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EDITOR’S COLUMN
ERIN SEVITZ

Editor
IFMA’s FMJ magazine

HELLO, (FM) WORLD!

Originally used as a display output for basic 
computer programming, many have come 
to associate the phrase “hello, world” with 
introductory forays into the digital world. With 
the advent of personal computers, the Internet 
and social media, and as technology has become 
nearly ubiquitously entrenched in many societies 
across the globe, we’ve likely all experienced 
some form of “hello, world” moment.

Perhaps your moment was your fi rst keystroke 
on an Apple II, or when you logged onto the 
World Wide Web for the fi rst time. Maybe it was 
your fi rst tweet. These are moments charged 
with the anticipation of exploring what is — at 
least for us — uncharted territory. However, as 
any explorer knows, they can also be moments 
of vulnerability as we venture into the unknown.

For me, taking the helm as editor of FMJ
defi nitely qualifi es.

As FMJ’s fi rst millennial editor (yes, those 
millennials), I was curious about those who 
came before me. Much like the FM profession 
itself, FMJ has undergone quite an evolution 
throughout its history. From its beginnings as 
the text-heavy “IFMA Journal” in 1988, to its 
debut in 1990 as “Facility Management Journal,” 
to growing a backbone (fi rst time printed with 
a spine) in 2006, FMJ has endured for 28 years.

In that time, facility management and 
the world have transformed, and yet FMJ 
has managed to adapt. This has been 
possible, not only through the support of 
its 10 prior editors, but because no matter 
what else changes, the FM community 
continues to crave shared knowledge. FMJ 
exists for, and because of, that need.

Last year, FMJ fi nally shed the title “Facility 
Management Journal,” since it’s neither an 
academic nor a peer-reviewed publication. 
It’s now simply “FMJ” — IFMA’s offi  cial 
magazine, written by and for the people 

who create and maintain productive 
workplaces. FMJ’s top two objectives are:
1. To serve as a valuable resource to IFMA 

members by providing content covering 
current and upcoming FM trends; and

2. To serve as a platform for IFMA members, 
partners and affi  liates to share expertise.

It seems appropriate that, as FMJ takes another 
step in its adaptation, this issue focuses 
on technological trends. Technology by its 
nature is rooted in change; in assimilating new 
information to continually refi ne processes.

In that sense, technology and facility 
management are a natural fi t. FMs excel at 
solving today’s challenges while anticipating 
future needs. This is echoed by the articles in 
the following pages, some of which highlight 
new-to-market innovations while others 
envision what cutting-edge FM will look 
like in two years, fi ve years and beyond.

Over the past nine years, Andrea often 
used this space to talk about passion; about 
igniting the drive that fuels each individual. 
Mine is helping others fi nd the right words 
to tell their stories. No matter where you 
are in your FM journey, I suspect you have a 
story and a wealth of knowledge to share.

FMJ will continue to off er tools to aid your 
exploration of the shifting facility management 
landscape, and I encourage you in turn to 
use it to share your experiences with others. 
And, when you face your own “hello, world” 
moments in FM, remember to embrace not 
only what you’re capable of today, but also 
the possibilities you have yet to imagine.

FMJ exists for, and 
because of, the FM 
community’s need for 
shared knowledge.
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CHAIR’S COLUMN MICHAEL D. FELDMAN, FMP, CM
Chair, Board of Directors

HELLO IFMA MEMBERS AND 
FMS EVERYWHERE!

Early this year I had the opportunity to join IFMA CEO Tony 
Keane and First Vice Chair Maureen Ehrenberg at a symposium 
for nonprofi t association leaders. The program could not have 
been better timed. It provided the opportunity to examine 
IFMA’s governance structure, operating procedures and to 
consider where IFMA is in the life cycle of an association. I can 
report that IFMA’s governance model and operating procedures 
are well developed and moving toward best in class.

The work sessions also clearly indicated that while further 
improvement is always possible, IFMA, at 36 years old, has 
reached a level of maturity from which it is ready to truly 
explore strategic growth and service opportunities. This is 
a testament to the vision and energy of previous boards, 
who in working with our outstanding staff  and volunteers 
have helped position us for another exciting 36 years!

PROGRESS IN KNOWLEDGE SHARING
IFMA made signifi cant progress in 2015 and the board of 
directors recently joined me in commending staff  for these 
outstanding results:

» Guiding and managing the highly successful and 
 well-attended World Workplace event in Denver, 
 Colorado, USA;
» The successful launch of the Knowledge Library; and
» Implementation of the new association management 
 system on time and on budget.

The investments in IFMA’s business management 
systems are already bearing fruit. The ability to 
effi  ciently collect and analyze data is allowing us to 
examine fresh, real-time business intelligence.

The Knowledge Library, which went live last October, is 
a new source of business intelligence. In fact, there were 
almost 35,000 content views in the fi rst 115 days and more 
than 4,000 downloads. Analysis of utilization information 
like this will help keep the library current and relevant. 
One document, entitled “Redefi ning the Executive View 
of Facility Management,” was viewed 2,830 times and 
downloaded 1,169 times — a clear indicator of relevance.

I have asked that a standing committee be formed to 
guide the Knowledge Strategy with a core responsibility 
of building and maintaining vibrancy of the library. I 

really encourage you to check out the library and tell 
your friends and colleagues to visit. You can access the 
library at community.ifma.org/knowledge_library.

PROGRESS IN BUSINESS INTELLIGENCE
Business intelligence is vital for the success of any enterprise, 
including nonprofi t professional associations like IFMA. Here 
are some interesting statistics on IFMA’s growth since 2010:

» IFMA’s membership has increased from 19,959 to 
 23,855 or almost 20 percent. That is a reasonable rate 
 if sustained, although the growth was stronger early 
 in that reporting period than toward the end.

» More than 9,600 people hold one or more of 
 IFMA’s  credentials.

» About 80 percent of all members currently belong to 
 chapters, while membership in councils has declined 
 to about 21 percent. Based on this information, we 
 have initiated work to understand why some councils 
 are struggling to recruit and retain.

» The good news is that IFMA is now able to effi  ciently 
 manage this data, extract important business 
 intelligence such as performance trends and take 
 appropriate action.

Thanks to our members, volunteer leaders and sponsors, IFMA 
is in a strong position. Performance metrics such as attrition 
rate, renewal r ate and new member recruitment can now be 
used to measure performance throughout the association. 
IFMA’s 134 chapters are our association’s primary growth 
engine. In my meetings with component leaders there is 
strong recognition that member recruitment needs to become 
an ongoing activity. IFMA’s new state-of-the-art technology 
platform will scale to help support members around the globe.

This issue of FMJ focuses on FM-related technology trends 
and includes articles on the Internet of Things for FMs, the 
future of the workplace, and sustainable development and 
technologies. I hope you enjoy this issue as much as I have.

I am also looking forward to seeing many of you at Facility Fusion 
in Indianapolis, Indiana, USA, and in Montreal, Quebec, Canada.

Serving as your chair continues to be an incredible honor and 
opportunity for personal growth. Thank you all for your 
ongoing support and participation.
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WE HAVE A CHALLENGE FACING THE 
FM COMMUNITY: FRAGMENTATION. 

Our profession is comprised of multiple communities 
around the globe. While many of these local communities 
serve their immediate geographical areas well, we can gain 
greater benefi ts by connecting as an FM community that 
leverages the strength of FM around the world.

IFM A’S V IS ION: To serve as the globally recognized resource 
for facility management.

IFM A’S MISSION: To globally advance and support the 
practice of facility management.

In order for us to achieve our mission and vision, it is 
important for IFMA to support a stronger and larger FM 
community globally. While some organizations around 
the world want to characterize IFMA as solely a North 
American organization, there are also members who 
at times question why IFMA leaders spend time and 
resources outside the U.S.

IFMA has been an international organization since its 
second year of existence, and IFMA leaders are focused on 
enhancing the value proposition for all members as called 
for in our vision and mission statements.

ADVANCING FM WORLDWIDE
To continue to strengthen the global FM community, IFMA 
is focused on the following initiatives:

» Launch of the Knowledge Library

» Relaunch of World Workplace Europe (to begin 
 in 2017)

» Continue to lead and drive the EU FM Coalition

» Staff  representatives attending EuroFM membership 
 and association leader meetings to interact with 
 chapter leaders

» Evaluation of translating the Facility Management 
 Professional™ credential into Spanish

» Accepting Euros for chapter payments
» IFMA China staffi  ng for local chapter support

» World Workplace India (scheduled for November 2016)

» Infrastructure improvements

» Council and community evaluation to clarify purpose, 
 support for and roles of IFMA’s vertical industry 
 communities and horizontal topical communities. A 
 revised model was approved by the board and is now 
 in the implementation phase.

» Chapter performance enhancement and alignment 
 initiative. Focus is to create measurement of chapter 
 programs that drive enhanced member engagement 
 and growth. Will include specifi c dashboard metrics 
 and participation with the IFMA Foundation. This was 
 approved by the board and is now in the 
 implementation process.

In addition to the above initiatives to build the worldwide 
FM community, IFMA leaders are constantly looking 
for new ways to reduce the fragmentation between 
the numerous FM-related organizations. This includes 
memoranda of understanding, alliance partnerships and 
establishing closer working relationships among these 
organizations. All of these activities are designed to move 
IFMA closer to achieving its vision and mission.

I would like to recognize our Sun Coast Chapter leaders 
and say thank you for meeting with our board Chair Mike 
Feldman, Vice-Chair Maureen Ehrenberg and myself while 
we were in the region.

In closing, I would like to make quick mention about 
retaining members. IFMA needs each of you to help 
increase our member retention rate. Please engage with 
fellow members — if you haven’t heard from a member in 
a while, reach out to him or her to extend a warm welcome 
to get more involved.

Your continued eff orts and time are what make IFMA more 
than a connected global FM knowledge network. Invite a 
colleagu e to join IFMA and become part of the family.





WWW.IFMA.ORG/FMJ14

I N D U S T R Y  N E W S

STUDY: STAPLES ADVANTAGE 
WORKPLACE INDEX PROVIDES 
TIPS TO HELP BUSINESSES 
PREPARE FOR FREELANCERS
The freelance economy, a trend with 
signifi cant implications for the workplace, 
is growing rapidly. Nearly one in four 
employees freelance in some capacity, 
according to the Staples Advantage 
Workplace Index, a recent study of offi  ce 
workers in the U.S. conducted by the 
business-to-business division of Staples.

Overall, 12 percent of U.S. employees work 
as freelancers as their primary source 
of income, and the same percentage 
freelance in addition to their primary job.

BENEFITS FOR FREELANCERS AND BUSINESSES
Employees freelance for a variety of 
reasons, including the fl exibility to make 
their own hours (37 percent), make more 
money (39 percent) and achieve a work-
life balance (32 percent). Businesses also 
benefi t from this arrangement by getting 
access to highly skilled workers they need 
for special projects.

CONSIDERATIONS FOR BUSINESSES 
HIRING FREELANCERS
Freelance workers need temporary access 
to IT services and equipment, designated 
workspaces, open communication with 
coworkers and necessary supplies for 
projects. Additionally, businesses 
should consider:

» Aligning on a workforce strategy.
Human resources and procurement 
offi  cers need to develop a strategy 
that balances effi  ciency, eff ectiveness 
and risk when vetting, managing and 
compensating freelancers and contract 
workers in line with the market.

» Finding the right mix of face-to-
face interaction. Most freelance 

work should involve some sort of 
face-to-face interaction, whether the 
freelancer sits in the offi  ce for the 
duration of the project or has a mix of 
virtual and in-person work.

» Providing necessary technology and 
accommodating personal mobile 
devices. Businesses should ensure 
extra equipment such as laptops, 
docking stations and monitors are 
available so freelancers can plug 
in and get to work immediately. IT 
departments should also be prepared 
to incorporate personal mobile 
technology into their mobile device 
management service as appropriate.

» Considering safety concerns. When 
new freelance employees enter the 
building, facility managers must 
provide the necessary safety training, 
such as the U.S. Occupational Safety 
and Health Administration Right to 
Know standard.

» Managing expenses for supplies. In 
some cases, freelancers or contract 
workers may use their own office 
supplies and charge this back to 
the company as an expense, which 
means negotiated cost savings with 
office supply providers can be lost. 
Procurement officers should ensure 
freelancers and contract workers 
use company bill codes when 
acquiring supplies to get 
company discounts.

Visit the Staples Advantage Workplace 
Index microsite at www.staplesadvantage.
com/sites/workplace-index/index.html
to download the full report.

IFMA INTERACTIVE 
WORKSHOP SERIES 
LAUNCHES IN 
HOUSTON, TEXAS, USA
The inaugural session of IFMA’s 
new educational off ering, 
IFMA Interactive, occurred on 
Wednesday, Feb. 3, 2016. An ideal 
educational opportunity for FMs 
who value interpersonal learning, 
IFMA Interactive proved a truly 
informative and collaborative 
experience for attendees.

FM industry professionals 
gathered at IFMA’s Houston 
Service Center of Excellence to 
join their collective experience 
with expert instruction on 
workplace emergency response. 
The daylong program, “How 
to Protect Your People, 
Property, Productivity & Your 
Posterior” was facilitated by 
Bo Mitchell, CEM, CPP, CHS-V, 
CBCP, CHSP. President of 
911 Consulting, Mitchell has 
earned 20 certifi cations in 
homeland security, emergency 
management, disaster recovery, 
business continuity, safety and 
security. Attendees learned key 
strategies concerning emergency 
planning, active shooters and 
crisis communications through 
lectures, discussion, group 
problem solving and cooperative 
learning exercises.

The IFMA Interactive workshop 
series will be off ered throughout 
the year, and each workshop 
in the series will concentrate 
on additional topics of current 
interest and importance to the 
FM profession. Visit www.ifma.
org/events/fm-events/ifma-
interactive for more information 
about the workshop series.
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ICC ANNOUNCES THEME 
FOR 2016 BUILDING 
SAFETY MONTH

The International Code Council’s (ICC) 
theme for 2016 Building Safety Month, 
a public safety awareness campaign 
celebrated in May, is “Building Codes: 
Driving Growth Through Innovation, 
Resilience and Safety.”

During May, ICC’s 57,000-plus 
members, along with other 
professionals in the construction and 
design community, will conduct school 
assemblies, host information booths 
at builder supply stores and implement 
proclamation signing ceremonies 
to increase awareness about the 
importance of building and remodeling 
to modern codes and standards.

The Building Safety Month theme, 
“Building Codes: Driving Growth Through 
Innovation, Resilience and Safety,” will 
be supported by weekly themes that 
spotlight a specifi c area of building 
safety and fi re prevention:

» Week One, May 2-8: Building 
Solutions for All Ages

» Week Two, May 9-15: The Science 
Behind the Codes

» Week Three, May 16-22: Learn from 
the Past, Build for Tomorrow

» Week Four, May 23-29: Building 
Codes: A Smart Investment

ICC will provide several resources 
to assist communities in promoting 
Building Safety Month, including 
strategies on how to set up an event, 
a fi ll-in news release, a sample 
proclamation, kids’ activity pages and 
much more. Many resources will be 
available for free download.

For more information about ICC and 
Building Safety Month, visit www.
iccsafe.org/about-icc/building-safety-
month/2016-building-safety-month.

HAVE RELEVANT FM 
INDUSTRY NEWS 

TO SHARE?
 Submit it to communications@ifma.org

to be considered for inclusion in the
Industry News section of FMJ.

MCS PARTNERS WITH 
LEESMAN TO CREATE 
BETTER WORKPLACES
Antwerp-based global software company MCS has signed a partnership 
agreement with Leesman, a world leader in measuring the eff ectiveness of 
workplaces. The Leesman Index benchmark is generated from the largest 
global database of employee workplace satisfaction surveys available. The 
standardized survey provides deep insights into how workplaces support 
organizational performance.

MCS, a software developer and real estate/workplace management 
consultancy, will (as a Leesman Consulting Partner) apply the Leesman 
methodology in workplace transformation projects. The approach will 
combine user perception data from the Leesman survey with big data from 
other sources, such as:

» Data streams from connected building sensors that permanently track 
variables such as space usage and indoor climate (temperature, light, air 
quality, noise levels, etc.), as well as energy consumption

» Instant user feedback on service quality and work environment through a 
mobile app for micro polling

» Activity measurements on the ground, mapping collaboration patterns 
through the ABOOT™ methodology, patented by MCS

» Workshops and deep-dive interviews with top and middle management

The resulting big data goldmine is stored and processed in the MCS big data 
platform where it is further analyzed and interpreted by data scientists. 
Their insights support real estate and workplace managers to allow them to 
optimize workplaces and make better-informed decisions.
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I N D U S T R Y  N E W SI N D U S T R Y  N E W S

STAPLES AND OFFICE DEPOT EXTEND MERGER AGREEMENT

Following their 2015 merger agreement, the 
boards of directors of Staples, Inc. and Office 
Depot, Inc. waived the merger agreement 
termination date of Feb. 4, 2016 and 
extended it to May 16, 2016. The extension 
allows for the completion of ongoing 
federal district court litigation with the 
Federal Trade Commission. The companies 
are working to extend financing terms for 
the transaction, and expect to execute the 
merger extension agreement once financing 
terms are finalized.The companies have 
gained approval for the merger in New 
Zealand, China, Australia and Europe.

On Feb. 4, 2015, Staples and Office 
Depot entered into a definitive merger 
agreement to combine as a single company. 
The combined company will be better 
positioned to provide value to customers 
and compete against a large and diverse set 
of competitors. The company expects to 
deliver more than US$1 billion of annualized 
synergies net of investments to provide 
increased value to customers by the third 
full fiscal year post-closing. The combined 
company will be better equipped to optimize 
its retail footprint, minimize redundancy and 
reduce costs.

IFMA’S 
KNOWLEDGE 
LIBRARY: 
TRENDING NOW
Located within the Online Community, IFMA’s Knowledge Library features hundreds 
of quality FM-related content resources, including whitepapers, research reports and 
articles written and reviewed by industry-leading professionals.

Featured among the highest-rated resources in 
the Knowledge Library, the whitepaper “The 17 
Mistakes Made in Emergency Plans & How to 
Avoid and Correct Them” by Bo Mitchell, explains 
why emergency plans are integral to strategic 
emergency preparedness and business continuity. 
As president of 911 Consulting and recent speaker 
at IFMA’s new workshop series, IFMA Interactive, 
Mitchell represents the level of authorship and 
content quality available in the Knowledge Library.

Visit the Knowledge Library at community.ifma.org/knowledge_library to browse, 
download and rate content. Your suggestions are essential to improvement as IFMA 
continues to enhance the Knowledge Library — share your feedback at www.ifma.org/
know-base/knowledge-library/feedback.

IFMA’S FACILITY FUSION U.S. 
CONFERENCE AND EXPO

April 12-14, 2016
Indianapolis, Indiana, USA

facilityfusion.ifma.org/indianapolis

IFMA’S WORLD WORKPLACE 
CONFERENCE AND EXPO

Oct. 5-7, 2016
San Diego, California, USA
worldworkplace.ifma.org

IFMA'S ADVOCACY DAY AND 
PUBLIC POLICY FORUM

Sept. 6-7, 2016
Washington, D.C., USA

ifma.org/events/fm-events/
advocacy-day

INTERNATIONAL SUSTAINABLE 
ASSET MANAGEMENT 

CONFERENCE
June 22-24, 2016

Atlanta, Georgia, USA
isamconference.com

IFMA’S FACILITY FUSION CANADA 
CONFERENCE AND EXPO

May 4-5, 2016
Montreal, Quebec, Canada

facilityfusion.ifma.org/montreal

UPCOMING FM EVENTS
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T oday’s buildings are in the midst of dramatic 
reinvention, with new technology fl ooding the 
market at unprecedented rates. And, during this 

period of upheaval, it’s the modern facility manager 
who is left trying to navigate an evolving set of 
responsibilities and an increased demand for new skills.

What’s needed is a set of universal tips for intelligently 
curating, installing and applying new building 
tech. This information has been compiled into a 
comprehensive roadmap on how to best use modern 
building technologies with an emphasis on tangible 
returns, interpersonal capitalization and thoughtful 
decision making.

B Y E R I C G R A H A M

1 Don’t
panic

It’s important to remember that the 
core needs of your buildings haven’t 
changed. Occupants still want to feel 
safe, comfortable and productive 
at work; management still wants 
to see a solid return on investment 
for building spaces. The advantages 
provided by these new technologies 
are, by and large, designed to 
enhance the pursuit of these goals.

In fact, the promise and potential of 
new building technology is to enable 
stronger communication between 
facility managers, occupants and 
the building itself. Thus, before 
implementing any new systems, 
it’s worth getting back to the basics 
with some simple questions:

 - What can we do to improve 
building safety?

 - How might we improve 
comfort and productivity?

 - Can we reduce waste?

 - What don’t we know about our 
building and occupants?

If a product isn’t addressing at 
least one of the above concerns, 
then there’s a good chance that it’s 
superfluous to your organization’s 
needs. Conversely, the more 
questions it can address, the 
greater your odds of seeing a strong, 
meaningful return.

Like everything else in facility 
management, decisions on whether 
to implement an upgrade should be 
weighed against short- and long-
term alternatives for your building’s 
resources. But, if a product seems 
to make problems more complicated 
than they were before, there’s a 
good chance it’s not a great fit for 
your organization.
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2 Fill in gaps and 
get ahead of 

  the curve
Today’s tech does have its limitations. Machines 
possess no means of empathizing with human 
needs, nor do they offer any utility as creative 
problem solvers. They are, for all intents and 
purposes, still just tools for fulfilling specific tasks.

And yet, they can be extremely powerful tools.

Software that tracks natural gas usage is a multi-
faceted tool in buildings: it can not only manage 
energy expenditures, but it can also save lives if it 
shows a spike in usage that’s indicative of a leak. 
Sensors that monitor room occupancy can eliminate 
wasteful energy consumption, such as lighting and 
heating. And, when it comes to security, similar 
sensors can confirm and identify authorized 
occupants, resulting in mitigation of risk from 
unwanted intruders.

Thus, the pursuit of new tech should begin and 
end with honest introspection: What aspects 
of your building seem to be consistently 
underserved? Which tasks create the most clutter 
and administrative burden? In which areas do you 
always feel behind?

Understanding points of friction within your 
building enables you to refine your search and better 
fill gaps in the facility management cycle. Perhaps 
your organization already thrives on preventive 
maintenance, but has been having trouble 
sourcing feedback from occupants. Or, maybe your 
organization has stellar comfort and employee 
satisfaction metrics, but is seeing higher-than-
desired expenditures on utilities.

Knowing your building’s unique pain points goes 
a long way toward informing a discussion with 
vendors, and ensures that you’ll ask the right 
questions to align solutions with your needs.

3 Use tech to tap 
your “human 

  sensor network”
Perhaps the chief impact of tech’s transcendence 
over the past century has been the ways in which 
it brings us together. Telephones, transportation 
advances, computers and the Internet have radically 
altered what it means to “belong” in a society. But, 
if the world has evolved through connectivity, can 
the same be said of your facility?

Fifty years ago, building issues would likely be logged 
by a formal, handwritten report (or perhaps received 
via an angry phone call). In today’s evolved climate, 
reports sometimes come through similar channels, 
but can also be sent by email, text, social media 
and other digital dashboards with back-and-forth 
communications. And, in many cases, they come 
from all of the above, which can create a sizeable 
administrative headache for the receiving FM.

Frankly, this is unacceptable; good tech should 
eliminate clutter, not create it. To this effect, a 
high priority for facility managers must be the 
acquisition of technology that helps unify (and 
organize) reports. In fact, companies using cohesive, 
dedicated reporting channels for facility requests 
have seen a sevenfold improvement in response 
time for health and safety issues. And, those that 
rely on direct feedback from occupants see an 
annual savings of US$0.30 per square foot.1

These advantages aren’t isolated. Those who 
intelligently wield what is called the human sensor 
network — the full, recordable scope of human 
experiences as gathered from building occupants — 
can draw a wealth of insights to immediately improve 
comfort, health, productivity and building effi  ciency.

After all, this profession is really about helping 
people achieve their best work. Without sufficient 
insight into people’s needs, how can we be sure our 
efforts are on point? And, of course, encouraging 
feedback and offering subsequent solutions yields 
the intangible benefit of fostering a sense of 
community and improving organizational morale.



4 Collect and review data to better 
allocate resources 

In addition to the immediate benefits of tech integration , it's important to note that many of today's sensors 
(and even core utilities) generate their own streams of usage data . Combining this feedback with insights from 
the human sensor network augments the value of each , and viewing the aggregate over time- a field many 
know as big data- can yield unparalleled insights about what 's really happening in your buildings . 

By mapping the frequency and location of occupants' reports, for instance, organizations can better predict 
where problems may arise in the future, thus helping FMs to build stronger preventive maintenance calendars 
and learn where upgrades are most needed . By charting these reports against energy expenditures, facility 
managers can gauge the true cost of inefficiencies, thus validating renovation budgets. 

Admittedly, reports like these can be tedious to run manually. As such, investing in a content management 
system (CMS) makes a lot of sense for larger organizations that want to track multiple streams of data at once, 
and subsequently run analytics down the line . The right CMS can also make daily review of systems far easier , 
and some even facilitate communication with building occupants. Review any CMS thoroughly to ensure it 
meets your building's unique demands- both today, and as you map technology investments down the line . 

BHDP 

GOOD TECH SHOULD ELIMINATE 
CLUTTER, NOT CREATE I~ 
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Applying the five steps
These five core principles should help 
facility managers lay a foundation 
for smarter curation and utilization 
of emerging systems. However, for 
many FMs, the sheer abundance of 
available technology makes it difficult to 
understand how one might even begin to 
update a building. A good place to start 
is by further researching how different 
aspects of your building’s daily operations 
affect both budget and occupant comfort.

The following are two especially potent 
arenas in which small, simple tech 
investments can yield big results.

LIGHTING
According to research from Madison Gas 
& Electric, lighting represents nearly 40 
percent of the average facility’s electric bill. 
A decent chunk of this expense goes toward 
rooms that are unoccupied. By employing 
occupancy sensors, facility managers can 
help reduce energy waste (up to 68 percent) 
and produce significant savings.

What’s more, nearly three decades 
of research have shown occupant 
preference for lensed indirect lighting 
systems over parabolic alternatives. Such 
updates can reduce glare, lower strain 
on eyes and generally produce a more 
comfortable work environment. With an 
overwhelming majority of today’s workers 
relying on their vision to complete daily 
tasks, it’s an area worth getting right.

CLIMATE CONTROL
For facility managers, climate control 
can represent a considerable headache; 
it often feels like occupants will never 
agree on a comfortable setting. However, 
these problems aren’t always ones of 
personal preference. In fact, building 
design, flawed insulation and airflow can 
all contribute to unequal heating within 
a space. This not only validates such 
complaints, but also indicates where 
corrections are most needed.

To combat these issues, facility managers 
can wield occupant communication 
platforms to track the location and 
frequency of temperature problems. 
With this information in hand, it’s far 
easier to pinpoint areas where window 
seals, cracks or other problems may be 
emerging. In one particular case, a large 
company found that an open stairwell 
was leading to heat floating off the 
main floor and toward the second, thus 
creating discomfort at both ends.

As seen in these examples, updates to 
a building need not be expensive nor 
complicated — they need only to offer new 
means of pursuing your existing goals.

Intelligent implementation
The keys to effectively updating 
your building are actually fairly 
straightforward:

 - Know what you need (don’t update 
for the sake of updating). 

 - Recognize tech’s limitations  
and routinely tap into your  
human sensor network for 
additional insights. 

 - Wield data for deeper insights  
and refined approaches to  
facility management. 

 - Never offload building safety to a 
non-thinking device. Ultimately, 
you’re still the last line of defense 
between occupants and disaster.

Remember — technology is only as 
valuable as the applications to which 
it’s applied. But, when implemented 
intelligently, it can have huge positive 
impacts on building efficiency, employee 
productivity, company morale and 
safety. FMJ

REFERENCES
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Fraunhofer CSE, Next Step Living and Building 

36/Alarm.com.

5 Remember that safety is never automatic
It’s been more than 100 years since the sinking of the Titanic, but we still retell the legendary ship’s story with 
great regularity. In recounting this story, it’s especially important to note the ship’s perceived “unsinkability,” 
as well as how this egotism led to an inadequate number of lifeboats and subsequent loss of human life.

Today, we’re constantly barraged by product marketing which aims to demonstrate just how much easier new 
technology can make our lives. When it comes to facility management, however, these messages tend to 
overlook the fact that new systems actually add an additional item requiring review during routine maintenance. 
Never assume that technology is incapable of failure.

This is especially prudent advice when it comes to safety. Hundreds or even thousands of people rely on the 
work of the facility management team, so it is especially important never to become overconfident with 
technology and be — as a result — underprepared. Just as a smoke detector doesn’t replace the need for fire 
drills, building sensors don’t replace the need for hands-on, human review of any given space. Remember that 
even aerospace engineers, working at the pinnacle of modern computing, check and recheck their systems 
manually dozens of times before putting a rocket in space.



2016 Student Programs Announced 

Since 1991, the IFMA Foundation has awarded more than US$1.1 million 
to hundreds of aspiring facility professionals. These scholarships 

change lives and are a principal strategy behind creating the next 
generation of FMs. 

In 2015, the foundation awarded more than US$145,000 in scholarships 
and World Workplace travel and participation expenses to a total of 43 
students. Sponsored by Aramark and the San Fernando Valley Chapter 
of IFMA, last year's IFMA Foundation Academic Awards Ceremony 
recognized the scholarship recipients and sponsors , as well as the 
International Student of the Year and ePoster Competition winner. 

Information on the 2016 Student Program is now available at foundation. 
ifma.org/students. Each program is geared toward supporting aspiring 
and practicing FMs in their efforts to reach higher, go further and make a 
difference. 

Recipients of the following awards and scholarships will be presented at 
this year's World Workplace Conference & Expo in San Diego, California, 
USA on Oct. 6, 2016: 

• International Student of the Year: Provides global recognition for 
facility management education, and identifies future leaders of 
the built environment. Sponsored by ISS. 

• ePoster Competition: ePosters are accepted in a voice-over MS 
PowerPoint format, representing work in the field of facility 
management and the built environment. Sponsored by the Utah 
Chapter of IFMA. 

• Scholarships: Scholarship sponsors make it possible for the 
foundation to award annual scholarships toward the pursuit of FM 
degrees. 

Consider sponsoring a scholarship! Access the 2016 Scholarship Sponsor 
Invitation & Agreement at foundation.ifma.org/students. Questions? 
Contact Foundation Administrator Amy Arnold at amy.arnold@ifma.org. 

"The foundation's scholarship allowed 
me to pursue a post-graduate degree 
with less worry about the financial 
implications of graduate school. 
The foundation's investment in FM 
students creates a better-prepared 
worl<force, which leads to a better 
recognition and understanding of the 
profession by the organizations we 
serve." 

-Steve Weeks, 2012 G- 2013 
FM Scholarship Recipient 

ESTABLISHED IN 1990 AS A NONPROFIT 501 (C)(3) CORPORATION AND SEPARATE ENTITY FROM THE INTERNATIO NAL FACI LITY MANAGEMENT ASSOCIATION, THE IFMA FOUNDATI ON HAS 

- FOR 20 YEARS- WORKED FOR THE PUBLI C GOOD BY PROMOTING PR IORITY RESEARCH AND EDUCATIONAL OPPORTU NITIES FOR THE ADVAN CEMENT OF FACILITY MANAGEMENT. TH E 

IFMA FOUNDATION IS SUPPORTED BY THE GENEROSITY OF THE FACILITY MANAGEMENT COM MUNITY, INCLUDING IFMA MEMBE RS, CHAPTERS, COUNCILS, CO RPORATE SPONSORS AND 

PRIVATE CO NTRIBUTORS WHO ARE UNITED BY TH E BELIEF THAT EDUCATI ON AN D RESEARC H IMPROVE THE FACILITY MANAGE MENT PRO FESSION. TO LEARN MOR E ABOUT TH E GOOD 
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As reliance on technology increases, many 
companies are encouraging employees to 
work remotely in order to reduce the offi  ce 
space required, streamline management 
structure and increase candidate pools. 
Th e result is “remote management” — the 
supervision, direction and mentoring of 
employees who are not located in proximity 
to and in regular physical presence of 
managers. Employees, including both 
mangers and subordinates, are often placed 
in remote management situations with 
little understanding and even less support, 
resulting in failure at all levels.

B Y S C O T T O F F E R M A N N

REMOTE
MANAGEMENT:

BUILDING THE FOUNDATION
F O R  S U C C E S S

How to Manage 
Remote Direct Reports

FMJ EXTRA

C L I C K  T O  R E A D
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While there are several causes behind remote 
management failure, the main reason is because 
those employees do not take the time to understand 
the preferred communication process, do not 
recognize both the personal and professional 
needs of the participants and do not commit to 
the additional time and eff ort required for success. 
When participants take the time to understand 
manager, subordinate and peer preferred 
communication styles in addition to their personal 
style and are willing to commit the appropriate time 
and eff ort required, remote management can be 
very successful.

Communication approach
Remote management utilizes a diff erent approach 
requiring more forethought and focus than 
traditional face-to-face management. A signifi cant 
reason for breakdown of the remote management 
approach is the failure of participants to recognize 
their own interaction preferences and needs. Th is 
is the way individuals prefer to communicate, 
including not only the means of communication, 
but the frequency, content, cadence and tone of 
these interactions.

DEFINING THE PARAMETERS
To create a strong remote management 
relationship, the employee and the manger need 
to identify and understand how they prefer to 
interact and communicate. Th is includes how often 
formal and informal communication occurs, what 
information is required for operating the business 
and, just as importantly, what is required for the 
manager and subordinate to feel successful.

Th e frequency, content and cadence will vary with 
each individual based on his or her needs. At one 
end of the spectrum are people who want little 
to no direct contact with colleagues and prefer a 
solitary job, requiring little interaction. On the 
other end are those who are social butterfl ies 
and only thrive in direct contact with others who 
require frequent interaction.

Th e recognition of how much and the type of 
feedback given and received is also essential to 
creating a positive remote relationship. Just as in a 
traditional management relationship, it is easy to 
have managers who over- or under-communicate. 
Remote management relationships are more fragile 
due to the isolation from management. Too much 
or too little feedback will damage the remote 

relationship since the participants do not get the 
opportunity to receive immediate feedback, creating 
frustration and a feeling of insecurity.

Understanding the preferred level of interaction 
with people creates the foundation for the 
remote relationship by reducing uncertainty. 
This understanding is essential since it is 
necessary to fulfill individuals’ personal needs 
and expectations as well as to provide 
the support needed to make them 
feel like they are a part of the 
team. This not only includes 
work information but also 
immediate performance 
feedback, direction 
and mentoring.

SELECTING 
THE TOOLS
In addition to 
the frequency 
of contact, 
clarifying the 
preferred tools of 
communication is 
also essential. This 
involves specifying 
the method each 
team member is the 
most comfortable using 
to interact with others. 
Whether it’s face-to-face, 
telephone, sending emails, texting 
or instant messaging, everyone has a 
preferred method of communication. Managers 
and employees need to recognize each other’s 
preferred communication tools in order to 
achieve effective communication.

There are times when the communication method 
is determined by the content or audience. 
For example, if you have to share consistent 
information among a large group of people, 
an email or a group meeting is often the best 
method. When discussing information with 
individuals, a phone call or email may be more 
appropriate. Determining the best form for the 
given requirement will allow managers to make 
clear how communication will be made. With 
this understanding is also the clarification of 
how given situations will be communicated and 
expectations on the speed of reply.
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MANAGEMENT STYLES
Once you have an understanding of the desired 
quantity of interaction and preferred communication 
channels, it is possible to defi ne the appropriate 
management style. Th is is the way a manager and 
employees interact, request information and provide 
direction and feedback.

Typical management styles include micro 
management, macro management, task-directed, 
outcome-directed and process-driven methods. 
Th e management style that aligns with you 
personally will result not only in satisfying business 
requirements, but more importantly support a 
feeling of success and reduce frustration. Consider 
how you manage or how you prefer to be managed. 
Understanding this will assist you in setting the 
expectations for the highest success.

PREFERENCES AND COMPROMISE
Th e information discussed so far is about 
defi ning the frequency and the tools used for 
communication. While this well thought-out 
information will help in traditional management, it 
is essential to the success of remote management.

It will also help in recognizing what is not 
working and enable dialogue to determine if it 
can be corrected, or if the relationship will never 
be successful. For example, if your preferred 
communication is in person or by telephone and the 
manager only will communicate by email or text, this 
relationship will not be successful. Both participants 
will need to work on a compromise. If one cannot 
be reached, there will be little chance of success. 
Using personal preferences to identify and discuss 
communication will provide a strong understanding 
between the participants, recognizing that these 
communication styles will need to be altered based 
on situation, audience and urgency.

Adjusting methods for remote settings
How do we use this information to create successful 
remote management relationships? In a traditional 
management relationship there is engagement in a 
variety of diff erent face-to-face opportunities, both 
offi  cial and unoffi  cial, that enable us to learn about 

manager and employee expectations, challenges 
and successes. Th ese include informal drop-in 
meetings, watercooler conversations, and peers 
overhearing conversations and injecting opinions 
and suggestions, providing the immediate feedback 
necessary for creating success. Nonverbal cues are 
also key components of communication. When an 
employee is displaying frustration or confusion 
in a traditional management setting, it is easier 
to identify and mitigate the problem, provide 
mentoring, direction and clarity.

Working within a remote environment, however, 
there is a need to actively replace face-to-face 
opportunities. Th is requires a conscious eff ort and 
additional time. It is far too easy to overlook the 
need to regularly connect with remote employees.

As a manager you are required to understand and 
replace the traditional methods of team building. As 
an employee you will need to support the manager 
in replacing these traditional activities. Th is includes 
identifying what information you want and need to 
know, and the level at which you wish to be engaged, 
as well as providing access to your thought process.

Th ere needs to be an understanding of what 
information is important to the manager and the 
subordinate and how that information is delivered, 
the frequency and the method of delivery based on 
the situation. Th is communication will allow you to 
mentor the remote employee or be mentored by the 
supervisor setting expectations and preferences.

Th e recognition of how much and the type of 
feedback given and received is essential to creating a 
positive remote relationship.
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www.testandrain.com

AGF’s COLLECTANDRAIN Model 5400A 
provides a temperature controlled 
environment for a dry fire sprinkler 
system’s auxiliary drain, increasing 
it’s capacity to collect water in colder 
temperatures and eliminating freeze-
up scenarios. Stop replacing auxiliary 
drains that freeze and break with 
auxiliary drains that freeze and break 
and install a Model 5400A before cold 
temperatures put your dry fire sprinkler 
system at risk.

DRAINS LIKE THESE
WON’T FREEZE
DRAINS LIKE THESE
WON’T FREEZE

A successful remote management relationship must 
be consciously constructed. In the beginning, more 
time will be required to learn the preferences of the 
participants. Th is usually means a defi ned time to 
speak with employees to discuss activities and issues.

To create the foundation, a daily meeting should 
be scheduled. This time should be scheduled 
during the employee’s normal working hours and 
not for the convenience of the manager. These 
meetings are typically unstructured and should be 
used to create a rapport and provide immediate 
information and feedback on expectations, 
challenges, corporate direction and personal 
challenges. As the rapport is built, the frequency 
can be reduced. The frequency of subsequent 
meetings will need to be determined based on the 
participants’ needs and situational requirements.

Th ese meetings do not remove the need for formal, 
structured meetings such as weekly or fortnightly, 
one-on-one meetings and team meetings. When 
you schedule a meeting, it is important to follow 
through with the established meeting time. Do not 
cancel because of confl icts. It is essential that these 
meetings are made the priority. If you continually 
reschedule, cancel or cut meetings short, you 
send the message that the remote employee is 
unimportant. Take the time to reschedule and make 
yourself available.

Success is proportionate to eff ort
Remote management can be a highly successful 
and fulfilling way to conduct business. Success 
is generated by taking the initial effort when 
beginning the interaction and dedicating the 
time required to generate success. This includes 
understanding communication requirements, 
defining the tools and setting expectations. 
It also includes providing mentoring, 
interaction and support, which are foundational 
requirements for a successful remote 
management relationship.

Clearly understanding and articulating this 
information will generate acceptance from all 
participants and provide a path for personal and 
professional success. Each participant must also 
be willing to dedicate the time required to make 
the remote management successful.

Remote management is not an easier way to 
manage. It requires a deeper understanding of 
communication preferences and a significant 
time commitment to create a strong and 
successful relationship. FMJ
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SMART TECHNOLOGY,
SMARTER FMS

B Y
MI C H A E L

RO T HM A N T echnology is fueling a whole new era in strategically driven facility 

management decisions. By tracking data and analyzing trends in 

pioneering new ways that may have seemed impossible only a 

few years ago, senior managers are able to make smarter, more informed 

decisions, and ultimately put technology in the hands of technicians. 

As these high-tech tools evolve, top facility managers are working 

alongside service providers to drive innovation and reshape the way 

companies manage their maintenance operations.
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What’s your strategy?
Th anks to the increased visibility 
provided by integrated cloud-based 
facilities maintenance platforms, 
industry leaders across all facility 
types are increasingly asking, “What’s 
your strategy?”

While it has always been possible to 
ask the question, integrated, real-time 
technology platforms provide so many 
analytical opportunities to enhance the 
occupant experience while reducing costs 
that the question becomes a necessity.

Enhancing the quality of the occupant 
experience demands a multi-faceted 
approach including providing a safe 

and clean environment for employees 
and customers, reducing costs and 
preventing costly repairs in the future. 
Integrated, real-time technology off ers 
the transparency and tools necessary 
to manage thousands of locations 
concurrently at all times.

For example, professionals and 
technicians can now use weather alerts 
to predict when snow removal may be 
needed in key locations. Technicians 
utilizing centralized platforms can 
optimize routes to ensure that plows 
are smartly deployed, which speeds 
up response times, reduces mileage 
by nearly 50 percent, eliminates 
unnecessary wear and tear on vehicles, 
and ultimately reduces a fl eet’s carbon 
footprint. In addition, workers can 
use before and after photos to deliver 
real-time updates to both buildings and 
facility managers to confi rm that the 
highest-quality work is completed on 
time and on budget.

National retailers can also use 
weather forecasting to plan which 
products to stock their shelves with, 
which improves revenue by reducing 
overstocks and markdowns. For 
example, by forecasting weather 
trends up to 15 months in advance 
(with an estimated 65 to 75 percent 
accuracy), one company helps Duracell 
allocate more batteries to parts of the 
U.S. expected to be most hard-hit by 
hurricanes. Th is creates signifi cant 
savings for big-box retailers such as 
Home Depot, Walmart and others that 
rely on delivery of those batteries in 
order to perform the daily operations 
that allow them to provide meaningful 
customer experiences.

Th e availability of this type of data 
will only increase as the Internet of 
Th ings off ers new solutions and tools. 
Experts are already able to monitor 
key operational systems with highly 
sophisticated real-time sensors, and 
this trend is rapidly expanding.

For example, by measuring or listening 
to the type of vibration or sounds an 
HVAC fan makes, some systems are able 

to accurately predict when equipment 
may fail and order preventive 
maintenance work before a larger, 
more costly repair is needed. Not only 
does this help the FM team to be more 
proactive, but by reducing individual 
repair costs it can also save thousands 
in avoided costs from lost revenue 
(in the event that a facility remains 
open during unpleasant or unsightly 
repairs, or if major repairs force it to 
close entirely).

Some municipalities using custom-
designed maintenance software 
are also realizing benefits from the 
Internet of Things, using global 
positioning system sensors and real-
time communications throughout 
their fleets to modernize snow removal 
in cities. In both fleet and facility 
management contexts, accurate real-
time feedback is essential.

This kind of visibility and access is 
helpful when managing a single service 
at a single facility, but it is essential 
for managing dozens of interior and 
exterior services. This is especially 
true for portfolios that extend across 
thousands of locations and hundreds 
of thousands of annual work orders.

If you can see it, you can save it
Harnessing the power of big data 
offers the real-time visibility and 
unprecedented site-specific detail to 
better manage thousands of facilities 
seamlessly and strategically for some 
of the world’s most respected brands.
Asset management and 
indemnification are areas for which 
technology is transforming the 
industry and data integrity is key.

Asset tagging, a database-driven 
discipline, uses smartphone 
photographs to create asset records 
for equipment. This information 
is integrated into a comprehensive 
database with warranty information, 
property records and repair histories. 
If a needed repair is covered under an 
active warranty, the FM is engaged 
immediately to take responsibility for 
the repair. 
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It sounds simple, but when there are 
thousands of locations and millions 
of warranties to track, asset tagging 
eliminates seemingly simple gaps, and 
that adds up to millions in annual savings.

Additionally, real-time tracking of 
assets and work orders can now reduce 
excessive or duplicate charges for 
multiple visits to address the same 
issue. Taking this one step further, this 
information can also be compared to 
market data to show if certain vendors 
return more frequently than others.

By using a platform with robust data 
analytics, facility managers can identify 
and project maintenance trends. 
Identifying these trends can help shift 
from cost- to need-based allocation of 
retrofit funding, resulting in reduced 
costs and increased savings.

One more way to reduce costs is to avoid 
repairs entirely. Technology equips us 
with the information to make smarter, 
more strategic decisions, but it also offers 
the tools to empower on-site managers to 
better assess immediate needs. Diagnostic 
Web-based tools can allow technicians to 
walk through a series of steps to identify 
an issue and more quickly get the right 
support for the right repair.

For example, a U.S.-wide retailer needed 
to reduce HVAC maintenance costs 
across its portfolio of thousands of 
stores. Reactive and preventive response 
times for emergency HVAC issues 
were unpredictable, which negatively 
affected the company’s ability to serve 
its customers. By implementing a 
seasonal preventive maintenance plan 

based on real-time data, including HVAC 
asset tracking, the retailer was able to 
decrease work order response times by 
12.5 percent, issue resolution times by 
20 percent and average maintenance 
spending by 3.4 percent per store.

Another HVAC-related advantage of 
leveraging software platforms for FM: 
If a single air conditioning unit seems 
to be broken, a technician can verify the 
level of repair, ruling out alternatives 
before determining whether a more 
costly HVAC specialist is needed. By 
putting technology like this in the hands 
of technicians managing these repairs 
directly, one firm reduced repair calls by 
ten percent alone last year.

Sometimes, the simplest approaches 
can be the most effective. Quality can 
be ensured and cost contained simply 
by using smartphones to verify service 
performance. When this approach is 
comprehensive, the result is a treasure 
trove of reliable and actionable data 
that weeds out problematic technicians, 
ensures accurate service times and 
promotes quality completion through 
real-time photography.

As the industry better understands 
more of the direct benefits of big data 
and real-time tracking, these high-
tech tools have also given rise to other 
cost-saving developments like better 
risk indemnification, buying co-ops and 
improved route density for maintenance 
fleets. Better facility management pays 
dividends by protecting asset value.

Performance metrics
The innovative solutions and cutting-
edge technology available in FM 
software platforms make it possible 
to increase quality, improve efficiency 
and reduce costs. Importantly, this can 
enable multisite facility managers to 
better execute against key performance 
indicators (KPIs) — data points driven 
by company goals.

KPIs are critical when measuring how 
well vendors perform. Some of the 
most important indicators in multisite 
facility management are turnaround 
time, response time, completion time 

and customer service rating. However, 
as goals evolve, it is likely metrics will 
change, so it is important to concentrate 
on what is right for the business, 
including long-term objectives, and 
adjust the KPIs as needed.

KPIs can be adjusted to track service 
levels, for example, and allow users to 
generate scorecards to measure and 
track vendor performance in real time.

In one case, a facility management 
company implemented a solution to help 
one of its global retail clients track and 
capture actionable data for improving 
invoicing, quality of service and budget 
management. This resulted in a 30 percent 
reduction in maintenance spending, a 73 
percent reduction in call center overhead 
and a 63 percent improvement in work 
order recall, allowing the retailer to 
negotiate better rates with its vendors and 
provide higher quality service.

These types of performance 
improvements help drive costs down, 
resulting in more value for the end 
user and the whole value chain. 
Increasing focus on the most important 
information, working closely with 
partners to aim for the same targets 
and talking through solutions can help 
ensure the entire team is set up for 
success and delivers great results.

As technology continues to advance the 
field of facility management, high-tech 
solutions are becoming part of the DNA of 
the industry, enabling FM professionals 
to make more strategic and increasingly 
proactive decisions. Ultimately, this means 
higher quality, lower costs and a better 
occupant experience. FMJ
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EXPERIENCE 
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Managing the entire range of a 

multi-location company's facilities 

and equipment is a trying task in 

the best of times. Organizations 

are facing a highly competitive 

environment in which to attract 

and retain customers. Add to this 

ever-demanding occupant and 

service requirements, increasing 

competitive pressures and always­

tightening budgets, and it can 

seem like a never-ending task to 

simply keep the lights on- literally 

and figuratively. 
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Compounding that, there are approximately five 

million commercial and industrial buildings in the 

United States across myriad technical disciplines and 

trades, all of which require ongoing care through 

maintenance and repair. The management of these 

facilities is estimated to cost approximately US$soo 

billion per year in aggregate, and is historically 

administered by a network or brokers and middlemen 

who provide an interface between building managers, 

service providers and contractors. 

The world outside of facility management, however, 

is rapidly evolving through digital transformation, 

defined as changes associated with the application 

of digital technology in all aspects of human society. 
This is sometimes called "Uberfication," in reference 

to the revolutionary impact Uber and its software 

application are having on the transportation-on­

demand industry, conservatively estimated at 

US$ so billion worldwide. 

Uber is not alone. Software and online marketplaces 

are disrupting and modernizing large, seemingly 



well-entrenched industries around us every day. Famed 
Silicon Valley technologist-turned-venture-capitalist, 
Marc Andreessen, described this phenomenon as software 
“eating the world” in an article he wrote for the Wall Street 
Journal in 2011. In it he introduced the Uberification 
concept, pointing out how it is reshaping the very definition 
of industries and their businesses.

For example, he argued that Amazon is not a retailer; it is 
a software company that happens to sell retail goods. Tesla 
is not a car company; it’s a software company that happens 
to manufacture automobiles. The same can be said for 
Kayak (travel), LinkedIn (recruiting) and Square (payment 
systems), as well as hundreds of other companies.

It is clear that the facility management industry, especially 
for maintenance and repairs, is ripe for Uberification 
through the transformative effects of modern software 
and associated technologies such as cloud computing, 
enterprise mobility and big data analytics.

According to many industry sources, facility maintenance 
and repair activities often suffer from high markups, 

inconsistent quality and low transparency. While 
collectively large, the FM industry itself is still fragmented. 
Thus, as software eats more and more of the facility 
management world, FMs have reason to cheer it on.

Facility managers as the stewards of
brand uptime
More and more FMs are viewing themselves as critical 
contributors to organizational success. However, in many 
companies, facility management is still relegated to the 
lower rungs of the corporate hierarchy, viewed more as 
a cost center rather than a strategic function. The good 
news is that Uberification of facility management presents 
many opportunities to tie FM’s value to corporate success.

One key opportunity is for facility managers to play 
an active role in brand uptime by applying modern, 
technology-driven industry practices. Brand uptime is 
defined as how the state of a company’s facilities has a real 
and tangible impact on how a corporate brand is perceived.

There’s a reason why this is so important. According to a 
study by Interbrand in association with JP Morgan, “on 
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average, brands account for more than one-third 
of shareholder value.” A prime example of this is 
among retail companies whose brands’ measurable 
components can be critical in driving consumer 
selection and impacting purchase decisions, hence 
real revenue impact.

In addition, consumers today are armed with 
ubiquitous and instantaneous mobile communications 
and social media that can magnify brand issues 
caused by poorly maintained facilities and shoddy 
infrastructure. If properly maintained, however, brand 
uptime can have many positive benefits for a company 
by enabling outcomes such as: 

 - Driving customers into stores, restaurants or 
other company locations;

 - Encouraging customers to stay at those 
locations longer;

 - Purchasing more goods and services than 
planned; and

 - Causing customers to refer the company to 
others as well as becoming regular and repeat 
customers.

New technologies enabling improved  
FM performance
Software is the weapon that many FM pros today 
deploy to ensure brand uptime is maintained at their 
companies and stores. In fact, the commonality among 
the leading retail, restaurant and other multi-location 
companies is that they are using some type of facility 
management software to ensure that their locations’ 
conditions are operating at 100 percent.

This is particularly the case for those who use Web- 
and mobile-based applications to manage all the 
repair and maintenance work performed at their 
locations as well as their planned and on-demand 
service requests. Without such tools, it can be 
virtually impossible to ensure all work is performed 
on time and cost effectively, while also meeting 
compliance and brand standards.

A number of key technologies have proven critical to the 
growing deployments of these powerful FM software 
systems. Unlike years past when a software deployment 
necessitated heavy IT involvement, big upfront licensing 
costs, often multi-year installations and never-ending 
upgrade headaches, new advances have greatly 
simplified getting these systems in place and supported.

Cloud-based computing and software-as-a-service 
(SaaS) business models have changed the game for 
virtually every type of application, including those for 
facility management. With cloud-based SaaS systems, 

companies are no longer responsible for all the 
technology and its associated upkeep, as it is outside 
the company. Using such a system requires no more 
than an Internet connection and Web browser. 
Software upgrades occur automatically and behind 
the scenes; applications are available 24 hours a day, 
seven days a week, regardless of location; costs are 
vastly reduced; system uptime is assured and there’s 
no longer any needed IT infrastructure investment.

Once such FM software is in place, an additional 
and tangible benefit of its use is the ability to reduce 
repair and maintenance costs by at least 20 percent 
through more efficient processes and speedier work 
order resolution. Adding these cost savings to the 
unrealized gains of maintaining high brand uptime can 
dramatically and positively impact a company’s bottom 
line. This kind of success will be welcomed inside any 
boardroom at any company, likely elevating the brand 
uptime of the facility management function itself.

The era of the data-driven FM professional
Arguably, though, the true benefit that these FM 
software systems provide is visibility. It has been 
said countless times that one cannot improve what 
one cannot measure. For today’s FM professionals, 
it is imperative to have insight into the state of 
all physical assets, active service orders, level of 
contractor compliance, problem resolution metrics, 
outlier locations, etc. Using software to provide 
real-time data and actionable insights into issues as 
they arise, proactively maintaining equipment on 
schedule, and having the business intelligence tools 
to cost effectively monitor all operations are the 
keystones to success.

In fact, by not collecting and analyzing facilities data, 
companies today risk incurring a number of actual 
and opportunity costs. The good news is that many 
FM software systems can seamlessly integrate into 
business intelligence and big data analytics tools, 
providing powerful visibility into an enterprise’s 
historical data that can be leveraged into real-time 
insights and actionable information.

For example, without data and analytics, it would be 
difficult for any company to break down repair and 
maintenance spending on a real-time basis, unless 
that business had kept meticulous records. But 
powered with big data analytics, it is now possible to 
have details such as spending by trade, equipment or 
service order type at the click of a button. Further, 
tracking these types of data over time could make 
FM practitioners an essential part of a company’s 
planning and budgeting process. This level of insight 
and information could be easily shared company-wide, 
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making facility managers better business partners 
with other corporate support functions such as 
finance, procurement and operations.

Effective vendor performance management is 
another benefit of empowering FMs with better 
data and actionable insights. This solves a major 
issue with traditional vendor performance, 
if completed at all, in that it was a highly 
asynchronous process — typically done after the 
fact and, often, on the honor system. Contractors 
provided performance updates and reviews, and 
customers took the information prima facie, if they 
chose to at all. Real-time performance management 
and project status updates were very difficult to 
achieve before modern FM software systems.

Now, it’s second nature with contractors able to check 
in to a project site (using mobile, global positioning 
system-enabled devices) and providing real-time, 
blow-by-blow project updates, including the ability to 
share photos and other multimedia information to 
demonstrate progress. Additionally, FMs gain a historic 
view of how any vendor performed over time using 
key performance indicators such as reliability, time 
to case resolution, costs and other measures. Having 
these quantitative data points is the ultimate tool for 
accountability, as there are objective, hard metrics to 
back up performance evaluations, good or bad.

Other data sets and actionable insights enabled by 
today’s FM software systems include: 

 - Easily tracking the progress of work orders on 
any connected device, by any user; 

 - Sourcing qualified, certified contractors with 
skills needed to handle specialized equipment, 
materials and fixtures; 

 - Ensuring all scheduled and preventive 
(planned) maintenance occurs as required; 

 - Performing consistent and comprehensive 
facility environment of care audits in support 
of accreditation processes; and 

 - Capturing warranty information in one system 
to eliminate unnecessary repair costs and 
optimize asset repair/replacement decisions.

Conclusions
Online, self-service marketplaces provide improved 
quality and responsiveness. These are the 
foundational elements of digital transformation, 
powered by modern enterprise software that is 

revolutionizing practically every industry and 
profession, including facility management.

FMs who are seizing upon the new opportunities 
created by this revolution are benefiting from vast 
efficiencies and cost savings in their day-to-day 
operations. Further, they are gaining the means to play 
an integral role in maintaining their company’s brand 
and reputation — while substantively impacting the 
bottom line from both a cost and revenue perspective. 
It’s no wonder that facility management is becoming 
yet another “killer app” for the many positive effects of 
software eating the world. FMJ 

David Markowitz is the senior director of 

product marketing at ServiceChannel and 

writes about various technology topics. 

ServiceChannel is currently in use by 250 

leading brands to manage more than 

50,000+ contractors at 170,000+ 

commercial locations in 63 countries worldwide.



COVER FEATURE 

40 WWW.IFMA.ORG/FMJ 

.the 

bui ding I a T F a R 

BY ERII< JASPERS & ERIC TEICHOLZ 

Imagine if every asset of 

your building- fans, doors, 

furniture, coffee makers, 

windows -contained a 

tiny embedded sensor 

that gathered simple data 

to determine the actual 

behavior of those assets. 

Imagine having systems 

in place that could capture 

this data and use it in real 

time to adjust behavior and 

signal human intervention as 

needed. Imagine being able 

to analyze the accumulation 

of this data over time 

to assess structural 

improvements and 

optimize operations. 

F M 



Th is is the promise of the Internet of Th ings (IoT) for FM. 
So, what is actually happening in IoT-related technology 
and how can you plan for its adoption?

Trends in technology
IoT, smart buildings, analytics, machine learning … an 
array of terms is used to describe technology trends that 

impact, among others, the professions of 
real estate and facility management. 

Th ese technologies, while initially 
disruptive, are positioned to 
revolutionize our business.

One current problem is that this 
terminology is often poorly defi ned, 

ambiguous or confusing. However, it is important to fi rst 
understand what these terms mean in order to leverage 
these trends.

INTERNET OF THINGS
IoT is probably one of the most discussed phenomena 
these days. But what is it?

Gartner, Inc.’s1 comprehensive defi nition applies to 
both real estate and FM: “Th e Internet of Th ings is the 
network of dedicated physical objects (things) that 
contain embedded technology to sense or interact 
with their internal state or external environment. 
Th e IoT comprises an ecosystem that includes things, 
communications, applications and data analysis.”2

Within FM, this translates into the introduction of 
meters, sensors, building systems and devices that 
measure actual behavior and can communicate and 
interact with other systems, thus creating the ability 
to use data to adjust behaviors.

BIG DATA
As we increasingly connect more systems, devices 
and objects, the amount of data grows exponentially 
— hence the term big data. Th is term addresses not 
only the volume of information collected but also its 
variation (volatility) and speed. Technology allows us 
to capture, store and intelligently analyze these vast 
quantities of data in a variety of ways and at a low cost.

BUSINESS INTELLIGENCE AND ANALYTICS
Th e real value in acquiring data is in using it to your 
advantage. One area of use is reporting and analysis.

Th e term analytics has recently entered our 
vocabulary. We have traditionally thought in 
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terms such as reporting (e.g., for operational data 
overviews) and business intelligence (e.g., for 
publishing KPIs and business dashboards). So how 
does the term analytics differ?

The most common characteristic within the variety of 
definitions for analytics lies in the principle of discovery. 
Analytic systems tend to provide support in discovering 
patterns that are not obvious or easy to see.

SMART
The adjective smart is frequently used (e.g., smart 
machines, smart buildings or smart meters) but can vary 
significantly in meaning depending on context. Smart 
meters, for instance, are merely connected devices that 
have the ability to transfer their readings. However, the 
word smart connotes a fundamentally different meaning 
when used in the context of machines. Gartner3 defines 
smart simply and sensibly by linking it to the property 
of learning, which in turn implies artificial intelligence 
(machine learning, deep learning).4 

Machine learning technologies will provide significant 
value to FMs, allowing identification of correlations, 
rapid analysis and prescription of appropriate responses 
(also referred to as predictive or prescriptive analytics). 
This could apply in situations such as emergency 
response, energy management, asset/maintenance 
intervention, security system behavior, etc.

When we integrate these technology trends, the resultant 
paradigm allows us to create new applications for real 
estate and FM. IoT allows for connectivity and interactions, 
big data allows for data capture and storage, and smart 
technologies use this data, learn from it and act on the 
results of the learning. Putting this in the perspective of 
facilities, it is plausible that we are heading toward truly 
smart buildings.

The dominant underlying trend: Quantification of 
people, cities and buildings
We are installing sensors into our infrastructures at ever 

higher rates. Ubiquitous computing is occurring: these 
sensors and devices assess conditions and are consequently 
used as inputs for adapting system behavior.

All of these sensors are not yet integrated, but this will 
happen over time. Buildings, for example, currently use 
sensors to optimize energy utilization, such as adjusting 
lights based on room occupancy. These and hundreds of 
other functions communicate through the cloud with 
data centers that can be located anywhere in the world. 
Based on the information collected, the servers can return 
commands to control the sensors in order to operate a 
facility more effectively.

Cities are doing the same with their assets. Examples 
of urban applications include preventive maintenance 
data about urban transportation infrastructure, finding 
unoccupied parking locations, optimizing traffic flow on 
road networks based on current real-time density and 
accident data, locating the closest support needed for 
emergencies and other security applications, to name  
a few.

Ubiquitous computing is increasingly associated with 
people as well. Personal health is a major driver behind 
us adopting health apps. Today, wearable devices 
can track heart rate, pulse and a host of other fitness 
statistics. In January of 2016 at the Las Vegas Consumer 
Electronics show, there were dozens of new wearable 
computer apps related to telling users when and what 
to eat, when to take a break, timing and quantities of 
medication, and so forth.5

WHAT IS REALLY HAPPENING?
Applications associated with people, cities and buildings 
have a common denominator: they all start with gathering 
data. This is then used to describe actual behavior in simple 
terms. In fact, the process starts with quantification.

Quantification is necessary for understanding and 
describing the behaviors of the system being studied. 
Without quantification there cannot be science. Without 
data, machine learning is not possible. So, in order to 
acquire smart capabilities, we need to first capture data. 
Investing in sensor data capturing initially and then 
waiting for smart technologies is not effective.

There are currently apps that introduce sensor technologies 
and use data to immediately return value, even without the 
use of machine learning. For example: 

 - Data gathered from occupation sensors can help 
identify and inform users of vacant locations and 
allow FMs to analyze occupation patterns. 

IoT is not merely 
about connecting 

things; it about using 
data to create new 

types of interactions.
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- Connected meters can register energy consumption 
and analyze patterns to avoid waste and ineffi  ciency.

- Sensors installed on critical assets like escalator 
motors can monitor their behavior and signal 
maintenance needs in a timely manner, reducing 
safety risks and avoiding failure situations.

We can achieve real innovation in FM operations when 
we integrate various forms of quantifi able systems. Th ink 
of cleaning or energy management steered by actual 
occupancy, or building management systems operated 
based on climatic and air conditions (temperature, 
humidity, carbon dioxide).

Th is type of behavior is often denoted as smart; however 
it actually involves no element of machine learning. Every 
situation that is detected is processed in ways we have 
known about for years, leading to predictable responses. 
Google calls this type of data processing “if this then 

that.” In other words, the system always will respond in 
predictable ways: input defi nes output.6

So, although helpful and cost eff ective to FMs, these types 
of systems (and thus buildings) are not truly smart yet 
because no element of learning is in play. To distinguish 
this fi rst and necessary step from the ultimate smart 
buildings, we should speak instead about quantifi ed 
buildings. Th ese are buildings that have the capability 
to describe their behavior and adapt their responses in 
eff ective ways.

When IoT is applied to quantifi ed buildings — described 
as the Building Internet of Th ings — the low-hanging 
fruit currently relates mostly to building automation 
systems (BAS). Research and development is connecting 
and integrating data from all BAS systems, then 
analyzing and fi ne tuning systems in seconds without 
human intervention. Th is is possible because of open 
communications Internet protocol which enables such BAS 
connectivity. Using big data analytics, BAS systems will 
increasingly improve using smart learning practices. Th is 
type of integration is still in its infancy, as problems, such 
as security issues, need to be resolved.

It is just a matter of time before quantifi able cities, 
buildings and people start to share and integrate their data. 
FMs can now look beyond the walls of their own facilities 
to see vast amounts of available data and describe the 
behavior of the built environment.

In terms of IoT applications and solutions, technology 
vendors like Google, IBM, Microsoft and Amazon are 
developing platforms that allow for vast amounts of 
devices and systems to be connected, providing the 
scalability and allowing for the device diversity that 
are prerequisites for the data capturing needed. Cloud 
provisioning plays a pivotal role here, enabling systems to 
interact over the Internet. Once such functionality exists, 
FM vendors (e.g., CAFM, CMMS, BAS) will adopt these 
smart systems for FM applications.

Getting smart
Although IoT is beginning to take root in facilities, smart 
(learning) technology deployment in commercial buildings 
is still rare. And for a good reason: we need current and 
reliable data fi rst!

Th e concept of turning the world into a smart object 
is fairly startling and represents a quantum shift in 
computing as currently practiced. Th e promise of smart 
systems for FM is the same as for business to consumer 

TYPICAL AREAS 
FOR QUANTIFYING 
BEHAVIOR IN 
BUILDINGS

Compliance

Use/demand

Consumption

Condition
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markets: process automation, replacing human activity to 
achieve efficiencies and providing great user experiences. 
The good thing is that we can start adopting this 
incrementally, making sure that each stage will return 
tangible value.

Implications
These technologies will deeply impact the professions of 
real estate and facility management over time. Here are 
some implications of these trends:

1. Data increasingly becomes an asset: Buildings can 
no longer be seen only in terms of their physical 
properties. Data management around buildings 
is something to plan for and manage. Although 
traditional vendors will provide for smart solutions, 
we need to understand principles and develop new 
and stronger partnerships with IT. 

2. Planning and applying: There is so much 
opportunity and yet so little time (and money) to 
make this happen. RE and FM managers need to 
understand and plan for sma rt innovations. This 
requires understanding not only potential benefits 
but how to implement the new opportunities that 
smart technologies provide. 

3. Engineering skills: To effectively implement smart 
systems, FMs will need staff with operational 
knowledge as well as an understanding of the 
principles behind the wider IoT technologies 
available. At present, there is a vast shortage of 
engineers with the appropriate skillsets. 

4. Privacy: Issues related to what personal data is gathered 
and determining the appropriate level of privacy have 
yet to be resolved. Where data on the workforce and 
buildings is concerned, these determinations should 
involve stakeholders outside of IT. 

5. Security: IoT’s ubiquitous nature is both beneficial 
and daunting. Options for hacking into systems 
multiply, producing new risks for facilities. Risk 
analyses, continuity of operations, mitigation 
and contingency plans will be critical tasks for 
organizations and should not be performed solely by 
IT staff.

IT increasing will play a more fundamental role in the lives 
and work of real estate and FM professionals as smart 
systems become available and proliferate. We need to 
prepare ourselves for a smart future. FMJ
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The rise of big data and incredible growth of the 

Internet of Things have changed the function and 

scope of the data center. As data becomes our digital 

world's biggest competitive differentiator and data 

handling becomes more closely aligned with business 

success, the data center has transformed from cost 

center to business driver. In turn, delays, downtime 

and other interruptions are becoming increasingly 

detrimental and intolerable. 
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THE GO-GETTER
Go-getters are optimistic and use enthusiasm to fuel productivity. With their affi  nity for collaboration, 
they are a resource to those in need of support and guidance. This personality outranked the other 
types, accounting for 33 percent of respondents. Go-getters will thrive in a company that allows for 
innovation and can benefi t from leadership that maintains staff  with knowledgeable insight. 

THE QUANTIFIER
Analytical in their approach, quantifi ers thrive on research and data analysis. That balanced and 
methodical attitude makes for a very capable and reasonable management style. Not one to stray 
from tried-and-true processes, this manager will determine the best course of action by collecting the 
proper information to make the best possible decision to maintain an eff ective data center.

THE ROCK
Data center managers perform in a high-stress environment. Luckily, a majority of managers associate 
with the rock personality, which means that they are dependable, forthright and directional to their 
colleagues during unexpected troubleshooting. In our current era of uncertainty, the informed decisions 
of data center operators with this management style make them an asset to business intelligence.

THE REFORMER
Reformers manage with a maverick mentality and are willing to go where no one has gone before in 
the name of data center performance. Tried-and-true practices will not fl y when this manager takes 
the reins. This does not necessarily imply that the leaders of this style must take risks, but rather that 
they have curiosity and a willingness to try new technologies and approaches. Reformers thrive with 
maintaining data center functionality with cutting-edge technologies and can often free up time to 
produce meaningful results in other areas of their responsibilities.

THE COLLABORATOR
Seeking answers through crowdsourcing of business leaders and IT teams, collaborators account 
for only 10 percent of data center managers. Collaborators must strengthen their stock by providing 
business decision makers with enough evidence to make strategic changes that will decrease spending 
and increase productivity.

As a result, the role of modern data center 
managers — those responsible for ensuring the 
24/7 availability and uptime of mission-critical 
equipment — has become more important than 
ever before. Today, these individuals are tasked 
not only with effi  ciently maintaining a data center 
that is performing at a higher level and processing 
ever-increasing quantities of information, but with 
operating under stringent budgetary constraints and 
increasing environmental pressures.

In addition, the pressure placed on the data center 
manager will only grow over time. According to 
AFCOM’s 2015 State-of-the-Data-Center survey,1

42 percent of IT decision-maker respondents plan to 
build new data centers within the next one to three 
years. Th is means that there will be a growing need 
for experienced facility management professionals 
who can optimize data center performance in 
accordance with rapidly evolving business needs.

But how can an organization determine who might 
best fi t the unique requirements of both its business 
and data center? Th ere are two main qualitative areas 
to evaluate: management style and personality.

Personality
Each data center manager has a preferred style of 
operation, whether it’s experimenting with new 
technologies, sticking to established practices or 
relying on quantitative results to make important 
and functional decisions.

A recently deployed personality assessment, 
based on the well-known Ten Item Personality 
Measure,2 aimed to understand how those 
charged with running data centers identify their 
management styles. This data center manager 
personality test found a mix of styles and tactics 
that all contribute to powering today’s most 
important business functions.

Common personality types found in the data center manager population include:
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Management style
As we well know, the personality of a data center 
manager is only a small factor contributing to his or 
her overall success. Whether a go-getter, quantifier, 
rock, reformer or collaborator, each individual 
data center manager must have the knowledge and 
skills necessary to not only competently manage 
the complex IT environment, but initiate an overall 
operational strategy that minimizes risk, ensures 
personnel safety and reduces costs. This is where FM 
comes into play.

Effectively managing and operating a data center 
environment dictates that facility managers and their 
staff adopt a mission-critical mentality that focuses 
on risk mitigation and grasps the interconnectedness 
of facility and IT systems.

Consider this: 70 percent of data center outages are 
directly attributable to human error, according to the 
Uptime Institute’s analysis of “abnormal incident” 
reporting.3 Downtime in data centers is directly 
correlated with large losses in profits and frustration 
within the data center environment.

With such harsh implications of downtime, it 
falls to the data center manager to maintain an 

action plan to mitigate this type of problem. Data 
center managers are only human, but with proper 
planning, thought and effort put into a proactive 
operations and maintenance (O&M) program — 
which can often be overlooked — downtime and 
human error can be minimized.

Typically developed at the onset of construction, 
O&M programs can mean the difference between 
the proper functioning of the data center or 
downtime. The core principals of an effective O&M 
program include: 

 - Focus on risk mitigation in all operational and 
maintenance activities, work processes and 
procedures; 

 - Acting with the confidence and patience that 
come with careful planning and preparation; 

 - Analytical, process-driven approach to risk 
avoidance and problem solving; and 

 - Commitment to continual learning and 
process improvement that increases skills and 
operational efficiency to maintain an edge in a 
constantly changing environment.

Data center managers and facilities teams that 
embody this mindset will be in a much better position 
to successfully implement and manage an effective 
O&M program.

Data center managers should also consider staffing 
carefully and be sure to employ an adequate number 
of data center professionals to meet the growing 
needs of the data center and surrounding facility. 
A well-rounded team includes subject matter 
experts in the following disciplines: electrical, 
mechanical, controls, fire detection/suppression, 
quality management and training, as well as 
computerized maintenance management systems 
and other operational support systems, such as data 
center infrastructure management and building 
management systems.

It is crucial to have clearly defined roles and 
responsibilities for each of these individual positions, 
as well as a thoroughly delineated team and concrete 
organizational mission statement. A well-adjusted 
and trained staff focused on a common mission 
provides the foundation upon which a successful 
mission-critical O&M program must be built.

The more involved data center managers can become 
in the data center life cycle, the more opportunities 

EFFECTIVELY 
MANAGING AND 

OPERATING A 
DATA CENTER 

ENVIRONMENT 
DICTATES THAT 

FACILITY MANAGERS 
AND THEIR 

STAFF ADOPT A 
MISSION-CRITICAL 

MENTALITY.



they have to thrive in their roles and maintain 
optimum levels of service. At every stage of the 
life cycle, a hands-on approach by the men and 
women in charge of functionality will go a long 
way toward mitigating problems and missteps. 
Their maintenance action and contingency 
plans can save precious time in all aspects of 
the process.

The data center is a complex yet imperative part 
of the business, and its proper maintenance 
falls in the hands of the data center manager. 
The personalities that manage this highly 
important business process should build upon 
their strengths, address their weaknesses and 
hire an effective team around them.

It is clear that the role of the data center 
manager will continue to evolve as 
organizations become more reliant on data 
center infrastructure as a crucial piece of 
business strategy. Knowing the strengths that 
lie within each organization will only further 
enable growth that is in line with the changing 
nature of the data center. FMJ

For more information on the fi ndings, as well as 
to fi nd out what type of data center manager you 
are, take the Data Center Manager Personality 
Assessment.4
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B Y D E K E S MI T H A ND J IM W HI T TA K E R

RISK,
IMPACT
AND 
PREPARATION

There is an 
800-pound gorilla 
in the room that 
most do not want to 
recognize exists —  
IT security.

The risk has reached 
the levels of 
extreme that can 
strike significant 
calamity quickly. It 
affects individuals, 
companies and 
countries on a daily 
basis. It can take 
the form of identity 
theft or corporate 
espionage, to name  
a few.
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ON STANDARDS

While facility managers may consider IT security to be 
someone else’s responsibility, recent cyberattacks on 
facilities and through FM IT portals have demonstrated 
vulnerabilities that FMs must take part in addressing. 
While the level of protection is normally based on the 
value of the information or items being protected, 
penetration into a network will likely be through its 
weakest link. For example, the financial records of a 
corporation could potentially be accessed through the 
heating, ventilation and air-conditioning (HVAC) controls 
system in order to pass classified information in the clear.

Challenge
Between 2011 and 2014, the number of cyber incidents 
involving building automation systems (BAS) reported 
to the U.S. Department of Homeland Security (DHS) 
increased by 74 percent. The following examples 
illustrate that these systems are at risk:1 

 - In 2014, a U.S. federal agency reported  
a cyber incident at a wastewater  
treatment plant. 

 - In 2013, the retailer Target experienced a breach 
in its payment card data, which the company 
believes occurred after intruders obtained an 
HVAC system vendor’s credentials to access the 
outermost portion of its network. 

 - In 2010, a sophisticated computer attack was 
discovered that targeted control systems used 
to operate industrial processes in the energy, 
nuclear and other critical sectors. 

 - In 2009, a security guard at a Dallas-area hospital 
loaded a malicious program onto the hospital’s 
computers, one of which controlled the HVAC 
control system for two floors, which, according 
to court records, could have affected patients’ 
medications and treatments. 

 - In 2006, Los Angeles city employees hacked into 
computers controlling the city’s traffic lights, 
an action that disrupted signal lights and caused 
substantial backups and delays.

Because our IT assets are such a target-rich environment, 
it may seem only a few are affected. However, the 

problem is massive and not easily managed because 
of the level of dependence we now have on Internet-
connected devices.

To increase efficiency, centralized control of building 
and access systems is increasingly achieved through 
automation. These systems, and the devices within them, 
are often configured with connections to the Internet. 
These Internet connections allow remote access to the 
systems for software patches and updates, which also 
makes them vulnerable to cyberattacks.

Intelligent buildings operate on a single communication 
backbone, which creates opportunities for attack by 
hackers. More than 84 percent of respondents to an 
automation survey2 said they had BAS connected to the 
Internet. Some Internet-enabled building and access 
control systems in facilities include: 

 - Closed-circuit camera systems: Cameras, 
televisions or monitors, recording equipment and 
video surveillance capabilities 

 - Access control systems: Card readers, control 
panels, access control servers and infrastructure 
such as door actuators and communications lines, 
which restrict access to allow entry of authorized 
persons only 

 - Fire annunciation and suppression systems: Fire 
alarms, emergency communication equipment 
and water-based or other systems designed to 
prevent, extinguish or control a fire or other life 
safety event 

 - HVAC systems: Equipment for heating, cooling, 
moisture control, ventilation/air handling, 
and measurement and control (often managed 
through a BAS) 

 - Power and lighting control systems: Lighting 
devices and their controls, advanced metering 
controls, power distribution systems, and 
emergency power or lighting systems (often 
managed through a BAS) 

 - Elevator control systems: Operating machinery, 
safety systems and control systems or panels
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Risk reduction
A cyber-attack on our power grids or communications 
infrastructure would impact our world as effectively 
as climate change or war. Without an information 
infrastructure, all communication, finance, transportation 
and work would stall. Add a lack of power and even toilets or 
potable water would be inaccessible.

IT security includes not only securing the information itself, 
but also protecting the grid delivering the power needed to 
run devices. The fact is that power and information flow can 
be affected by anything from that which is beyond our control 
(like a solar flare), to an electromagnetic pulse as occurs with 
the explosion of a nuclear device, to terrorism or simple 
vandalism. All of these possibilities substantially increase the 
scope of the protection issue.

Another area of vulnerability is through open-source software 
applications and interoperability of building information 
modeling (BIM). While BIM is most often thought of as a 
tool for design and construction, it is also now increasingly 
viewed as a tool for operations and maintenance. The 
information developed during design and construction can 
be of significant value in supporting IT management, IT 
infrastructure and thus IT security.

BIM offers a huge advantage by showing IT infrastructure 
overlaid on physical infrastructure. Knowing exactly where 
cabling is located can help prevent cutting a cable accidently 
when remodeling interiors. This is also true for externally 
buried cable. Utility location services can help, but knowing 
what devices are affected is also of significant value and a 
utility locator does not give this level of detail. Make sure your 
redundancy is not two cables buried in the same trench.

Regulatory climate
Cyber security has been under discussion for quite some 
time, but it seems to be an issue that doesn’t come to the 
forefront until major disasters occur and/or government 
regulations are published. It is likely that both of these will be 
motivators for improving building automation systems and 
interoperability via BIM in the future.

Some recent U.S. government regulations and international 
standards addressing cyber security include:

 - ISO 27001: Information technology – Security 
techniques – Information security management 
systems – Requirements: This international standard 
was developed to provide requirements for establishing, 
implementing, maintaining and continually improving 
an information security management system. 

 - U.S. Homeland Security Act of 2002: Under section 
1706 of the Homeland Security Act of 2002, DHS is 
required to protect the buildings, grounds and property 

that are owned, occupied or secured by the federal 
government as well as the persons on the property. 

 - U.S. Federal Information Security Management Act 
of 2002: The act requires, among other things, that:

 » Each agency develop, document and implement an 
information security program to include periodic 
assessments of risk, policies and procedures that are 
based on these risk assessments; security awareness 
training for its personnel; and periodic testing and 
evaluation of information security policies; and

 » Each agency prepare and maintain inventories of major 
information systems under its control and to develop 
procedures for detecting, reporting and responding to 
security incidents. 

 - U.S. National Institute of Standards and Technology 
(NIST) Standards and Guidelines: NIST is responsible 
for providing information security standards and 
guidelines for non-national security information and 
information systems. 

 - U.S. Presidential Policy Directive 21: Issued in 
February 2013, this directive establishes the protection 
of critical infrastructure against both physical and cyber 
threats as national policy. The directive:

 » Requires DHS to provide strategic guidance to promote 
the security and resilience of the nation’s critical 
infrastructure; and

 » Tasks agency and department heads with the 
identification, prioritization, assessment, remediation 
and security of their internal critical infrastructure that 
supports primary mission-essential functions.

In addition, the U.S. Cybersecurity Act of 2012 sought 
to protect computer networks running power grids, gas 
pipelines and water supply and transportation systems from 
hackers by creating security standards. The act, however, was 
not enacted by congress.

Fortunately, businesses can implement a first line of system 
protection based on personal information protection 
by requiring individuals to have access cards, to know 
passwords and/or to use biometrics such as fingerprint or 
iris scanners. Today, however, few organizations require 
such a robust level of protection. In fact, they most 
commonly rely on relatively easy-to-guess passwords, which 
are poorly protected and often shared. Full protection 
should also include physical protection, survivability and 
hardening (securing a system by reducing its surface of 
vulnerability), as well as backup and redundancy.

Solution
The solution, just like the problem, is complex and multi-
layered. The first step is to develop awareness of the issues, 
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ensuring that all stakeholders 
are keenly aware of the critical 
risks and enormous impacts. 
Then, develop a usable and 
realistic disaster recovery and 
continuation of operations plan 
(DR/COOP).

There are some excellent 
international standards, such as 
ISO/IEC 27001:20133 and ISO/
IEC 22301:20124, that provide 
the full scope of a DR/COOP. 
Although each organization 

should adjust the plan according to its needs, it should also 
address the issues identified in these standards.

Redundancy, back up and well-trained personnel are keys to 
flawless operation. ISO standards are also foundational to 
developing a framework that will ensure access to data long 
into in the future, which is critical for facility support.

An IT security operation can range from protecting data on 
computers or smartphones to an infrastructure operations 
center that continuously monitors all IT assets. Often in the 
latter configuration, the monitoring of a larger infrastructure 
is likely combined with a network operations center, as well 
as linked to physical security systems in order to make it as 
cost effective and as comprehensive as possible.

Even with the best of intentions and an unlimited budget, 
it is unlikely that all potential problems will be eliminated. 
Organizations should be prepared to act quickly when the 
inevitable event occurs. They should predetermine a plan 
and rehearse it on at least a monthly basis. Ideally, business 
processes will be in place that can be modified through a 
change management process. One of the items mentioned 
in ISO/IEC 27001:2013 is identifying goals and working to 
achieve them. It is of significant value to know how long it 
takes the IT team to identify and correct problems.

Security of operational information technology
The role of facility managers has expanded to include 
working with the chief information officer and the assets 
associated with supporting IT. In addition, BIM and facility 
products are becoming so closely integrated with IT that 
ultimately every object will have an IT component in the 
envisioned Internet of Things.5

From an environment not that many years ago in which 
few on the FM team even had a computer, to today when 
everyone now has mobile connectivity, information security 
has become everyone’s issue. FMs manage data centers and 
increasing amounts of both sensitive and critical facilities, 
people and financial data.

With BIM and BAS enabling the use of more real-time 
facilities information and control, FM professionals have 
an ethical responsibility to protect not only physical 
and personal property, but information as well. They 
have to tailor a response predicated upon several things, 
including the degree to which users of BAS have access 
to other organizational networks, IT capabilities, use of 
vendors and outside contractors (and how those vendors 
are allowed access to networks), and finally, education 
of staff, who in many ways are the linchpin behind the 
security of an organization’s operational technology and 
informational technology. FMJ 
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Disaster recovery 
and continuation 
of operations plans 
should consider:

 » Short-term outages 
of less than a day or 
a week

 » Longer outages of a 
month or more

 » Single points of 
failure

 » Redundancy and 
backups
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Sustainable
 Development & 
   Technology

Sustainability makes sense. In concept it 
seems simple enough and there’s plenty 
of information about it. However, having 
the proper tools and instructions is not 
a formula for success. Being able to fi nd 
and apply the right knowledge and truly 
understand the ends and means of a process 
are the true keys to saving money, becoming 
more effi  cient and ensuring continued 
existence of a company or facility, as well as 
the environment.

Sustainability is a characteristic of a system — 
in this case, the global ecosystem — in which 

all defi ning processes, such as the maintenance 
of biodiversity at a high quality of life, are able 
to continue indefi nitely.

Sustainable development is one of the most 
signifi cant societal changes of the 21st 
century. One universal trend that has major 
implications for sustainability is the rapid 
evolution and application of technology. 
Th ese disciplines are two of the most 
powerful drivers of change within modern 
economies and have the capacity to transform 
the relationship between governments, 
companies, citizens and consumers.

“So easy a child can do it!” These fateful words 
have conspired to lure many unsuspecting FMs into 
treacherous territory. Push that button; just set that 
dial! There are many concepts and precepts in the 
world of facility management that sound simple, but 
are far from easy. Thus it is with sustainability.

B Y
B IL L

C O N L E Y

M E L D I N G  T W O  W O R L D S :
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Facility managers are at the 
ground fl oor of the integration and 
implementation of these two forces. 
Th ey both require facility professionals 
to rethink the nature of goods and 
services, their availability and their 
use. In this climate, it is increasingly 
important that the correct and 
applicable decisions are made.

Sustainability can be simply defi ned as 
doing the right thing, at the right time, 
for the right reason. Actions tend to be 
right when they serve to preserve the 
integrity, stability and beauty of the biotic 
community. Th ey can be broadly defi ned 
as wrong when they tend otherwise.

Th ere is a great reliance on technology 
to solve environmental problems around 
the world today, because of an almost 

universal reluctance by industry and 
government leaders to make the social 
and economic changes that would be 
necessary to conserve natural resources. 
Th ere seems to be a failure to understand 
that sustainable development policies 
seek to change the nature of economic 
growth rather than limit it.

Conversely, though, technology does 
have the potential to transform modern 
business into a more effi  cient, cyclical, 
networked and sustainability-oriented 
system that pays returns for economic, 
ecological and social prosperity. 
Moreover, the right technology can 
be leveraged eff ectively to facilitate 
transitions to sustainability as long 
as positive and viable linkages are 
identifi ed and utilized appropriately. It 

is also important that the technology 
can be customized to fi t specifi c needs 
and address critical institutional 
and organizational challenges and 
opportunities. Th is entails a new 
strategic methodology for gauging and 
assessing current and long-term needs.

Technologies are meant to be total 
systems that include experience, 
utilitarianism and procedures as well as 
digital, organizational and operational 
measures. Technology should not 
be categorized as just digital or just 
scientifi c. Instead, it is necessary to 
cultivate a broad view of the term that 
encompasses information technology as 
well as machines and equipment.

Skills, abilities, knowledge, systems, 
processes and common sense need to be 

part of the exercise in order to fully allow 
technology to fulfi ll its promise. Such 
technologies must be accompanied and 
supported by the parallel development of 
more holistic environmental and facility 
management strategies. Th is requires 
integrated planning and management, 
accountability, eff ective capacity building 
and informed decisions in implementing 
sustainable actions.

Information technology
Over-arching all of this discussion 
is a cross-cutting focus on the role 
of information technology and 
its contributions to development 
processes. The convergence of 
three new trends is creating 
opportunities for transcending 
barriers to sustainable development. 

Globalization, the expansion of 
information and communication 
technology/infrastructure, and 
knowledge intensity of economic 
activity are becoming more and 
more inter-linked. This symbiosis is 
enabling technology to allow intuitive 
leaps in decision making by taking 
advantage of the contributions of IT 
to development.

Information technology facilitates the 
reduction of gaps between knowledge 
provision, access and diff usion. It 
supports key global initiatives in best 
practices and responds to demand for 
local and global content availability.

Th e Internet has led to an increase in 
information visibility and community 
building on an international scale. It 

allows for more teaching and learning, 
is a vast resource for research and 
capacity building, and highlights the 
role of technology in contributing to 
developmental processes.

Addressing operational IT strategies 
and investment development is the 
newly emerging Internet of Th ings 
(IoT). Th is discipline off ers vast 
opportunities for transformational 
innovation and sustainable growth. 
Complementing industry eff orts to 
reduce direct emissions footprints, IoT 
and other IT-driven technologies provide 
opportunities to increase mitigation 
eff orts in reducing the climate footprints 
of other sectors of society. Th e potential 
benefi ts of IoT are estimated to include 
a 20 percent reduction of global carbon 

Sustainable development is one 
of the most signifi cant societal 

changes of the 21st century.
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emissions by 2030 and more than US$11 
trillion in new economic benefits versus 
a business-as-usual baseline.

IoT can help enable transformational 
accomplishments via intelligent efficiency. 
It can change lives and economy in ways 
as significant as the Internet itself did 
over the past two decades. IoT advances 
offer nearly limitless possibilities for 
incorporating smart technologies in 
ways that could not have been imagined 
even in the most recent past. With smart 
cities, smart transportation and other 
innovations, it could be possible to 
raise the quality of life in society, while 
decreasing humanity’s footprint on the 
Earth and its climate.

Sustainable technology
The term “sustainable technology” 
describes technologies that enable more 
valuable use of natural resources and 
greatly reduced ecological impact, among 
other technological benefits. It focuses on 
enabling significant savings through using 
less materials and energy. The technology 
allows for a shift from non-renewable 
resources to renewable ones; from 
persistent chemicals to bio-degradable 
substances; from extra-active systems that 
use up the eco-system to restorative ones.

Practitioners of sustainable technology 
have established three strategic 
commitments in efforts to address global 
climate change. First, the tech sector 
aims to reduce the carbon footprint of its 
operations by supporting corporate goals 
and policies that focus on conserving 
energy, reducing emissions of fossil fuels 
and generating or using renewable energy. 
It is committed to reducing the carbon 
footprint of technological products over 
the course of their life cycle.

Even as these technologies are created 
to improve quality of life, the tech 
sector is devoting renewed attention 
and resources to ensuring that these 
products leave a more positive mark on 
the world. Industry leaders are taking 
into account the carbon footprint of the 
technology by considering sustainability 
and energy efficiency in their creation, 
packaging, use and disposal.

There is a lot that can be said to support 
these claims. A sustainable technology 
is planned to be economically viable; 
it aims to create more value than it 
costs. In the case of energy savings, a 
sustainable device will be designed to 
save more money in energy conservation 
than it cost to create.

Sustainable technology is to be managed 
so that it does not irrevocably destroy 
any resource that is not renewable and 
is durable enough that any renewable 
resources it requires can be replenished 
during its life. It will create a trend of 
reduction in resources required per unit 
so that overall resource consumption 
remains constant or decreases even as 
population and economic growth increase. 
A sustainable technology and the training 
required to operate and maintain it should 
be proportional in value.

The challenge arises when ideals meet 
with reality. Knee-jerk reactions or 
technological “fixes” sometimes do 
more harm than good. Instead of 
trying to solve pollution with pollution 
control technology, attempts should be 
made to devise technology that does 
not pollute. Rather than using natural 
resources conservatively, use only 
renewable resources. The point is to 
look at technology that is appropriate 
as well as sustainable.

Implementation
There are tried-and-true sustainable 
technologies that are helping to actively 
reduce the carbon footprint of operations 
over the life cycle of facilities and align 
FM with corporate goals and policies.

FMs can develop energy-efficient 
practices and networking systems 
through a number of right-out-of-the-
box solutions. They can investigate and 
implement innovative and/or diverse 
solutions for resource efficient data 
centers. Used products can be reused, 
refurbished or recycled to extend 
their life spans. Understanding and 
employing relevant green label brands 
and developing green procurement 
programs can lead to better resource 
utilization. ENERGY STAR or other 

energy benchmarking systems are 
available to help measure and monitor 
facility operations.

Looking forward, there are glimpses of 
the transformational innovation that is 
possible leaning toward more assistance 
from technology when wrestling with 
sustainable operations.

Smart grids offer sensors deployed in 
both traditional electric grids as well as 
distributed generation networks. 
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This helps increase transmission and 
distribution efficiencies and promotes 
greater visibility to improve system 
reliability through the use of big 
data techniques.

Technology has enabled smarter 
manufacturing processes and engines 
that are making factory floors far more 
efficient and productive. Building 
energy management systems and 
building automation systems create 
the opportunity for a comprehensive, 

systems-based optimization of energy 
in commercial and industrial buildings. 
Intelligent transportation systems and 
connected vehicles are reducing vehicle 
emissions while making traveling easier 
and safer. Smart city projects are setting 
trends for municipal leaders to follow 
that can provide more livable and more 
resilient cities at less cost.

The right technology can foster 
resilience — enhancing the capacity 
of a system to absorb disturbance 
and reorganize while undergoing 
change — to still retain essentially 
the same function, structure, identity 
and feedbacks. Resiliency will prove 
to be the next major component of 
business continuity and sustainable 
development.

So many choices
Facility management should not be a 
profession that relies on the stagnancy 
of the status quo, and when it comes 
to the health and well-being of this 
biosphere, the status quo is unacceptable. 
But neither should FMs be led down the 
garden path. They should be determined 
to use their innovative minds to 
find solutions to the challenges that 
sustainability and technology present. It 
is prudent to identify the opportunities 
that lie ahead to reduce carbon emissions 
and conserve natural resources. The 
research and development of new, 
sensible advances that can help lead the 
transition to a vibrant, sustainable, livable 
world should be supported.

People would be hard-pressed to run 
into a challenge that has not been faced 
by someone else. Answers are out there; 
finding the right questions is the issue. 
What is needed is the implementation 
of a structural learning process that will 
define the criteria for correct solutions 
and applications. The key components 
of such a process is knowledge derived 
from real-world experience, coupled with 
the facility management expertise and 
insight that is capable of transforming 
that knowledge into action.

Sustainable development is probably the 
most daunting challenge that humanity 

has ever faced, and achieving it requires 
smart choices. In all respects, the role of 
science and technology is crucial to success. 
Scientific knowledge and appropriate 
technologies are central to resolving 
the economic, social and environmental 
problems that make current development 
paths unsustainable.

However, just as the Industrial 
Revolution seemed like a good idea at 
the time, technology should be viewed 
with a long range eye-glass. FMs must 
be cognizant of the repercussions and 
ongoing impacts of any processes they 
implement or technology to which they 
may ascribe. A good example is plastic; 
built to be a less expensive alternative 
to glass, plastic does not degrade in 
landfills, because it was created to  
be persistent.

Technology can only serve sustainability 
if its aims are designed with the 
ecosystem in mind, rather than the 
immediate short (sighted) term 
solution. Thus comes the caveat: not all 
technology will work for specific needs; 
not all technology will work well in the 
sustainability realm. Like anything else, 
one size does not fit all. FMs should 
embrace technology, but be careful what 
you hold on to: the match may not be 
ecological. FMJ 
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Christopher Snow, FMP
CBRE Global Workplace Solutions
Reading, United Kingdom

Richard Darroux, FMP
Collier County Government
Naples, Florida 

Jordan Enke, FMP
Columbus Crew SC
Gahanna, Ohio

Alan Mulder, FMP
Dunthorpe Marketing Group
Beaverton, Oregon

Calvin Simmons Jr., FMP
Fairfax County
Lorton, Virginia

Jackie McConchie, FMP
Fairfax County
King George, Virginia

Alan Lee, FMP
George Mason University
Woodbridge, Virginia

Ryan Merrick, FMP
Harvest Bible Chapel
South Elgin, Illinois

Keith Miller, FMP
Jack Henry & Associates
Belton, Missouri

Mike Davis, FMP
Johnson Controls
Long Beach, California

Beth Carlson, FMP
Nestle Nutrition Facilities Services
Zimmerman, Minnesota

Bryant Powell, FMP
Pennswood Village
Hatboro, Pennsylvania

Flavio Gueiros, FMP
Petrobras
Recife, Brazil

Sharon Jones, FMP
Quintiles Ltd.
New Malden, United Kingdom

Jeremy Phillip, FMP
Servus Ltd.
Port Of Spain, Trinidad and Tobago

Scott Smith, FMP
Town of Castle Rock
Elizabeth, Colorado

Ken Lewis, FMP
CB Richard Ellis / Siemens Account
Issaquah, Washington

Egidio Mosca, FMP
Fengate Capital Management
Tecumseh, ON, Canada

Andrew Corstorphine, FMP
GTAA
Guelph, ON, Canada

Catherine Moore, FMP
Homeland Security
Washington, District of Columbia

Toh Jian Ming, FMP
JTC Corporation
Singapore

Uchechukwu Okocha, FMP
Lagos Preparatory School
Ikoyi, Lagos, Nigeria

Kevin Holsteen, FMP
Q Center / Dolce
Saint Charles, Illinois

James Robinson, FMP
Schlumberger
Spring, Texas

Nofre Vaquer, FMP
Sparc Philadelphia
Philadelphia, Pennsylvania

Esther Awotundun, FMP
UACN Property Dev. Co. Plc
Lagos, Nigeria

Patrick Rhodes, FMP
University of Maryland
Harpers Ferry, West Virginia

Joel Bharath, FMP
Mausica
Trinidad and Tobago

Juan Cobas, FMP
US Department of Veterans Affairs
Avon, New York

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

Clarence Walters, FMP, SFP
Greater Toronto Airports Authority
Milton, ON, Canada

Scott Burke, FMP, SFP
Durham College
Port Perry, ON, Canada

Stephanie Fagan, SFP
HFS Company
San Antonio, Texas

Ashley Bryant, CFM, SFP
Quintiles
Pittsboro, North Carolina

Patrick Roberson, SFP
TD Industries
Frisco, Texas

Carmelo Melendez, CFM, SFP
US Department of Energy
Herndon, Virginia

Janyth Toye, CFM
Coldwell Banker
Chicago, Illinois 

Paul Gerritsen, CFM, FMP
The Church of Jesus Christ of Latter Day Saints
Farmington, Utah

William Encinas, CFM
CBRE
Beaverton, Oregon

Dennis Crupi, CFM
Dix Hills, New York

Susan Muehler, CFM, FMP
Xcel Energy
Elk River, Minnesota 

Edward Pluchar, CFM
Giant Steps
New Lenox, Illinois

Josh Andelin, CFM
College of William and Mary
Williamsburg, Virginia

Ian Van Der Pool, CFM
Van Neynsel
Budel, Netherlands

Steve Gonzales, CFM
L-3
Bellflower, California

Stephanie Rainbow, CFM, FMP
Mtech
New Braunfels, Texas

Jason Liu, CFM, FMP
Jones Lang LaSalle
Tai Koo, HONG KONG

Ray Lewis, CFM
Oracle America 
Aliso Viejo, California



The following people were awarded the Certified Facility Manager® (CFM®) certification in  DECEMBER 2015:

®

®

Credentials

Patrick Burns, CFM
Lowe’s Home Centers Inc.
Old Lyme, Connecticut

Mohamed Abou Rich, CFM
ABC
Beirut, Lebanon

Elvina Patel, CFM, SFP
Kehillat Israel
Pacific Palisades, California

Tedd Doucette, CFM, FMP
JLL BMO Harris Bank
Seffner, Florida

Adam Shervanian, CFM
MIT
Cambridge, Massachusetts 

Sujit Edlabadkar, CFM
Amdocs Development Center
Pune, India

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

Ben Hopkins, FMP
Ben Hopkins
Morrow, Georgia

Todd Byrd, FMP
CRM Companies
Lexington, Kentucky

Daniel Souza, FMP
Deltek
Centreville, Virginia

Frederick Stathis, FMP
Extended Stay Hotels
Arlington, Texas

Thomas Metz, FMP
Netapp
Campbell, California

Daniel Vrbanic, FMP
Norquest College
Edmonton, AB, Canada

Sanjay Bakshi, FMP
Oceaneering International Services Ltd. 
Haryana, India

Jake Evans, FMP
ON Semiconductor
Arbon Valley, Idaho

Rick Yule, FMP
Township of Oro-Medonte
Waubaushene, ON, Canada

Aaron England, FMP
University of Arkansas
Fayetteville, Arkansas 

Chad Wyllie, FMP
USMC
Jacksonville, North Carolina

Oluwaseyi, Adeniji, FMP
Alphamead Facilities
Ojodu Berger, Nigeria

Jared Purcell, FMP
CBRE
Atlanta, Georgia

Geram Chiong, FMP
Equinix
San Jose, California

Christopher Garland, FMP
EverBank
Middleburg, Florida

Mark Sekula, FMP
Facility Futures 
Milwaukee, Wisconsin

Brett Jensen, FMP
Intermountain Healthcare
Salt Lake City, UT

Zack Rodgers, FMP
Mallinckrodt LLC.
Wentzville, Missouri

Dianne Dannhaus, FMP
TDECU
Angleton, Texas

Sonia Schouten-Pace, FMP
Toronto Rehabilitation Institute
Toronto, ON, Canada

Aju Paul, FMP
Tuscany Residents Association
Calgary, AB, Canada

Rudo Gray, FMP
Washington University Medical School
Saint Charles, Missouri

Jacquelyn Stearns, FMP
Washington University Medical School
O Fallon, Missouri

Allan Miller, FMP
Washington University in St. Louis School 

of Medicine Chesterfield, Missouri

Layla Sagar, FMP
Johnson Controls
Coventry

Niki Johnson, FMP
St Johns County Facilities 

Management Dept.
St. Augustine, Florida

Dave Denney, FMP
STCU
Liberty Lake, Washington 

J. Antonio Fernandes, FMP
TDSB
Mississauga, ON, Canada

William MacIntyre, FMP
Toronto District School Board
Mississauga, ON, Canada

Scott Stevenson, FMP
Washington University Medical School
Saint Charles, Missouri

Nathan Cameron, FMP
Aramark
Lennon, Michigan 

Brandon Malone, FMP
Brandywine Realty Trust
Richmond, Virginia

Patrick Danforth, FMP
FBG Service Corporation
Clintonville, Wisconsin

James Darrow, FMP
Gilead Sciences Inc.
Wallingford, Connecticut

Kayla Griggs, FMP
Hdr Engineering
Tempe, Arizona

Chin Siong (Jake) Chia, FMP
JTC Corporation
Singapore 

Cynthia Walland, FMP
Regence Blue Cross Blue Shield of Oregon
Medford, Oregon

Tracy Carvell, FMP
Tennessee College of Applied Technology
Pulaski, Tennessee 

Fausat Elias-Ogunnaike, FMP
UACN Property Development Co.
Lagos, Nigeria

Joel Jones, FMP
Aisin Automotive Casting Tennessee
Dandridge, Tennessee 

Lisa Bedrosian, FMP
ATS
Elgin, Illinois

Jeff Amos, FMP 
Cal U
Bridgeville, Pennsylvania 

Justin Storm, FMP
City Gaithersburg
Frederick, Maryland

Kimberley Ness, FMP
Community Housing Partnership
Redwood City, California

Fred Loutfi, FMP
Independent Consultant
Brooklyn, New York

Jordan Passfield, FMP
Niagara Casinos
Niagara Falls, ON, Canada

Randy Storrs, FMP
Redwood Toxicology Laboratory
Windsor, California

Raed Masri, FMP
Saraya Bander
Muscat, Oman

Devon Kloos, FMP
Shell
New Castle, Pennsylvania 

Andrew Richards, FMP
Washington University School of Medicine
Granite City, Illinois

Robert Johnson, FMP
Avista Corp
Spokane, Washington

Darian Turner, FMP
C&W Services @ Concordia Seminary
East St Louis, Illinois

Michael Trefry, FMP
City of Bowie
Bowie, Maryland

Sunil Prithviraj, FMP
City of Gaithersburg
Germantown, Maryland

Melanie Brown, FMP
City of Gaithersburg
Dickerson, Maryland

Matt Mosebach, FMP
City Of Renton
Renton, Washington

David Silva, FMP
CSAA Insurance group
Grass Valley, California

Tommy Alexander, FMP
Equinix
Atlanta, Georgia

Tom Owens, FMP
Express Scripts 
Orlando, Florida

Matt Gartman, FMP
Grow Financial Federal Credit Union
Tampa, Florida

Yousef Abushanab, FMP
ICAO
Mont-Royal, QC, Canada

Jose L. Martinez, FMP
International Securities Exchange
New York, New York

Andrew Spillman, FMP
Ivy Tech Community College
Evansville, Indiana

Rodrigo Yusta, FMP
JLL
Madrid, Spain

Tim Sutherland, FMP
JM Family Enterprises, Inc.
Jacksonville, Florida

Steven Wharton, FMP
Kearny Bank
Wyckoff, New Jersey

Patrick Berryman, FMP
Logistics Management Institute
Woodbridge, Virginia

Salwani Kamarul Zaman, FMP
Perbadanan Insurans Deposit 
Sepang, Malaysia 

Alana McFadyen, FMP
SNC-Lavalin
Calgary, AB, Canada

Cheryl Costello, FMP
TD Industries Inc.
Coppell, Texas

Ron Turner, FMP
University of Colorado Denver
Aurora, Colorado

Sio Leong Ng, FMP
University of Macau
Macau

Kristen Comer, FMP
Glendale, Arizona

Steve Mckern, FMP
Woodmen of the World
Council Bluffs, Iowa

Kelly Peck, FMP
Wounded Warrior Project
Jacksonville, Florida

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

Lori Sartin, FMP, SFP
Henkels & McCoy
Boyertown, Pennsylvania

Aaron Brakel, FMP, SFP
REACH, Inc.
Douglas, Alaska

Gene Woods, FMP, SFP
University of Colorado
Arvada, Colorado

Michael Fitzwater, FMP, SFP
Humane Society of the United States
Gaithersburg, Maryland

Gary Graff, SFP 
Apex Building Performance
Vienna, Virginia

Curt Beyler, SFP
Brown County Library
Allouez, Wisconsin

Charles Hodnett, FMP, SFP
First Baptist Church Atlanta
Conyers, Georgia

Tim Greene, FMP, SFP
Raleigh Convention Center
Raleigh, North Carolina

Thomas Gass, FMP, SFP
Teradyne
Hoffman Estates, Illinois

Sean Horton, FMP, SFP
The Santaluz Club
San Diego, California

Thomas Miller, SFP
Visa
Foster City, California
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This article imagines the future of the FM profession 
through the lens of what it will be like to work two years 
from now. Tasks that once took days and weeks will soon 
be accomplished in minutes. Some of the technologies 
described in this story exist today and some are still in 
the prototype phase in research labs.

These technologies are part of what the IT research 
analysts at Gartner call the digital workplace (DW). 
The DW takes its cue from the consumer world with the 
goal of creating more engagement, effectiveness and 
efficiency for the workforce. It uses cloud computing, 
analytics/big data, mobile devices and the Internet of 
Things, as well as many more existing technologies and 
those emerging through research and development. The 

goal of the DW is for employees to have the same type 
of experience in the digital world that many companies 
are trying to create in today’s physical workplaces to 
increase engagement and effectiveness.

The digital workplace applies specific types of 
technologies to different work styles and specific areas 
of the organization. For example, facility management 
and real estate groups may use general workforce tools 
— such as phablets (smartphone-tablet hybrids) and 
telepresence software — but they also have their own 
digital workplace building devices. These consist of the 
latest software and hardware required to support the 
specific requirements for managing every stage in the life 
cycle of the physical workplace.

New technologies are creating a closer interaction between the digital 

and physical, allowing us to create smart connected products and 

services that are transforming the way we all work. Amazing new 

software and hardware devices are bringing the virtual and real worlds 

closer than ever before.



Managing the digital workplace in 2018

BACKGROUND
It’s the year 2018. Our story is a day in 
the life of fictional Gina Chapman, an 
architect in the workplace resources 
department of a global consultancy 
firm in London. She also serves on 
the newly formed Digital Workplace 
Project Team (DWPT).

The DWPT arose after the realization 
that although the consultancy’s IT 
and HR teams had made great strides 
in engaging and retaining top talent 
with a plethora of technology tools, 
they had missed a vital component 
of a successful digital workplace 
for knowledge workers. They 
recognized the need to include FM/
RE representatives, who were already 
using specialized technologies to create 
and manage the kind of workplace that 
was needed to support the business.

Gina has a degree in architecture 
and an MBA in design strategy, 
which is based on design thinking 
and sustainability — the perfect 
background for her DWPT role. She is 
an American who originally came to 
the U.K. to work on an exciting digital 
business project in her industry, the 
Digital Built Britain initiative. The aim 
of this country-wide program was to 
encourage the adoption of building 
information modeling (BIM) as the tool 
to integrate data for the entire life cycle 
of buildings — from planning through 
design, construction, management and 
optimization — in all public sector 
projects by 2016.

As a BIM expert, Gina understands the 
value of facility management being 
involved in every stage of the building 
life cycle. All buildings in her company’s 
portfolio have a three-dimensional 
information model interfaced with an 
integrated work management system 
(IWMS). This seems like old technology 
in 2018, but it is still relevant for 
much of the data she needs to plan and 
manage the real estate portfolio. She 
can retrieve information seamlessly on 
any hardware device she chooses.

A DAY IN THE LIFE
At the beginning of her work day, Gina 
realizes she has to schedule a room for 
a team meeting later that morning. She 
books a small conference room on her 
mobile phone using a space scheduling 
application that is also integrated 
with the IWMS used to manage all the 
spaces and leases in her company’s 
real estate portfolio. She also uses her 
phablet to display the best route to that 
conference room, as well as to locate 
the closest company café so that she 
can grab a latté before the meeting.

As she logs onto a monitor on one of 
the free address stand-up benches in 
the sunlit greenhouse-like conference 
room, she realizes that one of her 
team members is in Bristol today. 
Gina knows he finished a space plan 
for a remodel in the Covent Garden 
office late last night, so she accesses 
a document-sharing platform using 
the cloud to retrieve it for review. 
Yesterday she used a new tablet 
device to see through the walls in the 
renovation area, map the position of 
the pipes and scan the space to create a 
3-D model.

Before she approves the budget for this 
renovation, she accesses a workspace-
as-a-service tool to locate availability in 
other corporate offices or hotels near 
the office that could accommodate 
temporary occupancy during the move. 
She doesn’t find any for the right 
time period, so she instead accesses 
the mobile app of a nearby coworking 
facility and finds the amount and type 
of space she needs down the street.

Before Gina commits to renting 
the coworking space, she uses an 
application in her IWMS to analyze her 
company’s real estate portfolio located 
in the central part of the city to make 
sure there is not a lease expiring in 
the next six months. She also reviews 
the last three months of each of the 
buildings’ total cost of occupancy. The 
workplace analytics tool pinpoints a 
consolidation opportunity and Gina 
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realizes it is time for a thorough analysis 
of the requirements of the business units 
housed in that area of London.

Gina’s counterparts in the DWPT 
represent IT, HR and the business 
units. She schedules a virtual 
meeting for the group and reserves 
a conference room with telepresence 
capability and smart boards designed 
for major brainstorming. This setup 
will allow her to present the latest 
environmental and well-being key 
performance indicators for each of the 
buildings to the team.

Gina tracks these performance metrics 
via the IWMS, which continuously 
collects data from the building 
management system and people-
monitoring sensors. She uses this to 
view the buildings in real time and to 
maintain a balanced scorecard for each 
facility in the portfolio.

In the afternoon, Gina receives a 
help desk alert on her smartphone 
indicating that two chairs in one of 
the team huddle rooms have broken 
legs. Gina is anxious to use this repair 
as an opportunity to try out the new 
maker lab she designed, which is 
equipped with various fabrication 
tools. In the maker space, she can 
print out the missing legs using a 3-D 
printer linked to a simple modeling 
tool which includes an extensive 
catalog of furniture and parts. 
When she finishes, she is notified 
by her smartwatch that she is at her 
maximum allowable stress level for 
the day, so she walks over to the yoga 
lounge for a much-needed break.

Before her next meeting, she examines 
the aging upper façade of a building 
her company owns using detailed 
photos captured via unmanned aerial 
technology. Gina spots a problem 
with the soffits and asks her digital 
assistant to recommend and schedule 
an available robot to scale the building 
and repair the structure.

Gina is now in Bristol at the 
construction site of her company’s 

newest office building. She’s here to 
meet with the outsourced project 
managers, who have helped bring 
to life many of Frank Gehry’s 
buildings, and to learn to use their 
tool for connecting all of the project’s 
stakeholders. Together, they scrutinize 
a hologram of the planned structure. 
They’ve identified a problem with the 
installation of part of the building 
system and are discussing it with the 
architectural team in New York City. 
When they superimpose the BIM plans 
on the hologram of the actual site, they 
see that the system will be inaccessible 
for repairs as designed.

On Gina’s head (and the heads of the 
PMs and the New York team) is a self-
contained holographic computer that 
provides a mixed-reality experience 
through a pair of double lenses. 
It enhances their interactions by 
blending real-world objects (the job 
site) with digital content (the building 
information model). Gina brings in 
the vendor’s installation instructions 
so they can get the right information 
to create the new design scenario in 
the augmented reality setting. The 
architects then make the appropriate 
changes to the holographic BIM using 
simple hand gestures and automatically 
project revisions onto the construction 
site in real time.

STATE OF FM
Gina is an avid player of video games 
and no stranger to working within the 
world of virtual and mixed reality. A 
Gallup poll taken a few years ago in the 
U.S. said that more than 80 percent 
of the workforce was not engaged in 
their jobs — this is not the case with 
the DWPT. The technology within the 
building digital workplace makes work 
more like play, whether it’s during 
design, construction, operation or 
post-commissioning.

As a digital workplace technologist, 
Gina uses her skills with augmented 
reality, as well as knowledge of 
analytics, IWMS, 3-D printing, 
scanning, drones, radio-frequency 
identification and other technologies, 

to create new and innovative ways to 
perform the RE/FM function.

The days when FM was considered 
a job for a low-level technician or 
a secretary are gone. Secretarial 
duties are now performed by a digital 
personal assistant. In the new facility 
management paradigm, the strategic 
job of using innovative technologies 
to create and maintain buildings is 
a standard business practice. FMs 
enable energetic, collaborative, healthy 
work environments that increase 
the economic performance of the 
organizations they serve.

Back to (digital) reality
As you read this article, hardware 
developers and leading real estate and 
FM software providers are piloting 
many of these new technologies to 
deliver substantial value to the market. 
They are all cloud-accessible and utilize 
collaborative platforms to allow FMs 
to be part of the entire building life 
cycle, not just at the front and back-
end stages.

The futuristic scenario illustrated 
by Gina’s story offers a glimpse into 
just some of the possible ways that 
traditional real estate and FM work will 
soon be transformed by the advent of 
the digital workplace. FMJ 
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B E H I N D  T H E  B R A N D  |   Insight on IFMA’s Corporate Sustaining Partners

COMPANY NAME  Planon
EXPERTISE FM software  
CSP LEVEL Gold  
CSP SINCE 2006  
WEBSITE planonsoftware.com 

FMJ: CAN YOU SHARE SOME UPCOMING 
WORKPLACE TECH TRENDS THAT WILL 
IMPACT FM?

PLANON: The workplace has always been 
simply that — a place to work; inanimate, 
unthinking and unhelpful. With the 
introduction of the Internet of Things, a 
revolution is underway.

Over the next several years, the 
incorporation of intelligent, learning-
enabled equipment, sensors and other 
monitoring devices into FM processes will 
transform the way we gain knowledge about 
the workplace and its eff ectiveness for 
users. This will allow FMs to tackle today’s 
issues, like inadequate lighting, uneven 
heating, wasted space and so much more. 
Tomorrow’s workplace will be intuitive and 
proactive, constantly adapting to those who 
interact with it.

Using IoT technology, we will see principles 
of quantifi cation entering the fi eld of FM: 
collecting simple data that describes the 
actual performance of buildings and the 
components in them — including people — 
and using that data in real time to improve 
operations and building services, as well 
as the end user experience. The emergence 
of “the quantifi ed building” is the fi rst 
valuable and necessary step toward creating 
really smart buildings.

Applying artifi cial intelligence to vast 
amounts of data generated will allow 
for self-learning systems to emerge. 
Applications of those new but existing 
technologies can be expected to emerge 
in process automation (decision making), 
as well in applications like personal digital 
assistants which proactively provide advice 

to their users. For more on this trend, read 
the article by Erik Jaspers and Eric Teicholz 
on page 40 of this issue of FMJ.

Another strong trend is virtualization. The 
emergence of technologies and products 
in this area will allow FMs to rethink their 
workplace strategies. Video conferencing 3.0 
— types of solutions allowing for new forms 
of meetings with 3D virtual presence — will 
require new types of places to facilitate 
them. The building itself will become a 
hybrid physical and virtual structure.

In core FM processes, such as maintenance, 
we expect to see virtualization as well. 
Through augmented reality we expect, 
for instance, that engineers will receive 
documents and instructions in real time to 
facilitate their work.

FMJ: HOW CAN FMS BUILD A BUSINESS CASE 
FOR IMPLEMENTING AN IWMS?

PLANON: Making the business case for 
IWMS rests on the fi rst word in the system 
name: Integrated. The original reasons for 
developing these systems in the 1980s still 
exist today:

- Buildings and workplaces are complex 
systems of systems

- The organizations that occupy 
them engage in a broad spectrum 
of activities

- There is high potential for confl ict if a 
single system does not have oversight 
into all of these varied activities

- A single, unifi ed source of truth 
resolves many confl icts

Ultimately, the business case for IWMS is 
related to three key benefi ts: transparency 
(what, where), control (who, when, how) and 
the ability to align quickly with changing 
business requirements. As companies 
look at measuring their performance, an 
IWMS is becoming a fourth fundamental 
business tool next to the ERP, HR and CRM 
systems. Since facilities can represent up 
to 30 percent of costs, it is unbelievable 
that some companies still don’t have a 
performance measurement tool in place.

FMJ: EXPLAIN PLANON’S “INTEGRATED 
BY DESIGN” APPROACH AND HOW IT 
BENEFITS FMS.

PLANON: Some software solutions 
evolve as a patchwork of acquisitions and 
additions, leading to clunky systems and a 
lack of true integration. Planon Universe, 
however, is designed and developed with a 
vision for the future of facility management 
and real estate: integration of processes 
and functions, unifying stakeholders in 
one platform, and delivering valuable 
management information.

We have more than 100 developers who 
build our software in-house, listening to 
customer feedback as they develop new 
functionalities and user experiences. This 
eliminates the risk of some pieces of a 
system losing support or not completely 
integrating with the larger solution.

By deliberately designing an integrated 
system, Planon off ers a single source of 
truth for facility managers as they aim for 
the optimum in workplace performance, 
whether that is a single desk or a complex 
environment of connected buildings 
scattered around the globe.

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



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.

COMPANY NAME  EvensonBest LLC
EXPERTISE Furniture  CSP LEVEL Silver  
CSP SINCE 2015  WEBSITE www.evensonbest.com 

FMJ: WHAT CRITERIA ARE MOST IMPORTANT 
FOR FMS TO CONSIDER WHEN EVALUATING, 
SPECIFYING AND SELECTING FURNITURE 
SOLUTIONS?

EVENSONBEST: There are a few key 
factors to consider regarding contract 
furniture acquisition. When evaluating a 
furniture solution package, the strength 
of the manufacturer is of signifi cant 
importance. It is critical that the 
manufacturing partner has sound fi nancial 
strength, a comprehensive breadth of 
product and enough product fl exibility to 
be able to properly meet the client’s desired 
furniture specifi cation.

During the product specifi cation 
and selection process, recognizing a 
manufacturer that can provide extensive 
and compatible product lines will prove 
invaluable. This will allow the specifi er to 

mix and match products across several 
lines to provide a unique furniture solution 
without having the burden of customization 
costs. While production levels fl uctuate at 
any given plant, a manufacturer that can 
increase capacity during peak production 
cycles should be taken into consideration in 
order to ensure that the vendor maintains 
their guaranteed lead times. Lastly, 
warranty provisions are of importance to 
assure that the product life cycle meets the 
client’s expectations after installation.

FMJ: HOW DOES EVENSONBEST CONTINUE 
TO DELIVER VALUE TO CLIENTS BEYOND THE 
PURCHASING PHASE?

EVENSONBEST: EvensonBest provides 
value beyond the order process through 
several of its service applications. The 
strength and experience of EvensonBest’s 
project and fi eld management teams exist 

through onsite management of jobsite 
logistics activities. EvensonBest works 
with the other onsite trades to oversee the 
entire delivery and installation logistics 
process. As part of the process, EvensonBest 
provides real-time status reports of all 
furniture related activities as well as fi nish 
documentation which includes project 
binders and as-built fl oor plans.

Post installation services are also a key 
service factor for EvensonBest. Once the 
punchlist is complete with client sign-
off , EvensonBest executes all product 
manufacturer warranty issues. The client 
receives a warranty and maintenance 
manual catalog for every product which 
aids in extending the product’s life cycle. 
Additionally, EvensonBest works with the 
client to develop an ongoing online inventory 
that includes product photos, condition 
reports and an electronic reservation screen.

Establish your position 
as an industry thought leader.

Partner with the world’s largest international association 
for facility management professionals.

With a combined annual purchasing power of 
US$100 million, IFMA members comprise the FM 
profession’s top decision makers. When this 
influential audience needs workplace solutions, 
they turn to IFMA CSPs first.

Top Companies | Best Products | Industry Trendsetters
Corporate Sustaining Partners support every resource the 
association offers the FM community.

Reinforce your brand as a trusted 
source of solutions for FMs worldwide.



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. It goes beyond 
just selling a product or service 
- these companies believe in the FM 
profession and believe in supporting 
its future.

These outstanding providers can 
enable you to;

• Easily find the top FM products 
and providers

• Make informed buying decisions
• Take part in increasing the role of 

your profession
• Help your association offer 

exceptional services, products, 
resources and opportunities

Contact April Tone to learn more 
about how you can benefit from 
IFMA’s corporate programs.

+1-281-617-1338  |  april.tone@ifma.org 
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ACOUSTICAL/SOUND MASKING
Cambridge Sound Management | www.csmqt.com  
Lencore Sound Masking & Acoustics | www. lencore.com 
LogiSon Acoustic Network | www.logison.com 

AUDIO/VISUAL
AVI-SPL | www.aviinc.com  

BUILDING CONSTRUCTION/DESIGN
Julius Blum | www.juliusblum.com/products.html

FM DEALS & DISCOUNTS 
PARTICIPANTS



Learn more at www.ifma.org/marketplace

BUILDING MAINTENANCE/SUPPLIES
Caterpillar | www.cat.com
The Home Depot | www.homedepot.com
JLG Industries Inc. | www.jlg.com
Legrand | www.legrand.us
Lowe’s Companies Inc. | www.lowes.com 

BUSINESS SERVICES
SourceAmerica | www.sourceamerica.org

CARPET/FLOORING/TEXTILES
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 
Philadelphia Commercial | www.phillyqueencommercial.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 
Skyline DKI | www.skylinedki.com

ELECTRICAL/WIRE MANAGEMENT
Connectrac | www.connectrac.com
FreeAxez LLC | www.freeaxez.com
Legrand | www.legrand.com

ENERGY SOLUTIONS/MANAGEMENT
GRUNDFOS | us.grundfos.com
Waldron Engineering Construction Inc. | www.waldron.com

FLOORING INSTALLATION/MAINTENANCE
Corporate Care | www.corporatecare.com 
Forbo Flooring | www.forbo.com
Tarkett | www.tarkettna.com 

FM CONSULTANTS/SERVICES/PROVIDERS
ABM | www.abm.com 
ALPHA Facilities Solutions LLC | www.alphafacilities.com 
Al Shirawi Facilities Management | www.alshirawifm.com
ARAMARK | www.aramarkfacilities.com 

Campaign WIS Complete Solutions Co. Ltd. | www.ocsinternational.com
CH2M | www.ch2m.com   
EMCOR | www.emcorfacilities.com 
Engineering Maintenance Company, EMCO-Qatar | 
 www.emcoqatar.net 
Eurest Services | www.eurestservices.us
Facility Engineering Associates, PC | www.feapc.com 
FBG Service Corp. | www.fbgservices.com 
HD Supply Facilities Maintenance | www.hdsupply.com
ISS Facility Services | www.us.issworld.com 
JLL | www.us.jll.com
Khidmah | www.khidmah.com
Qatar Foundation | www.qf.com.qa
RSMeans | www.rsmeans.com  
S.A: Temco Services Industry, Inc. | www.temcoservices.com
SG Services LDA | www.sgs.com
Sodexo | www.sodexousa.com
Terranum Administracion | www.terranum.com

FM SOFTWARE
ARCHIBUS Inc.  | www.archibus.com 
FM:Systems Inc. | www.fmsystems.com 

 
Planon | www.planonsoftware.com 
Trimble | www.trimble.com

FURNITURE
CORT Furniture Rental | www.cort.com 

 
EvensonBest LLC | www.evensonbest.com
Herman Miller Inc. | www.hermanmiller.com 
Keilhauer | www.keilhauer.com
Steelcase Inc. | www.steelcase.com 
VARIDESK | www.varidesk.com
Versteel | www.versteel.com 

HVAC/INDOOR ENVIRONMENTAL 
QUALITY SOLUTIONS 
AeraMax Professional | www.aeramaxpro.com
Halton Group Americas  | www.halton.com 
ISCO Industries, Inc. | www.isco-pipe.com

JANITORIAL SERVICES/CLEANING PRODUCTS 
Excel Dryer | www.exceldryer.com
GCA Services Group Inc. | www.gcaservices.com 
PRIDE Industries | www.prideindustries.com 
Redlee/SCS Inc. | www.redleescs.com 
SCA North America | www.torkusa.com
ServiceMaster Clean | www.servicemasterclean.com 

LANDSCAPE/MAINTENANCE/PLANTS
/SERVICES/SUPPLIES
Ambius | www.ambius.com 
U.S. Lawns | www.uslawns.com

OFFICE SUPPLIES/PRINTING

Staples | www.staples.com 

PEST CONTROL
Rentokil | www.rentokil.com 

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

RESTROOM PRODUCTS
Kimberly-Clark Professional | www.kcprofessional.com/home

ROOFING

 

SECURITY
AlliedBarton Security Services | www.alliedbarton.com 
American Security Force | www. merican ecurity orce.com
Securitas Security Services USA | www.securitasinc.com 

SIGNAGE
APCO Sign Systems | www.apcosigns.com 

STORAGE/SHELVING/FILING
REB Storage Sytems International | www.rebsteel.com 

TECHNOLOGY SOFTWARE TOOLS
ARC Document Solutions | www.e-arc.com

WATER & FIRE RESTORATION
Coit Cleaning & Restoration Services | www.coit.com 

WATER TECHNOLOGY
RLE Technologies | www.rletech.com
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U sing big data as a transformative tool needs big 
judgment — human judgment — to drive business 
change that leads to a better working world.

Analyzing collected information through a human lens is 
where true business advantage lies. Without the human 
element, analytics is an informative tool to create a bank 
of information. To create value from big data, you need to 
intelligently analyze, review and act on data fi ndings.

According to a recent survey conducted by professional 
services organization EY and Forbes Insights, the majority 
(66 percent) of global companies are investing upwards 
of US$5 million in analytics, yet only 12 percent of global 
companies describe their analytics maturity as “leading.” 
Th ose who were not “born” digital have a longer journey 
ahead than those who are capturing customer data and 
interactions digitally from the start.

Th e leading 10 percent of enterprises surveyed reported 
a signifi cant shift in their ability to use data to help meet 
competitive challenges. Th ey encourage data analysis to 
be performed by someone who knows the organization — 

someone who is fully aware of the business objectives in the 
context of culture and leadership who will inspire the right 
line of questioning.

Data, at its best, should have the power to disrupt and 
transform. Results from rigorous analysis of short- and 
long-term data sets can confound an organization’s accepted 
wisdom and assumptions infl uenced by human bias.

Real-world application: EY’s Workplace 
of the Future
EY’s approach to analytics centers on its belief that the 
better the question, the better the answer, and that these 
better answers will produce the best solutions.

To this end, EY has developed the Workplace of the Future 
(WOTF) — a trust-based fl exible environment that supports 
exceptional client service and helps attract and retain the 
best talent.

At WOTF locations, the offi  ce is a place to work, but it’s not 
the only place. EY’s people can either choose to work from 
a variety of workspaces in the offi  ce or they can leverage 

B Y M AT T D AW S O N
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technology to virtually or remotely collaborate from client 
sites, their homes or while in transit. This ability to be 
connected and work in a variety of ways enables high-
performing teams.

EY developed the WOTF knowing that the workspaces 
people occupy have an important impact on their well-
being and productivity. But as EY continues to grow — and 
lifestyles, technology and the mix of its workforce changes 
— those spaces won’t be the same as today.

Over the coming years, WOTF will provide the framework 
and leading technologies to drive improvements to the 
work environment and working practices of EY’s global 
workforce. These changes will involve the refurbishment 
of many EY offices and greater flexibility in how, when and 
where people undertake their work.

For the EY culture to thrive, its global infrastructure and 
related tools will need to enable its people.

Internal collaboration
Having an integrated approach from the start has been 
the key to success for EY, with its talent (HR), IT and real 
estate (RE)/FM functions working together globally on the 
WOTF program. The group determined early on that having 
a Business Enablement Center (BEC) function with related 
support tools was also essential. But big data barriers 
existed among IT, FM and HR groups which control key 
source and dependent systems.

WHY IS THIS IMPORTANT?
In order for the BEC to be successful, it needed to be able to 
provide comprehensive data that could be used to influence 
the offices that were to pilot WOTF, WOTF business case 
decisions and later deployments.

C-level members of the WOTF team worked to ensure 
success across EY’s matrixed environment and aligned the 
program with EY’s 2020 strategy. In addition, the executive 
team helped to ensure a thorough global view by engaging 
legal and data privacy/security among others to resolve and 
accelerate solutions.

Virtual WOTF BEC
EY used its big data analytics framework as a starting point, 
but human insight was essential to properly interpreting 
the information and managing change.

EY elected a phased WOTF implementation starting with 
its top 100 locations in 47 countries. The operational model 

and costs were accepted as a strategic investment. Change 
management issues were identified early on, largely related to 
BEC big data analysis and influence on location business cases.
The objective was to unlock EY big data and analytics in a 
meaningful way, serving as a catalyst to optimize all WOTF 
transformational investments.

RE led the development of the BEC by leveraging three new 
key global business support tools: 

 - Utilization system: Pulls data and analytics on office 
and remote work activity 

 - Workstyles survey: Gathers employee perspectives 
for WOTF local plans 

 - Global workspace and room reservations: Helps with 
optimizing density via user-friendly, intuitive technology

It took 18 months, but thanks to regional business input 
and analysis, team deliberations and ultimately the 
creation of a global project team, EY developed key tools, 
an analytics team and the BEC. During the process, EY also 
considered disruptive technologies, such as cloud, big data, 
mobile and social.

Today, the WOTF program is enabling EY’s people 
to improve the way they work and collaborate and 
is influencing business results. EY’s global portfolio 
now aligns to its 2020 strategy, allowing it to leverage 
technology investments, strengthen engagement and 
recruitment, enable high-performing teams and deliver 
cost/space efficiency.

Since the start of WOTF, EY has delivered on key talent 
flexibility objectives while maintaining flat occupancy 
spending and spatial portfolio during a period of growth — 
including a 33 percent global staff increase while delivering 
a 23 percent reduction in cost per person.

Lessons learned
Leadership tone sets the culture and acceptance of innovation 
and change. To leverage this, the overall WOTF program was 
specifically incorporated into EY’s 2020 strategy.

C-level team members were key to success, and an 
entrepreneurial approach was essential given that EY is not a 
single firm, but rather a global organization of partnerships 
with varied local HR and FM teams. EY’s passion to deliver 
exceptional service came into play internally by pulling 
together a unified team that was driven to produce results.

Analyzing collected information through a human  
lens is where true business advantage lies.
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Outcome
Big data is now a core element of the real estate decision-
making process, with the EY RE portfolio exceeding 22
million square feet in more than 140 countries.

WOTF helps EY realize a signifi cant fi nancial benefi t that 
can be reinvested back into the business.

Controlled governance, visualization and IT collaboration 
tools are now universally leveraged, helping to ensure quality 
use cases that are advanced to EY leadership, including:

- HR: WOTF action plans/new ways of working 
initiatives, retention and fl exibility targets

- IT: Investments for remote and onsite technology
- RE/FM: Portfolio sizing strategies, WOTF fi t out and 

indirect cost control

Leading practice
Big data analytics now enable all EY leadership to get a 
better understanding of people’s requirements, and most 
importantly, how EY’s people interact within their local 
workplaces. Th is establishes how people are physically 
working within their offi  ces or from other locations, such as 
another EY offi  ce, in transit, at home or from client sites.

Th e BEC also now provides data analytics and support to:

- Understand the big picture — it’s more than just a 
real estate tool

- Align RE global and local strategies with WOTF and 
region objectives

- Know and meaningfully communicate how RE impacts 
the business

- Connect the WOTF dots — from workplace, to 
fl exibility, to technology, and so on

- Synthesize concise and meaningful messages

Innovation
EY RE used — nearly exclusively — existing internal 
resources, tools, related big data and analytic methods to 
shift its operating model to the next level. EY now has a 
single interactive source for its changing business mix with 
a database containing roughly 80 million records.

Th e project tools that were developed to integrate with 
other EY applications will continue to change, specifi cally 
related to how EY applications are participating with new 
cloud-based platforms.

Th e WOTF team is planning “version 2” enhancements and 
updates to stay ahead of the curve and new IT platforms.

Governance and audit procedures
EY leveraged a project activity management tool used 

for lease management and capital projects among other 
integrated workplace management system support 
modules. Qualitative and quantitative reports are reviewed 
by a WOTF Global Executive Steering Group and by 
procurement, fi nance and EY internal audit.

In addition, EY has the following reporting and 
review processes:

- Management team reporting: Monthly and managed 
through the BEC analytics team

- Leadership reporting: Quarterly and audited by EY 
procurement

- Biannual review: Global fi nance reviews, audits and 
reporting validation

Savings and cost avoidance targets were established to 
support EY’s strategy, and quarterly progress reports are 
shared with senior management.

Savings and value defi nitions and processes were developed 
to help ensure consistency with procurement, and 
validations are reviewed with fi nance annually to audit and 
obtain fi nal approval and help ensure accurate, credible 
savings fi gures to senior leadership.

Translating success for your organization
How can big data infl uence your RE/FM organization and 
drive transformative business change?

Data-driven insight can create value — including reducing 
risk and improving performance — that positions your 
organization at a competitive advantage. However, some 
enterprises are missing out on the opportunity to harness 
its full potential. FMJ
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- Some visitors shun sign-in 
sheets. For whatever reason, 
visitors might not feel that 
it is necessary to write their 
names upon arrival. Perhaps 
a receptionist is already there 
to greet them and it seems like 
establishing their presence has 
already been accomplished. 
If that’s the case, it’s going 
to be hard to find a record of 
the visit later down the line 
(unless your receptionist has 
an unbelievable memory).

- Illegibility. Even if you are lucky 
enough to get a visitor to sign 
in, it can be almost impossible 
to actually read the name on 
the sheet. What good is having 
a person sign in if you can’t 
fi gure out who it actually was? 
Of course, this is completely 
out of facility managers’ scope 
of control when relying on 
standard sign-in sheets.

- Fake names. Yes, it happens. 
Th ere are times when a visitor 
may use a fake name to get in 
the door. If the visitor actually 
does this, it’s safe to assume he 
or she would not be welcome in 
the building. Th is is the exact 
type of situation for which it 
would be wise to have a more 
eff ective means of double-
checking registered guests.

- Receptionists can be missing 
in action. Currently, the 
only recourse when it comes 
to monitoring visitor check-
ins is the presence of a 
receptionist behind the desk. 
However, there will always 
be times when receptionists 
step away from the desk, 
giving unwelcomed visitors 
a chance to roam around 
the office unattended (and 
unannounced).

B Y G R E G O RY B L O N D E A U

F acility managers wear many hats. From performing daily maintenance 
to fi guring out how to make their facilities more sustainable and energy 
effi  cient, there’s never a shortage of work to do. One can argue, though, 

that the most important duty of all pertains to maintaining facility security. 
Understanding — at all times — who is entering and exiting the building is of 
utmost importance. Th e safety of both the facility and its occupants, after all, is 
essential to a smooth operational infrastructure.

Th at being said, it’s hard to feel completely secure when visitor security is 
completely reliant on a sheet of paper. Standard visitor log-books and sign-in 
sheets have dominated front desks for decades. Th e amount of power they hold 
often goes overlooked, as the real problem unfortunately does not become fully 
apparent until disaster strikes. Th ere are several reasons why relying on old-
fashioned visitor sign-in sheets is detrimental to facility operations:
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After breaking down the problems with 
the sign-in sheet status quo, it’s easy to 
see that there needs to be an alternative 
measure in place. That’s why many facility 
managers are looking at new, technology-
driven solutions for visitor management.

The next-generation visitor  
sign-in sheet
So, what does this updated sign-in 
sheet look like? Typically, it’s an app or 
program housed within a tablet device 
that monitors visitors from invitation to 
check out. The process of signing in is as 
simple as the visitor clicking the correct 
name displayed, which then alerts the 
host to the guest’s arrival. Most visitor 
registration apps also come with the 
ability to print out personalized visitor 
badges as well. However, the process of 
visitor monitoring doesn’t begin at sign 
in. With these programs, visitors are pre-
registered before they even arrive.

For example, as soon as the decision to 
meet has been made, the host has the 
option to send an automatic invitation 
that outlines all visit details, including 
a map and directions to the building. 
On the day of the visit, the visitor can 
receive a text message reminder that the 
meeting will still be taking place.

Both the guest and host benefit from this 
arrangement. For visitors, the process of 
finding the meeting location, confirming 
whether or not the meeting will take 
place as scheduled and getting real-time 
notifications about the check-in process 
are welcomed. For hosts and facility 
managers, knowing the exact moment 
of visitors’ arrival and being able to keep 
track of them in the building is invaluable.

Additionally, many of the software 
options available will send a summary 
of the guest to the host before he or 
she arrives. This can include a LinkedIn 

profile, recent press materials or any 
other key facts that would be helpful for 
the host to know in advance. Instead of 
feeling unprepared for the meeting, the 
host will feel empowered.

Beyond the front desk
Huge companies like Johnson Controls, 
Airbnb, Audi, Bosch, Black & Decker 
and more currently have some sort of 
“updated sign-in sheet” sitting at their 
front desks. However, creating a more 
enjoyable front desk experience is not 
the only visitor registration technology 
that’s changing the office atmosphere.

For example, there are several options 
on the market that offer a way to visually 
track visitors as soon as they step into 
the building. This “person of interest” 
facial recognition software may sound 
like the stuff of the future but is currently 
being implemented in buildings across 
the globe. This type of scrutiny provides 
significant security benefits.

Another piece of visitor monitoring 
software seeks to free up space within 
the building itself. For example, if 
a meeting room on the first floor is 
overcrowded, this particular app will 
direct a newly checked-in visitor to an 
empty room for the meeting to take 
place. It’s a simple tool that can give 
visitor hosts, and facility managers, 
some piece of mind.

Security in an insecure time
It’s no secret that the world as we know 
it is not as safe as it once was. With the 
increase in mass shootings in the U.S. 
and terrorist threats popping up across 
Europe and around the globe, now is the 
time to take facility security seriously.

Visitor registration technologies 
provide a simple way to increase 
building security through innovative 

features. Having the ability to quickly 
reference the current visitors in your 
building, and where in the building 
they are located, is invaluable. In case 
of an emergency, being able to find 
and evacuate everyone at a moment’s 
notice can mean the difference between 
a front-page disaster piece and an 
uplifting survival story.

With the litany of alternatives to the 
traditional sign-in sheet popping up 
faster than ever, it’s important to learn 
more about the options available for any 
given building. Based on the features 
discussed, it’s safe to say that the time of 
the log-book has almost come to an end.

Making your facility’s visitor area 
more tech-forward
With the stage set for an update at the 
front desk, here’s how facility managers 
should execute on the introduction of 
visitor management technologies:

 - Assess the situation. First, make 
sure to assess whether or not it 
makes sense to introduce an updated 
visitor experience. Has the facility 
struggled with guest management 
and coordination in the past? 
Take into account whether or not 
there have been security issues, 
communication problems or other 
visitor-related dilemmas. 

 - Research available options. 
There are so many products on 
the market that aid with visitor 
registration and management. 
Make sure to take the time to 
research every option to find the 
right product. There will be some 
more geared toward security while 
others focus on visitor experience. 
Depending on the facilities 
situation, one product might be 
better suited than another.

NOW IS THE TIME TO TAKE 
FACILITY SECURITY SERIOUSLY.



    IT HAPPENS AT 

       EVERY COMPANY

Not true! Certainly mistakes happen, but 

companies that invest in tools to help their 

mailroom successfully execute deliveries 

have a more productive, satisfied 

workforce with less mishaps. We get it.  
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happiness, but it has a big impact!
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SCHEDULE A 20 MINUTE DEMO OF THE MAIL MOBILE APP  
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- Assess implementation 
involvement. It’s important to 
determine how much time and 
energy it will take to implement a 
visitor registration or management 
application. Will it be quick and 
easy — something a facility 
manager can handle alone — or 
will it require an IT team to help 
keep in check? Th ese are important 
questions to ask when determining 
the best product to use.

- Test, test, test. Since the 
introduction of a new front desk 
experience will take some getting 
used to, it’s important to make 
the transition as smooth as 
possible. It may be wise to inform 
the receptionist that he or she 
may need to explain to guests the 
correct way to sign in at fi rst. Or, 
it could be useful to keep the old-
fashioned sign-in sheet present 
during the software trial period.

- Reiterate. Sometimes the fi rst 
option doesn’t always meet 
a building’s needs. If after 
going through initial testing 
it becomes apparent that the 
facility’s demands are not being 
met, it’s alright to start from 
the beginning and try another 
option. Understanding the right 
option can take time and it is by 
no means a failure on the facility 
manager’s part if the fi rst visitor 
management system is not as 
eff ective as he or she may have 
hoped it would be.

Facility managers are challenged 
daily with duties that seem never-
ending. Fortunately, thanks to recent 
technological advances, some of 
these can be better managed and 
streamlined. If visitor registration and 
management can be “put on autopilot,” 
the energy that was once allocated 
to consider a guest’s whereabouts, 

maintain building security and 
effectively manage visitor/host 
interactions can now be redistributed 
to other pressing matters.

With so many tasks at hand, the 
greatest challenge for a facility manager 
may be fi nding a solution that tackles 
them all eff ectively. FMJ
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their facilities’ security to Proxyclick’s Web-based 

visitor management solution.



The water struggle
In facility management there is often a love-hate 
relationship with water. From cooling towers to 
sewer systems and landscape irrigation, water is 
one of the four key elements of nature that must be 
harnessed safely and effi  ciently by facilities.

However, water is a beast unto itself. It loves to go 
where you least want it. When disaster strikes and 
a power line is cut, energy stops; when a window is 
broken, hot or cool air escapes into the sky; but when 
a water system fails, that is usually just the beginning 
of a potentially long and costly series of events.

Unfortunately, water systems, by their operational 
nature, have historically functioned out of sight 
and often out of mind — until something goes 
seriously wrong. Then, it is just a matter of time 
and level of damage before someone eventually 
notices, and even then sometimes we still don’t 
correct the problem.

Outdoor water management is a perfect example. 
Many facilities operate irrigation systems with 
irrigation controllers that are nothing more than 
glorifi ed timers. Th ese are rarely adjusted, so the 
typical facility is overwatering every day. If it rained 
recently; if the weather is warm or cold, the timer 
applies the same amount of water, whether or not 
the landscape needs it.

Overwatering truly shows how applying the same 
approach under varied circumstances can lead to 
serious consequences. Damages from overwatering 
can include:

- Hardscape damage
- Slope and foundation damage and increased 

risk of mold
- Plant loss
- Penalties and fi nes
- Brand damage
- Increased slips and falls

Despite these apparent costs and damages, the vast 
majority of sites simply resign themselves to what 
have traditionally been considered to be unavoidable 
expenses and risks.

Data-enabled water management
Th e good news is this does not have to be the status 
quo. Many facility managers are proving that the 
Internet of Th ings (IoT) and big data are powerful 
tools in realizing extraordinary water and monetary 
savings through smart water management.

Why are leading facility managers now focusing on 
water? Since 2010 water rates in the U.S. alone have 
risen more than 41 percent on average,1 and large 
water users are seeing substantial increases in their 
water costs. As cities are forced to make diffi  cult 

DATA-ENABLED 
WATER

MANAGEMENT
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decisions due to lack of resources, costs to repair or 
retrofi t aging water infrastructure are increasing, 
which means that water prices will continue to rise. 
As water ordinances increase, so will water-related 
non-compliance fi nes. And, as home owners are 
asked to make water use sacrifi ces, unintentional 
water waste by companies can cause signifi cant brand 
damage among customers.

So how do IoT, big data and the cloud all fi t into 
helping solve these problems?

Leveraging IoT
IoT provides the ability to cost-eff ectively establish 
real-time wireless communication, control and 
sensing in the fi eld while leveraging the cloud and 
big data to do the heavy lifting. What is critical 
about this unique array of tools is that it off ers an 
unprecedented amount of information at an equally 
unprecedented low cost, thereby providing the most 
important goal required for meaningful scale — 
economic sustainability.

For instance, as implementation of water restrictions 
and regulations continues, smart water management 

applications can help users keep track of water 
agency compliance regulations. Without them, 
facility managers could spend hours verifying that 
their buildings are in compliance, only to fi nd that 
regulations have changed.

Smart water management solutions provide the 
capability to verify compliance in a single report and 
automatically receive updated information on a regular 
basis. Facility managers can now take these massive 
amounts of information and use analytics to transform 
the data into succinct actionable knowledge.

Th e problem for site water management before IoT, 
big data and cloud solutions were available was the 
inability to realize cost-eff ective continuous visibility 
into a facility’s water use and waste. With aff ordable 
real-time fl ow sensors and wireless technology, 
facility managers and landscape contractors can be 
instantly alerted to any leak issue, whether it happens 
indoors or outdoors.

With smart irrigation systems, irrigation is weather-
based and gathers as much data from the sites as is 
sent down, thereby enabling cloud-hosted big data 

B Y C HR I S S PA IN

As the technological revolution continues to hurtle along at its ever-
accelerating meteoric pace, sometimes the easiest way to navigate 
is to fi nd refuge in the things that are most real: the physical spaces 
where we come together to think, work and play.

In an ever-increasing world of virtual things, it is the world of real 
things such as air, light, energy and — last but not least — water, 
that technology has the best opportunity to make a meaningful 
change in our lives.



systems to identify new problems before they become 
huge expenses. With flow sensors on cooling towers, 
changes in water makeup percentages enable a host of 
operational inefficiency alerts.

Smart water management platforms today are 
saving leading companies billions of gallons of water, 
millions of dollars and thousands of staff hours 
annually. They accomplish this by leveraging field-
proven water sensors and water control systems 
with affordable wireless communications (IoT) that 
connect these systems to the Internet where huge 
amounts of data can be affordably stored (cloud) and 
analyzed (big data) to deliver business intelligence.

Similar to energy management systems, companies are 
able to customize water management systems to their 
unique needs. Facilities that manage their water with 
the same focus as they apply to their energy use realize 
not only proven savings and time efficiency for their 
customers and partners, but that saving water is one of 
the goals with which they want to be associated.

By creating building water use footprints across their 
portfolios, companies can identify use anomalies and 
potential liabilities. Similarly, by understanding site 
water demands and weather normalization, facility 
managers can manage water use through real-time 
dashboards that allow proactive budget monitoring.

System selection
When selecting a smart water management solution, 
be sure to consider three critical issues:

 - Solution track record: If the water 
management solution is smart irrigation, 
ensure it is certified (such as by WaterSense, a 
partnership program by the U.S. Environmental 
Protection Agency) and be sure to check recent 
references of customer sites similar to yours. 
Additionally, have any independent studies 
been performed on the technology? If so, how 
many and by whom? 

 - Total cost of ownership: Your goal as facility 
manager is to ensure you get the biggest bang 
for your buck. Don’t be lured into systems 
that tout low costs only to realize later that 

these “low-cost” solutions fail to deliver more 
than average savings and that the technology  
requires either frequent recalibration or 
replacement to remain accurate. 
 
Instead, look at the total cost of ownership and 
compare on that basis. Look at the technology 
choices offered by large retailers, as they are 
always looking at the long view when selecting 
technology and are extremely cost conscious.

 - Extensibility of solution: A key consideration 
when selecting a smart water management 
solution is whether it is based on an entire 
platform that allows you to efficiently and 
economically add additional solutions and 
address new pain points as they arise. Can the 
solution interact with smart building systems 
and is there an integration application program 
interface available as well?

IoT and big data have certainly been dragged into 
the world of major buzzwords, which should always 
trigger caution. However, despite the hype they offer 
true value which can be applied to some of a facility’s 
most important issues and cost areas. The key is to 
make sure your first foray into the world of IoT and 
big data makes economic and operational sense — do 
not fall victim to data for data’s sake.

Be sure to also recognize your biggest obstacle when 
implementing a new system: team adoption. As 
difficult as that obstacle may be, remember to select 
a solution that delivers more than simply data and 
analytics. Make sure your system delivers what really 
matters — actionable knowledge that saves the team 
time, money and, ideally, one of the planet’s most 
precious resources. FMJ

REFERENCE
1. www.circleofblue.org/waternews/2015/world/price-of-

water-2015-up-6-percent-in-30-major-u-s-cities-41-
percent-rise-since-2010/

Chris Spain is CEO and president of 

HydroPoint, which he co-founded in 2002. 

HydroPoint is the established leader in 

smart water management solutions 

designed to identify, eliminate and 

automatically manage water at the last 

mile. As an EPA WaterSense® Manufacturer Partner of the Year, 

HydroPoint’s WeatherTRAK® smart irrigation system helps 

commercial, municipal and residential customers cut US$137 

million in expenses saving 15 billion gallons of water and 62 

million kilowatt-hours hours of energy in a single year.

IOT AND BIG DATA ARE 
POWERFUL TOOLS IN REALIZING 
EXTRAORDINARY WATER AND 
MONETARY SAVINGS.



ARE YOU IN 

Property professionals like you are resourceful—and work 
hard to stay on top. Know this: You’re guaranteed to 
discover smart new ways to improve building performance 
when you take advantage of commercial real estate’s 
leading educational program. Learn the most up-to-date 
CRE strategies and proven practices to keep your building 
operating at optimum efficiency. MAKE SURE YOU’RE IN 
THE KNOW.

REGISTER TODAY AND SAVE $100. www.BOMAConference.org

The education sessions 
offered at the BOMA  
Conference provide a wide 
variety of topics but most 
important to me was  
the interaction between the 
presenters and participants. 
The knowledge, insight and 
experience each brings to 
the conference is absolutely 
invaluable, giving you  
the benefit of a different 
perspective. 

Wade Lange, CPM, RPA, FMA, 

Vice President, Regional Manager  

American Assets Trust

THE KNOW? 

P r e s e n t e d  b y  B O M A  I n t e r n a t i o n a l  a n d  B U I L D I N G S
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WAYFINDING 
SIGNAGE RESISTS 
UV AND CORROSIVE 
ENVIRONMENTS
Wayfi nding signage is an essential 
component of meeting facility accessibility 
standards. Interior and exterior signage 
presents the issue of durability against 
both indoor and outdoor elements. 
Duets™ by Gemini has announced that 
its complete line of engraving and 
architectural sign substrates has been 
tested and proven to resist damage caused 
by exposure to ultraviolet (UV) light and 
corrosive salt spray.

Duets substrates underwent rigorous UV 
resistance testing with an Atlas™ Xenon 
Weather-Ometer and corrosion testing 

with the Advanced Cyclic Corrosion 
Exposure System. The results of the 
testing indicated extensive resistance to 
both forms of exposure.

The Atlas Xenon Weather-Ometer 
exposed DuetsTactiles™ and Laser XT 
products to a high-watt Xenon Arc bulb 
with the destructive capability of direct 
sunlight, in addition to varying levels of 
humidity and darkness, to exaggerate 
and accelerate environmental conditions 

likely to be encountered in the fi eld. The 
machine also employs cyclical humidity 
and temperature features to ensure 
substrates comply with one of the most 
stringent and widely adopted standards 
within the automotive industry.

In addition to UV resistance, engraving 
substrates were tested for corrosion 
resistance from environmental moisture 
or chemicals with the Advanced Cyclic 
Corrosion Exposure System. This process 
includes repeated immersion in salt fog, 
and exposure to moisture and heat cycles 
to simulate long-term eff ects of the 
harshest environmental conditions.

To learn more about Duets by Gemini sign 
substrates and testing programs, visit 
www.duetsbygemini.com or contact the 
company directly at +1-800-548-3356.

DIGITAL IMAGERY NOW 
FEATURED ON ARCHITECTURAL 
COLUMN COVERS
Móz Designs Digital Imagery, 
an imaginative new metal 
surfacing material, is now 
available for application onto 
architectural column covers. 
Móz Digital Imagery integrates 
the visuals of a photograph or 
abstract art with the textural 
grains of Móz metals for a 
unique multi-layered eff ect. 
Images are printed on solid core 
or perforated aluminum, and 
Móz color collections can be 
added to create a custom look.

Móz Digital Imagery allows 
exceptional fl exibility for 
design creativity. Customers 
can submit their own high-
resolution photos or artwork 
for printing. The images are 
printed on solid core aluminum 

.040 to .125 inches thick or 
perforated aluminum .063 to 
.125 inches thick. Móz column 
covers are off ered in round, 
oval, square or racetrack 
shapes, with durable fi nishes 
available in gloss or matte. Móz 
metal products are fabricated 
from 80 percent post-
industrial recycled material 
and contribute to LEED 2.0 MR 
Credit 4, Recycled Content.

Móz columns are shipped ready 
to anchor to metal studs and 
all bracketing, angles, trims 
and clips are included. Any 
column height can be achieved 
with stacking segments, and 
the columns can be installed in 
exterior or interior applications. 
Additionally, column covers 

can be ordered with either 
vertical or horizontal reveals, 
insulation or sound deadening 
treatments, seam trims, 
recessed bases and/or capitals.

For more information or to 
request product samples, 
contact Móz Designs at +1-
510-632-0853 or visit Móz 
online www.mozdesigns.com.
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1550-NANOMETER INFRARED 
LED LIGHT BAR WITHSTANDS 
EXTREME ENVIRONMENTS
The Larson Electronics 
LEDLB-24E-IR-1550NM 
LED light bar off ers high-
infrared light output and 
extreme durability for 
demanding operating 
conditions. This infrared 
LED light bar produces 1550 
nanometers of infrared light 
and produces a beam that 
is 900 feet long by 100 feet 
wide, which can only be seen 
through the use of night-
vision goggles.

Twenty-four Edison 
Edixeon® 3-watt infrared 
emitters are arranged in 
rows and paired with high-
purity 10-degree optics to 
produce a tightly focused 
spot beam. This light is 
also off ered in a fl ood beam 
pattern with 35-degree 
optics to produce a wider 
beam spread that provides 
more light over a larger area. 
These LED light bars are 
IP68 rated and waterproof 
to three meters, sealed 
against intrusion by dust 
and dirt and very ruggedly 
constructed to withstand 
the most demanding 
environments. This light can 

run on any voltage from 9 to 
42 volts and is ideal for use 
in commercial and industrial 
security applications as well 
as military environments.

The entire LEDLB series is 
constructed of extruded 
aluminum and features 
heavier housings, rubber 
isolated mounts and 
unbreakable polycarbonate 
lenses to provide increased 
durability against vibrations, 
impacts, waves, hard rains, 
sand and high winds. 
The extruded aluminum 
housing also incorporates an 
advanced heat radiating fi n 
design that dissipates heat 
effi  ciently to produce the 
maximum amount of power 
and longevity from the 
integrated Edison Edixeon® 
Emitters. The end result is 
more light and longer LED 
life with higher average 
intensity maintenance after 
50,000 hours.

To learn more about Larson 
Electronics’ industrial 
lighting and power 
distribution products, visit 
www.larsonelectronics.com.

LED RETROFIT MODELS 
ALLOW EASY CONVERSION 
FROM LINEAR FLUORESCENT 
TROFFERS

Two new 2-by-2-foot LED Retrofi t models expand
Litetronics’® innovative patented system to convert 
conventional 2-by-2-foot T8 or T12 U-shape fl uorescent 
ceiling troff ers to much more energy-effi  cient linear LEDs. 
The result is an inexpensive, energy-effi  cient, ultra-long-life, 
maintenance-free interior lighting system for a wide variety 
of commercial, industrial and institutional end users.

» Two-lamp LED retrofi t replaces typical U-shape linear 
fl uorescent T8 lamp system and consumes only 22 
watts while producing 2,300 lumens with a color 
rendering index of 83

» Four-lamp LED retrofi t replaces two 1 5/8-inch 
U-shape fl uorescent lamps and consumes 52 total 
watts while producing 5,380 lumens with a color 
rendering index of 83

The rated operating life of 85,000 hours per Litetronics®
unit lets facility operators enjoy 50 percent or higher energy 
savings compared to T8 or T12 U-shape linear fl uorescents 
throughout years of use for both products. The two- and 
four-lamp LED retrofi ts are available in 3500, 4000 
and 5000K and are UL listed, DesignLights Consortium 
recognized and backed by a 7-year factory warranty.

Learn more about the innovative new LED retrofi t models 
and other Litetronics® advanced-design energy-saving light 
sources and customer capabilities by visiting Litetronics® at 
www.litetronics.com or calling +1-800-860-3392.
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MULTI-USER LAVATORY BLENDS 
STREAMLINED STYLING WITH 
SUSTAINABILITY AND EASY 
MAINTENANCE
Bradley Corporation, a producer of 
high-design, multi-user lavatories, 
introduces the Verge® LVS-Series 
to its line of elegant, sleek and 
refi ned Verge® Lavatory Systems. 
Characterized by its elongated and 
organic design, the Verge LVS-Series 
features individual drains, creating 
personalized hand washing space 
for multiple users and eliminating 
communal water concerns.

Made from Bradley’s durable, 
sustainable and moldable Evero® 
Natural Quartz surface, the Verge 
LVS-Series combines functionality 
with a high design aesthetic. 
Evero is also available in the new 
Evero Pearl Series, made of a 
blend of bio-based resin, natural 
quartz, seashells and recycled 
glass. The lustrous color palette 
is made with 70 percent recycled 
content. GREENGUARD certifi ed 
as a low-emitting material, Evero’s 
considerable recycled content is 
ideal for sustainable high-end 

applications, as it contributes to 
LEED points.

Constructed with a smooth, 
seamless fi nish, Evero’s non-
porous surface does not support 
microbial growth, and is stain, 
chemical, scratch and heat 
resistant. In addition to a Class 
A fi re rating, it meets American 
National Standards Institute 
standards Z124.3 and Z124.6, and is 
backed with a 15-year guarantee.

Available in three standard models, 
including one, two or three stations, 
the Verge LVS-Series creates 
distinctive restroom spaces for 
contemporary offi  ce buildings, hotel 
lobbies, fi ne art establishments, 
retail and restaurant environments, 
spa resorts and more.

For more information on Bradley’s 
line of plumbing fi xtures, washroom 
accessories and partitions, visit 
www.bradleycorp.com.

MOBILE CORPORATE 
MAIL APP TRACKS 
STEPS, DELIVERIES 
AND LEADERBOARD 
STATS
iOffi  ce, an IWMS software designed for 
corporate workplaces and a Silver-level 
Corporate Sustaining Partner of IFMA, is 
reinventing corporate mail delivery. Gone 
are the days of easy package delivery to one 
numbered offi  ce. Today, people work at hot 
desks, in collaborative spaces, at mobile 
desks and cubicle-free fl oors — making it 
more diffi  cult to get the right package into 
the right hands, quickly and easily.

iOffi  ce’s newest mobile app complements its 
popular Mail Module. Available in iOS, this 
app version of its desktop mail module turns 
mail delivery into gamifi ed fun. It tracks your 
steps, number of packages delivered and sets 
up a company leaderboard to track who is 
delivering the most packages fi rst.

Unlike any other corporate mail app, iOffi  ce 
gives mail workers a full visual diagram of 
fl oors and buildings when delivering packages. 
Prior to the iOffi  ce Mobile Mail App, mail 
and package carriers could search offi  ces 
by room number only. As a SaaS-based 
platform, the Mobile Mail App ties in directly 
to the corporate fl oor plan and is constantly 
updated with the exact desk location for each 
employee. Now mail employees can reach 
their coworkers faster, with fewer errors and 
misplaced or misdelivered packages.

Just as powerful as the desktop application, 
the Mobile Mail App gives deliverers and 
recipients the freedom to access and track 
information anywhere, even offl  ine. Address, 
delivery and tracking data can be accessed 
(even without an Internet connection) and 
automatically updates again once a Wi-Fi 
connection is established.

To learn more about the iOffi  ce Mobile Mail 
App, schedule a one-on-one demo at 
www.ioffi  cecorp.com/demo.
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See a different 
side of Lowe’s.
Turns out the same Lowe’s you go to for keeping 
your home in shape is the same Lowe’s you can 
count on to keep your facility running like a machine. 
You’ll fi nd all the supplies, resources and savings 
you need. Plus, you can get 5% off every day* 
when you use Lowe’s Business Credit. 

Visit LowesForPros.com/FMJ to learn more or 
just stop by the ProServices Desk at your nearest 
Lowe’s to get started.
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SUSTAINABILITY • ROOM SCHEDULING & HOTELING • MOBILE & WORKPLACE SURVEYS • BIM  

WWW.FMSYSTEMS.COM   800.648.8030 POWERFULLY SIMPLE

Agile Workplace Management Hoteling/Room Scheduling Mobile Technologies

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. Stop by and see us in booth 214 at IFMA’s 

Facility Fusion & Expo 2016 or learn more at http://go.fmsystems.com/fmj.

TOOLS FOR MANAGING 
THE DYNAMIC WORKPLACE
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FM SPOTLIGHT

MYRNAN FRONCZAK
JANUARY 2016 MEMBER OF THE MONTH

Myrnan Fronczak currently 
serves as property director for 
the Girl Scouts of Colorado 
and was nominated as 
Member of the Month by the 
Denver Chapter of IFMA.

Fronczak has been involved 
with IFMA as a member for 
more than 26 years, originally 
with the San Diego chapter 
and followed by the Denver chapter beginning in 1996. 
She has participated at every level of leadership, including 
serving as president of both chapters, and currently serves as 
communications chair for the Denver chapter.

Her passion to support people through maintaining excellent 
facilities is an ongoing example to the industry of how to 
best serve customers. An advocate of education, she has 
helped to develop a culture of learning within the Denver 
chapter, working to encourage members to achieve industry 
credentials such as the CFM® and FMP® designations. She 
has also received numerous awards, including professional of 
the year and distinguished leader of the year, by both the San 
Diego and Denver chapters.

MEMBER MONTHof the

IFMA NEEDS YOUR HELP! Nominate a member who has made a diff erence in the FM industry at 
www.ifma.org/membership/member-of-the-month, or contact Senior Manager of Membership Lauren Krueger at 
lauren.krueger@ifma.org for information on the nominating process.

G E T  T O  K N O W  I F M A’ S    

JANUARY 2016
M E M B E R  O F  T H E  M O N T H

A
s members of the world’s premier 
association with a network of more 
than 24,000 facility management 

professionals, IFMA recognizes how 
hard you work in your careers and in 
advancing the FM profession. It is 
through members such as you that the 
association has had a positive influence 
and made a difference in increasing the 
visibility of facility management.

In 2015, IFMA committed to further 
recognizing your accomplishments within 
the industry by developing a Member of 
the Month program. Members selected 
for this honor gain additional recognition 
from their peers and IFMA.

Please join us in congratulating Myrnan 
Fronczak, IFMA’s January 2016 winner. 
Refer to the Member of the Month 
podcast and video linked at the top of this 
page to hear directly from her.

IFMA’s January 2016 
Member of the Month

FMJ EXTRA

C L I C K  T O  L I S T E N
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Th is article is part of a regular series in FMJ Extended 
contributed by IFMA’s Environmental Stewardship, Utilities and 
Sustainability Strategic Advisory Group.

R ecent natural disasters, such as the 
Japanese earthquake and tsunami in 
2011, Hurricane Sandy in the United 

States in 2012, and the fl oods in Europe in 
2015, have massively disrupted communities 
and economies across the world. As damage 
cost estimates to businesses, governments 
and individuals continue to increase, and as 
extreme weather events increase in frequency 
and magnitude of damage, more communities 
and organizations are focusing attention on 
resilience planning and investments.

B Y E .  S A R A H S L AU G H T E R A ND E R I C T E I C H O L Z

RESILIENCE 
PLANNING
FOR FACILITY 
MANAGERS
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In certain locations, resilience 
planning is required for all 
facility-related investments. For 
example, New York City added new 
requirements to its Building Code1 
and Boston requires a resiliency 
checklist for all projects.2 Some 
organizations require resilience 
assessment and investments for all 
real property assets; for example, the 
U.S. Federal Government is required 
to assess and improve the resilience 
for all built facilities.3

The challenge for facility managers and 
other professionals responsible for the 
built environment is to understand 
the key concepts associated with 
resilience that impact buildings and 
employees. They should act to identify 
and prioritize major vulnerabilities and 
hazards, and incorporate resilience into 
operational and investment planning.

The risk profile of buildings is 
changing because of natural (e.g., 
extreme weather events) and human-
caused events. IFMA and other 
organizations have an important 
role in developing capabilities and 
capacities within facility management 
to improve resilience through training 
and resource materials.

Defining resilience
Resilience can be seen as the capability 
of an organization or system to 
accommodate changes over time and 
to continue to function. The original 
concept of resilience was developed 
in the field of ecology in 1973 by 
Prof. C.S. Holling as “persistence of 
systems and their ability to absorb 
change and disturbance and still 
maintain the same relationships 
among populations.”4 More recently, 
the U.S. National Academies of 
Science, Engineering and Medicine 
defined resilience as “the ability to 
prepare and plan for, absorb, recover 
from, and more successfully adapt to 
adverse events.”5

These types of changes can be divided 
into acute disruptions and chronic 

stressors. Acute disruptors include 
natural disasters (including storms), 
accidents (ranging from car accidents 
up to events such as Three Mile 
Island and Chernobyl) and malicious 
attacks (such as the World Trade 
Center bombing).

These events occur within a limited 
time period and cause immediate 
damage to built, social and natural 
systems. The damages can propagate 
to interdependent systems and cause 
secondary and tertiary damage. 
For example, the 1979 Loma Prieta 
earthquake in California caused a power 
outage and ruptured a gas pipeline, 
which started a fire. Without the 
electricity to pressurize the fire hydrant 
system, the fire had to be extinguished 
with other, more distant, resources.6

Chronic stressors tend to emerge 
over longer time frames, and include 
economic downturns (such as 
the 2008 international economic 
recession), social shifts (such as the 
increase in telework arrangements) 
and extreme climate change impacts 
(such as drought or sea level rise). 
These stressors may impair multiple 
systems simultaneously and may 
make it difficult to discern the discrete 
immediate and long-term impacts.

For facility managers, chronic 
stressors can alter the way in which 
the facilities are used and provide 
value for the organization. For 
example, a company that requires 
large quantities of water to operate 
its facilities may, during an extended 
drought, need to either curtail 
operations or relocate its facilities to 
ensure functionality.

Resilience and sustainability
Resilience is different from, but 
complementary to, sustainability. 
Sustainability can be defined as the 
balance among social, economic and 
natural systems to enable health, 
safety and well-being for all, and 
to ensure social justice, economic 
opportunity and environmental 
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regeneration. Sustainability strategies 
for the built environment often 
focus on improving the efficient 
and effective use of resources and 
reducing, eliminating and mitigating 
environmental impacts. These 
sustainability strategies can also 
improve resilience; for example, 
increasing the energy and water 
efficiency for a facility by 50 percent 
can allow that facility to function for 
twice as long on the same resources.

To optimize resilience, facility 
managers should incorporate 
sustainability into the resilience 
plan. For example, if there is a high 
probability of a blackout that will 
require backup power, FMs should 
plan first for the most efficient use 
of power under both normal and 
extreme conditions, and second, for 
that power to be provided by a fuel 
that will minimize greenhouse gas and 
other emissions.

IFMA’s Environmental Stewardship, 
Utilities and Sustainability Strategic 
Advisory Group provides a number 
of sustainability support tools and 
educational products that directly 
impact resilience for the buildings 
managed by IFMA members. These 
include, for example, how-to guides, 
benchmark reports using tools such 
as ENERGY STAR’s Portfolio Manager 
and a series of outreach programs 
on a variety of sustainability topics 
through channels such as FMJ 
articles, webinars, chapter outreach 
programs, newsletters, etc.7

Resilience planning for facility 
management
Resilience planning for facility 
management is the process through 
which an organization identifies 
the overall strategies and specific 
mitigation tactics it can employ to 
improve the capacity of its facilities to 
accommodate changes over time and 
maintain functionality.

Resilience planning is distinct from 
business continuity planning and 

disaster preparation. While business 
continuity planning and disaster 
preparation focus on immediate 
actions during and just after an acute 
disruption, resilience planning focuses 
on the longer-term functionality of 
the facility for the organization (and 
adjacent community) before, during, 
immediately after and long after a 
specific disruption or event.
Facility management resilience plans 
are an increasingly crucial part of 
overall organizational planning for 
acute disruptions. They can also be 
critical inputs for an organization’s 
strategic planning, particularly 
for maintaining mission-critical 
operations in the face of both acute 
disruptions and chronic stressors.

Below are four steps for FM 
resilience planning.

Steps
 - Identify and characterize 

currents assets 
The first step of FM resilience 
planning is to identify and 
characterize all built, human and 
natural system assets directly 
associated with — or in close 
proximity to — the facilities 
in question. The data may 
include attributes such as the 
size, condition and function of 
the facility itself as well as the 
identification and prioritization 
of specific facilities that are 
core or unique to a particular 
organization, particularly the 
human resources and strategic 
operations of that organization. 
 
The data collected should also 
identify and characterize the 
critical infrastructure services 
(including transportation, 
energy, water, waste and 
communications), human 
capabilities, natural systems and 
other resources upon which each 
facility depends. Thus, resilience 
is strongly interconnected 
with the urban infrastructure 
in which the building resides. 
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A resilient building is not effective if its critical 
infrastructure services are not functioning. 

 - Assess current and emerging vulnerabilities  
and hazards 
The second step is to assess current and emerging 
natural and human caused vulnerabilities and 
hazards to the facilities, people and natural 
resources, including threats to the adjacent 
communities and infrastructure services. Depending 
on the scope of the resilience planning process, 
priority may be given to acute disruptors that are 
most relevant for each location (e.g., climate change 
events such as drought and wild fires in California). 
The role of the FM is to define how to manage the 
vulnerability analysis, convene the stakeholders 
that will be involved with a particular risk, assess 
the risks associated with a particular vulnerability 
(including the regulatory issues), and coordinate 
with recovery and continuity planning. 
 

Multiple resources exist to identify location-specific 
vulnerabilities, such as local and state hazard 
mitigation plans (which are required in the United 
States under the Federal Emergency Management 
Act for disaster relief). These hazard mitigation plans 
record the timing and impacts of past extreme events, 
identify likely future extreme events, and describe 
current and future mitigation efforts. 
 
Additional resources may include local, regional or 
national assessments of climate change impacts, 
including extreme heat, drought, sea level rise and 
storm surge, and hurricanes/cyclones. The U.S. 
recently released the National Climate Assessment, 
which provides an assessment of climate change 
impacts by region and sector.8 For example, the U.S. 
Army Corps of Engineers studied the vulnerability 
of the U.S. North Atlantic coast, specifically major 
population centers and infrastructure assets, to 
flooding and storm surge under scenarios that include 
almost four feet of sea level rise in the next 100 years, 
and rated the vulnerability of different regions.9 
 
This step for facility management will also assess the 
degree to which an extreme event (or a series of such 

events) will damage each facility, and to what extent 
the FM team and organization may be able to maintain 
functionality despite the damage(s). For example, 
a facility site may flood during extreme rains; if the 
floods only affect the parking lot and other noncritical 
functions, this facility is less vulnerable to that hazard 
than a facility that has permanent damage to critical 
functions (such as power loss), or compromises health 
(such as mold growth). 
 
This step should also assess the extent to which 
damage to a facility may cause harm or damage to 
nearby people or adjacent facilities. For example, if 
loss of fire protection during an event could cause a 
fire or explosion, or release of hazardous materials 
or gases, the organization is highly vulnerable to this 
risk for this facility. 

 - Identify and assess resilience interventions 
During the third step, facility managers identify 
and assess potential interventions to reduce the 
vulnerabilities, and improve resilience of the facility 
and the organization as a whole. Interventions can 
include: 1) capital investments to modify, augment, 
or buffer real property assets; 2) operations and 
procedures to manage the human, built and natural 
systems; and 3) initiatives to redirect human or 
natural system flows to reduce damage and harm. 
The potential interventions should be prioritized 
with respect to the criticality of the functions and 
operations, and protection of human life across the 
full portfolio of facilities. 
 
Certain interventions may be “stopgap” actions 
that provide immediate benefit for high probability 
events, while other interventions may require a 
progressive series of actions that together reduce 
the vulnerability or improve the capacity to absorb 
the impact or recover quickly. Resources for 
specific interventions for existing buildings include 
Building Resilience in Boston: Best Practices for 
Climate Change Adaptation and Resilience for 
Existing Buildings,10 Retrofitting Buildings for Flood 
Risk,11 and multiple publications from the U.S. 
Federal Emergency Management Agency, including 
Unreinforced Masonry Buildings and Earthquakes: 
Developing Successful Risk Reduction Programs.12 
 
Appropriate interventions will be specific for each 
location, organization, facility and operation, and 
may include collaboration and coordination with 
neighboring properties, local communities and 
regions, and other organizations. The impacts of 
acute disruptions and chronic stressors will not be 
limited to a specific place, or necessarily be apparent 

Effective resilience planning not 
only mitigates risks but also can 

significantly improve the long-term 
value of built facilities.
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immediately, and prudent resilience planning will 
consider the full systems impacts of these changes. 

 - Incorporate resilience into all investment and 
operations planning 
The final step is to incorporate FM resilience planning 
in all capital investment and operations plans. The 
construction of new facilities and the renovation of 
existing facilities should explicitly consider assets, 
vulnerabilities and resilience interventions as a 
matter of course, and leverage the progress achieved 
through sustainability actions. It is less expensive to 
include resilience from the start than to come back 
after a disaster to rebuild or repair. 
 
Additionally, education and communication 
play an important role here. All stakeholders 
must understand how various risks impact the 
operational, financial and functional health of 
the organization as well as the organization’s 
responsibility (and liability) for the health, safety 
and well-being of its employees and stakeholder 
communities. The stakeholders must be committed 
to and support the resilience plan.

Our industry is not doing enough to address resilience 
planning. It behooves organizations such as IFMA to 
educate members and share best practices in order to 
address this growing threat to the built environment 
and the health and welfare of employees. Effective 
resilience planning not only mitigates risks but also 
can significantly improve the long-term value of built 
facilities. FMJ
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QUESTION
You have been contracted by a client to help them implement a new 
computerized maintenance management system (CMMS). The new 
CMMS will replace an existing automated work order system that is 
10 years old. This will require end users to significantly change the 
way they submit work orders. In light of the fact that most people are 
“change adverse,” what advice would you give your client to help make 
this change, specifically in the way their end users utilize the system, as 
smooth a transition as possible?

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 Mark Sekula, CFM, 
FMP, LEED AP, IFMA Fellow, president of Facility 
Futures, Inc., at msekula1@wi.rr.com. 

Visit FMCC online at fmcc.ifma.org or join the 
conversation on the council’s LinkedIn group at 
http://linkd.in/1gAa8ae.

In each issue of FMJ, IFMA’s Facility Management 
Consultants Council shares some commonly asked FM-
related questions accompanied by advice from top FM 
consultants. The questions and answers presented in this 
section align with IFMA’s core competencies following the 
themes outlined for the given edition of the magazine.

While the following answers are intended to be helpful, 
these responses should not be deemed complete and are 
limited in context by the space allocated. Please contact 
the individual consultants directly for further explanation 
of the opinions expressed.

The theme of this edition of FMJ is “Tech Trends.”

ASK THE EXPERTS
B Y  I F M A ’ S  F A C I L I T Y  M A N A G E M E N T  C O N S U L T A N T S  C O U N C I L



MARCH/APRIL 2016 109

Reynolds is with FM-CONSULT-CREATE. He joined FMCC in 2014, is a recent CFM and has held 

an FMP since 2004. His background is in systems, project management and consulting in small 

companies serving a variety of clients and industries. He holds degrees in science, engineering 

and allied health areas. 

He focuses on FM as organizations adopt asset and risk management principles and practices, 

where clear, visible, interactive and maintainable processes and models, data and measurements 

can better frame FM in alignment with organization strategies and objectives. Reynolds’ pro 

bono work includes construction, maintenance, safety and health. He is also a member of IFMA’s 

Environmental Health and Safety Council.

A N S W E R : 
Two questions for the client: 

 - What is the project/problem 
scope? If the client’s goals 
with respect to work order 
submission and processing 
are mainly to reproduce the 
previous results, minus the 
risk and trouble of a system 
that’s no longer supported, 
the picture is different from 
launching a new CMMS that 
should provide opportunities 
to improve the work order 
and fulfillment processes as to 
effectiveness and economy.

 - Is the current process designed 
and documented by a team? 
Does it have a custodian to 
keep documentation and 
track results? Does it have 
performance measures? Or is 
it just familiar and informal 
— one that users just accept, 
without much thought about 
whether things could be better? 
Everyone has plenty to think 
about. Why change the work 
order system when other issues 
need attention more?

A basic, minimal answer: If the answer 
to No. 1 is as-is replacement and 
to No. 2 that technology, old and 
new, comes from management and 
the challenges are acceptance and 
training, then market the transition 
to users through focus groups and 
internal media. Deliver orientation, 

training and ongoing support to all 
types of users of the new system until 
it becomes accepted. Step in before 
the new one goes live. Involve users. 
Also, configure the new form(s), 
dashboard(s), etc. to at least resemble 
the old interface in as many ways as 
practical without sacrificing functions 
needed now or later. You can, for 
example, include but hide new 
features, then roll them out later.

To really get buy-in and success: If 
the answer to No. 1 is that your client 
has strategies, objectives and goals 
toward improvement over a planned 
interval — say, refining the work order 
processes for new results and better 
outcomes — and the answer to No. 2 
is that it is time to realize continual 
improvement involving all parties in 
the work order process, then help the 
client to form a team with a strong 
representation of groups who use and 
derive value from the CMMS. Their 
assignment: define work process, 
define results to track, targets to reach 
and what to do if the process under- or 
over-performs.

As a consultant, I want to help my 
client toward continual improvement, 
which might be best afforded by a 
new CMMS. But buy-in is essential no 
matter what.

A N S W E R E D  B Y : 

David Reynolds, CFM, FMP
Mississippi, USA
+1-504-481-2627
davidreynoldsfm@pobox.com

Bryan is facility manager of TD Bank Group 

and has worked with Brookfield Global 

Integrated Solutions for close to three years 

taking care of roughly 80 retail sites. He 

previously worked for Direct Energy running 

the service department in charge of dispatch, 

quoting, scheduling, coordinating projects and 

managing major customers.

A N S W E R :  I would advise my client 
to first explain to all users why the 
changes are taking place and the 
benefits to both the client and the 
user (e.g., faster response time, 
quicker payment, etc.).

It’s always important to let the users 
know why you are changing the 
system and the benefits that come 
with the change — this will get the 
users excited that it is improving.

I would advise the client to give 
ample time for the transition; if 
users have enough training time 
they feel more at ease and they won’t 
push back with a negative attitude.

I would also recommend having a 
hotline or on-site personnel to 
assist users at any time to ensure 
a smooth transition.

A N S W E R E D  B Y : 

David Bryan  
Ontario, Canada
+1-705-735-2939
c +1-705-331-5189
david.bryan@brookfieldgis.com
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A N S W E R :
- Focus on the workflow that

makes the most sense for
the organization in terms of
efficiency and effectiveness.

- Examine the new tool and see how
it fits the agreed-upon workflow.
Either modify the tool or search
for another that is adaptable. (I
find that a 70 percent rewrite is
generally needed to tailor one to
FM requirements.)

- Have FM lead the modifications
and iterations with IT help, but
definitely not the other way
around. Determine the need
for and degree of integration
with other operations and
maintenance systems.

- Pull together a pilot group,
highlight the changes and let them
debug/critique the modified tool.

- Implement with a grace
period for building occupants,
communicating prior to, during
and following implementation.

- Provide feedback to the vendor on
everything you found out in the
process and negotiate a support
agreement that is mutually
beneficial.

- Teach other FMs and clients how
to do the above.

A N S W E R E D  B Y :

Dr. Doug Aldrich, CFM, IFMA Fellow
Denver, Colorado, USA
+1-720-253-8974
doug.aldrich@comcast.net

A N S W E R :  Change is about getting people to accept it. Gaining people’s 
acceptance of changes in the way they access or request services from facilities 
includes convincing them that the changes won’t negatively impact them and 
that they will, in fact, benefit them. Here are some methods you can use to 
improve the likelihood that your users/occupants will welcome and embrace 
your new changes:

- Consider the change as part of a sales initiative. You may think it is the
best thing to do, but users won’t see or care about many of the benefits
you get from the new system, so you need to figure out what matters to
them. Talk to them about benefits to them, not benefits to you.

- Think about what the user/occupant objections might be and take those
into account. If you don’t know or aren’t sure, ask.

- Do your homework with existing satisfaction survey results and past
performance such as time to complete requests or complaints/issues you
have from users of the current system. Then, use this information to show
how the new implementation will solve or prevent the problem.

- Design your systems/processes not just for your needs. Consider the user/
occupant experience and minimize the time required for a work order to be
acted on and the effort for someone to place a request and learn of updates
to their request. (Think short phone menus, pick-up times, easy Web
forms, etc.)

- Do a trial with one building, one department or one area. Hold a facilitated
discussion session to gather feedback and incorporate comments. Gaining
acceptance from one group by incorporating their input will make it easier
to sell to everyone else. And, you will work the bugs out of your process
before “going live.”

- If you know there will be specific people or departments who are your
greatest roadblock, engage them up-front in the process instead of trying
to avoid them. Use their suggestions to modify your approach or mitigate
their concerns to the point where they can no longer object.

A N S W E R E D  B Y :

Michel Theriault, FMP, RPA, LEED AP
Guelph, Ontario, Canada
+1-519-803-5401
michel@strategicadvisor.ca

With five decades of industry experience 

and FM consulting, Aldrich is a strategic 

leader, laboratory expert and globality 

advocate. He was chair of the IFMA Board of 

Directors, cofounded IFMA’s Research and 

Development Council, has served on advisory 

boards, communicates in word and print, and 

helps nonprofits.

Theriault has been in FM for 25 years, working in-house and with an outsource provider and 

has been an FM consultant for nearly a decade. He is an award-winning author, international 

speaker and a qualified IFMA FMP® instructor. His award-winning book, “Managing Facilities 

and Real Estate,” emphasizes strategy, management and leadership in the FM role. 

As principal and strategic advisor of FM Insight Consulting Ltd., Theriault focuses on 

management and strategic issues, helping facility managers in a wide variety of industries 

analyze, justify, plan and implement their initiatives with a strategic approach. For more 

information, visit his website at www.strategicadvisor.ca or his blog at thebuiltenvironment.ca.
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BUILDING CONSTRUCTION/DESIGN
BHDP
BHDP is recognized for intelligent, innovative 
and inspiring solutions in architecture, planning, 
interior design, project management, custom 
facility management and strategic consulting; 
and now offers location-tracking tools and 
analytic support via AVUITY. BHDP serves five 
core markets: workplace, retail, higher education, 
integrated industrial design and science. For more 
information, visit www.bhdp.com.
www.bhdp.com l +1-513-271-1634

B U I L D I N G  M A I N T E N A N C E / S U P P L I E S
Lowe’s Companies, Inc.
Lowe’s Commercial Services is your best partner 
in business with more than 1,700 stores and more 
than one million items available for all your facility 
management needs.
www.lowesforpros.com l +1-336-232-4801

B U I L D I N G  S E R V I C E S
Cintas
Cintas leads the industry in supplying corporate 
identity uniform programs and in providing 
entrance and logo mats, restroom supplies, 
promotional products, first aid, safety, fire 
protection products and services, and industrial 
carpet and tile cleaning. We operate more than 
400 facilities in North America — including six 
manufacturing plants and eight distribution 
centers.
www.cintas.com

E L E C T R I C A L / W I R E  M A N A G E M E N T
Connectrac
Connectrac® wireways are the best floor-
based solution for bringing power, data and 
communications from the wall to all interior 
commercial applications without core drilling, 
trenching or unsightly power poles. Available in 
in-carpet or on-floor options, Connectrac provides 
its customers with cable management that is easy 
to install and gives a subtle and elegant look to a 
workspace. Connectrac is quickly becoming the 
go-to solution for top corporations, government 
agencies and universities.
www.connectrac.com l +1-877-480-5637

F I R E  D E T E C T I O N / P R O T E C T I O N /A L A R M / S Y S T E M
AGF Manufacturing
AGF Manufacturing fabricates products for 
the fire protection industry and was founded 
on the principles of reliability, versatility and 
compatibility. AGF is continually working in the 
field to improve existing products and introduce 
new ones. We strive to provide the best products 
backed by a commitment to customer service. 
By engineering more intuitive products, AGF 
helps you manage your fire safety systems more 
efficiently, resulting in more reliable systems that 
save resources and money.
www.testandrain.com l  +1-610-240-4900

F M  C O N S U L T A N T S / S E R V I C E S / P R O V I D E R S

ARAMARK Facility Services
Innovation is what Aramark brings to the everyday 
to deliver comprehensive facility 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 l +1-800-901-7373

Companies in BOLD ITALIC are IFMA Corporate Sustaining Partners.

V E N D O R  P R O F I L E S

The following product and service providers offer solutions for your everyday and specialized facility management needs.
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C&W Services
C&W Services is one of the largest facility services 
companies in the United States and Canada with a 65-
year history of helping clients drive down operating 
expenses, increase facility efficiency and enable 
strategic business decisions. Services are janitorial, 
maintenance, critical environments, landscaping and 
office services. Formed by the merger of Cushman & 
Wakefield and DTZ, C&W Services is the only firm in 
commercial real estate to self-deliver facility services.
www.cwservices.com l +1-888-751-9100

Ricoh
Ricoh is a global information and technology 
company and a leader in information mobility for 
today’s changing workforce. With a strong legacy 
of introducing new technologies into the workplace 
and a deep expertise in managing and accessing 
information, Ricoh is changing the way people work 
today with innovative products and dynamic solutions 
that harness the power of today’s worker in a new 
world of work.
www.ricoh-usa.com l +1-800-63-RICOH

Sodexo Facilities Management
Sodexo is the global leader in services that improve 
quality of life, an essential factor in individual 
and organizational performance. Operating in 80 
countries, Sodexo serves 75 million consumers 
at 32,000 sites through a combination of on-site 
services, benefits and rewards services and personal 
and home services. Through more than 100 services, 
Sodexo provides clients an integrated offering in 
facilities and equipment management, food services, 
reception, maintenance and cleaning, and more.
www.sodexousa.com l +1-888-SODEXO7

FM SERVICES
ABM
Building value with a leader in integrated facilities solutions
Do you seek — more than ever — to lower your 
facility’s operating costs, increase efficiency and 
improve performance? ABM works with you to reduce 
expenses while keeping your property safe, clean, 
comfortable and energy efficient through stand-alone 
or integrated facility solutions.
www.abm.com l +1-800-874-0780

FM SOFTWARE
ARCHIBUS, Inc.
ARCHIBUS is the No. 1 global provider of real estate, 
infrastructure and facility management solutions 
and services. With more than 30 years of continual 
innovation, our industry-leading enterprise software 
delivers savings. Organizations of all sizes benefit 
from rapid deployment, improved business processes, 
lower life cycle costs, increased productivity and 
reduced TCO.
www.archibus.com l +1-617-227-2508

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 l +1-800-648-8030

iOffi  ce
iOffice’s SaaS platform equips C-suite executives, 
strategic planners and FMs with the real-time data 
and communication tools they need to plan effectively 
for the future of their workforce and workspace. With 
10 customizable modules supporting FM, iOffice 
was built to be simple and robust, requiring minimal 
training or clicks to accomplish any task. Founded 
in 2000, iOffice supports thousands of fast growing 
companies to manage, plan and grow their businesses 
around the world.
www.iofficecorp.com l +1-713-526-1029
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FURNITURE
VARIDESK
VARIDESK is the most effective and affordable way to 
make height-adjustable desks a part of your company’s 
wellness initiative. It gives users the freedom to switch 
easily between sitting and standing throughout the 
day. VARIDESK comes fully assembled and ready to 
use right out of the box — no assembly required. Our 
wide range of models and sizes means VARIDESK 
works with most desks or cubicles, so you can keep 
your existing furniture and office design intact. To 
learn more, visit varidesk.com.
www.varidesk.com l +1-800-207-9725

RESTORATION/MAINTENANCE
Miracle Method Surface Refi nishing
Miracle Method restores and updates existing tile, 
porcelain, laminate, cultured marble and fiberglass 
surfaces, saving its customers millions of dollars in 
renovation costs. By hiring Miracle Method, facility 
managers eliminate costly replacement of leaking 
shower pans, ugly tile, laminate countertops and 
bathtubs from their capital budget. With 135 offices, 
Miracle Method is a time- and money-saving solution 
for facility managers of office buildings, government 
facilities, schools and hotels.
www.miraclemethod.com l +1-800-444-8827

ROOFING
Sika Sarnafi l, Inc.
Sika Sarnafil supplies high-quality thermoplastic 
roofing and waterproofing systems for commercial 
buildings. This includes energy-saving reflective roofs, 
vegetated green roofs and solar-ready roofing.
usa.sarnafil.sika.com l +1-800-576-2358

The Garland Company
The Garland Company, Inc. is one of the worldwide 
leaders of quality, high-performance roofing and 
building envelope solutions for the commercial, 
industrial and institutional markets. For over 100 
years, Garland has continually developed unique 
product and service offerings that have raised the bar 
of performance while exceeding the individual needs 
of customers throughout the world. The Garland 
Company Inc., headquartered in Cleveland, Ohio, USA 
is an ISO 9001:2008 certified company.
www.garlandco.com l +1-800-321-9336

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 l +1-877-858-0888

TECHNOLOGY SOFTWARE TOOLS
Bluebeam Software, Inc.
Bluebeam Software’s innovative desktop, mobile and 
cloud solutions push the limits of digital collaboration 
to enable facility professionals to do what they do, 
better. Bluebeam’s award-winning PDF solutions are 
used by facility and operations management to speed 
up project communication by 60 percent, reduce 
printing and distribution costs by 80 percent and 
deliver electronic O&Ms for quicker access to critical 
information at the completion of a project.
www.bluebeam.com l +1-626-788-4203




