools to ensure the success of
new software systems at their disposal. The examples
included here are by no means exhaustive, but they
should put managers in mind of the importance of
thinking through the entire implementations process,
rather than halting their involvement after the initial
purchase is made. Any software solution needs to

be accepted by the employees who will be using it

in order to succeed, and managers who are best at
maximizing buy in will be the ones who will enjoy the
highest ROI. Fm)

Chris Mumford is the marketing assistant in
charge of content management for
ManagerPlus, a leading provider of
computerized maintenance management
software (CMMS) for a wide range of
industries. For more than 20 years,
ManagerPlus has helped more than 10,000 customers maximize
asset ROI, minimize downtime and streamline operations.

For more on ManagerPlus, visit www.managerplus.com, and follow
the ManagerPlus blog (www.managerplus.com/blog) to stay up to
date on all the latest maintenance news, insights and tips. Or,
contact Mumford directly at cmumford@managerplus.com.
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RATIONAL COSTS
in DATA CENTERS

BY CHRIS READ

oday’s data centers are changing

rapidly, with an ever-increasing focus

on uptime and the constant drive for
arobust bottom line without jeopardizing
reliability. While many data centers are
integrating new technology solutions to
modernize their organizations via capital
funding expenditures, understanding and
focusing on operational-based savings across
key areas provides a shorter-term path to
improved service delivery, sustained cost
efficiency and alignment to data center
business goals.

While every data center’s operational
expenditures profile is slightly different,
achieving the “right” balance between
operational readiness and cost control

is an elaborate challenge suitable for
experienced facility management teams
who understand the drivers of optimized
operational performance, cost and risk
mitigation. Many data center management
teams are looking for something analogous
to a playbook that provides context for
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designing an appropriate operational cost
management strategy.

Successful data center management
teams examine the traditional culprits

of inefficiency and waste in operational
expenses (such as energy, maintenance/
repair costs and labor) with a keen
understanding of how each cost category
relates to the business operations goals of
the data center itself.

A best-in-class facility management
program also mitigates the risk of one

of the largest “hidden” cost factors of

a data center — the unplanned cost of
system downtime. Driving the wrong
types of operational savings may have

a disastrous impact to data center
operations if they result in a downtime
event (see “Potential Costs of Downtime”
sidebar). It is not uncommon for owners
of high-performing data centers with
strict uptime goals to invest in increased
operational spending in key areas in order

to significantly decrease the risk of data
outages and potential associated business
impacts. Doing so with a clear sense of
how these costs components interact

can drive operational savings without
compromising uptime or reliability.

Understanding cost components

In order to employ effective cost
mitigation strategies, management teams
must first have a strong understanding
of the individual cost characteristics that
drive operational spending in data centers.

Utilities

Utilities typically present the single
biggest expense for a data center from an
operating perspective. Racks and racks
of servers operating 24 hours a day,

365 days a year consume a tremendous
amount of power. Having dual utility
feeds (a side A and B) from two separate
power grids provides nearly universal
redundancy and protection from power
spikes and other events. Utility costs



vary widely depending on the location

of the data center and the specific
systems installed, but in general terms
utility costs can account for between 35
to 40 percent of a data center’s annual
operating costs and approximately 30
percent of the 15-year total cost of
ownership of a facility.!

Traditionally, data center managers have
largely viewed high energy costs as the
price of doing business in a market that
focuses first on uptime and redundancy.
However, the market is increasingly
shifting toward reducing energy spending.
In the Uptime Institute’s 2012 Data Center
Industry Survey, 57 percent responded that
reducing data center energy consumption
overall was “Very Important.” Perhaps not
surprisingly, 83 percent listed financial
savings as one of the top two drivers for
energy efficiency pursuits.?

ELECTRICITY
Of all utility spending at data centers,

electricity is far and away the largest
portion. In the U.S., data centers used
about 76 billion total kilowatt-hours in
2010, or approximately 2 percent of all
electricity used in the U.S.? In a typical
data center, electricity spending can
represent between 93 to 95 percent of

all utility costs. In addition to powering
the facility and the servers themselves,
much of this electricity is used to cool
data rooms in order to prevent server
equipment from overheating. The method
of cooling provides the biggest variable in
terms of overall electrical usage.

WATER

Because data center facilities tend to
have relatively few occupants compared

to offices or institutional facilities of
comparable size, water costs represent only
between 4 to 7 percent of the total utility
cost. Data centers that utilize evaporative
cooling tend to use higher amounts of
water annually than other systems.

HEATING

Data centers typically are faced with an
overabundance of heat rejected by the
servers themselves. Many data centers
are now able to capture this heat for
use in the non-data hall spaces of the
building when needed. Facilities that do
draw upon electric or gas heat to warm
administrative spaces during winter
months use a relatively insignificant
amount on an annual basis.

Maintenance, repair and replacement costs
The intense focus on maintaining uptime
results in higher maintenance and repair
costs, including preventive maintenance,
than commonly found in other facility
types. Unlike other facilities, mission-
critical sites require relatively large
annual expenditures for pieces of
equipment that are not in active use on

a day-to-day basis but which could be
needed at a moment’s notice at any point
in the year. On average, maintenance,
repair and replacement costs at data
centers make up around 15 percent of the
operating budget.

ELECTRICAL EQUIPMENT
Backup equipment and redundancy
measures including uninterrupted

1%

Fire and
Life Safety 1%

1%

Plumbing Supplies and

l Consumables

55%

Electrical Equipment

20%

HVAC Systems

power supplies (UPSs), batteries,
generators and associated switch
gear must be routinely checked and
maintained to ensure that they will
operate as designed in the event of a
power failure. Because these systems
need to be ready to work at any
moment, there is a more stringent
need to check and recheck system
readiness than for basic emergency
power systems in an office setting.
Upkeep of electrical systems typically
accounts for about 55 to 60 percent of
all maintenance and repair expenses.

HVAC SYSTEMS

Most preventive and corrective
maintenance of HVAC systems can be
handled by the onsite maintenance
team, but some highly specific tests

need to be vended out to specialty
subcontractors or OEM representatives.
Overall, maintaining mechanical systems
represents about 20 to 25 percent of all
maintenance and repair costs.

Site labor

In most data centers, site labor comes
in as the second largest chunk of the
operating budget due to both the
subject matter expertise and number
of personnel required to keep a

data center up and running without
affecting uptime. Dedicated site labor
including facilities staff, IT and security
typically range between 34 to 36
percent of a data center’s total annual
operating budget.

SITE MAINTENANCE/ENGINEERING TEAM
Maintaining critical systems on a true
24 hours a day, seven days a week
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POTENTIAL COSTS
'OF DOWNTIME

For an organization whose facility operates
with 99.9 percent uptime requirements, an|
outage has real financial impacts to business
operations (which vary according to the nature
of the organization and the type of data
housed within a specific facility).

Let's consider a facility for whom every second
of downtime of data results in a US$5,000

impact to operations (a not at all uncommon
figure for mission critical data centers). A brief

data center power outage typically results in 3

significantly longer IT recovery period. So for a

five-second loss of power and resulting two4
and-a-half-hour IT recovery time, our example

data center experienced a US$45 million
negative business impact]

basis requires a capable maintenance
team on site at all times. Just as

there is redundancy in the power and
mechanical systems onsite, redundancy
in site staffing protects the facility’s
uptime by ensuring that a deep and
qualified team of technicians is available
day and night.

A variety of staffing and shift models
can be applied to data center operations,
and the use of these varies based on
site size and projected IT load, owner’s
uptime requirements and the limits of
the operating budget. As the facility
management team develops staffing
models, it should aim to continuously
fulfill the following three distinct but
related functions needed in data centers:
= Does this minimize the risk of
downtime through intervention
and escalation?
= Does this allow for the scheduled
maintenance of all mechanical,
electrical and building automation
systems?
=  Does this allow for training, drills
and other readiness exercises and
risk management actions?

The number of engineering staff
members on site per shift clearly creates
a trade-off between three factors:
=  Risk profile: The risk profile of the
data center “as operated” — the
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staffing level and the operational
model impacts how the data center is
operated, which is just as important
as how the data center is designed;

= Costs: The labor and operating
costs for a data center; and

=  Work responsibilities: The types
of work responsibilities engineers
can execute — the higher the
staffing level, the more flexibility
the team has to do work that could
not be taken on with a leaner
staffing model.

For a facility to be truly continuously
operational, a model that includes at
least two technicians on site for every
shift provides the best balance of
performance, risk management and best-
in-class safety. In a 10- to 12-megawatt
data center running 10-hour shifts, this
would equate to a total base operations
and maintenance team of between 20 to
24 individuals including shift technicians,
lead techs and management resources.
This team can be further strengthened by
adding a controls specialist who manages
all controls system, a CMMS planner/
scheduler who schedules work orders for
the engineering team and a dedicated
onsite energy manager. The operations
and maintenance team represents about
45 percent of the total site labor at an
average data center.

INFORMATION TECHNOLOGY

Not surprisingly, having an experienced
and high-capacity IT team on site is crucial
to a data center’s success. IT operations
may either be run by an in-house team or
via a third-party data center IT firm. The
IT team is typically staffed at nearly the
same level as the maintenance team. This
translates to around 32 to 35 percent of
the total site labor budget.

SECURITY

Data centers house data and applications
that are crucial to the success of many
businesses and organizations. While

an average office building may have a
security desk manned with a low-level
security guard or two, creating a secure
and resilient data environment requires
far greater efforts. Securing a data center
consists of protecting the data from

unauthorized access or malicious attack,
preventing issues that might affect
uptime and safeguarding the physical
infrastructure of the servers.

Even with a well-built environment that
incorporates physical and technological
security efforts, a dedicated site security
team is needed to ensure that only
authorized personnel access the data
center and the data zones themselves.
Because of this level of responsibility
and the importance of regulating access
to the data center, data center managers
invest heavily in hiring security teams
who are experienced and qualified to
protect the facility’s IT infrastructure and
data. Most data centers of any size will
require at least two security personnel
on every shift to be able to control site
access while still performing security
rounds, and even more if security escorts
are required for all visitors.

Ongoing operational security costs
include the onsite labor of the security
team, security camera maintenance,
badge access costs and maintenance on
security access points. Most data centers
will spend 20 to 23 percent of their total
site labor budget on security.

Grounds

JANITORIAL

When compared to other major cost
categories, janitorial does not represent
a major percentage of the data center’s
overall operational costs. However,

the cost for cleaning a data center is
significantly more than one would see for
Class A office space of the same square
footage. “Think twice” training teaches
employees to consider the potential
impact of their actions to data center
operations in advance, and data center
managers pay a premium for that level of
qualification in their janitorial company.
Data centers also have different
standards for air quality, requiring the
use of some specialized equipment such
as vacuum cleaners with distinct filters.

ENVELOPE/LANDSCAPING

The cost for landscaping at a data
center doesn’t vary much from typical
commercial office or corporate campus
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SAMPLE DATA

CENTER BUDGET

For illustration purposes, let’s create a
fictitious data center as a reference point. In
this scenario, our sample 200,000-square-
foot data center handles 12 megawatts of
total load, pays middle-of-the-road utility
rates and operates on 10-hour shifts|

CATEGORY APPROX. COST

(IN U.S. DOLLARS)
$8,000,000
$6,500,000
$4,000,000

Utilities
Site labor

Maintenance, repair
& replacements

Grounds $500,000

facilities. The only major difference in
qualifying landscaping and grounds
contractors at a data center site is to
confirm that they understand the unique

security requirements of the site and the
importance that clean landscaping plays in
intruder detection.

Understanding the proper levers to
effectively influence a data center’s
operating expenditure budget while
maintaining high uptime, reliability and
risk mitigation strategies remains one of
the greatest challenges facing data center
operators. With as much as 90 percent

of data center costs devoted to operating
expenditure budgets over the life of the
facility, key strategic decisions such as the
investment in highly qualified management
teams and the implementation of well
thought-out operational savings strategies
will in turn drive improved service delivery,
sustained cost efficiency and a continued
focus on the data center’s business goals. FM]
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Chris Read is national
facility operations director at
McKinstry. He draws on
nearly 20 years of mission
critical operations experience
to help McKinstry's data
center management teams effectively manage
and reduce facility operating costs while meeting
each client’s reliability and uptime goals.

His expertise has driven many improvements in
customer service, productivity, business
efficiency and onsite technology for a critical
environment portfolio that encompasses
multiple business verticals including internet
commerce, health care, utility, biotechnology,
communications and more than five million
square feet of data center space nationwide.
Read can be reached at chrisr@mckinstry.com.
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EXTRA

Performance
Measurement in
Facility Management

TOOLS TRADE

BY BILL CONLEY

emographics repeatedly show
D that the majority of facility

managers practicing today are
of the baby boomer generation. Tried-
and-true grizzled veterans of the war
against entropy, these practitioners have
learned mostly through trial and error,
epitomizing on-the-job training. Some of
these FMs have reached the peak of their
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learning levels. Having determined what
works best in a facility to suit their needs,
curiosity and innovation sometimes lose
out to status quo and comfort levels.

Expediency and familiarity supersede
change, yet the industry marches

on. The external world necessitates
experimentation with new approaches to

keep pace with the demands of a volatile
marketplace. Years ago, it might not have
seemed important to monitor water usage.
Greenhouse gas emissions were probably
mentally relegated to controlled plant
growth in glass houses. Building occupant
temperature complaints were treated

by manually adjusting thermostats.
Technology revolved around making sure




the phones worked and spreadsheets were
exercises in penmanship.

Today’s FM faces challenges of a different
sort. Consumption and efficiency must

be closely watched: both to improve
systems and to report status. Stakeholder
satisfaction must be continually gauged to
ensure the facility is operating effectively.
Impacts on the environment are becoming
regulated and scrutinized. As measuring
and monitoring operational performance
and activities have assumed a major role in
the management of the workplace, better
tools must be utilized.

The interdisciplinary interaction and
intelligent networking of building, energy
and communications technology in
facilities, especially those with complex
requirements, takes a combination of
the finely honed, ingrained skills and
new technology-centric ones that are
becoming a part of facility management.
One responsibility of the profession

is to create buildings that guarantee
optimal comfort and provide a healthy
environment in a cost-effective manner.
This entails the integration of numerous
services such as HVAC, security,
communication and assistance systems
and is supplemented through specific
sensors for light, heat and automated
controls to respond to occupants’ needs.
Developing standards and overseeing
system performance through technology
helps create this type of atmosphere.

Software applications developed for the
measuring and monitoring of facility
and organizational effectiveness have
become an integral part of managing
the built environment. Various

packages have been developed over the
years for this purpose, most notably
computerized maintenance monitoring
systems (CMMS), computer-aided
facility management (CAFM), integrated
workplace management solutions
(IWMS) and their various derivatives.
Lately, building information modeling
(BIM) has been added to the mix. Today’s
market presents quite an eclectic array of
options from which to choose. Some of
them work together; others are stand-
alone systems. Combined with the use

of a building automation system (BAS)/
energy management system (EMS), these
are all viable tools by which to implement
processes that measure, monitor and
improve operations.

Selecting the right tool

Technological capabilities are continually
evolving, and the high rate of change

can be challenging. Some FMs are still
uncomfortable with or intimidated by the
change in perspective technology demands
and the subsequent learning curve that

is involved. It is no longer an issue of

when these tools will be adopted by the
profession, but in what shape and design. It
is important that FMs not only accept this
reality, but embrace it to both understand
and utilize it. Priorities, standards and
policies should be defined and documented.
Deciding what needs to be done will
determine which of the myriad available
tools is appropriate and thereby provide a
roadmap by which success can be achieved.

It has been said that with the right
software system a person could track

a rubber eraser from the time it is
manufactured until the last crumb is
brushed off the paper and goes to landfill.

There are two things of which to be careful
in this scenario. First, erasers are only for
those who make mistakes. Second, if the
software is used to this minute level, the
user is creating a precedent for a lot of
monitoring. Thus, it is important to select
criteria carefully; not only in framing the
monitoring parameters, but in deciding
which software is appropriate for that
framework. Also, it may not be necessary
to take advantage of all the attributes of
any particular system, but it would be
smart to understand its full capabilities.

BAS/EMS

In this day and age, most facilities
should have a building automation
system and/or an energy management
system. A building automation

system is a single control center that
handles the remote monitoring and
operation of building systems such as
electricity, lighting, plumbing, HVAC
and environmental control systems.
Continual monitoring of all these
systems ensures a reliable working
environment for personnel and visitors
and is an effective tool for resource
conservation and waste minimization.

With a thorough understanding of a
facility’s operating requirements, optimal
HVAC and lighting system timing and
set-point schedules can be established.

A BAS helps keep building climate

within a specified range. It can schedule
and control start-up/stop times for
mechanical equipment and provide proper
illumination in the workplace based on
occupancy. It can monitor performance
and device failures in systems and provide
alarms if something goes amiss. It will
reduce facility energy and maintenance
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costs compared to non-controlled
buildings. BAS systems are now available
with wireless capability, enhancing

ease of use and preparing facilities for
demand/response programs through
local utility companies.

An energy management system is
sometimes understood to be the same as a
building automation system but it is usually
the part of the BAS dedicated to energy
metering and monitoring. EMS information
is more refined, as it also involves the study
of the operation of HVAC and lighting
systems for the identification and timely
correction of problems.

Meanwhile, software is becoming
available that will interconnect different
facility software systems: linking BAS/
EMS to CMMS programs and BIM.

CMMS

A computerized maintenance management
system (CMMS) is a software package that
maintains a database on the maintenance
operations in an organization. Viewed by
some professionals as the nervous system
of a facility, CMMS packages produce
status reports and documents detailing and
summarizing maintenance activities.
This software records data about
equipment and property including
specifications, purchase date, expected
lifetime, warranty information, service
contracts, service history and spare
parts. It helps manage work orders
while tracking labor and costs. It can be
used as a scheduling tool for assigning
personnel to periodic tasks and
reserving materials for those activities.
At the same time it can supply relevant
information relating to problems or
failures, any downtime involved and
recommendations for future action.

This information is intended to help
FMs gather reportable data that will
improve processes, reduce costs and
allow them to do their jobs more
effectively. It can also guide FMs in
making informed decisions regarding
systems and equipment under their
purview. The CMMS may also generate
metrics such as a facility condition
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index to measure the effectiveness of
asset management and may also be
used to verify regulatory compliance.
CMMS packages are closely related to
computer-aided facility management
packages and the two programs are
usually mutually supportive. CMMS can
be used as a gateway, pushing and pulling
information between these systems.

CAFM

Computer-aided facility management is a
software-based asset management system
that supports the operations of a facility
through information technology. One of
the first FM-related software packages to
utilize an inter-relational database, CAFM
systems are linked with building drawings
to create a double layer of data that can be
viewed from varied perspectives.

There exist applications within CAFM for
anumber of functions: space planning
and forecasting, move management,
maintenance management, cable/

IT management, equipment asset
management, environmental health and
safety, sustainability and electrical and
HVAC. By integrating information from
these various modules, CAFM lends itself
to infrastructure management, which
addresses the relationships between people,
space and technology in the workplace.

As CAFM systems have become more
established and developed, they serve
now as interactive companion pieces to
CMMS and IWMS programs.

IWMS

An integrated workplace management
system is a software platform used

by enterprises which integrates the

five key components of functionality
into a single technology platform and
database repository, or from a storage
receptacle. It is an enterprise platform
that supports the planning, design,
management, utilization and disposal of
an organization’s location-based assets.

Derived and expanded from CAFM
systems, and more comprehensive

as a tool, it is a step closer to a total
infrastructure management solution. Its

major components are construction
project management, real estate and
portfolio management, facility and space
management, maintenance management
and a relative newcomer to the mix:
sustainability. IWMS systems assist FMs
in maximizing the potential of workplace
resources, including the organization’s
real estate portfolio, infrastructure and
facility assets.

BIM

Building information modeling is a
shared digital representation of the
physical and functional characteristics of
the built environment. It is a knowledge
resource for information about a facility,
designed to form a reliable basis for
management decisions during a facility’s
life cycle. The basics of BIM revolve around
the ability to insert, extract, update or
modify information to support and reflect
the responsibilities of the facility manager.

BIM is the life cycle management of
facility support through digital technology.
It is part process, part software and
addresses all physical and functional
conditions of a structure. This includes
the optimal operation of major systems,
sub-systems and components as well as
those relegated to life/safety/security and
access/accommodations for the disabled.
All the strategic, capital and tactical
planning associated with a facility could
be factored based on this data. High-
performance building management and
sustainability introduces the additional
focus of the environmental impacts

of a facility operation such as energy
consumption, water efficiency, purchasing
and procurement programs and indoor
environmental quality.

In order to measure, monitor, improve and
report on a building’s performance, an FM
needs to fully understand the components
which make up the facility; both how

they are supposed to operate as well as
how they are operating. BIM supports

the facility management profession by
delivering a robust and transparent process
for monitoring and managing the built
environment. Combined with BIM, the
concepts of life cycle facility management,



sustainability and high-performance buildings can
be interchangeable.

The tool shed is open

Managing the built environment has grown

more complex over time, as have the role and
responsibilities of the FMs charged with this

task. The good news is that technology tends to
keep pace with this evolution. The difficult news

is that facility managers need to keep up as well.
Measuring and monitoring systems and processes
support the core of an FM’s job, providing the ways
and means to achieve energy efficiency, conserve
water, manage resources and deliver optimum
indoor environmental quality for the health and
productivity of all personnel. These tasks deal with
cause and effect; amending and improving processes
that aim at high-performance workplaces.

As the pendulum swings from the experienced
professionals who may struggle with technology to
those who have grown up with it, a balance must
still be achieved. There are tricks of the trade and
intuitive leaps that are a part of facility management
that were learned the hard way and cannot be
dismissed. But neither can they be fully relied upon.
FMs need to know what happened in the past as
well as what technology promises for the future.

Organizations need measuring and monitoring
capabilities that can identify operating anomalies
in real time, predict outcomes and deliver
optimized results. Technology provides solutions
to those needs. Building capacity, with the
extended knowledge, the right tools and smart
people, will address these challenges. There is more
technology for success available than ever thought
possible; the trick is to integrate it carefully,
implement it properly and utilize it wisely. Fm)

The author would like to thank John Rimer, CFM
for his input for this article.

Bill Conley, CFM, SFP, FMP, IFMA
Fellow, LEED AP is owner/CSO of
CFMZ2, a facility management and
sustainability consulting company
based in Orange County, Calif., USA.
Conley has more than 35 years of
experience in the facility management profession and has
been a proponent of sustainable operations for more than
20 years.

Conley has served on the IFMA board of directors, is a
recipient of IFMA’s distinguished member of the year
award and has twice received the association’s distin-
guished author award.

What percentage of the
food served in your café is
actually made-from-scratch?

Every day our chefs create culinary
meals from scratch using fresh,
locally sourced, healthy ingredients.

Call us to discover our fresh
approach to facility foodservice.

Bl

E Hospitality Inc.

(905) 829-0292
danahospitality.ca

~ Experience Our Passion for Foodservice
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k‘ FaC|||ty FUS|On A vibrant new movement is taking place

within the facility management profession.

| A fusion of high-level facility management In recent years, trends like change
L— management, sustainability and workplace

education, leadership training, industry-
strategy have been game changers for FMs.

specific best practices and an all-inclusive
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own future.
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Facility Fusion DC Sponsors

ADI Workplace Acoustics
American Time

ARC Document Solutions
CORT

International Parking Institute
Multiview

Master Mfg. Co., Inc.

xpedx

Companies in BOLD are IFMA’s
Corporate Sustaining Partners.

A diverse three-day program of educational sessions will introduce forward-thinking
concepts and prepare attendees drive innovation in the workplace. Session topics

include:

¢ Developing an Action Plan: Building Energy Metering & Beyond

e Saving Energy & Money One Watt at a Time

¢ The Future of FM Technology: Urbanization, Big Data & Analytics

¢ Implementing the Federal Buildings Personnel Training Act

e Smart Occupancy: How GSA is Reshaping the Government Workplace
¢ And more! View all educational sessions

at

This fresh, dynamic educational event allows you to share ideas with like-minded
professionals and develop solutions for the increasingly multifaceted layers of FM.

Year after year, attendees cite networking as one of the top benefits of the
conference. With attendance in the hundreds instead of thousands, the more
intimate setting at Facility Fusion lends itself to powerful networking and

long-lasting professional connections.

Facility Fusion DC Exhibitors

AGF Manufacturing, Inc.
American Time

AMS CAD + CAFM Solutions
ARC Document Solutions
ARCHIBUS, Inc.

Bobcat Company

Brock and Company

Capital Chapter of IFMA
CardioReady

CORT

ErgoGenesis

Excel Dryer Inc.

Facility Engineering Associates, PC
FM BENCHMARKING
FM:Systems, Inc.

Gali Service Industries, Inc.
GCA Services Group, Inc.
George Mason University
Haworth Inc.

Integrys Energy Services
Interface

International Parking Institute
JLG Industries Inc.

Link Systems

Master Mfg. Co., Inc.
Newcomb & Boyd

Nu Flow

OfficeSpace Software
Powr-Flite/Tacony Corporation
Prestige Maintenance USA
Qube Global Software

Red Hawk Fire & Security
Systopia International Inc.
Tennant Company

The Millennium Group

U.S. Department of State
Unidine

xpedx

Zero Surge Inc.
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Held in conjunction with Facility Fusion, the following
educational opportunities will also take place at the
Gaylord Convention Center this April.

Ready to earn a professional credential? Get started in D.C.

IFMA’s Spring Symposium offers a series of instructor-led courses that will help build
professional knowledge and assist those pursuing the Certified Facility Manager®
(CFM®) or Facility Management Professional™ (FMP®) credential.

The following courses will take place April 13-14:

e Operations and Maintenance

Leadership and Strategy

Facility Management: A Practical Introduction

Essentials of Facility Management: Operations and Maintenance Workshops 1-4
CFM Exam Prep Workshop

Learn more and register at facilityfusion.ifma.org/dc/courses

BIM Conference for Building Owners,

FMs & Service Providers

New this year, IFMA presents a one-day event specifically designed to address
building information modeling (BIM). Hear from innovators and industry leaders
who are advancing the practice of BIM. Held in conjunction with Facility Fusion
on April 14, the BIM conference will focus on strategy, data, process, value and

attendee Q&A. Those who register for the BIM event and the full Facility Fusion
conference will receive a deep discount.

Learn more and register at
facilityfusion.ifma.org/dc/bim-conference

BIM Conference Exhibitors

ARCHIBUS

FM:Systems
Rand Worldwide

Trelligence, Inc.

YouBIM, LLC Companies in BOLD are IFMA’s Corporate
Sustaining Partners.
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March 18 - 19 | Province of Ontario

FM in Action

This year, Facility Fusion conference is held in Ottawa, Ontario, Canada this
March 18 - 19! The smaller, more intimate setting at Facility Fusion Ottawa is

a unique opportunity for those who work or have a professional interest in the
region to gain valuable facility-related educational content that is specific to
Canada. This setting also lends itself to more powerful networking and guaranteed
professional connections.

Why Canada?

An overwhelming number of surveyed professionals expressed a desire for IFMA to
hold one of its quality educational conferences in Canada. You asked—we delivered!
IFMA worked with a strategic program committee, including facility managers who
live or work in the region, to develop and vet educational sessions that meet the
specific needs of Canadian FMs.

Sessions include:

¢ A Brave Tale of Broad Change: From Strategic Plans to Your Workspace

e Taming the Mammoth: The Transformation of National Defence Headquarters

* WORKSshifting? How Canada is Transforming the Country One Workplace at a Time
e Emergence of Mobile and Cloud Technologies in FM

And more!

It’s not too late to sign up for Facility Fusion Ottawa—register today!

facilityfusion.ifma.org/ottawa
)

N IFMA

. International Facility Management Association

)

Empowering Facility Professionals Worldwide

Facility Fusion Ottawa
Exhibitors

Algonquin College,
Corporate Training
ARCHIBUS, Inc.
Boss Steel Ltd.
Dana Hospitality
Horizant
IFMA Credentialing
NaceCare Solutions
Pinnacle Group Inc.
Rico Electrical &
Lighting Services
Skyfold
Techni-Contact Canada Ltd.
Teknion Ltd.

Companies in BOLD are IFMA’s
Corporate Sustaining Partners.
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BEHIND THE

aramarlq?

Insight on IFMA's Corporate Sustaining Partners

COMPANY NAME Aramark

EXPERTISE
CSP LEVEL Platinum

CSP SINCE 2002

WEBSITE www.aramark.com

Facilities management, food and uniform services

FM]: What role does Aramark play

in enhancing a company’s employee
productivity?

ARAMARK: The incredibly diverse portfolio
of services Aramark provides enables the
workplace and therefore the productivity
of the employees within that workplace.
Our customers’ employees may be
committed to the organization and willing
to exert extra effort, but the degree of
such commitment and discretionary effort
will best be recognized when conditions at
work enable them to perform effectively
in their roles. Numerous researchers have
recognized the importance of workplace
environment factors and support
mechanisms when considering the
relationship between motivation, effort
and performance. Work environment
factors, along with motivation, play a
significant role in employees’ ability to
perform. When key supports are present,
it is highly likely that employees will
operate at maximum potential.

At the core of our organization is the focus
we have on leveraging our scale to develop
insights to fuel innovations to deliver
impact to our customers’ businesses.
Enabling the customer’s workplace and the
productivity of their employees is just one
example of the impact we generate. Our
overarching goal is to optimize workplace
reliability, efficiency, safety and productivity
in support of the client’s business
operations. This all starts with an Aramark
team that is engaged, productive and armed
with the understanding of how their work
enables a productive work environment.
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FM]: Your core company value includes
serving with passion. Explain.

ARAMARK: Aramark is in the customer
service business across facilities, food
and uniforms, wherever people work,
learn, recover and play. We recognize
that we are in the people business above
all else. For us to be successful in the
marketplace we must be service stars
and everyday innovators.

We are not a company that inspires

its employees. We are a company
inspired by them. Our employees are
the fuel that drives our innovation.
Their insights — large and small —
lead to enhanced customer impact and
the ability for us to deliver excellence
in everything we do, every day,
everywhere and every time. The star
person in our logo was recently moved
to the right of our name to signify
that our people lead the company —
with passion and excellence. United
by a passion to serve, our more than
270,000 employees deliver experiences
that enrich and nourish the lives of
millions of people in 22 countries
around the world every day.

FM]: How do we attract the next
generation to the FM industry?
ARAMARK: The FM industry is challenged
to appeal to the next generation.
Existing paradigms and lack of
awareness of the profession can cast an
imposing shadow over the attractiveness
of an FM career path for talented people
not familiar with the industry.

We can attract the next generation

by cranking up our efforts to market
what FM is and can become in the
future. Redefining the core technical
requirements by broadening the
recruiting reach to include people with
business acumen, analytical skills and a
strategic outlook can help.

It’s also critical that those recruiting
the next generation revise their
threshold for consideration of next-
generation candidates. Shifting toward
attribute-based hiring, our industry
should look for indicators beyond a
plug-and-play replacement that would
make a next generation candidate a
good fit with the position at hand.
Some of those indicators are attributes
such as the ability to self-motivate and
consistent problem-solving qualities

in various scenarios, as well as related
studies and degrees, certifications and
relevant experience.

This does require a hiring manager

to take more of a risk so the focus
during the interview process may

be more about whether or not the
candidate is teachable — and if that

will accommodate a steeper learning
curve. Aramark is addressing this risk by
investing in the next generation talent
pipeline with an aggressive internship
and management trainee program that
will powered by Aramark Academy. This
is to feed our growth needs and establish
a best-in-class model consistent with
our commitment to the FM industry.



Behind every successful FM are a host of product and service
providers that offer solutions to make the hectic task of ensuring

seamless facility operations a little smoother.

IFMA'’s Corporate Sustaining Partners (CSPs) are trusted
vendors that support the operational excellence of facility

management teams. By partnering with IFMA, this elite group
demonstrates the highest commitment to creating a more

comfortable and efficient built environment.

This showcase goes behind the brand to reveal the culture that
makes these powerhouse businesses the best in class.

COMPANY NAME
EXPERTISE

CSP LEVEL

CSP SINCE
WEBSITE

ProServices

Lowe’s ProServices

Maintenance, repair and operations tools and supplies

Platinum
2009
www.lowesforpros.com

FM]: Why is FM important to Lowe’s?
LOWE'S: Lowe’s is a strong partner to
support facility managers because we
have a first-hand understanding of the
issues that impact facility managers.
Lowe’s has three customer care centers,
a data security building, 15 regional
offices, 18 distribution centers and more
than 1,700 stores throughout the U.S.,
most of which we own. In addition to
the buildings, we also have the one of
the largest privately owned and operated
vehicle fleets in the country.

FM]: What is ProServices?

LOWE'S: ProServices is a sales

division at Lowe’s that is dedicated

to supporting and growing business
relationships with other businesses,
including businesses focused on
construction and trades as well as those
focused on maintenance, repair and
operations — in some cases a business
may have activities in both areas.

Every store has a ProServices desk
located near the lumber department.
Each store has four to six dedicated
ProServices sales specialists/
associates to assist businesses. In
addition, in select markets there are
account executives with a dedicated

portfolio of businesses. Finally, for
large national customers, we have an
inside sales team dedicated to national
accounts to ensure that customers
have a consistent experience with
Lowe’s from the national level down to
their local store.

FM]: What role can Lowe’s play in helping
FMs to save time and money?

LOWE'S: We are a one-stop shop, and
with more than 1,700 store locations,
U.S.-based FMs are sure to find one near
them. Every day, Lowe’s ProServices
offers businesses four ways to save time
and money:

1. If your company allows you to
open up store credit, we have
three different credit options
that save you money every day.

2. Lowe’s has two great savings
programs for businesses.
Contractor packs are hand-
selected in-stock items used
frequently by businesses in large
quantities. There is a 10 to 50
percent savings when you buy the
minimum quantity required. They
are labeled throughout the store
with black and yellow labels that

say “contractor pack.” Volume
discounts are available on any
purchase of US$2,500 or more —
just go to the ProServices desk
and request a quote.

3.  We offer a business replenishment
program whereby you choose
any item you would buy on a
recurring basis and work with the
ProServices desk to set up the
program. The store will provide
you with an order form you can
use to either, call, fax or email
for replenishment and they will
provide you with shelf labels to
help you keep track of inventory.

4. Lowe’s offers an order ahead
program so you don’t have to
send your team members into our
stores to shop the aisles. Just place
your order with the store (call,
email, fax or online) and they’ll
shop for you. You can then send
someone to pick it up or we can
deliver it to your place of business.

Visit LowesForPros.com to learn more
about these and other programs Lowe’s
has to save businesses like yours time
and money.
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CORPORATE SUSTAINING

FM DEALS & DISCOUNTS
PARTICIPANTS

ACOUSTICAL/SOUND MASKING

Lencore Sound Masking & Acoustics | www. lencore.com &9
LogiSon Acoustic Network | www.logison.com &

AUDIO/VISUAL

AVI-SPL | www.aviinc.com

BUILDING MAINTENANCE/SUPPLIES
JLG Industries Inc. | www.jlg.com
Lowe’s Companies Inc. | www.lowes.com

BUSINESS SERVICES

Reed Construction Data | www.reedconstructiondata.com

CARPET/FLOORING/TEXTILES

Bentley | www.bentleyprincestreet.com
INVISTA/ANTRON® Carpet Fiber | www.antron.net
Mannington Commercial | www.mannington.com
MilliCare Commercial Carpet Care | www.millicare.com
Milliken Contract | www.millikencarpet.com

Patcraft | www.patcraft.com
The Mohawk Group | www.themohawkgroup.com

CEILINGS/CEILING CARE

Armstrong World Industries | www.armstrong.com

DISASTER RECOVERY/EMERGENCY RESPONSE
BELFOR USA Group Inc. | www.belforusa.com

ELECTRICAL/WIRE MANAGEMENT
Legrand | www.legrand.us
NETA International Electrical Testing Association | www.netaworld.org

ELEVATOR/ESCALATOR

KONE | www.kone.com

ENERGY SOLUTIONS/MANAGEMENT
Energy Efficient Buildings Hub | www.eebhub.org
Intermatic Inc | www.intermatic.net

FIRE PROTECTION SYSTEMS

Performance Systems Integration | www.psintegrated.com

B PLATINUM CSPs

aramark 2

IFMA’s Corporate Sustaining Partners (CSPs) are an elite group of companies that have made a
powerful statement in support of facility management by partnering with IFMA. These outstanding
providers contribute to IFMA’s mission to advance the profession, helping your association offer
exceptional services, products, resources and opportunities.

FLOORING INSTALLATION/MAINTENANCE
Corporate Care | www.corporatecare.com a8

INSTALL Floorcovering Professionals | www.installfloors.org
Johnsonite | www.johnsonite.com

FM CONSULTANTS/SERVICES/PROVIDERS

ABM | www.abm.com

Al Shirawi Facilities Management, LLC | www.alshirawifm.com

ALPHA Facilities Solutions LLC | www.alphafacilities.com

ARAMARK | www.aramarkfacilities.com

BCF Solutions | www.bcfsolutions.com

CE Maintenance Solutions LLC |
www.cemaintenancesolutions.com am

CH2M Hill Facility Services | www.idcfs-ch2m.com

DTZ, a UGL Company | www.dtz-ugl.com

EMCOR | www.EMCORGroup.com

Engineering Maintenance Company, EMCO-Qatar |
www.emcoqgatar.net

Eurest Services | www.eurestservices.us

Facility Engineering Associates, PC | www.feapc.com

FBG Service Corp. | www.fogservices.com

Fluor Enterprises Inc. | www.fluor.com

HD Supply Facilities Maintenance | www.hdsupply.com

Honeywell | www.honeywell.com

ISES | www.isescorp.com

ISMER Facility Management | www.ismer.com.tr

ISS Facility Services | www.us.issworld.com

Johnson Controls Inc. | www.johnsoncontrols.com

PCN Technology, Inc. | www.pcntechnology.com

Prestige Maintenance USA | www.prestigeusa.net

Qatar Foundation | www.qgf.com.qa

S.A: Temco Services Industry, Inc. | www.temcoservices.com

SG Services LDA | www.sgs.com

Sodexo | www.sodexousa.com

TDGI - Tecnologia de Gestao de Imoveis | www.tdgiworld.com/en/

Terranum Administracion | www.terranum.com

URS | www.urscorp.com

xpedx | www.xpedx.com

Lowes

ProServices
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please contact April Tone in IFMA’s corporate connections department and
find out how to join IFMA’s Corporate Sustaining Partner program.

+1-281-617-1338 | april.tone@ifma.org
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FM SOFTWARE

ARCHIBUS Inc. | www.archibus.com

FM:Systems Inc. | www.fmsystems.com

iOffice. | www.iofficecorp.com

Manhattan Software | www.manhattansoftware.com
Planon Inc. | www.planonsoftware.com

Synergis Software. | www.synergissoftware.com
TMA Systems LLC | www.tmasystems.com

VFA Inc. | www.vfa.com

FURNITURE

CORT Furniture Rental | www.cort.com

Davies Office Refurbishing | www.daviesoffice.com
EthoSource LLC | www.ethosource.com

Herman Miller Inc. | www.hermanmiller.com

Kl | www.ki.com

Steelcase Inc. | www.steelcase.com

Versteel | www.versteel.com

HAND DRYERS

Excel Dryer | www.exceldryer.com

HVAC/INDOOR ENVIRONMENTAL
QUALITY SOLUTIONS

Controlled Release Technologies Inc. | www.cleanac.com
Friedrich Air Conditioning Company | www.friedrich.com
Halton Group Americas | www.halton.com

JANITORIAL SERVICES/CLEANING PRODUCTS

Cleaning Services Group, Inc. | www.cleaningservicesgroup.com

GCA Services Group Inc. | www.gcaservices.com
PRIDE Industries | www.prideindustries.com
Redlee/SCS Inc. | www.redleescs.com
ServiceMaster Clean | www.servicemasterclean.com

LANDSCAPE/MAINTENANCE/PLANTS
/SERVICES/SUPPLIES

Ambius | www.ambius.com
Smart Rain Systems | www.smartrain.net

OFFICE SUPPLIES/PRINTING
Miller’s Office Products | www.millersop.com
Staples | www.staples.com

RESTORATION/MAINTENANCE
BehrPro: BEHR & KILZ Paints & Primers | http:/Awww.behrpro.com

ROOFING

Sika Sarnafil Inc. | www.sikacorp.com

SECURITY

AlliedBarton Security Services | www.alliedsecurity.com

Allegion PLC Security Technologies |
www.securitytechnologies.ingersollrand.com

Securitas Security Services USA | www.securitasinc.com

SIGNAGE
APCO Sign Systems | www.apcosigns.com BN

STORAGE/SHELVING/FILING

REB Storage Sytems International | www.rebsteel.com

TECHNOLOGY SOFTWARE TOOLS

The Blue Book Building and Construction Network |
www.thebluebook.com

WATER & FIRE RESTORATION

Coit Cleaning & Restoration Services | www.coit.com

WATER TECHNOLOGY

Association of Water Technologies | www.awt.org
RLE Technologies | www.rletechnologies.com
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BIM for Facility
Management:
Managing for the
Building Lifecycle

BIM
FUTURE
VISION

FOR FM

BY ANGELA LEWIS & J]IM WHITTAKER

here do you see yourself
in 10 or 20 years? Perhaps
a mentor, colleague or

supervisor has asked you this ques-
tion. However, how often is an entire
industry asked such a question? In
2012, this question was posed by the
buildingSMART Vision Task Force, a
committee charged with developing an
initial long-term strategy for the Na-
tional Building Information Modeling
Standard (NBIMS).

To answer the question, the taskforce
reached out to industry professionals
across the entire architecture, engineer-
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ing, construction and operations (AECO)
industry to gain perspectives on where
the industry could be in the year 2021.
More than 30 professionals provided
narratives for various industry sectors
to forecast what the future may hold for
his/her profession. Using the narratives,
a vision is being developed for what the
future may look like and the steps the
AECO industry may need to get there.

Shaping today to support a

BIM-enabled future

Building information modeling (BIM) is
a digital representation of the physical
and functional characteristics of a facili-
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FIGURE 1: Changing use of graphics and information
over the facility life cycle (Burg and Mealy 2012).
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ty (NBIMS 2012). Although often initially
understood by many as a graphical tool,
the data that can be captured when using
BIM is significant, especially for facility
management teams.

As shown in Figure 1, as a facility moves
from design to construction to opera-
tions, the use of information increases,
while the use of graphics decreases.
Designers and construction contractors
use information that is often easier to de-
pict using drawings. As a facility is built,
the amount of information generated
continues to increase, including such
documents as warranty certificates, oper-
ations and maintenance manuals and test
and balance records, and much of this
information is more easily communicated
through textual representations.

According to a McGraw Hill Construction
Smart Market Report (2012), although
use of BIM by architects and contractors
is as high as 70 and 74 percent respec-
tively, with about 67 percent design en-
gineers using BIM, fewer facility manage-
ment teams today are actively using BIM.
Facility management industry leaders,
such as those described in the case stud-
ies within BIM for Facility Management
(Teicholz 2013), are currently seeking to
define how BIM can be used by facility
managers for new construction, major
renovations and for existing buildings.

For example, the State of Wisconsin Bu-
reau of Facilities Management has eval-
uated the type of data provided during
the handover process from BIM design
models and how it could be used within
the computerized maintenance manage-
ment system (CMMS) at a university cam-
pus. The University of Southern California
School of Cinematic Arts created a proof-
of-concept portal to understand how CAD
managers, energy managers, commission-
ing managers and HVAC maintenance
managers can use a software tool that
integrates the document management
system, CMMS and building automation
system to support both graphical and
information-driven facility management
processes. In addition, both facility teams
have a BIM guide to provide guidance for

how to use BIM for new construction and
renovation processes.

Leading facility management teams in both
the public and private sectors are currently:
= Creating BIM guidelines for new
construction and renovation
projects to define requirements
for architecture, engineering and
construction teams providing
BIM deliverables.
=  Evaluating and learning about
industry standards, often including
them in BIM guidelines.
= Asking challenging questions about
topics such as how to make the
business case for BIM.
=  Determining how BIM principles
for new construction and
renovation can be applied to
existing buildings.

As industry leaders continue to define
and advance the use of BIM for facility
management, one of the keys to suc-
cess will be determining how to broadly
implement what has been demonstrated
through pilot projects and developing
industry standards. This includes how and
at what point in the process to export data
relevant to facility management teams
from BIM authoring software and how to
use open information exchange standards,
such as the Construction Operations Build-
ing information exchange (COBie).

Two ways IFMA supports members in
learning about and shaping how BIM is
being used by facility management teams
are the BIM lifecycle operations com-
munity of practice (BIM LO COP) and
working collaboratively with the build-
ingSMART alliance. In 2012, the commu-
nity of practice had a series of four BIM
webinars, including topics such as tech-
nologies to support BIM-enabled projects
and BIM fundamentals. In 2014, Facility
Fusion D.C. will feature a one-day BIM
conference. Working with the building-
SMART alliance provides an opportunity
for IFMA to shape the direction of the
National BIM Standard and participate in
efforts such as the Alliance Roadmapping
Initiative. The goal of the Alliance Road-
mapping Initiative is to align industry



sectors to advance common goals related to
technology and process improvements to
support industrywide use of BIM.

Future vision for facility management
To challenge the possibilities of today, the
vision narrative for facility management in the
year 2021 forecasted that the industry will:
=  Have a workforce comprised of
individuals who purposefully entered
the profession because of opportunities
to deploy new technologies and use
technology to solve challenges faced by
their customers.
*  Have the capability to use software
to make data-driven decisions based
on large amounts of data for a diverse
group of stakeholders, often successfully
making the business case to provide
sufficient funding to support the needs
of the facility management team.
=  Use software tools with a single user
interface to access many functions,
including space, maintenance,
energy, asset and lease management.
Open information exchange
standards and naming conventions
will be foundational to successful
implementation of these systems.
=  Maintain accurate data sets. The
workforce will value and be rewarded
for providing accurate data for critical
facility decisions. The accuracy of most
data will be validated using rules before
it is imported into software databases.

The success of these possibilities will have been
largely driven by the principles and processes of
building information modeling. Although BIM
is an important enabler, it is forecasted that
BIM will rarely be discussed because its underly-
ing concepts will have become foundational to
common business practice.

Moving into the future
Although nobody knows with certainty what
the future will hold, it is already acknowl-
edged today that building systems, including
software, are becoming more complex and the
amount of related available data continues to
increase (IFMA 2011). To overcome these chal-
lenges and move toward the vision described,
facility management teams can strive to:

= Define what data is needed and populate

facility management software. Although

some facility management
teams continue to improve the
processes for maintenance and
space management, opportunity
still exists to align data needs
between software. Having a
single, accurate data set for
common information increases
the ability to make consistent,
defensible decisions.

Adopt and implement standards
within facility management
processes and software. To

support the transfer of
information between software,
it is necessary to adopt the

use of information exchange
standards. However, having
well-defined and widely used
processes is necessary to
optimize software use. Naming
convention standards should
be established for all buildings,
rooms and major maintainable
equipment, as well as other
mission-critical information.

OReliable:

The solution for quality and value in facility supplies.
Every application, every time.
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NBIMS - US: NATIONAL BIM STANDARD - UNITED STATES
The National Building Information Modeling Standard - United States (NBIMS - US) is a standard that aggregates
reference standards, information exchange standards terms, definitions and practice documents.

The purpose of NBIMS - US is to “advance the art and science of the entire life cycle of the vertical and horizontal built
environment by providing a means of organizing and classifying electronic object data and thereby fostering stream-
lined communication among owners, designers, material suppliers, constructors, facility managers and all stakeholders

associated with the built environment” (NBIMS - US 2012).

The goal of the standard is to provide a framework to support collaboration and trust between stakeholders using an
open, non-proprietary standard that is accessible to all industry professionals (NBIMS - US 2012). Version 2 of the
standard can be downloaded at www.nationalbimstandard.org. Version 3 of the standard is scheduled for publication

summer 2014.

The same naming standard should
be used by all facility management
software, such as CMMS, integrated
work management systems,
document management systems
and building automation systems.

=  Hold service providers
accountable for accurate and
complete data sets. Require
that service providers correctly
use naming standards and that
the data is complete when they
prepare construction documents,
asset inventories and condition
assessments. To do this requires
providing a member of the
facility management team time to
perform a quality control review,
as well as not accepting the final
deliverables until they meet the
contracted requirements.

= Challenge service providers
to deliver computer-readable
information. Although PDFs are
a common way to deliver reports,
specifications and other text-
based information, it can be time
consuming to find information
about a specific asset within
multiple PDFs. When possible,
consider requiring information
to be formatted so it can be
imported into the CMMS or
IWMS, increasing the ability to
quickly assess the information
in the future and increasing the
value of the service provided.

=  Continue to broaden stakeholder
communications. Expand
communication beyond the
boundaries of the facility to
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include city planners, community
leaders, emergency responders and
neighboring facility management
teams to align common needs with
the goal of sharing information
and resources.

=  Getinvolved with the IFMA BIM
LO COP and/or the buildingSMART
alliance. For more information
about the COP, see www.ifma.org/
community/ifma-groups/group-
details/bim-lifecycle-operations-
community-of-practice. For more
about the buildingSMART alliance,
visit www.nibs.org/?page=bsa.

When accurate and complete data sets
are available and can be used by multiple
software solutions, facility teams can
more effectively serve customers while
reducing costs. Shaping the future de-
pends on how each of us acts as individ-
uals and members of the industry. How
will you act today to shape future use of
BIM for facility management? Fm)

NOTE: This article provides a snapshot of the
possible future of facility management with
a focus on the impacts of building informa-
tion modeling. If you feel there is something
missing or if the article sparks new ideas,
please share these with the taskforce by
posting your ideas and comments on the
FMJ blog or emailing the authors. As stated
by Peter Drucker, management consultant
and educator, the best way to predict the
future is to shape it.

This article was written as part of the
National BIM Standard — United States
2021 Vision Task Force (VTF), an effort

of the buidingSMART alliance. The VTF,
chaired by Chris Moor, collected more than
30 visionary papers from all corners of the
construction industry in an effort to build
a roadmap for the industry to become more
efficient. The alliance is weaving the essays
together to create a single, compelling and
tangible vision of what the future may look
like, along with the steps the industry may
need to take in order to get there.
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BY ERIC TEICHOLZ

recent New York Times article
A by Tom Agan (“Embracing the

Millennials,” The New York
Times, Nov. 10, 2013, p. 10) makes a
strong case for millennials (those born
from ca. 1980-2000) being “uniquely
situated to take innovation to a new
level.” The thesis of Agan’s article is that
innovation thrives “when information
is unfettered, education is nurtured,
people can readily form new groups and
decision-making is inclusive.”

AKI|
OR

Real-time access to data — both structured
(e.g. rows and columns) and unstructured
(e.g. sensor and social media output) plays a
significant role in enabling innovation. For
millennials, data is transparent and social
media data (tweeting, video, emailing,
texting, etc.) completely permeates every
aspect of their lives. Many companies
accept that millennials, with their ability

to rapidly innovate, create, learn and

adapt to new situations as well as their
desire to be challenged, their flexibility

and their desire to simply have fun in their

work environment, should be treated as
significant assets by more senior staff who
often tend to resist change.

In general, the millennial generation
tends to be collaborative, open-minded,
highly educated and ambitious. The
challenge for management becomes
how best to understand, utilize

and focus their skills to achieve the
organization’s strategic objectives.
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FM SPOTLIGHT

The Times article cites a number of
examples of universities (e.g. Northwestern)
and companies (e.g. Kraft, Proctor &
Gamble, Goldman Sachs) that understand
the link between learning and innovation.
Such groups have developed specific
management policies that incorporate
millennials, often by pairing them with
older, more experienced managers and
including them at the highest level of
decision-making. Mike Marasco, head of
Northwestern’s award-winning research
program indicated (according to the Agan
article) that “millennials work more closely
together, leverage right- and left-brain skills,
ask the right questions, learn faster and
take risks previous generations resisted.”

Given that an increasing number

of organizations believe that the
successful integration of millennials
with experienced staff is the fastest
path to innovation, we must ask why
facility managers have not yet realized
how important it is to embrace this
demographic cohort. If current attitudes
continue, the profession of FM as
practiced today might disappear or

at least be diminished because of its
inability to attract young members.

The author is not aware of any public

or private organization that either
benchmarks the number of millennials
employed or has established a millennial
recruitment program. And yet professional
EM organizations claim that there are more
FM jobs available than there are trained
applicants available to fill them. AT&T, for
example, currently has about 1,000 facility
professionals at the management level and
up. The company expects that 30 percent
of this workforce will retire in the next five
years and more than 70 percent will retire
over the next 10 years.

Enrollment in the IFMA Foundation’s
accredited FM degree programs currently
totals about 800 students. Assuming that
a student’s study extends over four years,
only 200 students per year graduate

from these programs. Jeff Tafel, current
president of the IFMA Foundation, stated
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that “it is fairly common for students of
these accredited FM degree programs

to have multiple offers upon (or even
before) graduation, with starting salaries
in the US$50- to US$80,000 range. We
continue to receive reports from our
accredited schools that there is a 100
percent placement rate for those looking
for FM jobs after graduation.”

The challenge for facility management
thought leaders is therefore twofold.
First, to reach out and educate millennials
concerning the importance and
challenges of FM (e.g. energy, resiliency,
sustainability, building operations and
management, employee satisfaction and
retention, technology, etc.) as well as

the expanding job opportunities within
our profession. Second, to educate
organizations concerning the advantages
of hiring millennials, how to train them
in EM, how to effectively communicate
and challenge them to use their unique
capabilities, how to retain them and finally
how to share best practices related to
these issues.

Typical millennial characteristics include:

=  Confidence

= High levels of achievement

= Parental pressure to pursue
education rather than a trade

= Optimistic view of life

= Concern with community activities

= Integration of technology into all
aspects of their lives

= Global and inclusive perspectives
toward problem solving

= Insistence on job satisfaction

= Preference for team participation in
both work and play

The facility management industry should
consider how best to integrate such
characteristics into the day-to-day tasks
that FMs perform.

Based on what we know, there are
many things facility managers can do to
attract millennials. These include:
=  Involvement with important issues.
=  Millennials are ambitious — they

like global challenges and have a
sense of community. Problems of
energy, sustainability, emissions
and climate change are all
environmental issues that FMs
face and to which millennials are
attracted. Energy has a strong
technology component and its
effective management increasingly
impacts an organization’s efficiency
and bottom line.

= Utilize their technological
experience and expertise.

A recent study by CISCO indicated that
almost 25 percent of millennials take an
organization’s technology policies into
account when considering employment.
A heavy focus on technology (especially
social media) is increasingly becoming a
necessity for facility managers as well.
Mobile computing, real-time sensor
input, the increasing importance of BIM,
the need to manage building automation
systems and the incorporation of tablets,
GPS technology and smartphones for

a variety of CMMS applications will all
resonate with this generation.

In addition to FM’s increasing use of
data, cities are collecting structured and
unstructured data associated with energy,
emissions, technology and transportation
infrastructure, climate change and
sustainability. FMs are just beginning to
articulate how to use and integrate these
open data sources with their internal
systems. The Internet of things, big data,
open data, smart cities and the city as a
service are all technology-based terms
that increasingly will impact FM. This will
be a challenge that millennials can play
an important role in meeting.

It has been estimated that 70 percent

of the job opportunities available by the
year 2025 will be filled by millennials.
This cohort represents the fastest-
growing segment of the U.S. workforce.
That means that facility managers, if they
expect to hire individuals from this pool
of 75 million individuals (by 2025), must



understand how to use their unique set of
skills and satisfy their singular expectations.
To this end we may have to repurpose the
workplace of the future.

As previously noted, millennials are most
innovative and creative when they work
collaboratively. In order to attract millennials,
highly innovative companies structure their
spaces to incorporate play as well as work,
provide centralized technology infrastructure
to support collaboration, incorporate
structured and unstructured staff interaction,
support hoteling and telework, incorporate
dynamic work space assignment with few
offices and desks and provide opportunities
that promote job satisfaction. Google, for
example, encourages its engineers to devote
up to 20 percent of their time to their own
projects. Many of these workplace concepts
incorporate a strong technology component
and positively impact the bottom line by
providing an opportunity to minimize an
organization’s real estate footprint in addition
to reducing the expenses of employee turnover.

The active recruitment of millennials is
essential to the future survival of today’s
organizations. It has been demonstrated

that companies derive major benefits from
successfully integrating millennials into

their workforce. The workplace of the future
will treat its employees as well as they treat
their customers. Our job is to plan for the
development of an infrastructure that
supports and nurtures the strengths of young
people and mentors them. Facility managers
must likewise incorporate millennials into
their organizational structures and determine
how best to recruit, educate, manage,
motivate and retain this cohort. FMj

Eric Teicholz is president of
Graphic Systems, Inc., an FM
technology consulting company.
Within IFMA, he sits on the board
of directors, chairs the FM in the
City task force and is a member
of the sustainability and research committees.

Teicholz also co-edits the International Journal of FM,
is on the Advisory Council of the Division of Capital
Asset Management for the Commonwealth of
Massachusetts and is a professor emeritus at
Harvard's Graduate School of Design. He can be
reached at teicholz@graphicsystems.biz.

IN GENERAL, THE MILLENNIAL
GENERATION TENDS TO BE
COLLABORATIVE, OPEN-MINDED,
HIGHLY EDUCATED AND AMBITIOUS.

STO RAGE
R E SYSTEMS
INTERNATIONAL

] Eﬂa#?

Not just anotherracking company,

an all-inclusive
storage solution provider

v Space planning consultation

v Professional engineered drawings
v Dedicated Project Manager

v World-class installation

v Permit preparation and support

STORAGE
REB:::
[800] 252-5955

www.rebsteel.com

Integrating Storage and Safety Solutions in the Global Economy
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REBRAND:

AN
IMPLEMENTATION
PICTORIAL

IFMA’s new logo
continues to shine
and is being

seen around

the globe

in 2014,

BY STEWART DALLAS

here are by now many fantastic

examples we wanted to share of

how IFMA and our chapters and
councils are using the new IFMA brand.
Our thanks to those you see here for their
great work implementing the current logo.
These examples are successful because they
unify the IFMA brand — they show pride
in being part of the IFMA family, but also
incorporate the regional flair that makes
IFMA what it is to so many people around
the world.

Many thanks for your continued support
of this project. If you still need your official
chapter or council logo, go to www.ifma.
org/logo to download the file and begin
using. Please feel free to contact us directly
with any questions at +1-281-974-5671

or stewart.dallas@ifma.org. We expect to
hear from folks and will endeavor to help
everyone in this transition as much as

possible. Have fun implementing the new
IFMA look! Fm)

Stewart Dallas is Director of
Marketing at IFMA. He heads
up all aspects of IFMA's
online and offline marketing,
branding, CRM, email,
positioning and product
promotion. He is a proud Scot and graduate of
the University of Strathclyde Business School in
Glasgow, Scotland, U.K.

WIFMA_

Happy New Year!
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Open doors
to new
possibilities

M As a result
of the most

Which IFMA credentials
are right for you?

Expand your skill set, earn instant credibility, distinguish yourself
from your peers and demonstrate your knowledge and commitment
to excellence to current and prospective employers.

Certified Facility
Manager® (CFM®)
Recommended for FM professionals who

meet a higher level of education and work
experience requirements.

Certification is granted to those who are able
to pass a comprehensive exam covering all
FM core domain areas, including:

® Communication

® Emergency Preparedness
and Business Continuity

® Environmental Stewardship

The first and only recent IFMA and Sustainability
LA el global job task = Finance and Business

for the profession

analysis, the

® Human Factors

CFM Exam has

Build your FM career
on a solid foundation

The only sustainability
credential created for
FMs, by FMs

m |_eadership and Strategy

been updated

m to include 11
competencies! ® Project Management

m Operations and Maintenance

= Quality

m Real Estate and Property
Management

= Technology

Although no coursework is required, CFM
candidates have a variety of preparation resources
available to them, including IFMA’'s new FM
Learning System and CFM Exam Prep Workshop.

Earn the most prestigious certification
in your profession—earn the CFM!

e ”‘E’
» www.ifma.org/cfm @f—\

Facility Management
Professional™ (FMP®)

Assessment-based certificate
program with no prerequisites.
Recommended for new and
transitioning FM professionals
and industry suppliers.

Updated and enhanced courses
addressing the foundational
elements of facility management:

m Operations and Maintenance
® Project Management
® Finance and Business

m | eadership and Strategy

Comprehensive print materials,
interactive online study tools and
online final assessments.

The IFMA FMP Credential
Program is the only tool you
need to earn your FMP. The
program will help you gain a
solid understanding of the facility
management profession and
develop the knowledge and skills
demanded by employers.

Earn a competitive advantage —
earn the FMP!

> www.ifma.org/fmp Il



IFMA’s assessment-based Sustainability Facility Professional
Program delivers a specialty certificate in sustainability.

Sustainability Facility
Professional® (SFP°)

Recommended for all facility
management and like-minded
professionals who have an interest
in sustainable workplace practices.

The SFP training and assessment
program teaches professionals about
sustainability across the entire FM
spectrum, through three comprehensive
focus areas:

m Strategy and Alignment for Sustainable
Facility Management

® Managing Sustainable Facilities
m QOperating Sustainable Facilities

Taken together, these focus areas provide
a complete picture of how SFPs can
improve the sustainability of their facilities
in all eight major categories of sustainable
facility management as defined by IFMA:

® Energy

m Water

® Materials and Resoureces

® Workplace Management

® Indoor Environmental Quality
m Quality of Services

m Waste

m Site Impact

Learn more at www.ifma.org/credentials.

SFP candidates must pass the online
final assessment at the end of each focus
area, with a score of 75% or higher.

The convenient self-study program
combines electronic or printed reading
materials, interactive online study tools
and SFP final assessments.

The SFP program equips facility profes-
sionals with the knowledge and skills to:

® Integrate sustainability efforts with the
organization’s values and strategies;

® Present a business case for
sustainability initiatives;

m Evaluate initiatives from a financial
point of view; and

m Track and report accomplishments.

SFPs have the ability to implement
sustainability strategies that

will significantly reduce costs

and positively impact their
organizations’ bottom lines.

Optimize FM performance for a
better tomorrow—earn the SFP!

» www.ifma.org/sfp ‘@ﬁ%

“The SFP program presents
information that is vital to
the future of the facility
management profession.
The curriculum is structured
logically and flows down a
path that is easy to follow.
Anyone interested in
developing a career in
facility management must
become knowledgeable
of these topics and proficient

in the techniques presented

in the SFP program.”

- Jay Drew, SFP,
Connecticut
State Legislature

International Facility Management Association



FM SPOTLIGHT

BY MARTE BYRNE

here always seem to be obstacles

when I talk to colleagues about

going mobile. Some are concerned
about potential resistance from their FM
technicians; others worry about getting
the project funded in a world in which
technology dollars tend to roll toward
sales and marketing functions. Still
others wonder how mobile solutions will
be embraced once rolled out.

All of those concerns are legitimate.

But from my own recent experience
of administering a rollout, I can say
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that these problems melt away under

the clear logic and benefits of a mobile
EM solution. The following case study
examines the needs we had (likely similar
to those of most other organizations)
and how we went about assessing those
needs and then creating, piloting and
successfully rolling out a mobile solution,
as well as the benefits we've seen since
and some operational best practices.

Boston Scientific is a leading innovator of
medical solutions that improve the health

Mobile Techonologies
for Facilities
Managers for IFMA
Atlanta Workplace

of patients around the world. It has about
24,000 employees and 12 manufacturing
facilities worldwide, a market presence in
nearly 100 countries and annual revenue
of about US$7.25 billion. With such a
large facility portfolio, we had long seen
the logic of using technology to assist in
its management.

Prior to beginning this project, we used

a collection of internally developed FM
solutions to manage our facilities in
Arden Hills and Maple Grove, Minn. The
FM teams from both sites worked closely




and over the years had developed four work request systems.
The goal to enhance efficiency by reducing this to a single,
centralized system was accomplished through the deployment
of CAFM software.

Over the next two years, the centralized system worked as
planned. However, we soon saw the need for a way to access the
system from the field, especially because the Arden Hills facility
consists of 10 buildings across a 101-acre campus. Mobility
seemed like a logical solution.

As we began assessing the needs for a mobile FM solution, we
conducted a crucial first step: consulting internally with our
EM technicians.

Involving those who would actually be using the tool on a daily
basis was critical for two reasons. The first was the nuanced real-
world experience they could contribute to the needs list and the
second was the ease of deployment and adoption facilitated by
involving the end users in the tool’s creation from the beginning.

Working with managers and technicians, we created a needs list
that included:

* Freedom from the desk. We needed a solution that
would free staff from the desk and from paper forms.
One of the first requests that surfaced in our assessment
meetings was for the ability to close a work order and pull
up the next from the field rather than having to return
to a designated workspace. With 10 buildings on campus,
the FM team wanted the ability to search work orders by
building to confirm if additional work was needed prior to
moving to a new building.

=  Rich graphic content. From involving the technicians
in early needs assessments we learned they would value
browsing building floor plan maps to allow them to match
offices and other spaces on the campus to work orders.
They also wanted access to online documentation for
barcoded and other equipment, including the ability to
bring up maintenance records, warrantee information,
technical manuals and other resources.

=  Tablet-sized device. To support the wealth of online
content and related graphics, our technicians wanted
something larger than a smartphone, but still very
portable. We decided to provide all of our FM technicians
with tablets.

= Camera integration. Our technicians had long used
digital photographs, but in the past these had to be sent
as email attachments and joined to the appropriate file
later. We wanted the ability to take a photo of a leaking
pipe, damaged part or any other object and have it directly
integrated into the work order or report.

= Barcode integration. We wanted our technicians to be
able to use barcodes to immediately pull up all relevant
maintenance or manufacturer information for equipment.

=  Share the information beyond FM. Early on we
realized that our technicians weren’t the only ones who
would benefit from a campus map and the ability to locate
our 170 conference rooms or the nearest copy center or
cafeteria. We implemented a mobile Web app for use by all
employees at the two sites.

Another early decision was to work closely with a business
partner that had experience in deploying mobile FM solutions.
We had established a close working relationship with the
vendor that deployed our centralized FM solution two years
earlier and needed someone who knew the mobile side of FM.
Working with a partner with strong mobile FM experience
helped ensure an efficient and complete deployment.

In addition to working closely with our FM technicians for
the needs assessment, we continued to involve them during
the prototype and approval process. For example, we shared
images of the app to make sure we were meeting their

needs in a clear, concise and user-friendly manner. Working
together with both our business partner and our technicians
we were able to customize exactly which elements we wanted
to use.

The flexibility of the FM mobile Web app we implemented
allowed us to brand the solution as a company application
(we call ours ServiceZone) to match the look and feel — as
well as the terminology — with which our technicians and
other users were familiar.

We felt confident in the final product because we involved
our technicians and other stakeholders throughout the
development process. But to be cautious, we began with a
limited pilot program. After equipping a group with iPads
running our mobile FM application, we spent time with
them, walking around campus from building to building as
they worked, just to make sure everything was functioning
smoothly. Soon after, we went live, deploying the app across
both sites. The project, from beginning of the first planning
sessions to the final rollout, took about six months.

Looking toward the future, we see additional opportunities
for bringing rich content online. Near term, we see value in
adding outdoor equipment and sites to our mapping. This
would allow us, for example, to report and record remedy of
a burned out parking lot light or to report and remedy an icy
sidewalk on campus. We also met with our safety group to
discuss adding safety equipment such as fire extinguishers
to our mapped data for barcoded inventory and proactive
maintenance flagging.

Looking further ahead, we see value in integrating a more

complete set of CAD drawings that would enable workers to
overlay a view of HVAC, plumbing or electrical layouts.
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WE FELT CONFIDENT IN THE FINAL PRODUCT
BECAUSE WE INVOLVED OUR TECHNICIANS
AND OTHER STAKEHOLDERS THROUGHOUT THE
DEVELOPMENT PROCESS.

Since going live with our mobile

EM solution, we’ve seen plenty of

benefits, including:

=  Happier, more productive FM

technicians. The mobile FM
solution has been enthusiastically
embraced by technicians and
other stakeholders. Just as they
envisioned, our technicians can
now open and close work orders
from the field and can see if there
is more work to be done in one

building before heading to the next.

=  Centralized information. As
the name implies, ServiceZone has
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provided the centralized repository
we needed. “Before ServiceZone
we had to go out to multiple sites
— one place to find a person’s
extension, somewhere else to

find a map of where they were
located and yet another area to
send them an email,” one of our
facilities technicians said. “With
ServiceZone, everything we need
is on one site. Just click and you
are there.”

Graphics make work easier.
Our technicians love the ability

to see exactly where they need to
be, as well as taking advantage of

online documentation. The wider
employee population has also
embraced our app to find rooms
and other resources that they need.
Easier documentation

with camera and barcode
integration. As anticipated by
our techs, having the camera and
barcode reader directly integrated
with our mobile FM solution has
greatly simplified their ability to
create complete work records.
Tighter SLA performance. Our
EFM technicians take pride in their
work and like the ability to close work
orders from the field immediately



upon completion. Apart from emergency work,
we provide a five-day service level agreement.
Since rolling out our mobile FM solution, we’ve
gone from an average completion time of a
five-day SLA to just two to three days. Our
technicians can work faster because so much
information is immediately available from the
field. One of our facilities managers noted:
“ServiceZone has allowed facilities to experience
continuous improvement meeting customer
service needs, managing job workflow and
making gains enhancing quality, cost savings
and customer service deliverables across all of
our service centers.”

Going green. A completely unplanned benefit
was the reduction in printing work orders and
other materials. One of our technicians said, “I
have been able to go green and reduce printing
work orders by 80 percent because I have all my
work orders on my phone.”

Involve technicians from planning through
deployment. They will bring great ideas, offer in-
the-field wisdom and provide the momentum for
a successful launch and meaningful adoption.
Work with a partner who knows mobile
EM. There is great value in working with
someone who has significant knowledge of FM
in general, and mobile FM specifically. Our
vendor was an invaluable resource, providing
creative solutions founded on a deep level of
knowledge and experience.

Get management visibility. There is a
powerful case to make for mobile FM; let
management know this. Work with your business
partner to create examples of the impact this will
have on your operations. This will help justify
required hardware and software costs.

Talk to those who have done it. Seek

out help from FM software and technology
consultants, current business partners and
even other companies that have done this
before and can share the pitfalls, technology
and best practices for a successful mobile
implementation.

Gather pre-deployment metrics. One thing I
wish we had done prior to deployment was capture
metrics on job completion and other factors so we
could better quantify the improvements we've seen.
Do it now — don’t wait. If you don’t yet have
a mobile FM solution, start planning it now.

The take-home message is simple: Now is a great time
to go mobile. FM)

THE TAKE-HOME MESSACGE
IS SIMPLE: NOW IS A GREAT
TIME TO GO MOBILE.

Marte Byrne is senior facilities manager for Boston Scientific. He
=t has been with the company for 25 years focusing on the role of
hy facilities planner for the past 13 years. Project management,

N including programming, design and construction/implementa-
tion, is his core responsibility.

Byrne has been using CAFM software and technology since 2009
when initially implementing a system for use at Boston Scientific’s 1.8-million-
square-foot Saint Paul, Minn. site. Since that initial implementation he has
expanded the system to four sites and more than 4 million square feet.
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Accept the Challenge -

Be a Voice .«
forFM |

If you have an interest in influencing
legislation that impacts your profession,

then plan to join agency, congressional and
industry leaders this Julyfo address issues of§
importanceqo facility \nagement. ‘

#
e i
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IFMA’s Advocacy Day & Public Policy Forum
July 15 - 16, 2014 | Washington, D.C., USA

Every FM in every U.S. state has the Advocacy Day supporters champion
opportunity to make a difference in the the aims and outcomes of this event.

continued advancement of the profession. IFMA thanks our 2013 Advocacy Day supporters for helping
to ensure that the interests of the FM community are being

Enlighten your local, state and federal officials about RN o Capitollil

the issues that affect you and the facilities you
manage. Share how your work impacts your state or

district. Make sure your elected officials are working Platinum Level Supporter: Supporters:
for you. PACE/Capstone Facility Engineering

Associates, P.C.

Learn how to contact and work with your Silver Level Supporter:

Sl e ARAMARK Facility Servi
state government and local municipalities. Birn i E i

Part of this enriching event is learning about the 1=

legislative process. IFMA staff, board members and

PACE LLP, our government relations representatives

in D.C., will guide you through the process, so you'll

know what to expect in a meeting with U.S. Congress If you're interested in gaining year-round exposure as a
members and how to effectively convey your message. corporate supporter of IFMA’s Advocacy Day 2014, email

; ; kim.coffey@ifma.org or call +1-281-974-5681.
“Collectively, we can make a difference Y .

—a difference that will impact our careers,

our companies and our country.” ﬁ

- Tom Meyers, Dyson Commercial " .‘ I F M ﬂ ™
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Robert Shuck, EMP, SFP is director of contracts, facilities and sustainability for Goodwill of Silicon Valley. He has more than 20 years of
experience in operations management with a specific knowledge of transportation, P&L responsibility, assembly, logistics and warehouse
management. Shuck manages 250,000 square feet of distribution warehousing and 19 retail locations, and during his tenure at Goodwill he
has coordinated an efficient operations program that involves more than 140 employees. He is also a long-time member of the IEMA Silicon
Valley Chapter.

FMJ recently had the chance to catch up with Shuck and learn his FM story.

SHUCK: I have worked in warehousing, logistics and operations
for about 20 years. I fell into the facilities end of it just because
no one else wanted to do that work. I began at a startup
company in the ‘80s. No one was in charge of facilities, so

they gave me the job. It was pretty much baptism by fire back
then — things needed to get done, so I'd have to research the
problem and come up with a solution. There was a lot of trial
and error.

SHUCK: I'm still in warehousing at Goodwill. I used to do
production lines for HP and Sony, and I've never really gotten
out of that. I think FM runs hand-in-hand with the situations
you deal with in a warehousing environment (safety, forklift
certifications, etc.).

SHUCK: I'm a veteran, and we do a homeless veteran’s program
here at Goodwill. When IFMA started their veteran’s initiatives,
a gentleman named John Hackett came to Goodwill to see what
we do. He was just walking by my office, and the guy he was
touring with mentioned that I was a veteran and running the
facilities. I had never heard of IFMA before. He invited me to
one of their meetings, and I went and ended up joining. Then I
got a diversity scholarship and got the FMP™ certification, then
the SFP® certification and now I'm studying for the CFM®.

SHUCK: They really opened my eyes to things that I never
thought about. I've been able to network through IFMA to get

different perspectives instead of having to reinvent the wheel. I
manage 175,000 square feet of our main facility (headquarters
transportation contracts and programs) plus 19 retail stores.
We're healthy and so we have been able to invest in infrastructure,
including remodeled and new stores. It keeps me busy.

SHUCK: It’s helped me a great deal to understand the effects

of what we’re doing. We've implemented energy management
through portfolio manager and lighting retrogrades in all of our
stores. Whenever we do a remodel I bring up the sustainability
and the people, planet and profit aspect. Before I pretty much
just got things done; now it’s more strategic, looking at the
impact down the road. It’s been an eye-opening experience.
Before I wasn’t always able to see the big picture. It's made me
step back and rethink a lot of the things we do.

SHUCK: I found the FMP pretty easy because I had been
practicing for so long; it just gave me names for things [ was
already doing. When I first went to the FMP class I brought the
literature to my CEO, Michael Fox, who came from wholesale
distribution and has an MBA. He reviewed everything and said
“This is MBA-level material.” Goodwill has financed my IFMA
classes and supports what I'm doing.

SHUCK: Larry Morgan — he was great. He broke everything
down into simple terms. All of the material was fun, although
the SFP was a little out of my comfort zone. I hadn’t really
thought about things like lighting pollution before. I also took
the CFM review with him — he’s a great teacher. Fm)

Tweet using #FMStory or share on the FMJ Facebook page or Blog FM].

MARCH/APRIL 2014 57



Empowering the Customer
through Selt-service Technology

BY GARY WATKINS

ustomer service is an important part of a facility

management professional’s role. But the growing global

trend for self-service technology is revolutionizing that
aspect of FM, and with it, the way people select and purchase
products and services.

Shoppers now pay for their goods using self-service
checkouts; travelers print out their own bus, train and
airplane tickets. Hospital patients check in at kiosks, which
improves service levels while helping to ensure that patients’
data remains secure. Recent hardware trends, including

the growth of tablet computer and smartphone use already
prevalent in the consumer market, are being deployed by
commercial organizations to support self-service working
and underpin continuous business operations.

The facility management profession around the world is
mirroring this trend, using self service to transform the
way in which it operates. By empowering office workers to
log maintenance requests or book meeting rooms online at
their convenience instead of visiting a manned helpdesk,
engineers and support staff are able to receive, update and
complete tasks on the move using mobile devices.

The traditional helpdesk model often attracts criticism
for being a reactive, non-agile ticketing system through
which jobs take too long to complete, service levels are
not aligned with key performance indicators and staff are
frustrated with the perceived lack of activity once a job
has been requested.
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A white paper published by Symantec* suggests that the
traditional helpdesk struggles to keep abreast of the service
demands typically found in today’s businesses and that the
impact of slow service delivery can profoundly affect not just
customer perceptions but can also extend across the whole
business. This is often the case when service operations
score low on customer satisfaction, which diminishes the IT
department’s reputation and value to the business.

This research highlights the value of investing in self-service
implementation to achieve a more streamlined method of
managing facilities, maintenance and booking requests.

Benefits of self service for FM

Self service offers many benefits for facilities departments and
service provider organizations, delivering substantial efficiencies
both at an operational and a strategic level. These include:

=  24/7 environment. Self service is available to staff and
customers on a 24 hour a day, seven day a week basis,
ensuring that requests are logged as soon as possible and
therefore improving rectification times and increasing
customer satisfaction.

* Reduction in job logging time. Because jobs are logged
via the Web, systems are able to prepopulate jobs with
pertinent data such as staff information, location and
fault type, therefore reducing the amount of time it takes
to resolve and document the job.

= Increase in staff productivity. Staff are able to log jobs
or book meeting rooms more quickly, allowing them to
focus on completing their day-to-day tasks.



=  Elimination of duplicate tasks/bookings. Users can
easily view previously logged requests within a building
or particular area of work, ensuring that fewer jobs are
duplicated. Enabling staff to view available meeting rooms
or desks also reduces double bookings.

= Improved communication between client
and helpdesk. Self service delivers contractors,
staff and customers with instant access to real-time
job information, irrespective of location, which
significantly improves the communication between
all parties.

= Improved contractor performance. Instant access
to information allows engineers to start and complete
assigned jobs more rapidly. In addition, if while
completing a job in a particular location an engineer
discovers a new fault, the technician has the ability to log
the job (including any supporting photographs) instantly.

=  Helpdesk efficiency. Self service eliminates the need
for helpdesk staff to answer high volumes of telephone
or email enquiries. This allows them to become far
more proactive, managing existing jobs and prioritizing
resources rather than logging requests. Automatic job
assignment to the most appropriate contractor further
improves efficiency.

= Reduced operational costs. With improved helpdesk
productivity, the requirement for extra resources is
reduced, delivering expenditure savings in terms of
salaries, occupancy and infrastructure costs.

= Administrative savings. Since the majority of jobs
are logged online, the workflow process becomes more
streamlined, allowing engineers and helpdesk staff
to spend less time managing paperwork and other
administrative tasks.

=  Space efficiency improvements. With flexible or
remote staff gaining greater access to available desk
space or hot-desk opportunities through self service,
they have more control over space allocation and feel
secure that a workspace can be reserved when visiting
the office. This enables staff members to become more
productive and motivated.

Who benefits from self service?
Every individual related to a maintenance or booking request
can benefit from self service, including:

*  Building users. This accounts for any staff member or
end user who might need to log a request; whether itis a
teacher or nurse logging a request to have an important
piece of machinery repaired or an office-based staff
member with a catering request for a meeting room.

Through self service, users can rapidly log requests via an
intuitive interface which removes the potential for errors
and ensures that their request is assigned an appropriate
rectification time. They can track the status of a job or
booking from start to completion and can log any notes to
help facilitate job completion.

THE TRADITIONAL HELPDESK
STRUGGLES TO KEEP
ABREAST OF THE SERVICE
DEMANDS TYPICALLY FOUND
IN TODAY'S BUSINESSES.

* Remote/mobile engineers. Utilizing self service on the
move can significantly enhance the work of engineers
carrying out maintenance or service requests, whether
they are in-house staff, remote engineers or contractors.
They can receive, update and complete jobs remotely via
tablets or smartphone devices, thereby improving job
rectification times, enhancing service levels, reducing
administrative and operational costs, and achieving
greater job satisfaction.

=  Helpdesk staff. Self-service functionality enables users
to log, view and update jobs themselves; therefore traffic
coming into the helpdesk is significantly reduced. This
allows the helpdesk to be proactive rather than reactive
and allows staff to concentrate on ensuring that work
is being completed on time instead of spending time
manually logging jobs.

=  Support staff. Support staff (those responsible for
setting up equipment and providing catering) are
informed of any specific requirements for the day and can
plan their workload accordingly. This improves the level of
service provided to meeting attendees, enabling them to
focus on the meeting itself rather than wondering where
the projector is or why the room is too hot or cold.

=  Senior management. Self service, as part of an FM
software solution, gives senior management access to an
array of reports and dashboards that offer visibility of the
performance of assets, buildings, bookings and resources.
This delivers insight into budgets, contractor spending
and KPI performance to help justify future spending and
enable informed strategic decision making.

Marketing self service to optimize uptake

Since many users are reluctant to accept changes from their
normal routine and can potentially revert back to established
working practices, post implementation can often be the most
difficult and crucial time. It is imperative that staff buy into the
self-service offering and the benefits it entails. Collaboration
between facilities, marketing and operations teams is vital: by
leveraging internal communication channels, businesses are
able to educate staff on the benefits of using self service and
ensure user acceptance in order to fully realize the benefits to
the organization.

MARCH/APRIL 2014 59



When promoting self-service to staff and customers, due
consideration must be taken to address the different profiles
of those who will be using the system. For example, while

an office-based employee may frequently access a corporate
intranet, a field-based engineer may be less inclined to do

so. Leveraging a broad range of communication channels to
promote the self-service solution, such as those already listed,
will ensure wider user acceptance.

Means of marketing the self-service offering may include:

=  Golden self-service login. Supporting the
centralization of helpdesk operations, this provides
users with an easy-to-remember login. It can be
communicated throughout the business as the login for
all bookings or maintenance enquiries and could be used
as a hashtag for social media (see below).

=  Social hashtagging. For the more technically savvy
users, offering a unique hashtag on Twitter or any
other relevant digital communication channels (such
as #SelfService) drives employee engagement between
staff and the helpdesk, offering a quick way for staff to
communicate any booking requirements or service issues
with the system.

= Company intranet. Since an intranet is usually where all
pertinent company information is stored and advertised,
with all staff generally having access, it provides an ideal
channel for communicating self service across the entire
organization. The key benefits of self service should be
included to promote user acceptance.

=  Internal communications. As with an intranet,
communicating the service through company-wide
newsletters or magazines can improve the understanding
of the solution and its benefits, reaching all necessary
staff members.

=  Branding. It is important to ensure that the self-service
tool is branded in accordance to the company’s brand
guidelines. This will enable staff to relate to self-service as
being part of the business and feel comfortable using it to
log any maintenance or booking requests.

=  Satisfaction surveys. A useful tool in measuring
and understanding the level of employee and client
satisfaction with the self-service solution. Surveys help
to secure opinions from employees on how the solution
works and its impact on staff. Feedback gained from
such surveys may be used to drive potential future
software enhancements.

By comparison, when communicating the benefits of self service

to remote or mobile engineers who may not be as receptive as

the general workforce, it is important to ensure that they feel

comfortable with the operational change. Means of marketing

self service to engineers may include:

= Training guides. Guides provide users with an in-depth

summary of all the features of self service, particularly
useful for those using it to its fullest capacity.
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*  Email campaigns. By providing engineers or staff with
relevant updates before and after the launch of the self-
service solution, emails ensure that self service has been
sufficiently communicated and that staff have all the
necessary information required to maximise its usage.

*  Workshops. Workshops offer staff the opportunity to
gain first-hand practical experience of the benefits that
self service provides, ensuring that staff become more
confident in using the various system features.

*  Online demonstrations. Offering high-level
demonstrations of self service through online video
tuition enables staff to understand in greater detail how
to unlock the various functions of the software. The
ability to view the demonstrations as many times as is
required helps staff maintain and develop their knowledge
and improve their skillset.

=  Q&A. This could be a face-to-face session during which
experts aim to provide guidance and answers to any
questions that staff may have, or as a dedicated section
on the company intranet whereby engineers or staff can
submit questions and receive responses online.

=  Champion users. Assign a member of the team to
become an expert in how the self-service solution
operates. The champion user can help train new or
existing engineers and assist them with ongoing support.

Self service offers a broad range of organizations a
comprehensive and highly scalable solution to manage and
maintain facilities, bookings and assets. By leveraging the
latest Web and mobile technology, the software empowers end
users and simplifies and streamlines the relationship between
staff and the helpdesk, allowing for improved levels of job
optimization and efficiency. It delivers complete transparency
of performance to improve contractor relationships whilst
driving KPI targets. Staff productivity is optimized, enabling a
more proactive helpdesk, to deliver long-term administrative
and operational cost savings, improve efficiency and drive
business performance. FM)
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Daniel M. Barnard, CFM Michael J. Kasmin, CFM Charles Ogilvie, CFM Anthony J. Sylvain, CFM
San Jose, Calif. Southbury, Conn. Dart Realty Cayman Ltd. The Washington Post
. Grand Cayman, Cayman Islands Waldorf, Md.
Darrel P. Bell, CFM, FMP Aaron W. Kipfmiller, CFM
City of Calgary DTZ, a UGL Company / Boehringer Ingelheim Michael Sandoval, CFM Ralph G. Vance, CFM
Calgary, AB, Canada Fort Dodge, lowa Pearson Hope Community Church
Glenview, IIl. Raleigh, N.C.

Cheron Holloman, CFM, FMP David Marzullo, CFM
Nemours Foundation Parker Hannfin Corp.
Jacksonville, Fla. Irvine, Calif.

The following people were awarded the Sustainability Facility Professional™ (SFP™) designation:

Trudy Blight, CFM, SFP Julia E. Groves, FMP, SFP Kevin D. Lowe, CFM, SFP Leon Pouliot, SFP Barry Simmons, FMP, SFP

Stantec Architecture DigitalGlobe Electric Power Research Institute RMS Co. University of Houston
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Colliers International
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Lagos, Nigeria
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Garcia Escoto
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Danielle L. Dayle, FMP
SaskPower
Regina, SK, Canada
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Blakes LLP
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City of Phoenix
Phoenix, Ariz.

John C. Giner, FMP
Medimmune LLC
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Plano, Texas
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Park Ridge, Ill.

Hyunggyu Kim, FMP
Serveone
Daejeon, South Korea

Santhosh Kumar, FMP
Al Nisr Publishing
Dubai

Warren Maday, FMP
Strathcona County
Sherwood Park, AB, Canada

Emad A. Mansour, FMP
Chantilly, Va.

Jordan McClinton, FMP
EBusiness Strategies
Katy, Texas

Alexander W. McEwan IIl, FMP
Entech Engineering Inc.
Reading, Pa.

Paul H. McKee, FMP

Schlumberger Houston Area Facilities Group

Sugar Land, Texas

Jeffrey Minisci, FMP
Score Jail
Des Moines, Wash.

Thomas Murphy, FMP
Department of National Defense
Halifax, NS, Canada

Zumreen Muzamil, FMP

Weill Cornell Medical College-Qatar Foundation

Education City Doha, Qatar

Olukemi M. Odusanya, FMP
Federal Inland Revenue Service
Abuja, Nigeria

Young Ho Park, FMP
ServeOne
Seoul, Korea

Monica Quinn, FMP
Epicor
Pointe-Claire, QC, Canada

David A. Reader, FMP
Suncor Energy
Calahoo, AB, Canada

Andrel Reid, FMP
Newalta Corp.
Calgary, AB, Canada

Jacob J. Right, FMP
Morris Avenue Associates
King Of Prussia, Pa.

Jonathan Rivard, FMP
Erie Architectural Products
Windsor, ON, Canada
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Troy R. Schlichting, FMP
Aurora, Colo.

Michael Schultze, FMP
Polycom Inc.
Austin, Texas

Jonathan L. Stem, FMP
Citizens Property Insurance Corp.
Jacksonville, Fla.

Lena R. Thompson, FMP
American Psychological Association
Bowie, Md.

Gregory St. Clair, FMP
HG
Jamestown, S.C.
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International Facility Management Association

The following people were awarded the Certified Facility Manager® (CFM®) certification in DECEM BER 201 3:

Louis R. Cicchese, CFM
Genzyme Corp.
Framingham, Mass.

Robert Davidson, CFM
Southern California Edison
Rosemead, Calif.

Catherine Funderburg, CFM
Cassidy Turley
St. Louis, Mo.

Tim Gluck, CFM
Corinthian Online Services
Tempe, Ariz.

Nathaniel Herron, CFM
U.S. Navy
Twentynine Palms, Calif.

Bradley Holland, CFM
Janesville, Wis.

Steven E. Lyons, CFM
Juniper Networks
Westford, Mass.

Stanley E. Rotkiewicz Jr., CFM
Genzyme Corp.
Framingham, Mass.

Jason R. Sullivan, CFM
GSH Group
Annapolis, Md.

Steven D. Sims, P.E., CFM
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Philadelphia, Pa.

Kurt Smith, CFM
Pearson
lowa City, lowa

Scott Thacker, CFM
Sodexo
Greenwich, Conn.

The following people were awarded the Sustainability Facility Professional™ (SFP™) designation:

Gary True, CFM
Marshall School District
Marshall, Wis.

Stephen R. Zimmerman, CFM
Newsday Media Group
Melville, N.Y.

James P. Gonsalves, CFM, SFP
San Diego Unified School District
San Diego, Calif.

The following people were awarded the Facility Management Professional® (FMP®) designation:

Timothy M. Agnew Jr., FMP
Bridgepoint Education
Westminster, Colo.

Rosie M. Albarado, FMP
Cushman & Wakefield
New Orleans, La.

Kristi A. Burciaga, FMP
Careerbuilder.com
Chicago, Ill.

Jim Byrd, FMP
CBRE
Tacoma, Wash.

Frederick Cherry, FMP
City of Richmond
Williamsburg, Va.

Allen Connely, FMP
Beaver Cty. Assoc. For The Blind
Beaver Falls, Pa.

Nathan Crozier, FMP
Ohio Department of Transportation
Akron, Ohio

Shelby Daudlin, FMP
Oakville, ON, Canada

Andy J. DeLassus, FMP
General Contractor
Bloomington, Minn.

Roy E. D’Oliveira, FMP
The Credit Valley Hospital
Mississauga, ON, Canada

Matthew Douglas, FMP
Sutherland LLP
Laurel, Md.

Patrick Dwyer, FMP
Suncor Energy Inc.
Calgary, AB, Canada

Joseph Ferrera, FMP
McGill University Health Centre
Laval, QC, Canada

Ashley Fish, FMP
Trillium Health Partners, CVH Site
Mississauga, ON, Canada

John D. Greene, FMP
Ringling College of Art & Design
Sarasota, Fla.

Aniekan R. Ibezim, FMP
Niger Delta Development Commission
Port Harcourt, Nigeria

Ovudiche Iroanwusi, FMP

Annai Limited, National of
Bureau of Statistics

Abuja, Nigeria

Hamisu Abubakar Jumare, FMP

Urban Shelter Facility Management Co.

Federal Capital Territory, Nigeria

Gyorgy Kadas, FMP
Equinix
Toronto, ON, Canada

Melvin A. Kamara, FMP
Goodwin House Inc.
Alexandria, Va.

Lisa Kerr, FMP
Raymond James & Associates Inc.
Southfield, Mich.

Brandon M. Kilmade, FMP
Bridgepoint Education
Denver, Colo.

Jim Kuchelmeister, FMP
Shakopee, Minn.

Eric Larocque, FMP
Sodexo
Montreal, QC, Canada

Angela M. Lewis, FMP
Facility Engineering Associates
Fairfax, Va.

Alexander Ly, FMP
Parkville, Md.

Massimo Masi, FMP
MT Services Limited Partnership
Montreal, QC, Canada

Salvatore Mazza, FMP
NAVFAC EURAFSWA
Naples, Italy

Jonathan Meek, FMP
ASU
Scottsdale, Ariz.

Kelly Morris, FMP
Autodesk Inc.
Novi, Mich.

Gerard J. Nesel, FMP
Bard College
Annadale-on-Hudson, N.Y.

Steven J. Norris, FMP
The Admiral at the Lake
Prospect Heights, IIl.

Nelson E. Okoh, FMP
Niger Delta Development Commission
Port Harcourt, Nigeria

Michael Phelps, FMP
Virtua Health Camden
Camden, N.J.

Pauline Joy Ramos, FMP
U.S. Bank
San Francisco, Calif.

Trevor Reitsma, FMP
Horizon Engineering Associates LLP
New York, N.Y.

Joe Rosa, FMP
WyndhamVO0
Orlando, Fla.

lan Sellars, FMP
Canadian Base Operators
London, ON, Canada

Brandon Tan, FMP
Morven Solutions Pte. Ltd.
Singapore

Maureen Tarango, FMP
Avnet Inc.
Street Phoenix, Ariz.

Guy Thatcher, FMP, IFMA Fellow
Independent Consultant
Kanata, ON, Canada

Anish Thomas, FMP
Interhealth Canada
Abu Dhabi, United Arab Emirates

Bradley B. Trew, FMP
SaskPower
Regina, SK, Canada

Nick Valerio, FMP
Town of Oakville
Oakville, ON, Canada

Jeff Vinger, FMP
University of Arkansas
Fayetteville, Ark.

William F. Walker, FMP
Johnson Controls Inc.
Metairie, La.

Michael W. Weyant, FMP
DTZ
Fort Dodge, lowa

Nancy D. Wheeler, FMP
Shaw Communications Inc.
Calgary, AB, Canada

Karen White, FMP
Pentagon Force Protection Agency
Washington, D.C.

Wendy W. Wilkins, FMP
Cloud Peak Energy
Gillette, Wyo.

Jacqueline M. Wisniewski, FMP
Careerbuilder.com
Riverside, Ill.

Dwight W. Womer, FMP
Westminster, Md.
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BY JOHN RIMER

computerized maintenance
A management system (CMMYS)
can be a very valuable
operations and business tool for facility
managers. However, many, if not most,
facility programs and their respective
organizations are not realizing this
value due to failed implementations,
under-utilization or no CMMS installed
at all. The intent of this article is to
address common reasons for failed or
struggling CMMS implementations, the
value such a system can provide and
recommendations for implementing
or improving this robust facility
management tool.

Common reasons for failed systems
Empirically, there are many reasons for
failed implementations or under-utilized
CMMS installations. While this list could

be extensive, the following are some of the
most widely observed in the facility industry.

Wrong system for the job
An all-too-common occurrence is the
use of the IT department’s work ticket

CMMS — A Necessary
Business Tool for
Today'’s Facility

Manager

ealizing the Value

system to manage facility-related work
orders. While this allows the facility
department to receive and process service
requests, it does not typically maintain
asset history, nor does it precipitate the
collection of other crucial data needed

to efficiently and effectively manage the
department. Facility departments should
seek to justify the purchase of a system
that is catered to their business.

Budget to install, but not to implement
While successful implementations can take
months, many users measure in years —
not due to the complexity or size of the
installation; rather the extended periods

are caused by the lack of resources. Thus,
facility managers and their staff are left to
input data, set up schedules, etc. in their
limited spare time. This renders the CMMS
useless and prevents it from returning value
to the organization. The key to avoiding this
pitfall is to adequately plan and budget for
the internal and/or third-party personnel
needed to meet the desired and agreed-upon
timeline. The sooner the system is up and
running, the sooner its value can be realized.

Insufficient planning and stakeholder buy in
Another significant inhibitor to success is
when a CMMS is purchased and installed
without the appropriate due diligence up
front clearly defining system requirements
or soliciting stakeholder input. Thus,

the facility department is saddled with

a system that does not adequately meet

its needs or those of its customers.
Additionally, stakeholders and users may
be resistant to using the system because
they do not see the value. Such a situation
can avoided through thorough analysis
and stakeholder involvement.

Change paralysis

Aless common but noteworthy problem
is that of extensive investment in a
home-grown system or highly customized
off-the-shelf product. Such situations
can make revisions and upgrades very
costly and undesirable; thus creating

an environment of change paralysis.
However, given the growing client
demands and pressures on the facility
industry to do more with less, it is
necessary for facility managers to escape
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this paralysis and make the needed
changes, leveraging the advances in
technology and processes to realize

the efficiencies possible with such
improvements. Organizations should
compare the costs and capabilities of
their existing system to those available in
the marketplace and make an unbiased
decision on which product warrants their

continued investment.

Lack of knowledge and experience

Lastly, lack of knowledge is the most
common reason for failed or under-
utilized CMMS installations. Most users
have not been exposed to nor understand
the value a CMMS can bring to their
organization or how best to leverage its
various capabilities to the betterment

of the department. The solution to such
shortcomings is to engage and learn from
other facility professionals that have a
robust CMMS and facility management
program (such as through IFMA and your
local chapter) or solicit the input of those
who have experience in this arena, such
as CMMS providers and consultants.

The value of a CMMS

Facility managers are responsible for
what is typically the second-largest asset
and expense for most organizations —
the buildings. Additionally, they have a
direct impact on the productivity of the
number one asset — its people. Yet, many
facility managers operate without being
properly equipped. One of the most, if
not the most, important tool for a facility
management program is a CMMS.

Nervous system of a facility organization
The CMMS is the nervous system for

a facility organization. It acts as the
repository for building and equipment
information and history, it assists in the
management of a facility program and it

is invaluable in assembling performance
and budget data. Without a CMMS, most
facility teams tend to be reactionary, which
is very costly and unpredictable. A CMMS
can equip the facility management team
with the necessary data to drive value-
added business decisions that resonate
with the C-suite and communicate value to
department managers.
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Key functions of a CMMS
The following are some of the key
functions for which a CMMS can be
utilized to better the facility management
program. While this list is not exhaustive,
it comprises at least the primary
capabilities to look for in a CMMS.
= Maintain asset.equipment
information and history (including
manuals, drawings, reports, etc.)
=  Exhibit system hierarchy, location
and relationships
=  Store and manage maintenance
standards, practices and procedures
= Schedule work orders and staff
= Submit and track service requests
(for occupant/client use)
= Prioritize and dispatch work orders
to staff and contractors
=  Manage work orders through
completion
=  Document important work order
information (labor, material, failure
codes and notes)
=  Provide closure to'service
requesters (automatically via email)
= Solicit customer feedback (through
automated surveys)
= Schedule facility condition
assessments
=  Capital renewal planning and
budgeting
= Key performance indicator (KPI)
reporting, trends and analysis
(including configurable dashboards)
=  Extensive and flexible reporting

Tool for driving strategic business decisions
While many of the key CMMS functions
involve daily operations, the data collected
will be utilized by facility managers at a
more strategic level to discern program
and team performance and to identify
opportunities for improvement.

With scheduled maintenance in place and
a solid history of equipment performance
and failure costs, an accurate operations
budget can be more readily generated
from the CMMS. Using a zero-based
budgeting approach, leveraging data
gathered from the CMMS, facility
managers can be better prepared to discuss
and negotiate service level expectations
and resource requirements. Additionally,

a capital budget and respective three-,
five- and 10-year plan can be extracted
from the CMMS, allowing the FM
team to put forward clear business
justification for capital improvements
and replacements.

Lastly, the tracking and reporting of
facility program performance data
can be and should be shared with
management and stakeholders. The
data can be used as part of the facility
manager’s marketing plan, promoting
the value of the facility department to
the entire organization.

Successfully implementing or
improving a CMMS

In order to realize the aforementioned
benefits and avoid the pitfalls, one
must be very strategic and methodical
in the selection and use of a CMMS.
This requires diligence to satisfactorily
define stakeholder needs and system
requirements. The following high-level
steps can be taken to ensure successful
implementation and use of a CMMS.

Identify stakeholders

A CMMS will impact a variety of
stakeholders; thus, it is necessary

to identify the affected users and
recipients of the system and its data to
ensure a comprehensive needs analysis
is developed. Stakeholders may include
accounts payable, finance, middle

and upper management, compliance
and quality control, warehouse and
inventory, contractors and service
providers, building occupants,
production personnel, clients and
visitors and, of course, facility staff:

The extent of input solicited from
stakeholders and the weight it holds

in the decision-making process is
dependent upon their interaction with
the system and their need for data

from it. This is an important political
task for the facility manager, as these
stakeholders could be important allies
or obstacles in gaining funding approval
and successful implementation. How
well the facility manager handles this
step will be crucial to the overall success.



Define processes

As the saying goes, “a good CMMS
cannot fix bad processes;” thus a
critical evaluation of current facility-
related processes should be conducted
with stakeholders. Improving existing
processes and defining new ones are
important factors in developing system
requirements and selection criteria.

Develop system requirementst
Interviews should be held with identified
stakeholders to discern their respective
requirements and relative importance
of such to their department, team, etc.
Some examples may include:
=  Accounts payable - Process
of facility-related invoices and
associate purchase orders and
invoices with work orders and
equipment, departments, etc.
= Finance department - Desired
financial reports, including format
and frequency
* Human resources - Time
reporting and vacation/sick leave
management
*  Quality control and compliance -
Work order approval routing
=  Warehouse and inventory — Order
and manage parts and inventory;
charge materials to equipment,
departments, etc.
=  Building occupants - Service
request submission and status,
customer surveys, facility
department communications and
important initiatives
= Scheduler - Review and triage
service requests and work orders;
prioritize, dispatch and close
work orders; manage, coordinate
and communicate service and
maintenance; communicate with
facility staff, contractors and
service providers
= - Facility engineers - Assigned work
orders; backlog, equipment history and
information, work order completion
and data requirements; interface with
inventory, purchasing, etc.
=  Contractors/service providers —
Assigned work orders, complete
work orders, provide required data
and documentation

e =  Facility management - Desired

KPIs and dashboards; budgeting
reports and analysis tools

(reate assessment matrix

Once system requirements have been
identified, incorporate them into an
assessment matrix. In the matrix, each
requirement is listed separately with

a weight factor assigned; typically the
sum of the weighted factors equals 100
percent. Then a grading or evaluation
scale must developed, such as “0” - does
not meet requirements, “1” - could
meet requirements with customization,
“2” - nearly meets requirements, “3” -
meets requirements and “4” — exceeds
requirements. It is assumed that cost
will be a factor in the decision process;
however, it should not be the key
deciding factor, as what may be saved
in the initial price could be starkly
overshadowed by the efficiencies
gained with more expensive systems.
An organization may want to consider
initially removing the cost component
from the selection criteria; then reveal
the prices for top contenders once the
requirement evaluation is complete.

Identify and evaluate qualifying vendors
Use system requirements to identify
and qualify potential CMMS products.
Once qualifying products are identified
and further information gathered, an
initial evaluation can be performed to
further narrow the list. Stakeholders or
stakeholder representatives should be
invited to participate in the evaluation
process. Highest scoring candidates
should be requested to demonstrate how
their system meets the organization’s
requirements and processes. The CMMS
should be scrutinized to determine if
customizations are necessary to satisfy
the needs, as customizations can
significantly increase the cost of the
system over its lifetime. Stakeholders
should participate in this final review
process and selection of the CMMS.

Plan for successful implementation
Develop a budget that includes the cost
to purchase and set up the product, train
staff and operate the system. Make sure

to account for recurring costs, including
software maintenance agreements and
licensing fees. Additionally, the facility
department’s operations budget should
include the staff necessary to administer
and maintain the CMMS in accordance
with the prescribed processes, such as

a scheduler, dispatcher and someone to
input.and update equipment information
and maintenance schedules.

Lastly, put together an'implementation
schedule that is realistic and
manageable given the approved
budget. The schedule should be
communicated and agreed to by
management and stakeholders. In
establishing the schedule, be careful
to consider which modules and data
should be implemented first and their
dependencies. Then celebrate the
accomplishment of milestones and
communicate their value to the

entire organization.

A CMMS can and should be a valuable
tool to the facility department and the
overall organization. However, without
the appropriate due diligence up front
and the needed ongoing support, a great
CMMS software can quickly become a
despised thorn in the side. Thus, be wise
in the selection, involve stakeholders and
solicit help and insight from experienced
consultants and fellow facility
professionals. FM]

John Rimer is a Certified
Facility Manager® and IFMA
qualified instructor. He is
founder and president of
Facility University (facilityu-
niversity.com) and president
of FM360 Consulting (fm360consulting.com).

He is director and past president of the Northern
Rackies Chapter of IFMA and marketing
committee chair for IFMA’s Facility Management
Consultants Council (FMCC).

Rimer has worked in the facility management
profession since 1997 in a variety of capacities
and a wide breadth of industries. His primary
focus has been on assessing, developing and
improving facility management programs,
including the implementation and optimization
of CMMS.
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LEVERAGING TECHNOLOGY |
for Effective Facility Management

BY MATT GREEN

ccording to the International Energy Agency,
buildings consume approximately 40 percent of the
world’s energy®. While this might seem a staggering

figure to some, it should come as no surprise to those who
own, operate and pay the energy bills for today’s buildings.

Tasked with reducing consumption while maintaining

a healthy and productive environment, management

and automation systems are now top of mind for facility
owners and managers. Over the past decade, the building
management industry as a whole has taken positive steps in
improving energy efficiency, but there is still a long way to go.

As the era of the “Internet of Things” emerges and enormous
amounts of data are being generated by newer building
components, organizations are struggling to turn that data
into meaningful action that will improve operations. New
technologies, coupled with the adoption of long-standing
open protocols, are revolutionizing how buildings operate,

as well as how occupants and facility managers interact with
their buildings. This is creating opportunities to resolve some
of the challenges associated with the big data generated by the
Internet of Things.

Using open protocols as an advantage

Open protocols indicate that a piece of equipment or a
system adheres to industry-recognized communication
standards. These common “languages” allow equipment
and systems from different manufacturers to communicate
and work together.
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While open protocols provide many advantages, there

are also some limitations. In order for the components to
communicate with each other, they have historically had
to “speak” the same protocol. For example, if an in-place
HVAC system has equipment that uses BACnet, installing
new “best-in-class” equipment that uses LonWorks as its
protocol would not be possible because it’s not compatible.
As a result, building owners and managers have tended

to implement different systems over the years that run
different protocols, thereby complicating the management
of building energy usage as a whole.

Integration as a strategy for smarter building management
One of the highest impact strategies to improve a
building’s operations is integration of previously
disparate systems. By implementing an integrated
building management system (BMS) that acts as a
universal translator, all the components and systems
within a building, regardless of what protocol they
natively speak, can be monitored, managed and
controlled from a centralized point. Information from
outside the building, such as weather data and utility
costs, can also be integrated via Web services. This much
more efficient process ensures the optimization of critical
building functions, including fire safety, HVAC, lighting
and energy metering.

Integration of systems is also changing how stakeholders
are managing their buildings. Building managers now
have access to real-time data from across their buildings’



systems. This not only greatly reduces the time it takes to
diagnose and fix issues, this centralized integration also
delivers new visibility into how a building’s systems are
working together, providing opportunities to improve
and optimize overall operations. It is also much easier

to see trends that indicate best practices or areas for
improvement — something that would be impossible if all
systems are managed individually.

Case studies

For example, the energy-conscious Davis School District
in Davis County, Utah, USA wanted to implement a more
robust energy management system that made the most
of legacy systems while incorporating new technology to
improve results. With 59 elementary schools, 16 junior
high schools, 340 portable classrooms and 11 high schools
making up more than 10 million square feet, the district
wasn’t able to replace all of its systems due to time and
budget constraints. As a result, the Davis School District
selected a solution that brought together all of the
district’s legacy and third-party open protocol systems
onto a single user-friendly system in just three weeks. The
solution enabled the district to have a holistic view of its
buildings for the first time, allowing it to apply focus on
underperforming facilities to maximize energy savings.

With the solution, the facility managers within the Davis
School District now have access to a customized dashboard
of real-time data for the building portfolio. They can

access this data at a workstation in the building, via a

standard Web browser or even a mobile application. The

graphic interface provides actionable information, trend
visualizations and one-click reports, ensuring that all of
the buildings are running at maximum efficiency.

The Davis School District is already leveraging the
technology to improve processes and reduce energy
consumption and spend on unnecessary operational
expenditures. For example, in the summer months, air
conditioning was previously running every day in the main
offices across the district so the space would be cool in case
staff came in. With the new system, staff can log in to a
portal to switch on the AC before arriving at their office
and shut it off when they leave, so the air conditioning is
only running when needed.

Another example is VOX Telecom, a leading
telecommunication company providing solutions in data,
Internet, telephone, visual communications and managed and
cloud services in Johannesburg, South Africa. The company
was seeking to optimize its energy usage, but was grappling
with several disparate systems, limited access to power
metering data and a less-than-optimal tariff structure.

Through a phased approach, VOX Telecom implemented a
fully integrated solution. In the first phase, the company
installed power meters to capture data essential for
decision making, and software that provided core metering
data, detailed reports of power quality, consumption
patterns and bill verification. After this phase was
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completed, VOX Telecom
was able to calculate

CUSTOMIZATION AND
PERSONALIZATION
ALSO PLAY AN
IMPORTANT ROLE

IN THE SAFETY AND
SECURITY OF

THE BUILDING.

their data center power
usage effectiveness,
which compares a

data center’s usage to
industry standards. This
information allowed
them to prioritize which
data centers to focus on
updating first.

The final phase of the
project was installing a
solution that ties together
all of the disparate
systems and provides

a single, easy-to-use
interface that monitors, manages and controls the entire
enterprise. The result for VOX Telecom was significantly
reduced energy usage and a better tariff structure. The
company is currently planning to roll out the system to
other regional offices.

Scalability for the future

A scalable solution enables building owners and managers
to gradually deploy new technologies to ensure the systems
are delivering on their promise of a more efficient building.
This agile, iterative approach lets building managers

work within today’s tight budgets while demonstrating a
return on investment to validate continued investment.
Choosing a technology partner that offers an end-to-end
strategy is optimal for long-term success. This approach

can start with something as simple as adding new wireless
room controllers to increase occupant satisfaction while
reducing energy usage. Power meters can be added to gather
information on actual usage and an integrated BMS will
pullin all of the data from the old and new systems in the
building, and provide an overview of the entire building
along with strategies on how to optimize it. The system can
then be deployed across the entire enterprise and eventually
managed using advanced cloud technology.

Customization and personalization

A new trend in building management and operations
increasingly focuses on the end-user to provide a more
personalized experience. Every building management scenario
is different, and the most impactful building management
models occur when the organization can work the way it wants
to, rather than conform to a “one-size-fits-all” approach.

Choosing a BMS that can be customized to the building
type (hospital, school or office space), and personalized to
the user type (CEO, maintenance technician or occupant)
ensures the building is being optimized for every level of
functionality. For example, a C-level hospital executive may
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only require a high-level overview of hospital energy use to
present to stakeholders, while a facility manager at a data
center needs to see the energy usage of every chiller while
having the ability to control the chiller system. In addition,
occupants in multiple types of applications such as schools and
multi-tenant office buildings can become engaged in saving
energy by seeing a visualization of overall energy consumption
in common areas.

As part of its new solution, the Davis School District’s BMS
provides each individual school with its own view of energy
use, allowing building stakeholders to view information
about their specific building’s energy use. In parallel, district
facility managers have a view that enables them to manage
energy across all of the school system’s facilities. Principals
can access the AC controls for their office and maintenance
staff only see alarms for equipment they maintain. Power
users of the system can even save different versions of

the interface to help them quickly accomplish their varied
responsibilities. The school is even using the BMS as an
educational tool by providing a dashboard of energy usage in
common spaces and access to certain metrics to teachers so
they can incorporate building energy use into their lessons.

Aside from these scenarios, it is important to remember that
customization and personalization also play an important role
in the safety and security of the building. The BMS controls
critical building systems and can literally have life and death
consequences if systems fail. The BMS needs to ensure that
only the right people can access and control systems and keep
a detailed audit of who did what and when.

The move toward open protocols is creating an opportunity
to integrate disparate building systems. New technologies
can be installed that optimize a building’s operations

while improving the use of resources without needing

to replace existing systems. With a scalable approach

to upgrading, adding new technologies gradually allows
building managers to demonstrate the ROI of system
improvements as they scale up to a fully integrated BMS.
These technologies are equipping FMs to better understand
and improve operations for the buildings they manage. Fmj

REFERENCES
1. “FAQ: Energy Efficiency.” International Energy Agency. Web. 2013.
www.iea.org/aboutus/fags/energyefficiency.
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The Power of
Performance.

URS Facility Management teams
maximize plant capacity, improve
productivity and reliability, and

reduce operations costs.
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The Facility Conference & Expo

s IFMAS Sept. 17-19, 2014
World Workplace Nevl:OlrIeans, La’., USA
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FM + Strategy x Innovation

= Your formula for success

Finding the perfect equation for improving facility performance, profitability and efficiency
can be a brainteaser. IFMA’'s World Workplace can help you discover or rethink the pieces of
your facility puzzle so you can reach desired solutions.

Strengthen your FM know-how.§} Expand your FM know-who. Increase your FM know-what.

Gain concrete information Meet professionals who Discover products and services
relevant to your work as a speak your language. you never knew existed.
facility professional.

Exchange ideas with FMs who Relieve workplace headaches
Learn how to balance manage similar workplaces. by introducing better products
practical FM strategies with and practices in your facility.

creative workplace solutions. Acquire best practices specific

to your industry or facility type. Build relationships with
Customize an educational dependab|e sources for

program that meetsyour cost-effective, high-

professional needs and

. performance solutions.
interests.

Register today at www.worldworkplace.org



IFMA's World Workplace opens earlier
this year - make plans now to join us
Sept. 17-19 in New Orleans, La., USA.

Learn the best of FM from the best in FM

IFMA has been leading groundbreaking discussions on the management of facilities for more than 30 years.

We're not only in step with the advancement of the profession, we're showing the way.

New! Educational sessions organized into four Learning Labs

Leadership: Centered around C-suite conversations, needs and expectations.

Leading & Bleeding Edge: New, visionary and innovative FM concepts and practices.
Management Skills: Soft management skills, perfect for upcoming leaders.

Standards & Performance: Industry best practices from world-class organizations and individuals.

Learning opportunities around every corner

Powerful keynote speakers inspire, illuminate and entertain.

Deeper Dive sessions take an in-depth look at specific FM issues.

Behind-the-scenes tours of New Orleans facilities.

Academic & Research Peer Review Papers and Presentations.

Expo Solution Arenas offer free practical know-how for your real-world facility problems.

Network with other attendees at special events

First-time Attendee Orientation: Gain insider tips on making the most of World Workplace.
Expo Grand Opening: Enjoy games, prizes, product demos and refreshments.
Welcome Reception: An authentic Mardi Gras experience welcomes you to New Orleans.

Awards of Excellence Luncheon & Banquet: Conclude your week with two celebratory events.

Find your formula for success at IFMA’s World Workplace.
Register today for the world’s best FM event.



See who's exhibiting at IFMA's
World Workplace 2014...

Our exhibitors represent the best in facility and business solutions. We invite you to shop, learn, see
what's new, gain insight into industry trends, have your questions answered and problems solved at
the World Workplace 2014 Expo. Listing as of Feb. 18, 2014.
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BY KELLY WALOWSKI

acility managers today are
F required to focus on many things

that contribute to the bottom
line. This includes not only reducing
facility costs, but also improving the
image of the facilities they manage.
Enter any building and you will
immediately experience auditory, visual
and olfactory sensations. While most
buildings are now tobacco free, there
is a plethora of other opportunities for
malodorous issues to arise, including
smells from food courts, stale air,
sewage or even exhaust or gasoline
odors from attached parking garages.
The U.S. Environmental Protection
Agency reports that indoor air quality
can often be five times worse than
outdoor air, with odors from smoke,
perspiration and fungi.

Continuously maintaining superior

air quality in buildings is an ongoing
campaign; therefore implementing
effective odor remediation should be
part of every facility manager’s plan for
an enhanced overall patron and tenant
experience. Along with different types
of chemicals and cleaners, there are
applications traditionally designed to
mask odors, such as aerosol “spritzers”
typically emitted from wall-mounted
atomizers in facilities of all types. Often
heavily perfumed, their purpose is to
overlay an odor already present, which
can make an existing odor problem
more evident. Cleaning products that
combine enzymes offer another type of
odor reduction treatment. While using
enzymes can help in destroying the
bacteria and reducing odor, it can take
several days to complete the process
and for the odor to dissipate.

Cutting-edge technology

advances odor remediation
Fortunately, it is no longer
necessary to saturate a space with

S PR A P S

Implementing effective odor

remediation should be part of every

facility manager’s plan for an enhanced

overall patron and tenant experience.

heavy concentrations of scent and
environmentally unfriendly volatile
organic compounds (VOCs) in order
to create a pleasing scent ambience
and deal with problem odors.
Technology has evolved to provide

an approach to odor remediation
that involves the identification of the
malodor, formulation of a neutralizer,
delivery of the neutralizer into the
space to be treated and concentration
control of the neutralizer in the air.
You can implement a less-is-more
strategy by knowing the odor, using

a targeted neutralizer, conducting a
careful aero-engineering analysis of
the space and utilizing a computer-
controlled appliance that converts the
air treatment agent into non-residue
nano-droplets without the use of
harmful VOCs.

Nano-droplets behave like a dry
vapor. They are uniform, leave no
deposits and require less liquid than
aerosols. A nano-droplet is 1/125,000
of the weight of an aerosol droplet,
a characteristic which enables the
scent to hang in the air for up to

16 hours. Nano-droplet generation
technology is safe for use in HVAC
systems and is fully programmable.
The dispenser conforms to relevant
safety standards and, typically,

one unit replaces as many as 22
conventional aerosol dispensers.
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Cartridges filled with the nano-
droplets are inserted into a unit
attached to an HVAC system. The
liquid is then nebulized within the
unit, which converts the liquid

into vaporized air molecules. The
vapor travels through the ductwork
of the HVAC system when the air
conditioning or heating system turns
on. When the air pushed through the
ducts is being supplied through the
air handler, the nano-droplets join the
airflow and move through the ducts to
be dispersed, leaving no residue in the
HVAC system or on surfaces.

Nano-droplets are lighter and
remain in the air longer than other
solutions, therefore significantly
less fragrance is needed to provide
a cost-effective odor remediation
solution and does not leave wet
deposits on any surfaces. The
nano-droplet technology has been
rigorously tested to pass U.S.
Occupational Safety and Health
Administration and industry
standards, making it a safe, effective
alternative to atomizers and viable
for any type of building whether

it caters to adults or children.
Nano-droplet technology may
even help a building achieve points
toward LEED certification due to
its low VOC content and recyclable
consumables (cartridges).

U 4
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Case study: Odor remediation

tackles a resident skunk

Let’s look at an example of the
effectiveness of implementing this
type of odor remediation. A tenant

at a commercial building that houses
many government agencies and is
maintained by a property management
company complained about a lingering,
disagreeable odor that smelled like
burning rubber. The facility manager
deduced that one of the HVAC units
might have thrown a belt, while the
tenant clearly thought it was a skunk.

The facility manager initially dismissed the
notion that the odor was skunk induced.
That changed when she came in the next
morning and found that the odor had
grown even more pungent and more
clearly identifiable as skunk. The manager
went to the local pet supply store and
purchased a bottle of odor remover. When
she returned to the building, she sniffed
out the skunk smell and traced it to an
electrical outlet in the office wall.
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Nano-droplet generation technology is safe for use

in HVAC systems and is fully programmable.

She then realized the skunk had sprayed
inside the wall, which required removing
eight feet of sheetrock, all of the
insulation and the carpet. The concrete
was then sprayed heavily with the odor
remover. Uncovering a hole underneath
the ductwork coming into the building,
traps were set. The two skunks were
caught in one trap, albeit too late.
Unfortunately, now the entire building
smelled of freshly trapped skunks.

With nothing else working to solve the
odor problem, the manager decided after
much research to try the nano-droplet
technology, selecting a lemongrass

basil scent to be circulated through the
building’s HVAC/duct work system.
Within just 30 minutes, the building
started to smell better. In about four

M 0%a A \J

hours, the entire office building smelled
significantly better. In just five days, the
system had completely removed the odor.

Case study: Not everyone loves popcorn
In another example, a commercial building
that housed a mix of retail and hotel
tenants also contained a movie theater.
The popcorn odor from the theater was so
strong that it permeated beyond the area
and throughout the entire facility. Several
high-end furniture retailers complained to
the facility manager that their customers
were hesitant to purchase furnishings,
thinking the popcorn odor would

transfer into the furniture they wanted

to buy. While the popcorn odor wouldn’t
actually transfer into the furniture, the
psychological connection that customers
were making while standing in the
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furniture store smelling popcorn deterred
them from purchasing.

The facility manager needed a solution

and chose nano-droplet technology for its
odor remediation, selecting an iced pina
colada scent to be diffused throughout the
building’s HVAC system. The popcorn odor
vanished and the complaints stopped.

Achieving results

While skunks and popcorn may not be
everyday concerns for the average
EM, the stench from a loading dock
might be. Consider where the service
elevators are in proximity to the
loading dock. Odor from the docks
may travel straight up the elevators
and onto tenant floors as those service
doors open. Nano-droplet technology
is an easy-to-implement, affordable
solution that prevents a host of
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negative connotations associated with
building complexes and public facilities.

Odor problems in a business may cause
embarrassment, discomfort and health
concerns. Scientific studies have shown
that pleasing aromas added to indoor air
can significantly raise productivity, morale
and even reduce stress among building
occupants. The best results require a
uniform distribution into the air utilizing
a system that is capable of maintaining
correct dosage and when added via
ventilation or air conditioning systems.

The technology enables facility managers to
take a safe and sustainable approach to odor
remediation to enhance an environment.
Fadilities rely on ambient scenting for a
wide spectrum of solutions. Citrus or floral
scents can bring a fresh feeling of cleanliness
to the space, while the discreet scent of

,-OAI'\ N 0 5 o0 0

0 ,

a0

0o O

A o O e

peppermint, gingerbread or pine can bring
the holidays to your lobby.

No facility manager wants to leave a
negative impression on tenants or visitors.
Implementing an ongoing scenting plan is
well worth the results — happy tenants who
renew their leases and customers who leave
with a positive impression. FM)

Kelly Walowski is an
ambient designer with
Ambius, the global interior
landscaping leader. Ambius
offers a full spectrum of
services to enhance the
interior space for the hospitality, health care,
retail and commercial industries with services
including ambient scenting, interior landscaping,
holiday décor, decorative wall art and fresh fruit
and flower deliveries to businesses in 18
countries. For more information, visit the Ambius
website at www.ambius.com.
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EXTERNAL AFFAIRS
COLUMN

JEFFREY JOHNSON
Director of External Affairs

The Importance of Coalition Building in Government Affairs

With just under four months to go before this year’s

U.S. Advocacy Day and Public Policy Forum, the artic
temperatures that gripped Washington, D.C. and most of the
U.S. for the winter months have given way to spring. Despite
this welcome change there has been no thaw in the bitter
partisanship that has stymied compromise in Washington
for the past several years and those both in Congress and the
private sector continue to look to common sense areas where
compromise is possible. Two of the areas where progress is
not only possible but needed, both in the U.S. and abroad,
are energy efficiency and reducing waste; two areas where

IFMA and expanded industry-based coalitions can play a role.

As you may recall, IFMA’s government affairs program
started more than 10 years ago to focus on building
security and insurance issues in the United States following
the September 11 terrorist attacks. From those humble
beginnings our program has grown considerably in recent
years — engaging in successful advocacy efforts, changing
the focus of debate in Washington, meeting with decision
makers and stakeholder groups in the E.U., conducting
international government leaders sessions focused on

FM and developing a strategy to support IFMA’s growing
membership around the world.

Now more than ever, decisions made by elected officials
and the industry groups that inform them are affecting
the built environment; mandates for energy efficiency,
FM training, building access, security, financial incentives,
workplace safety and building codes all have increasing
impact on the business of FM. In this environment it is
critical that the voice of the FM, who in many cases will
ultimately be tasked with implementing these policies,
be part of their development. These decisions affect not
only FM, but a broad cross section of the global economy
and the professional associations that represent them. In
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this environment, the value of working together in large
coalitions is increasingly clear.

In recent years, in both the U.S. and Europe, IFMA has
become more actively engaged in coalition efforts. In the
U.S. IEMA, building on the framework that led to passage
of the Federal Buildings Personnel Training Act, has been at
the forefront of an effort to develop the Policy Committee
of the High Performance Buildings Congressional Caucus.
This newly created entity representing more than 30 leading
organizations in the building community is dedicated to
providing industry-based recommendations and research

to Congress and the administration. It is our hope that the
ability to make recommendations on behalf of the building
community will help cut through the legislative log jam and
create common sense solutions to real world problems.

Similarly, in Europe, this year’s government affairs session at
the European Facility Management Conference (www.efmc-
conference.com) will be dedicated to building a similar FM-
specific coalition among European FM organizations, product
and service providers. The goal will be to showcase the broad
impact of FM and the built environment, collaborate on policy
development and work together on a multinational level to
identify solutions to common challenges. It is our hope that
the strong FM-centric coalition can play a major role in the
current debate in Europe on energy efficiency, water use and
workforce development.

To learn more about IFMA’s public policy program and our
coalition efforts, please consider attending or participating
in one of our sessions at Facility Fusion, the government
affairs session at EFMC or our annual Advocacy Day and
Public Policy Forum being held in Washington, D.C. July
23-25, 2014, an upcoming government affairs webinar or
reaching out to our team at jjohnson@ifma.org. Fmj
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BY MICHAEL MAY

ost reduction in facility management is a hot topic. While energy
consumption is a major concern, it is often overlooked that much greater
potential lies in the efficient use of available space. Space allocation is
tedious work and a great challenge for facility managers as it entails a

considerable economic impact on the entire organization. Space allocation is not only

an operational task but also an issue of strategic planning. Currently, this endeavor is

widely approached manually using CAD functionality and spreadsheets, which deliver

guestionable results due to the tremendous complexity involved in the task.

The inherent mathematical problem in
space allocation is similar to the quadratic
assignment problem (QAP), known as one
of the most intricate discrete mathematical
problems. To date, there are no algorithms
that solve this kind of problem in an
efficient and optimal manner; hence it is
necessary to adopt heuristic approaches.

It is a great challenge to develop new
technologies that assist in this complex
optimization process, taking into account
that much of the information needed is
already available in CAFM/IWMS systems.
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Approach

In a joint research effort the University
of Applied Sciences HTW Berlin and
the ReCoTech GmbH has developed
new mathematical models and
procedures that allow automated

space optimization in large real estate
portfolios. The procedure assigns
departments and people to available
spatial resources (in one or more
buildings) while taking into account
preconditions like shortest distances and
adjacencies of organizational units. The
software enables the user to generate

different variants of space allocations
and evaluates their quality based on
criteria such as reduction of cost, time,
number of necessary reallocations and/
or communication traffic. In this way,
available valuable (unused and/or
unnecessary) space is detected in one
site and space is used more efficiently in
another site.

With this novel technology, cost
reductions can be achieved in a
comprehensible and objective way. The
approach is independent of any specific



FIGURE 1: Strategic space management with substantial optimization potential.

IT system such as CAFM, IWMS,

GIS, ERP and uses standard data
formats. The economic benefits of
space reduction (which range up to 30
percent) are tremendous and often
unexpected by users.

Space utilization optimization
Space utilization is related to strategic
business goals. An automated
optimization must consider:

= Available spatial structure

=  Spatial needs and constraints

=  Communication needs within

the organization

Resulting tasks are:

= Allocation schemes for new
buildings and occupancies

= Space concentration with the
goal of vacating unnecessary
areas for subsequent utilization
by selling, leasing these spaces,
etc.

=  Space concentration with the
goal of providing space for
organizational units to move in
from other locations

Figure 1 illustrates the space
optimization tasks showing a
potential reduction in necessary
space, financial resources and
carbon footprint.

Today allocation schemes are
accomplished only manually or
with the help of traditional IT tools
such as CAD or CAFM/IWMS. An
automated generation of allocation
variants or the simulation of
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SPACE ALLOCATION IS NOT ONLY AN
OPERATIONAL TASK BUT ALSO AN
ISSUE OF STRATEGIC PLANNING.

different scenarios does not exist.
Optimized space planning for
complete sites is not possible at all.

Investigations have revealed that
with the exception of a GIS-based
approach by NASA Langley Research
Center, an applicable IT solution

for automated space utilization
optimization does not exist’.

Huge complexity

The allocation question under
consideration belongs to the class

of layout/placement/location
problems. In general, it is about
assigning a certain number of objects
in an optimal way to a number of
locations/facilities, considering
certain constraints and relations
between the objects to be placed.

The mathematical background for
the creation of optimal allocations
is the quadratic assignment
problem (QAP). The complexity
of this problem results from the
combined multitude of possibilities
to assign organizational units to
spatial resources. The allocation

of 10 organizational units (e.g.,
employees, teams, departments) to

10 spatial units (e.g. areas/rooms,
space groups) already results in 10!
= 3,628,800 allocation possibilities.
In reality, exact algorithms that
basically have to enumerate the
variants already fail due to excessive
computing time when the problem
size exceeds 15 to 20. With 70
organizational units, which represent
a medium problem size in real life,
the number of the possibilities rises
to an incredible 10,

The QAP is a simplified version of

the space allocation problem under
consideration. In addition, there are
numerous constraints defined by the
user that must be formalized likewise.

Solution

Consequently, a heuristic approach
has been developed based on the
divide-and-conquer paradigm. The
approach essentially consists of
controlling the size problem by
grouping suitable rooms into room
groups/blocks on the one hand and
employees into teams/clusters on
the other.

This methodology relies on
intelligent users to utilize pattern
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FIGURE 3: Computer-generated allocation variant.

recognition and strategic thinking.
Facility managers are actively
integrated into the process and are
given the possibility of dividing
the building(s) into spatial units
and the organizational structure
into teams/clusters. Furthermore,
the FM is allowed to assess the
results after each iteration and to
influence the ongoing calculation.
This method enables a stepwise
restriction of the problem size
and thus the result is “optimally”
tailored to the specific task.

An important challenge concerning
automated allocation planning and
the related space management is the
transformation of a CAD drawing or
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building information model (BIM)
into a formal description, on which
the mathematical optimization
procedures can run. A suitable way
to display the spatial structure of
a building is through use of space
graphs, which model the relative
position and accessibility of areas?,

even throughout the borders of floors

and buildings. Figure 2 shows a space
graph based on a sample floor.

Space graphs can be generated

more or less automatically from

CAD drawings; a good method is

a semi-automatic approach based

on pattern recognition with some
interactive intervention. At the same
time, the room sizes (areas) needed

for the optimization are derived.
Furthermore, the space use for each
room is read from the drawings or
specified otherwise. With the help
of shortest-path algorithms, it is
now possible to determine the real
distances between two locations.

The communication intensities/
adjacencies that are supposed to
result in spatial proximity of the
respective units/teams are modeled
by an adjacency matrix, where
higher numbers indicate stronger
communication needs.

Results

The methodology developed is able

to generate very quickly alternative
allocation variants according to given
optimization criteria, like space
requirements and proximity between
certain organizational units. The task of
the user is only to determine his or her
“best” variant. An efficient visualization,
KPIs and a reporting tool support the
user in decision making.

Figure 3 shows an automatically
generated allocation variant with
consideration of intercommunication
between individual teams of the
organization in a graphical form. The
same colors indicate groups/teams,
which should be accommodated close
to each other. The distribution of a
team (e.g., over two floors) can be
more favorable than assigning the
whole team to one widespread floor
(red). However, by increasing the
(virtual) distances (weights) related
to stairs and/or elevators these teams
can be forced to be placed on the same
floor. The spatial proximity of such
groups can be forced by specifying
their communication intensities.
Furthermore, the preallocation of
certain persons/teams to specific
rooms is possible.

Compared to the minimum
conceivable (theoretical) space
requirement of 100 percent (sum
total of all spaces needed without
considering available room sizes), the
automatically generated variant needs
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The user can control the procedure by
weighted criteria, such as:

*  Occupancy rate

=  Compactness

*  Communication relations

Scenario 2: = Sample projects

City Administration
Building

*  Municipal administration building

with “long” staircases As part of a major restructuring effort,

and detailed planning the authorities of a German city needed

of departments to evaluate the pros and cons of two main
scenarios concerning the future use of
Building A as well as the investigation
FIGURE 4: Computer-generated allocation with detailed planning of departments. of two refurbishment options and
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FIGURE 5: Display of allocation results with a space utilization rate of 96.28 percent.

their effect on each. The following
question had to be solved: How
many (and which) departments fit
into Building A if 1) the archives
are refurbished as offices and 2)
the attic is refurbished and used as
office space?

Two planning scenarios were
considered: Exclusive use as a city
administration building versus use

as a citizens’ services center. As a
result of the optimization (figure 4)
more than 50 people were added to
the office building. This also meant a
reduction of planned investment for a
new building by US$3.9 million.

Administrative District of Berlin-Spandau
Spandau is one of the 12 districts of
Berlin with about 223,000 inhabitants
and comparable to a medium-sized
city. There are about 1,590 employees
working at the district’s administration
using 12 buildings with about 720,000
square feet of GFA (gross floor area).

The project was started due to

a structural budget deficit and

the pressure to reduce cost. The
administration was aware of
inefficient space use, which resulted
in the conclusion not to reduce the
service for the citizens but to make
more efficient use of the available
space. The objective and challenge was
to empty one or two buildings in order
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to reduce space of at least 53,000
square feet GFA without reducing the
individual space requirements and
comfort of the employees.

The project mission was to:

= Prepare and review space demand
and supply data,

= Display current occupation and
space utilization,

= Define potentials for optimization
and

= Deliver optimized allocation
plans, considering user needs and
specifications.

The project was run in a number

of steps starting with an initial
workshop and ending with a final
decision by the district authority on
the abandonment of two buildings.
First the space requirements of

the different user groups were
determined, including specific needs
such as single room assignment,
preallocation and buffer spaces.

The results of the computation are
presented in different allocation
variants including graphics, lists and
reports (figure 5).

The benefits for the district Berlin-
Spandau sum up as follows:
= Vacating of two buildings (totaling
58,642 square feet)
= Savings of about € 650,000 p.a.
= Savings of an otherwise necessary

investment into infrastructure

of € 350,000

*  Reduction of CO2 emissions by
261,000 kilograms p.a.

= Updated space requirements
and standards

=  Transparency of available space

Costs of € 100,000 occurred due to
the necessary moves, however the
total benefit was still very impressive.

Other projects have been and are
being conducted in the industrial,
health and public sector. Some of
the cases were run as projects, in
some cases a software license was
acquired and others started with a
pilot project followed by purchasing
a license.

The optimization procedure produces
comprehensible allocation variants in
a short time. The results are provided
in textual (list) format but can also
be visualized based on the initial
CAD data. In this way the results

can easily be understood by the user
and could be modified if desired.
Furthermore, they can be handed
over to CAFM/IWMS systems to be
used in subsequent processes, such as
detailed move planning. Fm
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Transitioning from analog to
IP-based surveillance



takes place on two fronts: how the
images are captured and how they
are stored. A full understanding of
these two technologies empowers
facility management and security
professionals to understand the
options available when purchasing
or designing video surveillance.

With today’s affordable high
megapixel cameras, video
surveillance can be utilized far
beyond basic security, including
tracking people flow and efficient
use of facilities such as sports
fields, gymnasiums, auditoriums
and conference rooms. Motion-
activated cameras can be used

as part of an intrusion detection
system by activating alarms and
lights as alerts. They can also be
employed as crowd control devices,
safety support in traffic lane areas
and on busses to control bullying
and unsafe passenger and/or
driver activities.

The Metropolitan School District
of Wayne Township met with

its consultant to devise the best
solution. The school district needed
a system that was highly scalable
and provided rapid access to the best
evidence and reduced investigation
times. The new system also needed
to be user friendly to save time and
training resources.

The chosen system was a powerful,
award-winning HD video solution
that would provide a much more
effective surveillance system and
significantly reduce maintenance
and storage costs. In fact, the new
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THE SCHOOL DISTRICT NEEDED TO
RECALIBRATE ITS BUDGET TO FIND A
MORE COST-EFFECTIVE SOLUTION.

system allows for an average of
128 cameras to run on one server,
whereas the school district’s
previous platform required one
server for every 64 cameras.

The plan involved upgrading the
school district’s existing video
management software (VMS) to
the new easy-to-use, end-to-end
IP-based system, which allowed the
school district to reuse its existing
cameras so there was no loss to its
previous equipment investment.

The project began by converting
nearly 800 existing cameras to
the new control center network
video management software. The
state-of-the-art system includes
a modern interface, increased
functionality and search features
to improve the performance of
its existing cameras. This allowed
the school district to leverage

its initial investment of the
cameras and reduce the cost of
deployment. The conversion was
a smooth transition that left very
little downtime, allowing the
school district to maintain its
surveillance while converting to
the new software.

With the end-to-end surveillance
software in place, Wayne Township
could start taking advantage of the
software’s flexible applications and
capabilities. The new platform was
designed with the future in mind
and allows the school district to
incorporate modern technologies
as its security needs grow. Wayne
Township opted to replace 20 of
the existing cameras and add an

additional nine high-definition
megapixel (MP) cameras.

The school district selected
professional-grade cameras
ranging from 1-8 MP which

were installed at the facility’s
entrances, exits and parking lots.
In addition, the platform allows
the school district to utilize a more
powerful 29-megapixel camera,
which provides the coverage area
equivalent to 95 of the school
district’s previous cameras.

School district personnel can
achieve more using the new
software with less training. This
allows more casual users of the
platform who have intense needs
at times, such as administrators
and secretaries, to access video
in a matter of seconds, which
covers a significantly larger area
in comparison to the school’s
outdated system. With lower
bandwidth and more efficient
processing attributes of the
software, having this new VMS
system in place has provided the
school district with a return on
its investment in less than three
years.

Joel Staples has been in
the security integration
- industry for more than
16 years. He has taken
on just about every role
in the business including field technician,
project manager, operations manager,
engineering, design specialist and sales.
During his tenure his work has ranged
from residential security systems to
modern, high-security airport systems.

Staples is an account manager at Tech
Electronics of Indianapolis, a solutions-
based systems integrator based in

St. Louis, Mo., USA, where he designs
and estimates projects and manages
key accounts.



Sustainable practices learned through

SFP® helped reduce expenses.
Read a first-hand account of SFP success!

The Situation

Jay Drew, CFM, SFP, has extensive facility management
experience in the museum, real estate, construction—and
most recently, legislative—industries. Drew is currently
facility project manager for the Connecticut General
Assembly in the Office of Legislative Management. He
oversees 450,000 square feet of office and assembly
space. Because his facilities do require a large amount of
energy use, sustainability has become a top priority in
recent years; especially now that energy-efficiency is
becoming a government requirement.

The Approach

With Drew’s busy work schedule, the flexibility that the
Sustainability Facility Professional® program provided was
essential. The online materials allowed him the
opportunity to study any time a free moment arose—
eliminating the need to carry around additional course
content. Drew is also an advocate of the instructor-led
classes, praising the logical manner in which the material
is presented.

Through the SFP program, he gained the sustainability
knowledge he needed to advance in his profession.

“The SFP taught me to look at projects through the eyes
of the decision-makers. You’ve got to prove that
sustainability makes sense, not only environmentally, but
financially. The SFP program shows you the best way to
present your case to the C-suite—from theory, to
design, to implementation.”

The IFMA SFP Credential Program® provides you with practical
instruction to enhance your sustainable FM skills and the tools to
earn the SFP credential in one complete program. This convenient
system combines learning modules available in print or electronic
formats, interactive online study tools and final SFP assessments.

Visit www.ifma.org/sfp for a free demo and to learn more.
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The Results

By earning the SFP, Drew earned credibility both as an
individual and as a representative of his organization.
Sustainability is one of the most important topics
throughout the entire facility industry, and having an SFP
on staff proves that the Connecticut General Assembly is
serious about aligning their objectives with the triple
bottom line.

Drew’s company has now undertaken many sustainability
initiatives, several of which have qualified for government
rebates that have more than covered his expenses for
materials.

“By implementing the sustainable practices | learned
about through the SFP program, my company has
reduced operating costs by nearly US$100,000 this year
alone. When you have this kind of ROI, it's easy to get
project approval.”

“Now is a great time for facility
managers to shine, because we have
the opportunity to make the largest
impact in sustainability. The knowledge
gained from the SFP program allows
you to reduce costs, improve
efficiency—and beyond that—create a
culture of responsibility in your
organization and your profession.”

Jay Drew, CFM, SFP

Facility Project Manager
Connecticut General Assembly
Office of Legislature Management
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NEW BENCHING SYSTEM OFFERS FLEXIBILITY

SwiftSpace’s ForeSight Benching
System sets a new standard

for innovation: the ability to
reconfigure — within minutes

— without tools or professional
installers.

This system removes traditional
benching limitations by combining
easy portability, convenient
storage, attractive design and
frequent set-up and takedown
without the need for tools or
installation professionals. The
design, which is the result of
intensive research, development
and testing, offers a variety

of work style options and the
ability for quick, cost-effective
reconfiguration.

=  Engineered to be set up and
taken down hundreds of times
by anyone.

= One part number to
specify with no loose parts
— everything needed is
permanently attached.

= Designed to fold up and
be stored at 15 percent of
assembled size.

= (Can be quickly moved from
one work area to another by
one person.

= Competitively priced and
offers savings on installation,
storage and labor.

Find the ForeSight Benching
System on the Web at http://
swiftspaceinc.com/index.php.

ENHANCE BUILDING EXTERIORS WITH
BI-DIRECTIONAL LIGHTING

The FCWSX6376 by FC Lighting is a small
footprint fixture with high-impact visual
appeal. Design your bidirectional, up and
down lighting applications using spike,
spot, narrow flood and flood optics to create
stunning architectural lighting effects.
Consider the possibilities of how simple
lighting arrangements can impact your
exterior design at nighttime. This exterior
fixture is available in four standard or any
custom color powder coatings, as well as
brushed metal and mounts to a standard
electrical J-box.

Visit www.fclighting.com to learn more about
this fixture.

FIND YOUR IDEAL LIGHTING MATCH
ERCO’s new Light Finder is an intuitive
planning tool with product search function
that helps you get started with lighting design
using LED technology.

ERCO'’s Light Finder aids the creative process
of designing the right lighting concept from
the first step onward. With space- and
application-oriented graphics, the intuitive
ERCO online tool guides architects, designers
and builders quickly and visually to the ideal
LED lighting solution. Accessible on mobile
devices, it can also be used on the road as well
as in more stable environments.

Offering separate planning sections for indoor
and outdoor areas, the Light Finder meets

all the requirements of precise and creative
architectural lighting. Step by step, the online
planning tool takes the user through up to
eight criteria ranging from general questions
through to specific details, aided by easy-
to-understand graphics. These, for instance,
define the room zones and objects to be
illuminated, the height of the room, the color
of light and the product color. The user can
also access additional technical information.

At the end of this process, the tool provides
an overview of relevant ERCO LED luminaires
including technical data and product features.
In addition, the user can download tender
documents, 3D and planning data for light
distribution, and image material for further
planning. The list can be forwarded; for more
in-depth consulting, direct contact can be
established with an ERCO consultant.

Use the ERCO Light Finder to find your ideal
light at www.erco.com/lightfinder.
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Intrgration o of rack

MODULAR POWER DISTRIBUTION FOR DATA
CENTERS

Minkels, a global supplier of energy-efficient data center
solutions and part of the publicly traded company Legrand,
has launched a new solution within its VariconPower®
power distribution product range. The modular busbar
systems with smart tap-off boxes offer seamless
integration with Cold Corridors®, providing flexible
configuration options for customer-specific cold corridor
layouts in data centers.

The integrated busbar system covers data center power
distribution options varying from 160 amps to 1000 amps.
The system is suitable for both large- and medium-

sized data center environments. The solution is a safe

and structured alternative to power distribution using
traditional cabling. The accompanying smart tap-off boxes
offer users the option of flexibly laying out a power grid in
the data center.

For more on data center power, visit www.minkels.com.

ACHIEVE VISUAL STYLE, ACOUSTIC CONTROL

Design aesthetically and acoustically winning interior spaces
with the infinitely customizable and ecologically sound new
EchoPanel® acoustic panels and tiles by Kirei. EchoPanel®

is a decorative surface finish offering acoustic performance
with a felt-like face finish. These versatile acoustic panels
and tiles add color and style to any space while quieting
rooms by controlling sound reflection.

EchoPanel® panels and tiles are manufactured using recycled
PET plastic bottles, eco-friendly dyes and no added adhesive,
resulting in a Green Tag™-certified product which can help
gain LEED™ green building credits with almost no VOC
emissions.

They can be attached with nails or screws using the special
clips and template provided and are interchangeable when

a change in color or design is desired. They are self-adhered
using peel-and-stick adhesive included on each tile. Each tile
has a directional finish and can be adhered to surfaces with
standard construction adhesives. Panels may also be screwed
to underlying surfaces or attached to wooden battens.

To beautifully shape the sound of your space, visit www.
kireiusa.com/new/echopanel.html.

DURABLE TORSION SPRING EXTERIOR CEILINGS

MetalWorks Torsion Spring Exterior is the
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New MetalWorks Torsion Spring Exterior
ceilings by Armstrong give architects and
designers the option to extend the clean,
monolithic look of these popular, large-size
panels outdoors to the ceilings of soffits,
overhangs and other exposed structures.

These durable, exterior metal panels
provide complete downward accessibility
and install easily using torsion springs in a
pre-slotted, standard 15/16-inch Prelude®
exterior suspension system. They are
available in standard 2 feet by 2 feet and 2
feet by 4 feet sizes, three standard finishes
and seven standard perforation patterns.

only exterior ceiling system of its kind to
offer all of these options in a standard
product.

MetalWorks Torsion Spring Exterior

ceilings have a Class 90 rating for wind
uplift. They have a Class A fire rating and
are seismic tested and approved. Made
from lightweight aluminum for easier
handling, the panels are scrubbable, impact
resistant, soil resistant and washable. They
contain up to 98 percent recycled content.

Learn more at www.armstrong.com.



FM-nomics—
economic stimulus
through Deals & Discounts

N

nnect
toFM Deals
&Discounts!

Available exclusively
to IFMA members!

Special offers, discounts and
incentives on top products and
services from IFMA’s Corporate
Sustaining Partners. Connect
directly to participating CSPs
through the FM Deals & Discounts
link on www.ifma.org under
“Marketplace/Deals & Discounts.”

@IFMA
-

&

THERMAL
REMEDIATION'

FROM TEMP-AIR

BED BUG HEAT
TREATMENT EQUIPMENT
MADE IN THE USA

(800) 836-7432
www.Thermal-Remediation.com

Mobile Framework
Performance Metrics
BIM 4.0
Geospatial Extensions
Workplace Services
Home Page Navigation
Quick Start Methodology
Environmental & Risk Management
Space & Occupancy
On Demand/PM
Lease Administration

...and much more.

ARCHIBUS, Inc.
Boston, MA USA
Tel: 1 617-227-2508

www.archibus.com

Looking for a job in
facility management?

Looking for qualified
facility managers?

IFMA’s

JOBnet

is the go-to
resource

for your

FM career!

Go online
today to post
resumes and/or,
job openings.

jobnet.ifma.org

~

TEMP-COOL.

PORTABLE COOLING SYSTEMS

INDUSTRIAL PORTABLE
AIR CONDITIONERS
MADE IN THE USA

(800) 836-7432
www. Temp-Cool.com

IFMA’s FM
BUYER’S
GUIDE
ONLINE

IFMAs 24/7 Web database

will narrow your online search,

connecting you to the facility

solutions you need FASTER.

WHEN SEARCHING
FOR FM PRODUCTS,
SERVICES, AND
LOCAL IFMA
MEMBERS

TURN YOUR
SEARCH into FIND.

www.onlinefmguide.com
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ADVERTISER INDEX

BUILDING MAINTENANCE/SUPPLIES

Companies in BOLD ITALIC are IFMA Corporate Sustaining Partners.

Lowe’s Companies, Inc. IBC www.lowesforpros.com

FM CONSULTANTS/SERVICES/PROVIDERS

ARAMARK 5 1-800-901-7373 www.aramarkfacilities.com
Sodexo 1 1-888-SODEX07 www.sodexousa.com

URS Corporation 71 1-877-278-3127 WWW.urscorp.com

FM SERVICES

DTZ, a UGL Company 61 www.relaxwithdtz.com

FM SOFTWARE

AMS CAD + CAFM Solutions 55 1-973-882-8008 www.amscad.com

ARCHIBUS, Inc. OIFC, 93 1-617-227-2508 www.archibus.com/performance-metrics
Dean Evans & Associates Inc. 79 1-800-440-3994 www.dea.com/corporate
FM:Systems, Inc. BC 1-800-648-8030 http://go.fmsystems.com/fmj
FOOD SERVICES

Dana Hospitality 31 1-905-829-0292 danahospitality.ca

HVAC/INDOOR ENVIRONMENTAL QUALITY SOLUTIONS

TEMP-AIR 93 1-800-836-7432 www.temp-cool.com
JANITORIAL SERVICES/CLEANING PRODUCTS

xpedx 43 1-888-973-3976 healthybuildings.xpedx.com
PEST CONTROL

Orkin Commercial Services 7 1-800-ORKIN NOW www.orkincommercial.com
Thermal Remediation 93 1-800-836-7432 www.thermal-remediation.com
ROOFING

Sika Sarnafil, Inc. 9 1-800-576-2358 www.thicknessguarantee.com
SECURITY

TownSteel, Inc. 85 1-877-858-0888 www.townsteel.com
STORAGE/SHELVING/FILING

REB Storage Systems International 47 1-800-252-5955 www.rebsteel.com
TECHNOLOGY SOFTWARE TOOLS

The Blue Book Building and Construction Network 13 1-855-805-2560 www.thebluebook.com/connect
WATER & FIRE RESTORATION

SERVPRO 25 1-800-SERVPRO www.servpro.com/ready

MAKE FM] PART OF YOUR MARKETING PLAN!

Take advantage of the chance to get your company’s name in front of the most engaged network of decision makers in the
more than USS$100 billion facility management industry — priced to meet any budget!

Contact Diana Maldonado at +1-281-974-5674 or email diana.maldonado@ifma.org to discuss your customized advertising

plan and visit http://bit.ly/10gIsE1 to download your FM| media kit today!
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OWE'S
ProServices

Attention IFMA Members! Lowe’s now provides

5% Off Every Day when you use Lowe’s Business Credit”

[ 8

000 000!
ABGCOVPANY.
SAMPLE A. SAMPL 5

Business Replenishment Program Delivery

For a $150 minimum purchase + a penny, we’ll provide a metal ~ Get your supplies delivered when your business needs them and
supply rack for things like cleaning products, safety equipment where you need them at a reduced delivery rate available to our

or maintenance supplies. commercial customers.
When we deliver the rack, we’ll label the shelves, provide order Visit LowesForPros.com
forms and set up a schedule to replenish the shelves for you. to find your nearest store.

© 2014 by Lowe’s. All rights reserved. Lowe's and the
gable design are registered tradermarks of LF, LLC

*Ask for 5% Off offer. Offer is not automatic. Must request at time of purchase. If applicable, 5% discount will be applied after all other discounts. Subject to
credit approval. Some exclusions apply. See store associate or credit promotion disclosures for details. Lowe’s Business Account and Lowe’s Accounts
Receivable are issued by GE Capital Retail Bank.



TOOLS FOR MANAGING
THE DYNAMIC WORKPLACE

Rapidly changing workplaces
are requiring facilities teams
to plan, optimize and manage
their portfolios in new ways.
Modern organizations are adopting new
approaches to workplace planning and

operations that have been enabled by

mobile technologies and a highly dynamic

workforce. These new approaches include
flexible workspace, support for cross functional teams, ad-hoc and collaborative areas, and flexible workspaces that

break away from the practice of assigning one workstation per employee.

FM:Systems® has a powerful set of tools that are part of the FM:Interact® Integrated Workplace Management System

that help organizations plan and manage alternative workplace strategies. Learn more at http://go.fmsystems.com/fmj
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THIS EXCLUSIVE ONLINE SECTION FOCUSES
ON EXPANDED FM COVERAGE.

Ask the Experts

IFMA'S FACILITY MANAGEMENT CONSULTANTS COUNCIL

Comfort the Most Important

Parameter for Productivity

Developments in technology and technical services
BERT ELKHUIZEN & MAAIKE KUIPERS

Visual Engagement
Using video to gain stakeholder commitment
BRYAN HOLMES

Vendor Profiles



LT BY IFMA’S FACILITY MANAGEMENT CONSULTANTS COUNCIL LT

+ + o+ o+
+ o+ + o+ o+

+ + o+ o+
+ o+ + o+ o+

+ + o+ o+
+ o+ ’/z y + + o+
L ,'l‘ \ IFMA FM Consultants WHY DO INSTALLATIONS OF A COMPUTERIZED e

. + + o+

. l. Council MAINTENANCE MANAGEMENT SYSTEMS (CMMS) FAIL? LT
+ + International Facility Management Assoclation + + +

+ + o+ 4+
' + ' ANSW ER: With implementation failure rates ranging from oL
LT 50 to 80 percent, it is no wonder that many may consider Lo
T Beginning in 2014, IFMA’s Facility Management “CMMS” a four-letter word. In my experience, I have seen oL,
o 0o numerous failed implementations and rarely an organization o+

p y 8

+ Consultants Council will share some commonly R P
ot ) . . robustly using its CMMS. . .

+ asked questions accompanied by advice from P
ot . . + o+ o+
Lt top FM consultants in each edition of FMJ. The Below are a few of the most common reasons that I have seen o+t

+ o+ o+
L guestions and answers presented in this section will for such poor results. +o+ 4
. . + o+ o+
L align with IFMA's core competencies following the * Wrong sys'fem f(fr the job - Such as using the IT ot
. department’s service request system, which falls o
: : : : + + o+
o themes outlined in each issue of the magazine. short of the business tool that a CMMS can provide. o+
+ o+ =  Money to buy it, but no time or help to LT

+ . . .

- Note: While the following answers are intended implement it - Often a system is purchased but LT

N . . .

+ o to be helpful, these responses should not be no S‘.lp_Port 18 budget.ed for 1mp1.ementat10n.or LT
Lt o administration, leaving FMs to implement in + o+ o+

. deemed complete and are limited in context by their spare time. R
LT the space allocated. Please contact the individual = 0ld, slow system - Many are stuck with an old system I
* N * consultants direcﬂ\/ for further exp|anati0n of the that is SlOW, not mobile and/or has limited features. + . + N + .
o - * Don’t know what you don’t know - Lack of knowing N

+ opinions expressed. )

+ o+ any better is probably the most common reason for LT

L failed or under-utilized CMMS installations. Most don’t + 4+
. s + o+ o+

Lt This edition of FM] addresses technology. know how powerful a CMMS is or how it could be used o+

+ to manage day-to-day operations and to drive better oL,
+ o+

+ business decisions. LT,
oL =  The good news - Soliciting knowledgeable assistance o+
T can help ensure that the CMMS utilized is a valuable LT
o business tool for the FM department. LT

N
P + o+t
L The above is an excerpt from “CMMS is not a Four-Letter Word.” LT
. To read this or related articles, visit fm360consulting.com. LT,

+ + + o+

+ + o+
+++ ANSWERED BY: o+ 4+
oL John Rimer, CFM LT
L President, FM360 LT
PR Chair, FMCC Marketing Team + o+

+ o+ o+
R The Road to Better Facility Management + o+
L fm360consulting.com LT

+ + o+ o+
’ + ’ N + N + N +
+ o+ — + o+ o+

+ 98 WWW.IFMA.ORG/FM| oot
+ o+ + o+ o+

+ + o+ o+



WHAT ARE THE THREE “QS” TO LEAD YOUR

TECHNOLOGY INITIATIVE TO SUCCESS AND TO
KEEP YOUR BUDGET SMALL?

THERE SEEM TO BE MORE AND MORE DISCUSSIONS
FOCUSING ON SENSORS AND BIG DATA. WHAT
SHOULD | BE CONSIDERING FOR MY FACILITY?

ANSWER:

Quantity and resources. “Less is more” is one of

the most important criteria when implementing
technological solutions such as CAFM/CMMS/IWMS
into your organization. However, it is not the only
item to be considered. At the start-up stage you should
define further criteria in order to lead your CMMS,
CAFM or IWMS project to a successful result and
maximize the benefit it provides. One of the key factors
is to have the right person in the right place.

Quality and process. Since asset data is the
foundation of business processes it is quite important
that you find and define the depth and degree of
detail necessary for your unique organizational needs.
Typically, service providers work in less detail than
building or property owners. In addition, ensure that
your resources and staff are able to maintain the data
and keep it updated at all times, as incorrect data is
even worse than no data.

Query and optimization. Once you have defined the
necessary scope and begun implementation you should
revise your aims, timelines and budgets, as well as user
maintenance requirements, on an ongoing basis.

Hungry for more information? Please ask your
EMCC consultant.

ANSWERED BY:
Markus Groll, Dipl.-Ing
Dipl Ing (FH) Architect
Isar1 AG

Schulweg 22

Rosenheim 83026
Germany

Cahir, FMCC Professional
Development Team
markus.groll@isarl.de

P: +49178 144 9959

ANSWER: Some of you might recall the days prior to
BACnet protocol when building systems were largely
proprietary and did not communicate with other software
programs. As FMs we could see the additional costs, service
inefficiencies and increased risk of human error due to
entering the same piece of data over and over again. Then in
1995 the BACnet protocol broke down the wall and software
programs were required to “talk” or interface with one
another and a new era was ushered in.

Twenty years later we are now seeing the evolution of
sensors and data in a similar fashion. We have seen
sensors individually measuring temperature climate
control, other sensors measuring motion for intrusion,
access cards or space control, sensors to determine
moisture levels in landscaping, sensors measuring traffic
flow, people counters for workplace strategies, sensors
aboard aircraft sending signals to airports “requesting”
services such as fuel, baggage handlers, security, etc. —
and the list goes on. But that data, now called big data, is
getting saturated every second as it gathers intelligence for
more effective facility management operations.

If you want to discover how sensors and big data are being
further integrated and may help your facilities, join us at
Facility Fusion in Washington, D.C. at “FM in the City”

on April 16, 2014 as we take a look at the latest trends in
technology being innovated in Washington and at other
cities around the world!

ANSWERED BY:
John Ringness, SFP, MRICS, CBIFM
President, NEXT FM Solutions
President, FMCC
john.ringness@nextfms.com
www.nextfms.com

The Facility Management Consultants Council (FMCC) represents more than 300 FM consultants from various countries around the globe. Its mission
states, “The FMCC is the resource and voice for facility management consultants worldwide to leverage our collective expertise to benefit IFMA

members, and the facility management profession.”

Questions regarding the Ask the Experts section of FMJ can be directed to John Ringness, SFP, MRICS, CBIFM, president and CEO of NEXT Facility
Management Solutions and FM Consultants Council president, at john.ringness@nextfms.com.

Visit FMCC online at fmcc.ifma.org or http://linkd.in/1gAa8ae.
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BY BERT ELKHUIZEN & MAAIKE KUIPERS

This article was contributed by Facility Management Netherlands from their official
publication, FMI, and has been translated from the original Dutch.

hat developments in the areas

of technology and technical

services can we expect in the
coming years? Are there innovations that
will surprise you? Or will you have to make
do with the technologies that already
exist? And what will be your facilitating
role in influencing these innovations?

Trends such as “prosuming” buildings
(buildings that consume, but also
produce, energy), thermal comfort
(which can improve work productivity
by up to 11 percent) and energy service
companies (companies that take over
the installation and management of
temperature regulation systems) are just
some of the innovations on the horizon.

The following five technological
developments will be important,
particularly for existing construction.

1. From new construction to

existing construction

There are numerous possibilities within
new construction to implement new
technologies for the benefit of interior
climate, lighting, energy savings and
sustainability. Gone are the days of
incorporating building performance
tools as an afterthought. New
construction projects are increasingly
subject to sustainability scrutiny under
standards such as BREEAM (Building
Research Establishment Environmental
Assessment Methodology).

Two examples of buildings in the
Netherlands that recently received the
highest BREEAM new construction label
are TNT Hoofddorp and Lely Maassluis.
The technologies that were applied within
these buildings provide a good perspective
into how facility technology has changed
and the possibilities for sustainable building
and remodeling. Some examples: Follow-
me-home lighting for exterior terrain, use
of architectural solar panels, cogeneration,
geothermal heat pumps, green roofs with

solar collectors, windmills, electrical charging
poles on parking structures and far-reaching
individual ability to control building

temperature.

The latter is a strikingly different principal
from that which used to guide existing
buildings, which aimed above all to avoid
occupant temperature adjustments as
much as possible in favor of keeping

the interior climate at a predetermined
constant level in order to minimize
complaints about thermal comfort.

The regulations in the area of energy
efficiency for new construction will also

be significantly intensified in the years
leading to 2020. In a few years, we must
switch conceptually to “prosuming”
buildings (near net-zero energy buildings)
for which energy consumption and
production balance out on an annual basis.

Most of the technologies available for
new construction can also be applied,
to a greater or lesser extent, to existing
construction. For example, solar
photovoltaic retrofits are becoming more
common, although panel efficiency and
pricing could still use improvement.
However, with the rapid pace of
developments, the business case for
incorporating many of these newly
developed technologies within existing
buildings is strengthening.

2. Thermal comfort in buildings

The project managers of the Lely Maassluis
building had a well-substantiated reason

for choosing to allow individual regulation
of the interior climate in a far-reaching
manner. Comfort is, after all, an individual
experience. Recent research has also
indicated that a fluctuating interior climate
contributes to the fitness of employees. The
body becomes lazy, in a manner of speaking,
from a constant temperature, so precisely
through slight variations in the temperature,
the body becomes activated, which is very
good for the physical constitution.

These types of new insights will lead

to more attention to comfort in the
coming years and to the possibility that
it will become a big trend. Adjusting
comfort-related elements such as noise,
ventilation, lighting and temperature
can, in particular, improve the
productivity of building users by up to
11 percent. Of that percentage, thermal
comfort (not being too warm, too cold
or in the presence of a draft) counts the
most by far with 7 percent. When these
elements of comfort can be properly
regulated, even short-term absences due
to illness can decrease by 0.5 percent.

From the literature, we know that
thermal comfort is the most important
parameter for productivity and at the
same time, it is the one thing that
building users complain about the

most. In order to improve comfort and
with it, user satisfaction, it is therefore
necessary to pay attention to employees
by listening to and properly registering
their comments and complaints. In this
way, you can localize and resolve possible
problems (comfort management). Paying
more attention to comfort levels provides
a win-win situation for all building
stakeholders.

3. Improve reliability with hard services
In order to improve comfort, the next
development that we will see in the
coming years is not technological, but a
rather a shift in attitude and behavior.
It must be determined what defines
comfort today and how we can best
provide this standard to occupants.

It is well known that discomfort can

be attributed, in large part, to poorly
functioning installations. This does not
necessarily mean that new technical
installations must be immediately
implemented; on the contrary, it is
important to ensure that existing
installations function properly, are
under control and are reliable. This has
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TECHNOLOGICAL DEVELOPMENTS

*  Reducing energy demand by implementing complete demand
control on lighting, ventilation, heating and caaling

e Increase in the number of LED applications

*  Follow-me-home terrain lighting

»  Electric charging points equipped with sustainable electricity

DEVELOPMENTS IN SUSTAINABLE ENERGY

»  (ogeneration

e Residual heat industrial processes

*  Bio/geothermal energy

*  Residual heat, combined with absarption cooling

*  Solar photovoltaic cells integrated on the building fagade (these
can be incorporated in an aesthetically pleasing manner)

Wind turbines attached to buildings (as yet unproven)

everything to do with the knowledge that exists about the
functioning of installations, at the principal (often the
facilities company) as well as at the installing party. And
nothing will improve in the current manner of maintenance
and vision on the technical installations. A different manner
of maintenance control is required for that purpose.

But the principal must also request maintenance in a different
way. It is no longer sufficient to only check the technical
condition of components; it is important to get a better view
into the performance of the entire system. Does the system
perform in the way in which it was installed and does it deliver
the level of quality that was set in advance? That is where the
focus must lie, which follows the guidelines recently published by
ISSO (knowledge institute for the installation sector) regarding
sustainable management and maintenance. These guidelines
outline the direction needed for the future of maintenance and
facility management. Typically, installers aim solely to achieve
properly functioning installations. Maintenance professionals,
however, have more of an operational than technical focus, which
contributes to better comfort and lower energy usage.

4, Measuring and analyzing

There are also, of course, technological developments.
Intelligent systems now make it possible to remotely read

and analyze performance, particularly relating to comfort

and energy efficiency. Data gathered by building management
systems can be converted with unique knowledge rules into
system performances and quickly make it clear whether
installations are functioning well or not. An installation can be
automatically adjusted or installing parties and technicians can
respond immediately to problems. In this way, you can avoid
disruptions and complaints about comfort.

Note that a building management system in itself does not
satisfy the definition of an intelligent system. Usually only one
control is given with a building management system, along with
one control on operation, to an insufficient degree. Intelligent
systems link all the available data, often from different systems,
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to each other. An intelligent system can also produce various
reports: for the maintenance person, for the facility manager
and for management. All have the need, at different times, for a
different type of report specific to their needs.

It is also important to benchmark installation performances.
However, there is still too much focus on building history and the
performance of comparable buildings. An even better approach

is to compare the current performance against those of the ideal
situation. When performance levels of different installations are
viewed in this manner, all sorts of problems can arise that would
not have otherwise been seen. This approach can lead to surprising
insights and savings.

An example of this approach is the Cofely Energy Navigator. This
intelligent system can detect malfunctions based on measured
energy usage (hour values). An average of 15 to 35 percent in
energy savings (smaller, easier success) is detected in this manner
and with it, a significant reduction in the service costs is achieved.

5. Financing by means of ESCO

Compared to other countries, it is very difficult in the
Netherlands to get energy saving started. It is not always easy
to make the business cases for green investments. Investments
abroad for the benefit of energy savings are often financed and
implemented by energy service companies (ESCOs). These are
companies that take over the installation, maintenance and
management of a building’s climate installations.

An ESCO company supplies guaranteed energy savings, often
including financing. The principal does not have to invest

in order to finance and therefore does not have to deal with
investment costs, which enables energy savings without
impacting the budget.

In other countries, the government stimulates this approach, but in
the Netherlands, the market is a bit slower. However, in countries
such as Portugal, Germany, Finland and America, this market is
taking off. What makes an ESCO interesting is the savings generated
within the payback period of five to 10 years. The ESCO assumes the
risk in the case that savings are not achieved.

Many government buildings in the German municipality of Berlin
have been renovated using ESCOs using government support

in order to develop the market. It seems that the market in the
Netherlands is getting ready, step-by-step, to join an ESCO as
trust builds. Examples from abroad have demonstrated that the
concept can by successfully implemented, and as the market in the
Netherlands moves toward this approach, we can expect to hear
more about ESCOs in the next five years. FM)

Bert Elkkhuizen is new business developer, energy services at Cofely GDF-Suez.
Maaile Kuipers is a consultant at AOS Studley Netherlands and member of
the editorial staff for Facility Management Netherlands’ FMI magazine.



VISUAL

hen it comes to the expansion of a
campus or new building in higher
education, boards often dictate

what an institution does — or doesn’t — do;
they are often consensus driven and want

to know there is support for a project before
considering it. And rightly so. For years,
architectural models of a proposed residence
hall, fitness center or stadium would have
been prominently placed in lobbies in

an attempt to show incoming students,
potential donors, faculty and staff, and
alumni what might be in order to gain wide
stakeholder support.

But increasingly, boards are looking for
additional ways to market capital campaigns
apart from traditional physical models,

often turning to film as their primary tool.
According to Forbes, 50 percent of executives
look for more information after seeing a
product/service in a film and 59 percent
would rather watch a video than read text.
Among institutions of higher learning, 86
percent have a presence on YouTube, offering
an existing channel for the film to reach a
broader audience.

Just as many campuses are evolving, so is film.
Today, through a careful mix of 3D animation,
live-action videography, motion graphics and
even interactive capabilities that allow students
or potential donors to “walk through” a virtual
world, audiences can experience the project as it
will exist in the future.

As any Hollywood director knows, films can be
a powerful way to spur a constituency to action.
But the first step to achieve that is to get to
know that constituency through a discovery
phase with competitive audits, audience
research and collaboration with everyone
involved in marketing strategy.

Once that is done, in order for a video to
be successful for a higher education capital
campaign, it needs to accomplish three things:

1. Be clear on the audience. If the goal of
building a new research facility is to recruit
world-class talent, a documentary-style film
with interviews of scientists about their vision
combined with a visualization of the laboratory
can be the most effective.

If a school is building a new stadium and
alumni are huge basketball supporters, do
what Towson University did for its Towson-
Tiger SECU Arena: Use the school’s fight
song and images of a sold-out crowd cheering
in the stadium and play the film during a
game intermission to drive excitement. The
5,200-seat multi-purpose arena serves as a
continuing investment for a school-spirited
university with a lot of pride in athletics.

If the film will be used to explain a project to
the surrounding community, go in for a soft
sell, highlighting relationships, the history
of the area and the vision, rather than the
particulars of design.

If the film is meant to drive fundraising, add a
potential donor’s name above the virtual wing
of the building using 3D animation as a way
to personalize the pitch or to create a legacy
piece, as Georgetown University did with a
film for its Rafik B. Hariri building that is
part of the Georgetown McDonough School of
Business. The film for Georgetown served as a
documentary that captures the success of the
new 179,000-square-foot, five-story state-of-
the-art technology building. Everything from
the architecture to the different amenities
and the donors’ names on the wings were
highlighted through the visualization of the
documentary. The building opened in 2009.

INJWNAIVINS
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All images courtesy of Neoscape.

FROM TOP: Alan B. Miller Hall at the College of
William & Mary’s Mason School of Business;
Colorado State University Lory Student Center;
Towson University’s Towson-Tiger SECU Arena.
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2. Always find an emotional
connection. Just as the architecture

of the building is meant to create an
emotion, so too, must the film. Alumni
in particular want to feel inspired and
proud of their alma mater, especially if
they are looking to invest in the school’s
development. Little details, such as
glimpses of the mascot, scenes from a
cheering crowd at a football game and
fall foliage on the campus help make the
film feel authentic to graduates.

This was shown in a video made for
Colorado State University’s Lory
Student Center renovation in order

to create excitement among the
student body, whose support was
needed to release the funds for the
massive project. The film was in fact a
vital part of the process that led to a
successful student fee vote. The film’s
vibe was fun and transformational,
illustrating the future student center
with the use of convincing, life-like
visuals. It did not show shot after shot
of renderings, but showed how the
building would transform to appeal

to and excite the student body. The
project is scheduled to have a partial
opening in August 2014, followed by a
full opening before the end of 2014.

3. Further overall branding. The
video should instantly feel like a
marketing asset belonging to the
specific school, branded with colors,
music suited to the school culture

and scenes from the community, if
appropriate. These small details can
have a big impact. It is also important
to note that 45 percent of viewers will
stop watching a video after one minute
and 60 percent by two minutes,
according to Visible Measures.
Keeping the video on brand and to the
point is important in order to capture
and retain the attention of viewers
who might be potential donors.

The campaign for the College of
William & Mary’s Alan B. Miller Hall
of the Mason School of Business takes
the viewer from the blueprints of the
hall through the 166,000-square-foot
building rendered to look complete

and full of students. The tone
captures the sophisticated branding
of William & Mary and was therefore
not only used as a capital campaign
to successfully raise US$50 million,
but as a recruiting tool as well. The
architecture of the hall was dissected
through the technological renderings
of the film creating a visualization

of the building coming together. The
film was the number one tool used in
marketing this campaign and helped
the project to open on time and stay
within budget.

There’s no slowing down the growth of
and demand for film. In 2012, video was
the fastest-growing ad medium according
to Insivia. The use of video serves as an
additional asset to help reach a larger
audience — one that was never possible
with only a physical model of a potential
project displayed on site.

A picture may be worth a thousand
words, but the use of video brings

the story of “what could be” to life in
an emotional context to help make a
project into a reality. And, according to
Brainshark, the information retained
from one minute of video is equal to
about 1.8 million written words. That’s
a significant opportunity to reach
potential donors through the power of
visualization. FM)

< Bryan Holmes is a vice
president at Neoscape. He
i is the representative for

all new business and
manages Neoscape's sales
and marketing team.

Holmes' wide range of clients and projects
includes marketing campaigns for Akridge’s
1200 Seventeenth and American Realty’s 499
Park Avenue, fundraising films for Colorado
State University and the College of William &
Mary, as well as technology concept films and
interactive applications for Autodesk and
EMC. He also manages Neoscape's
collaboration with Haworth to design virtual
sets that showcase product lines — from
individual furniture pieces to entire floor
systems.



VENDOR PROFILES

The following product and service providers offer solutions
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CORPORATE SUSTAINING I PARTNER

for your everyday and specialized facility management needs.

BUILDING MAINTENANCE/SUPPLIES

Lowe’s Companies, Inc.

Lowe’s Commercial Services is your best partner in
business with over 1,700 stores and over one million
items available for all your facility management needs.
www.lowesforpros.com

FM CONSULTANTS/SERVICES/PROVIDERS

aramark 2

ARAMARK

Innovation is what Aramark brings to the everyday to
deliver comprehensive facilities management. United by
a passion to serve, more than 270,000 employees make a
meaningful difference each day for millions of people in
22 countries around the world. It’s a quest for excellence
that involves people with a strong sense of pride and
passion in their work. This quest is simple in intent;
complex in execution. It’s all about continuously finding
the perfect balance of doing things incredibly well over
and over again to deliver experiences that enrich and
nourish people’s lives.

www.aramarkfacilities.com | +1-800-901-7373

Sodexo

Sodexo increases our client’s competitiveness by
delivering innovative workplace solutions that improve
the building environment, employee engagement and
enhance workplace and organizational effectiveness;
ultimately delivering shareholder value.
www.sodexousa.com | +1-888-SODEX07

Companies in BOLD ITALIC are IFMA Corporate Sustaining Partners.

FM SERVICES

DTZ, a UGL Company

DTZ is a global leader in property services offering
industry leading, end-to-end property solutions to
occupiers, developers, property owners and investors
around the world.

www.relaxwithdtz.com

FM SOFTWARE

AMS CAD + CAFM Solutions

AMS is an Autodesk reseller and FM:Systems Premier
Certified Business Partner that specializes in consulting,
design, and implementation of facilities management
software and technology solutions.

www.amscad.com | +1-973-882-8008

ARCHIBUS, Inc.

ARCHIBUS is the #1 global provider of real estate,
infrastructure, and facilities management solutions &
services. With over 30 years of continuous innovation,
our industry-leading enterprise software delivers savings.
Organizations of all sizes benefit from rapid deployment,
improved business processes, lower lifecycle costs,
increased productivity, and reduced TCO.
www.archibus.com | +1-617-227-2508

Dean Evans & Associates Inc.

Aleader in the development of sophisticated software
systems for a wide variety of tasks including meeting
& event scheduling, resource management, academic
scheduling and more.

www.dea.com | +1-800-440-3994

URS Corporation
URS Corporation is a fully integrated engineering,
construction and technical services organization with the

capabilities to support every stage of the project life cycle.

www.urs.com | +1-877-278-3127

FM:Systems, Inc.

FM:Systems helps facilities and real estate professionals
reduce costs and increase productivity. FM:Systems
software improves management of space, occupancy,
moves, maintenance, leases and property.
www.fmsystems.com | +1-800-648-8030
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FOOD SERVICES

Dana Hospitality

Dana Hospitality Inc. is a culturally diverse, energetic,
entrepreneurial Canadian foodservices management
company passionate about cooking and serving fresh
food, sourced from Canadian farms. We are committed
to operating in an environmentally responsible way and
giving back to the communities we serve.
www.danahospitality.ca | +1-905-829-0292

HVAC/INDOOR ENVIRONMENTAL QUALITY SOLUTIONS
TEMP-AIR

TEMP-AIR is the leading provider of temporary heating,
cooling, dehumidifying, and air filtration rental services
— ideal for any industrial, commercial, institutional, or
construction need.

www.temp-air.com | +1-800-836-7432

JANITORIAL SERVICES/CLEANING PRODUCTS

xp=dx

xpedx

We distribute facility supplies and services that promote
a safe, healthy, and productive environment — while
improving efficiency, reducing total costs and meeting
sustainability objectives.

www.xpedx.com | +1-888-973-3976

PEST CONTROL

Orkin Commercial Services

Orkin’s Precision Protection™ programs are tailored to fit
your business. We start with a comprehensive inspection
and deliver scientifically based pest management solutions
to meet your exact needs.

orkincommercial.com | +1-800-ORKIN NOW

Thermal Remediation

Thermal Remediation® offers insect heat treatment
equipment, application training, and proven solutions for
the battle against bed bugs and stored product pests.
www.thermalremediation.com | +1-800-836-7432

ROOFING

Sika Sarnafil, Inc.

Sika Sarnafil supplies high-quality thermoplastic roofing
and waterproofing systems for commercial buildings.
Includes energy-saving reflective roofs, vegetated green
roofs, and solar-ready roofing.

usa.sarnafil.sika.com | +1-800-576-2358

SECURITY

TownSteel, Inc.

TownSteel is a manufacturer of high quality commercial
grade builder’s hardware, including locks, door closers, exit
devices, hinges and general hardware.

www.townsteel.com | +1-877-858-0888

STORAGE/SHELVING/FILING
REB Storage Systems International
REB provides professional material handling solutions:
= All-inclusive storage systems
= Material handling products
= Rackrepair
=  New and used material

www.rebsteel.com | +1-773-252-0400

TECHNOLOGY SOFTWARE TOOLS

The Blue Book Building and Construction Network

From design through post-construction, The Blue Book
Building and Construction Network is helping the entire
industry improve workflow. From complete online
solutions to new BIM and Virtual Design opportunities,
The Blue Book Network is where the industry connects
every day!

www.thebluebook.com/connect | +1-855-805-2560

WATER & FIRE RESTORATION

SERVPRO

SERVPROP® is a national leader and provider of fire, water,
mold and other specialty cleanup and restoration services,
responding to property damage emergencies of any size
from coast to coast.

servpro.com | +1-800-SERVPRO

Thank you to the vendors listed in this section, whase solutions enable the success of FMs. Their support helps make FM] possible.

If you would like to showcase your company to the facility managers who specify and approve products and services on
behalf of their organizations, ensure you appear within the pages of FM]! Contact Diana Maldonado at +1-281-974-5674 or

diana.maldonado®ifma.org for more information.
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