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©Copyright 2020 SpaceIQ. All rights reserved. 

Let’s get your employees safely back into 
the office. SpaceIQ is the modern AI-powered 
platform that helps with scenario planning, 
solves capacity restrictions, and centralizes HR 
and seating-chart data. With the right tools, 
maximum employee safety and productivity are 
100% compatible. SpaceIQ will get you through 
the current crisis and whatever else the future 
may hold. Schedule a deep-dive demo today 
at spaceiq.com/demo.

The hard work 
of getting safely 
back to work. 
(Made easier with 
SpaceIQ tech.)



Learn more at • • • fm.training/cfm-preparation-resources

IFMA’s Virtual Certified Facility 
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overview of the 11 competencies 
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of knowledge. 
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Enhance your 
knowledge in FM 
areas you may not 
encounter in your 
current position

Review core 
competency areas

Stay on track to 
meet your CFM® goal

Review the overall 
methodology of 
the CFM® Exam  
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Practice applying your 
FM knowledge and critical 
thinking skills with IFMA’s 

Virtual CFM® exam prep.
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CFM® exam?
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ABOUT IFMAIFMA is the world’s 
largest and most widely recognized 
international association for 
facility management professionals, 
supporting 24,000 members in more 
than 100 countries. This diverse 
membership participates in focused 
component groups equipped to 
address their unique situations 
by region (142 chapters), industry 
(16 councils) and areas of interest 
(six communities). Together they 
manage more than 78 billion square 
feet of property and annually 
purchase more than US$526 billion 
in products and services. Formed in 
1980, IFMA certifi es professionals 
in facility management, conducts 
research, provides educational 
programs and produces World 
Workplace, the world’s largest series 
of facility management conferences 
and expositions. For more 
information, visit www.ifma.org.
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Editor’s Note Bobby Vasquez

In these strange times, history will have its eye on FM.
The FM response to the COVID-19 pandemic has been on level with the frontline heroes in the health care 
industry. The monumental decisions surrounding reopening facilities are dependent on the FM having the 
best possible tools and strategies, and thus they should have input when the important decisions are made. 
After all, the health and safety of the occupants, organization and facility are all on the line. Without your 
combined efforts, the world is helpless in reentry. 

With so much at stake, FMs should not be satisfied with merely getting into the room where it happens. 
Constantly arming yourself with the best available information builds credibility and places the FM team in 
the best position to have the decision makers on their side. 

Reopening and reentry strategies and protocols are being discussed, decided and disputed across businesses, 
factories, schools, houses of worship, sports and entertainment venues, and other built environments. 
With lives and economies at stake, FMs are a vital part of the planning team. If you haven’t been consulted, 
it’s time to step to the forefront and make yourself heard. That takes courage and confidence. That takes 
leadership.

According to Pennsylvania’s Villanova University, effective leaders lead with integrity and tact, regardless of 
the situation. In the face of change, they innovate, exhibiting creativity and flexibility to make improvements. 
If your job is to ensure the most efficient, high-performing, comfortable, clean, safest possible environment 
for your organization and its occupants, then it’s your job to lead. If you’ve built trust among your team and 
stakeholders, then you’ve already cleared the highest leadership hurdle. Trust opens ears. Leadership opens 
eyes.

After all that, what comes next?  

It’s continual follow through. The world will always need FMs. No matter what is happening, be it prosperity 
or pandemic, peace or strife, FMs have and will be among the frontline leaders. That integrity and follow 
through ensures you’ll be back when the next big decision comes.  

In this issue of the FMJ, our FM authors dive into the leadership and relationship aspects of the industry, 
including accountability, innovation, culture and the role of FM. 

FM’s organizational impact goes far beyond ensuring a facility’s inner workings are functional and occupants 
are in a comfortable setting. FM sets the tone for organizational culture through action and environment. 
Today’s occupants demand flexibility and knowledge that the organization is committed to corporate social 
responsibility.  

From workspace to recycling stations, security and safety to LEED certifications, FM is where an organization 
continuously lives its policies.  

FMs are born to lead. They are trailblazers. As the pandemic spotlights how facilities function, FM is in a 
position to shine. With the world turned upside down, FMs cannot throw away their shot.  

Cheers — and stay safe!

Bobby
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PETER 
ANKERSTJERNE

MBA, COP, FRICS, 
IFMA FELLOW

Chair, 
Board of Directors

From the Chair 
It is common to emphasize the word “facility" in 
facility management; however, FM has always been 
and will continue to be a people business — the 
successful facility manager focuses on what happens 
inside the building rather than on the building itself.  

Perhaps a better term for our profession would 
be “facilitation management,” as we provide the 
platform, surroundings and facilitation to allow 
management to happen… whether at the workplace, 
at home, on the fl y or anywhere work, life, learning 
or play takes place. Through FM, management can 
provide a productive, e�  cient, healthy and fun 
environment, wherever that may be. Therefore I 
believe we should focus much more on the second 
part of our title; on the word ”management” as we 
move forward.

Over time there have been suggestions to change 
the FM term to property manager, asset manager, 
workplace manager, community manager, experience 
manager or even workplace happiness o�  cer. The 
fundamental focus doesn’t change just because the 
name does. Let’s refi ne FM to include a stronger 
people focus — and a stronger focus on the outcome 
of what we do, why we do it — and how it helps 
make the organizations we serve stay relevant and 
competitive now and in the future. Let’s take the 
lead in defi ning our profession and our contribution 
to the built environment. 

There has never been a better time for FM 
professionals to demonstrate our leadership 
than during the current COVID-19 crisis. As FMs, 
we are at the forefront of ensuring a safe return 
to the workplace. We have a rare opportunity to 
directly infl uence the immediate success of our 
organizations. We have the chance to showcase 
our role in keeping people healthy, comfortable 
and productive in the workplace. We have the duty 
to partner with CRE, IT and HR to renew focus on 
people’s experience and happiness within the built 
environment. It is our moment to lead a positive 
development for the enterprises we serve and the 
people within. 

The three C’s of great leadership are Confi dence, 
Credibility and Compassion. If you know your stu� , 
if you stand by your decisions and if you care about 
your team, you are already exhibiting leadership 
qualities. 

» Know your stu� : You are a professional with a 
unique set of skills and expertise. You can address 
issues others can’t; but remember: knowledge 
is power only if it is shared with those who can 
benefi t from it. Teach your team what you know. 
Enlighten stakeholders about the outcomes 
you e� ect. Collaborate with external partners, 
janitors, engineers, receptionists and other service 
professionals who are either directly or indirectly 
managed by you. Openly sharing information, 
ideas and credit for successes is critical for any 
well-functioning team. 

» Stand by your decisions: Integrity and 
accountability are the foundation for great 
leadership. Taking responsibility for your decisions 
and the actions of your team is what separates 
great, even good, leaders. Making di�  cult 
decisions is in a leader’s wheelhouse. Leaders dare 
to make unpopular decisions. Leaders dare to be 
wrong — and admit when they are.  

» Be good to your team:  As a leader, you must 
genuinely care about the people on your team, 
both in-house and outsourced. Treat the janitor 
with the same respect as you would treat the 
CEO. Place yourself in the role of a sideline coach, 
giving your entire team – not just the ones scoring 
goals – the tools and encouragement to play their 
best. The most important mindset for a leader is 
interest in the personal growth and well-being of 
those you manage. 

IFMA provides training and guidance for developing 
your leadership skills further, whether you are an 
experienced leader or are just starting your leadership 
journey. Through professional development programs 
such as the SFP®, FMP® or the CFM®, IFMA provides 
resources to help you excel as a leader. Coupled with 
a strong network through IFMA chapters, councils 
and communities, you have many opportunities to 
sharpen your personal leadership style and approach 
to directly and indirectly managing your team. 
After you have reached a level of excellence, you are 
positioned to support and mentor others to reach the 
same level of excellence. This is what we do at IFMA 
— we develop ourselves and others, and together we 
become better leaders.
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From the President 

DON GILPIN
President & COO

IFMA

I recently spoke with IFMA Chair Peter 
Ankerstjerne to discuss his vision for the 
continued growth of the association and 
advancement of the FM profession. I typically 
meet with each new chair to see how we can fold 
their particular legacy theme into the activities 
of the association during their term. Peter’s 
strategic legacy theme aligns with my personal 
interest in humanizing the role of FM. As 
this issue of the FMJ focuses on People and 
Leadership, I wanted to share some of the ideas 
Peter and I discussed regarding FM’s expanded 
role in the workplace and what IFMA is doing to 
ensure you are prepared and equipped to meet 
new expectations.

To be clear, acknowledging the human factor 
as we interact with the built environment does 
not mean that we discount asset management 
or the fundamentals of operations and 
maintenance. Rather, we add another layer on 
top of FM’s existing job functions to include 
a heightened awareness of how the built 
environment can enhance the experience of 
people in the spaces we manage.  

Over the past two years, IFMA has successfully 
formed strong partnerships with other trade 
associations that represent various aspects 
of the built environment. This year IFMA will 
focus on building a meaningful relationship with 
the world’s largest organization representing 
the human resource profession, the Society 
of Human Resource Managers (SHRM). As we 
continue to reimagine the workplace amid and 

post COVID-19, it is more important than ever 
to strengthen understanding and collaboration 
between the two professions. 

The FM of the future will need to be equipped 
with the interpersonal skills necessary to 
function as the intermediary between the people 
utilizing and interacting with the space and 
C-Suite decision makers. Who better to represent 
the marriage of asset management and the 
human factor than the FM?

IFMA is poised to be the core component 
of your continuing education and primary 
source of industry content and professional 
connections so that you stay on the cutting 
edge of changes taking place within the scope 
of facility management. We believe that in the 
near future you will be called upon to educate 
the people using the space you manage, as 
well as those who make decisions about that 
space.  Your association will make sure you have 
the information necessary to articulate your 
position, concerns, needs and objectives among 
all stakeholders and workplace partners. The new 
role of FM refl ects the current mantra that we're 
all in this together. Asset management + human 
factors = a more humanized FM profession.  

Sincerely, 
Don Gilpin 
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IFMA’s COVID-19 
Resource Center
Provides  the
Answers FMs 
Need Now

Find resources to help you and your facility develop strategies to manage the COVID-19 
crisis during the various stages of the pandemic.  www.ifma.org/coronavirus 



World Workplace 2020 
relocates to facilitate 
safe learning & networking
Previously scheduled for Sept. 30-Oct. 2, 2020, in Chicago, Illinois, USA, IFMA’s World Workplace 
Conference and Expo will now take place Dec. 9-11, 2020, at the Gaylord Texan Resort Hotel and 
Convention Center, located between Dallas and Fort Worth in Grapevine, Texas, USA.

“For the safety and peace of mind of attendees and sta� , World Workplace will be self-
contained in one facility, with no overlap from other conferences,” said IFMA Director, Conferences 
and Events Ann Loayza, CMP. “The Gaylord Texan can accommodate every aspect of our fl agship 
event. Attendees will be able to attend sessions, browse the expo, engage in social activities, dine 
and stay in one location.”

Opening keynote speaker Shawn Kanungo (above left) is a disruption strategist who has 
worked hand-in-hand with hundreds of organizations on their journey to digital transformation. 
Closing keynote speakers Céline (above center) and Fabien Cousteau (above right) will address 
the connection between business and the environment, illustrating how Corporate America’s 
contribution to the sustainability of the planet impacts the overall economy.

A full program of educational sessions presents tactics, strategies and up-to-the-minute ideas for 
addressing top-of-mind priorities, including pandemic response and recovery, occupant health and 
well-being, achieving net-zero, remote work and reopening, budget cuts, managing through crisis, 
mitigating risks, developing plans for resilience and forecasting what’s next for the built world.

Networking and celebratory events 
include the welcome reception at the 
Gaylord Texan’s spectacular lakeside Glass 
Cactus Nightclub, and IFMA’s Awards of 
Excellence, honoring achievements of IFMA 
chapters, councils and individuals.

“We’re responding to our community’s 
desire to network and learn in a ‘normal’ 
environment,” said IFMA President and 
COO Don Gilpin. “Facility management 
professionals who have been on the front 

lines of facility shut-downs and reentry want to share their experiences with colleagues and 
gain even more insight into safety procedures and preparedness moving forward. Questions 
about how best to address challenges presented by the pandemic and other factors impacting 
the industry are ongoing. IFMA has a commitment to safely and responsibly facilitate necessary 
conversations and essential training for the benefi t of our industry and everyone who enters the 
built environment.”

Learn more about programming, on-site health and safety protocols, speakers and registration 
options at worldworkplace.ifma.org.

Industry News
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The Gaylord Texan’s multifaceted   
approach to the health and 
safety of guests and sta�  will be 
combined with IFMA’s on-site 
event protocols, including:

• Mandatory temperature scans
• Required masks 
 (disposable masks provided)
• Social distancing practices
• On-site medical assistance
• Individually packaged meals
• Larger registration area
• Stations cleaned hourly
• Hand-sanitizing stations
• Shield guards at every 
 point-of-sale area
• Touchless scanning 
 for event tickets

IFMA thanks the following 
members of its Health and 
Safety Protocol Task Force, 
who identifi ed and created a 
comprehensive set of guidelines 
addressing the majority of 
present-day health and safety 
concerns to ensure that World 
Workplace 2020 is a model of 
excellence in providing a safe 
environment for all attendees:

JOE ARCHIE, Director, 
Campus Operations at Loyola 
Law School Los Angeles

PAT TURNBULL, MA, LEED AP, 
IFMA Fellow, President/COO at 
Workplace IQX LLC

DR. STEVE GOLDMAN,
Internationally Recognized 
Expert/Consultant at Steve 
Goldman Associates, Author of 
the IFMA Foundation’s 2020 
Pandemic Report

LARRY BARKLEY, Sr. Real Estate, 
Facilities and Information 
Systems Consultant

DEREK BACIGAL, Director 
Engineering at Hale Koa Hotel
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CFM® receives ANSI 
National Accreditation 
Board accreditation
In June, ANSI’s National Accreditation Board granted initial 
accreditation for IFMA’s Certifi ed Facility Manager® (CFM®) 
credential under ISO/IEC 17024:2012: Conformity assessment 
– General requirements for bodies operating certifi cation 
of persons, providing assurance that the IFMA Certifi cation 
Commission operates according to internationally accepted 
criteria. ISO/IEC 17024:2012 specifi es criteria for the operation 
of a Personnel Certifi cation Body, including requirements for the 
development and maintenance of the certifi cation.

“ANSI accreditation is globally recognized as a mark of quality, 
o� ering CFMs and their employers elevated assurance that 
IFMA’s certifi cation meets the highest industry standards. It 
takes the CFM to a whole new level in validating professional 
excellence,” said IFMA President and COO Don Gilpin.

The CFM program joins two other ANSI-accredited IFMA 
credential programs: Facility Management Professional™ 
(FMP®) and Sustainability Facility Professional® (SFP®). IFMA 
is accredited by ANSI (accreditation #1057) under ANSI/ASTM 
E2659-09 to issue the FMP and SFP certifi cates to those 
successfully completing the programs.

“IFMA’s Certifi cation Commission has worked diligently toward 
achieving this accreditation,” said Dean Hitchcock, chairman of 
the Certifi cation Commission. “We extend our appreciation to 
the IFMA global board of directors, IFMA Fellows, current and 
retired CFMs, other volunteer members and professional sta�  
for their e� orts and support of this critical strategic initiative.”

Aramark announces 
Executive Diversity Council
Food service, facility management and uniform services provider 
Aramark recently formed an Executive Diversity Council, naming 
Senior Vice President, Human Resources for Aramark’s U.S. Food 
and Facilities Ashwani Hanson to the new role of Chief Diversity 
and Sustainability O�  cer.

Hanson was recognized as one of the Top 15 Diversity 
Champions in 2019 by Diversity Global, as well as a diversity 
leader to watch by Black Enterprise in 2016. As Chief Diversity 
and Sustainability O�  cer, she will lead all diversity, equity and 
inclusion e� orts and the strategy and governance of Aramark’s 
2025 sustainability plan, which is focused on positively 
impacting people and the planet for generations to come.

Aramark has long been recognized by institutions focused on 
promoting diversity and inclusion, including one of DiversityInc’s 
Top 50 Companies for Diversity; a Best Place to Work for LGBTQ 
Equality; a Best Place to Work for Disability Inclusion by the 
Disability Equality Index; and a Top 50 Employer for Equal 
Opportunity by Equal Employment Publications.

Report: Remote recruitment 
is here to stay
A recent report asserts that employers can expect a permanent 
shift from face-to-face to video interviews. Even in sectors 
where remote working is not an option, remote recruitment is 
emerging.

Amid months of social distancing and work-from-home, 
employers have adapted, fi nding that video conversations 
capture more aspects of a conventional interview, such as 
reading facial expressions and visual cues, than interviewing by 
phone. Skills assessments can also transform the recruitment 
process, helping identify who will fi t best. After implementing 
assessment technology, 76 percent of corporations saw an 
increase in the quality of hires.

“Congratulations on this great achievement. 
Such accreditations are hugely important as 
they document the rigorous processes we follow, 
and the consistent high levels of quality standards 
o� ered by IFMA’s educational programs.” 

— IFMA Chair Peter Ankerstjerne, MBA, COP, FRICS, 
    IFMA Fellow 



RBI releases Space Planning  
Benchmark Report
In July, IFMA’s FM Research and 
Benchmarking Institute (RBI) released 
its new Space Planning Benchmark 
Report to assist FM professionals 
and built environment consultants in 
assessing their workspace management 
practices against a variety of facility and 
operational demographic profiles.

One of the few space planning 
benchmark reports completed pre-
COVID-19, it includes an appendix on 
how the pandemic has affected facility 
managers, providing useful perspectives 
on FM’s pandemic response, facility 
shutdown practices, project execution 
impacts and facility reopening plans.

Generously underwritten by HKS, the 
report’s section on Flexible Workspace 

Strategies represents one of the first 
and most comprehensive research-based 
analyses of the subject. Insights reflect 
the evolving industry over the last decade, 
revealing that the agile workplace of 
the future is only now beginning to be 
developed in select industries.

“COVID-19 has changed everything. In 
these challenging times, it is important 
that the industry have consistent, 
reliable data,” said Kate Davis, director of 
commercial interiors at HKS.

RBI’s Space Planning Benchmark Report 
is available for purchase at bit.ly/2ZaLDyT. 
Nonmembers who purchase the report 
by Oct. 1, 2020 receive a one-year 
complimentary base IFMA Professional 
membership.
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Study: 84 percent of 
employees concerned  
about returning to the 
physical workplace
A Traction Guest survey of risk management, physical security 
and facility management professionals in companies with at 
least 1,000 employees found that 84 percent of employees are 
somewhat or very concerned about returning to their organization’s 
office, warehouse or physical worksite for the remainder of 2020.

For 85 percent of respondents, workplace health and safety is 
a greater consideration now than before the COVID-19 pandemic; 
yet despite growing concerns among employees, 15 percent do 
not know if their company has introduced new technology to help 
ensure health and safety. Another 39 percent said their company 
has not introduced any new health and safety technology, leaving 
many employees at risk.

More than half of respondents agreed that physical security has 
become a greater concern than cybersecurity since the onset of 
COVID-19. As a result, security and risk management professionals 
have been mandated to keep facilities safe and operational and 
are being propelled into a strategic position within the enterprise. 
Eighty-seven percent of surveyed companies plan to increase 
spending on physical security going forward, and the top physical 
security investments planned for the next six to 12 months include: 
touchless sign-in, security access control systems, temperature 
checking devices and cameras. 

Report: Majority of 
Americans would support 
another stay-at-home order 
in fall/winter
In June, creative media consultancy GALE conducted a study to 
gauge U.S. consumer sentiments on reopening economies in 
the wake of COVID-19. Of the 900 respondents age 18 years and 
older, 70 percent believe people should return to the workplace 
by September, including about a quarter who said people should 
return “right now.”

While 72 percent of respondents support another stay-at-
home order should a second wave of COVID-19 occur this fall 
or winter, more than a third of Gen X participants would not 
support one, almost half of Millennial and Gen Z respondents 
want to return to their normal life, and 72 percent of Baby 
Boomers with preexisting conditions were “cautious” about 
reopening. For 48 percent, separating service hours for seniors/
vulnerable people would increase their goodwill toward a 
business.

 

As RBI prepared to release the Space 
Planning Benchmark Report in March 
2020, the World Health Organization 
officially declared COVID-19 a pandemic. 
The research team quickly distributed the 
COVID-19 Facility Management Impact 
Survey, collecting data between April 21 
and May 7, with more than 1,000 facility 
professionals participating. 

Have relevant FM industry news to share?
—
Submit your news to be considered for inclusion in the 
Industry News section of the next issue of FMJ. 
Send us an email at communications@ifma.org
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Social Distance.  Decommission.  Dedensify.  Redeploy.
The offce is changing like never before.  If providing a 

safe offce that maximizes square footage and existing 

assets is your goal, then you’re in luck.  

We’re Ethosource, and we’re here to help.

fmj.ethosource.com
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On Standards

Leading in a Crisis: 
Creating Safer, Healthier Facilities

Leadership during a crisis is one of the most valuable contributions the facility 
management community provides. Organizations need a steady hand to navigate the 
challenges posed by any emergency threatening the safety, security and health of its 
stakeholders. 

B Y  C H R I S  H O D G E S

During any crisis, the most prepared organizations are more 
likely to recover faster, more completely, and with fewer 
adverse health, safety and economic impacts. If the magni-

tude of the crisis is signifi cant and prior experience with the crisis 
is limited, the general knowledge of the recovery process is dimin-
ished, and recovery will be far more diffi  cult, even under the best 
of circumstances. 

In early 2020, facilities worldwide were and are  challenged by 
COVID-19. On one hand, the rapid departure from offi  ce buildings, 
public and  recreation facilities, restaurants and community gath-
ering places led to large vacancies. FMs were faced with how to 
prepare buildings for minimal operation. On the other hand, emer-
gency and health care facilities were required to escalate  health 
and safety requirements to brace for maximum occupancy under 
signifi cant additional health threats and limited resources. As ar-
eas move toward a recovery phase, organizations must determine 
the conditions under which they will be operating their facilities in 
the near- and long-term.  

The challenge of both re-occupation and continuous operation 
under new environmental conditions poses an even greater threat 
as information on health, safety, cleaning and operational risks 
changed (and continues to change) on an almost daily basis. This 
environment demands a planning process that remains fl exible 
as new health information, operational practices, technology and 
equipment continue to evolve.

Given that  little is known about the specifi c challenges present-
ed in this crisis, how does an organization best respond to keeping 
its staff , visitors and the public safe in the built environment when 
the health and safety risks are unknown? The an-
swer lies in being prepared and having the right 
process to manage unknown risks. 

FMs can start by acknowledging that they may 
not have a complete understanding of the chal-
lenges, circumstances will continue to change, 
and time is needed to develop the best approach 
for providing a safe environment1. In an un-
precedented situation such as with COVID-19, 
pre-determined procedures in response to 
emergencies may not provide the proper solu-

tion, may be wrong and may not apply to a specifi c organization or 
type of facilities. 

FMs already possess the knowledge, skills, abilities and compe-
tencies needed to develop and implement a plan for dealing with 
the unknowns related to the built environment in a crisis. When 
information on the impact of a new crisis is unknown, the FM’s 
most valuable assets are threefold:

1. Institutional knowledge allows the FM to align plans and 
strategies with the mission of the demand organization and 
make the business case for health, safety and productivity in 
facilities. It also allows the FM to appropriate the right re-
sources and serve as the advisor to the organization about 
exposure to risk if the appropriate resources are not provided.

2. Competency in FM covers a broad range of knowledge and 
technical skills (e.g., leadership, business, fi nance, communi-
cation, technology). It aids in facilitating alignment with the 
demand organization. Employing their knowledge and skills 
in the formulation of strategies for risk management, emer-
gency preparedness and response, and facility and business 
resilience have been recognized as part of the FM’s role for 
many years. 

3. Connections to the right resources through networking with 
peers, access to publications and research, organizational in-
volvement, benchmarking and sharing of practices provide 
the FM with channels that expand the knowledge base of po-
tential answers to strategic and tactical challenges.
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The FM’s core purpose is in managing 
the integration of People, Place and Process. 
When immediate answers are unknown, 
and new information (and often misinfor-
mation) continues to evolve, a systematic 
approach that allows for frequent updates 
and modifi cation is needed. 

IFMA responded to the COVID-19 chal-
lenge by formulating a Rapid Response 
Task Force to develop a planning frame-
work to respond to facility re-occupation. 
Utilizing the Plan-Do-Check-Act (PDCA) 
planning model and integrating the mod-
el with FM’s core purpose of maintain-
ing People-Process-Place, the task force 
mapped a process that extends well be-
yond facility re-occupancy in a COVID-19 
environment. 

The well-known practice of continuous 
improvement through the PDCA cycle 
provides a robust framework  to develop 
a crisis response plan, an operational or 
tactical plan, or a long-range facility stra-
tegic plan. This is especially important in 
an evolving crisis. The decades-old histo-
ry and utility of the PDCA cycle provide 
a powerful model when linked with the 
facility manager’s core purpose. Regard-
less of the challenge, following the PDCA 
cycle with People-Process-Place in mind 
off ers a repeatable, reliable process for 
continuous improvement. As with any 
FM plan, the objective is to provide safe, 
healthy, productive and more resilient fa-
cilities and organizations. Having a plan 
in place that also considers the economic 
impact on the demand organization cre-
ates an environment that links the out-

come to what is economically feasible 
(i.e., cost-eff ective).

The fi gure below is a schematic rep-
resentation of the integration of People, 
Place and Process with the PDCA cycle. 
It represents “what question are we an-
swering?” in the facilities environment. 
Using this schematic outline, we can for-
mulate a response plan that is fl exible and 
adaptable to changing conditions and can 
be tested, measured and improved.

An essential component of leadership 
is the ability to think critically, consider 
diff erent perspectives, formulate a plan, 
measure progress and modify the plan to 

adapt to changed conditions. Using the 
PDCA model provides the ability to rea-
son through the process to assure that the 
desired results are achieved. In FM’s case, 
the ability to create safer, healthier facilities 
that provide as productive an environment 
as feasible within the resource constraints 
is the desired outcome.

The most frequently missed steps in the 
PDCA cycle are the Check and Act phase. 
This happens because once a plan is imple-
mented, there is a natural bias to move on 
to the next issue and let the plan play out. It 
is also often diffi  cult to determine appropri-
ate metrics and measurements during the 

Facility management:  
“the organizational function 
which integrates people, 
place and process within 
the built environment with 
the purpose of improving 
the quality  of life of people 
and the productivity of the 
core business” (ISO 41011)

CHECK ACT
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fi rst stages of developing and implementing a plan. It may take sev-
eral iterations to settle on the appropriate measures for plan suc-
cess. The issue of changing information and shifts in understanding 
of the impacts of a crisis also makes measurement and monitoring 
diffi  cult.

However, the Check and Act phases provide an opportunity for 
FMs to demonstrate true leadership and bring value to their or-
ganizations. Plan success should contribute to greater resilience 
in the built environment, reduced organizational risk, and more 
cost-eff ective responses to the challenge or crisis. When success 
measures are tied to the demand organization’s needs for safe, 

healthy and productive facilities, the FM function will take a 
strong lead in safeguarding the organization’s most valuable asset 
— People. 

There may be many measures in the Check phase. But there are 
few KPIs. KPIs are more strategic in nature and should focus on 
and align the most important outcomes to the organization. In 
practice, they help answer fundamental questions such as:

• Has our facility been made safer?

• Is the building healthier?

• Is it more productive to occupants?

• Is the facility been made more resilient?

• Has the implementation of the plan reduced risk?

• Has the implementation of the plan led to a more cost-eff ective 
facility, or has the plan helped with cost-avoidance?

These are all important outcomes that align with the core pur-
pose of FM in integrating People-Place-Process. These are not al-
ways easy outcomes to measure and require the FM’s leadership 
and critical thinking skills to walk through the PDCA process and 
create the necessary links between the plan and the expected out-
come.

For the last step, the Check phase will allow for adjustments to 
be made in the Act phase. Lessons learned can be incorporated, 
the plan updated, new measures put in place, and implementation 
continued. This is where plan elements are evaluated, and some 
are made to “stick,” while others are abandoned. 

Although this process may seem laborious to some, it is at the 
core of FM leadership to recognize that they are the stewards of 
the built environment on behalf of their organizations. It is bene-
fi cial to keep the charge of FMs top-of-mind: “improving the life of 
people and the productivity of the core business.” This focuses our ac-
tions when faced with a crisis that threatens the health and safety 
of our stakeholders. Max DePree sums it up well with this passage 
from Leadership is an Art —

“Leadership is the concept of 
owing certain things to the 
institution… [It] is a way of 
thinking about stewardship as a 
contrast to ownership.” 

On Standards
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FMs demonstrate leadership every day as they are on the front 
lines of the built environment, keeping it safe and creating a 
healthier, more resilient environment, often with limited resourc-
es, limited information, and (often) very little time to react. By 
bringing strategy and planning competencies to bear, FM is able 
to set plans in place in preparation for a wide range of challenges, 
some of which they will know little about. With a plan in place 
before a crisis hits, FM will be able to maintain safer, healthier 
environments our organizations need to serve their purpose. It is 
understanding and linking actions to that purpose that brings true 
value to the organizations they serve.

Chris Hodges, P.E., CFM, FMP, LEED AP, IFMA Fellow 
is chairman and co-founder of Facility Engineering 
Associates. He currently serves as Chair of IFMA’s 

Certifi cate Commission and has contributed to IFMA for over 25 years. 
He is co-author of the book, “Sustainable Facility Management, the 
Facility Manager’s Guide to Optimizing Building Performance.”

On Standards
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Exhibitors & Sponsors

www.worldworkplace.org

9-A-M Inc
Able Services
ABM
Accruent
AGF Manufacturing, Inc.
AkitaBox
Alchemy-Spetec, LLC
All County Paving
Allegion
American Technologies, Inc.
APEX Surface Care
Apogee Renovation
Applied Technical Services, Inc.
APPRO, Inc.
ARC 
ArchSCAN, LLC
Bear River Associates
BELFOR Property Restoration
Biamp Systems
BMS CAT
Bobrick Washroom Equipment, Inc.
Bradley Corporation
Brown & Root Industrial Services
Building Operating Management
C&W Services
Camelot Facility & Property Management
CISA Office For Bombing Prevention
Clune Construction Company
COIT Cleaning & Restoration Services
Construction Specialties Inc.
Crandall Office Furniture
D. C. Taylor Co.
Dalkia Energy Solutions
Davies Office Inc.
Directional Systems
Diversified Maintenance
DKI Commercial Solutions
Drawbase Software
Easi File
Ecotech Office Environments
EDI
Eighth Day Design, Inc
Embrava
EMCOR Facilities Services
Ergotron
EthoSource, LLC
EVAC+CHAIR North America, LLC.
Facility Engineering Associates, P.C. 
Farnsworth Group, Inc.
Firestop Contractors International Association (FCIA)
FirstOnSite Restoration
Flagship Facility Services
FlexCart
Flynn BEC LP
FM:Systems

FMX
Fooda
FreeAxez LLC
GardaWorld
GE Silicones
Geospatial Analytics, Inc.
GMR
GOJO Industries
Gordian
GP PRO (Georgia-Pacific)
Grainger
Haws Corporation
Hog Technologies
Honeywell BMS
Hoshizaki America, Inc.
IA Interior Architects
IAdea Corporation
IBM Corporation
IMAGINiT Technology
Inpro
Instant Power Professional
iOFFICE, Inc.
i-qlair
Kastle Systems
Kee Safety, Inc.
Kellermeyer Bergensons Services, LLC
Kimberly-Clark Professional
Kimco Services
Knoll Source
Lencore Acoustics Corp.
Loftwall
LogiSon Acoustic Network
Marsden Services L.L.C
Master Manufacturing Co. Inc.
Max-R
milliCare Floor & Textile Care
Miracle Method Surface Refinishing
Mobile-Shop
Nalco Water, an Ecolab Company
NEBB
New Pig Corporation
Newmark Knight Frank
NEXGEN Asset Management
North American Rescue, LLC
Notifii
Nuvolo
OfficeSpace Software
Patcraft
Poppin 
Potter Electric Signal
Powering America (NECA and IBEW)
Precision Concrete Cutting
PRIDE Industries
Production Modeling Corporation (PMC)
RaySecur Inc.

Re-Stream
Ricoh USA, Inc.
Royal Cup
SCLogic
Securitas Security Services USA, Inc.
SemaConnect
ServiceMaster Restore 

& ServiceMaster Clean
Servpro Industries
Skudo LLC
Skyfold
Smart Rain
SmartBox
Soft dB
SoftBank Robotics America, Inc.
SOLID Surface Care, Inc.
Sound Management Group, LLC
SpaceIQ
Standing inOvation
Staples
StructureTec Group
Sunbelt Rentals, Inc.
Sunline Office, LLC
Tango
Tarkett
Tecta America Corporation
Terminix Commercial/ Copesan National 

Accounts
Terracon Consultants, Inc.
The Budd Group
The Detection Group, Inc
The Global Display Solution
The Home Depot Pro
The Sustainable Workplace Alliance
TMA Systems LLC
Tork, an Essity Brand
Traction Guest
Tradition Energy
TransitScreen
Truly Nolen of America 
TuffWrap Installations, Inc.
U.S. Department of State Bureau 

of Overseas Buildings Operations
Vector Solutions
Verkada
Versico Roofing Systems
Versteel
Viega LLC
Virtual Facility
Wizard Software Solutions
Workrite Ergonomics
Zelus

Our thanks to the following exhibitors 
for their participation in IFMA’s World 
Workplace 2020. Thank you for bringing us 
the best in facility and business solutions.

IFMA Corporate Sustaining 
Partners are listed in bold.



Sponsors
IFMA Corporate Sustaining 
Partners are listed in Bold Red.

Our sponsors are an integral part of your World Workplace experience 
— they're invested in your professional development. Join us in thanking 
these industry leaders for supporting the activities, services and special 
features at IFMA's World Workplace.

Contact expoadv@ifma.org for information on 
World Workplace exhibit ad sponsorship opportunities.

AkitaBox
Education Arena Presentation

BELFOR Property Restoration
Expo Prize Donation

Biamp Systems 
Expo Prize Card Game

D. C. Tylor Co.
Expo Prize Card Game

Dalkia Energy Solutions
Expo Prize Card Game
Expo Prize Donation

Davies Office
Opening Keynote Speaker

Ecotech Office Environments
Expo Prize Card Game

EDI
Expo Prize Card Game

EMCOR Facilities Services
Expo Prize Card Game

Ergotron
Expo Prize Card Game
Expo Prize Donation

FirstOnSite Restoration
Deeper Dive Session

Flagship Facility Services
Expo Aisle Sign

FM:Systems
Education Arena Presentation

Grainger
Expo Prize Card Game

IBM
Education Arena Presentation

Inpro Corporation 
Expo Prize Card Game

Lencore Acoustics Corp.
Expo Prize Card Game

LogiSon Acoustic Network
Conference Pens Sponsorship
Expo Aisle Sign

Marsden Services L.L.C
Expo Prize Card Game

Master Manufacturing Co. Inc.
Expo Prize Card Game
Expo Prize Donation

SCLogic
Expo Prize Card Game
Expo Prize Donation

SoftBank Robotics America, Inc.
Attendee Bags
Expo Aisle Sign

SpaceIQ
Education Arena Presentations
Education Arena Sponsor

Standing inOvation
Expo Prize Card Game

Sunbelt Rentals, Inc.
Attendee Badge Preview Email Sponsor 
Education Arena Presentation 
Professional Headshots

Tango
Education Arena #1 Sponsor
Education Arena Presentations
Expo Prize Card Game

Tecta America Corporation
Expo Prize Card Game



W W W . I F M A . O R G / F M J020

Modified food & beverage functions

One self-contained facility, 
with no overlap from other events.

Register today at worldworkplace.ifma.org

DEC. 9 - 11, 2020
GAYLORD TEXAN  |  GRAPEVINE, TEXAS | USA
Between Dallas and Fort Worth

RECONNECT with your professional community.

RECHARGE in an engaging, supportive environment.

RE-EMERGE stronger, more prepared and better equipped.

If you need to cancel your registration for any reason prior to Oct. 12, 2020, you will receive a 100% refund. 
After this date, you have the option to either transfer registration to World Workplace 2021 or to a colleague.

Temperature scans Mandatory masks Physical  distancing 

On-site medical assistance
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Unprecedented ti mes tend to result in structural change; 
change that forever alters the environment in which 
we operate. World War II resulted in the Universal 

Declarati on of Human rights and 9/11 redefi ned security. 
While there is no doubt we’re living and working in 

unprecedented ti mes, most of us struggle to envision 
what this means to the property industry, let alone 

for FM as one of its youngest professions.

B Y  E L E N A  B O N D A R E V A

BRAVENEWWORLD

ENTER: HUMANE

B Y  E L E N A  B O N D A R E V AB Y  E L E N A  B O N D A R E V AB Y  E L E N A  B O N D A R E V A

WORLDWORLDWORLDWORLDWORLDWORLDWORLDWORLDWORLD

ENTER: HUMANE
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Aldous Huxley’s 1932 novel “Brave New World” examined 
a dystopian future governed by science and efficiency; a 
class-segregated society in which emotions and individu-

ality are conditioned out of people starting in utero. Eighty-eight 
years later, half of it has come to be: both science and technology 
drive our lives. However, shared humanity is permeating even those 
applications. Technology 
underpins the built en-
vironment, but it is also 
increasingly inseparable 
from sustainability, equi-
ty, change management 
and user experience. 
And now, Dr. Joseph Al-
len (Harvard University, 
School of Public Health) 
claims that the FM has a 
greater impact on an indi-
vidual’s health than their 
physician. What does this 
mean for the future of the 
FM profession — and how do FMs prepare both for the power and 
the responsibility?

Mega trends transforming the FM profession
Structural change follows shifts in what is deemed possible, ac-
ceptable or both. Once it was possible for people to ascend building 
levels effortlessly in lifts, skyscrapers came to define city skylines. 
Once U.S. ADA, EU AA or the U.K. EA made it no longer acceptable 
to lock people out of public spaces based on their physical mobil-
ity, design and operations followed suit. High-performance build-
ings transformed the FM profession, and bricks-and-mortar is now 
the least of it. What seismic shifts are silently redefining the built 
environment, thus redefining both baseline and the possibilities 
for the FM profession?

1. Desire for autonomy
The pandemic and other compounding crises, combined with 
growing distrust of government, are driving a demand for autono-
my. Even as the world increasingly experiences just how interde-
pendent it is — and we’ve formed villages since forever precisely 
because people can only do a fraction of what it takes to protect, 
feed, teach, clothe and heal a community — individuals today seek 
to control how they live their lives.

2. Convergence  
The term, used extensively in tech, describes the tendency for 
technologies that were originally unrelated to become more 
closely integrated and even unified as they develop and advance. 
As we accept that our operating environment is a complex sys-
tem of behaviors, guardrails, incentives and institutions, spe-
cialization can feel inadequate. It seems that every professional 
must understand the entire system — the building, the tech, the 
science, the change management and more — just to do their job. 

3. Buildings re-empowered   
If nine months ago, we still had to explain why buildings matter to 
health, that is now a moot point. Curiously, this public awareness 
rekindles a deep relationship: until the 1950s, the story of the built 
environment was inseparable from that of public health. Plumbing, 

sidewalks, parks, under-
ground trains and more 
recently, the profound 
design changes due to the 
codification of fire safety 
— all these are testament 
to the built environment’s 
ability to meet public 
health demand.  

4. Involuntary 
transparency
Run-away “digital foot-
prints” have marked the 
end of privacy. While 

transparency is no longer a choice, it is not just about managing 
the associated risk but about harnessing the benefits. There is a 
growing public demand for accountability for one’s impact as well 
as for authenticity: people accept imperfection in other people and 
organizations as long as they are doing the best they can.

5. Social responsibility
The “moral compass” may be the most powerful force transform-
ing the FM profession. We know too much to act unaware. There is 
a groundswell of demand from investors, occupants and employ-
ees for astute social awareness and corporate responsibility. How 
could one install asbestos once it is proven to cause cancer? Today, 
there is no doubt that the spaces we occupy have a profound im-
pact on our health, well-being and ability to fulfill our potential — 
and more and more FMs are pushing to do what is right even if it 
means redefining their scope. 

The opportunity

“Healthy buildings represent, without 
exaggeration, one of the greatest health — 

and business — opportunities ever.”
Healthy Buildings, Joseph G. Allen and John D. Macomber. 

Harvard University Press. 2020.

On the front line of the built environment, the FM profession 
is uniquely positioned to ensure that buildings enhance occupant 
health, well-being and performance – in turn making the FM work 
more interesting and the profession more compelling. How does 
an FM leverage rapidly emerging best practice and science to opti-
mize how a building performs for its occupants, for its owners and 
from the standpoint of environmental impact? 

The person managing your 
building has a greater impact  
on your health than your doctor. 
DR. JOSEPH G. ALLEN, HARVARD UNIVERSITY.



Know thy building
When planning a lasagna dinner, the shopping list would refl ect 
what is missing from the fridge, pantry and spice cabinet. However, 
asset and facility managers are often “COVID-proofi ng” with a ge-
neric “shopping list” because they don’t know what their buildings 
are — and aren’t — doing for infection control. If CO2 levels in 
a space regularly exceed 500 percent of norm, sanitizing stations 
aren’t going to cut it any more than mozzarella gets you a lasa-
gna without an oven-safe dish. There is an opportunity for FMs to 
know their buildings the way a doctor would know a patient: what 
are an asset’s “vitals” at low versus maximum utilization? Do you 
discover an anomaly immediately, diagnose it quickly and deter-
mine the best course of action? How do you bring the building back 
under acceptable tolerances? 

IOT-enabled FM
Buildings have mostly become forever inseparable from technol-
ogy, and the FM profession must lead the charge. Soon, BIM will 
not only guide design but inform operations, with sensor systems 
providing real-time monitoring that triggers controls to activate 
pre-planned protocols. FMs need to grasp the opportunity to com-
mand the power of data.

Occupant advocacy
The “head offi  ce” is commonly disconnected from occu-
pants of the building. It is the FMs who receive real-time 
feedback and can best understand the occupant experi-
ence. Furthermore, nobody is better positioned to control 
for unintended consequences: it is FMs who raised alarm 
when prolifi c hand sanitizer and chlorine disinfectant led 
to fl are-ups in asthma and allergies, or who hold the key 
for keeping carbon emissions at bay even with increased 
ventilation. Whether it is about change management or 
healthy building certifi cations like WELL of Fitwel, FMs 
can assert the role of occupant advocates, empowered to 
act as liaison between strategy and on-the-ground action.

Change management
Aiming to (re)inhabit spaces even as the COVID-19 pandem-
ic rages on, we are heading into the most complex change 
experiment of our lifetimes — and that’s not the fi rst or the 
last of it. Re-emerging will mean creating new and better 
habits and occupying spaces more consciously, demanding 
and enjoying their positive impact on health, well-being and 
cognitive ability. In a world changing faster than anybody 
can keep up, who is better positioned than the FM to imple-
ment the change initiatives required for retention, produc-
tivity, Corporate Social Responsibility and more? As build-
ings become measurably more vital to any organization’s 
performance and resilience, FMs have an opportunity to be-
come expert change agents at the interface of organizational 
strategy, building systems and behavior change.

Leveraging science: 
Stripped of its “ivory tower” jargon, the scientifi c method is exact-
ly how a good FM thinks: observing an issue, developing a hunch 
and testing it until a solution works. As such, the scientifi c method 
can supercharge our buildings’ ability to learn, focusing on gaps 
and shortening the feedback loops until a solution works. Espe-
cially when uncertain times leave no room for error, FMs have an 
opportunity to leverage science to help their buildings learn well 
and quickly while honoring the asset owner’s risk appetite. 

Impact
“Busy” never quite meant “productive,” but there just is no pa-
tience for it now, driving the demand for measurable impact. 
People want to know what any measure of eff ort achieves: did we 
merely patch a problem, or did we break the cycle of ineffi  ciency? 
The business case for doing something is increasingly assessed 
against the risk of doing nothing; becoming fl uent in both risk 
and impact assessment puts FMs at the decision-making table. 
There is an opportunity for an FM to help buildings and orga-
nizations measure, drive and report on environmental, social or 
other impact.
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in COVID-19 Management Plans
and Disinfection Verification Testing

FOR A
RETURN TOWORK

LEVERAGE CETEC’S PROVEN TRACK RECORD

Scientific Solutions

CETEC-US.com

SAFE

__________________________
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The challenges ahead
Embracing complexity. The FM community prides itself on its 
pragmatism and practical experience. It has been a phenomenal 
career track for so many, precisely because it has not demanded 
university education. While it is still not required for mastering 
communications, technology or change management, will enough 
FMs embrace these knowledge domains? If so, not only will the FM 
profession become ever more invaluable, but those disciplines will 
benefi t from its practical approach.

Embracing change. Scientifi c breakthroughs change the world 
overnight, and technology evolves exponentially. This means that 
a person who has just learned something may be more of an expert 
than a person with decades of experience. This makes many FMs 
defensive, and yet accepting this idea is a gateway the FM profes-
sion must walk through. The industry must diff erentiate between 
content and application expertise. It must also consciously foster 
a learning culture, especially if it wishes to play a bigger role in 
change management. 

Delegation and collaboration. The increasing complexity of 
the FM role does not mean that FMs have to do it all. In addition to 
versatility and practicality, accepting personal limitations is prob-
ably the greatest skill of an FM. Perhaps rather than becoming an 
expert in everything, the FM becomes an “expert client” able to 
identify, inspire and manage a much greater range of sub-contrac-
tors than before. 

What FM can do as an industry
Own the impact
A basic management principle dictates that authority must be 
aligned with responsibility. The property industry didn’t infl uence 
carbon policy until it claimed responsibility for more than 40  per-
cent of total carbon emissions. Similarly, can we quantify the FM 
contribution to business continuity, organizational productivity, 
environmental impact or public health? What percentage of the 
coronavirus transmission was due to the management of indoor 
and outdoor spaces? If the FM industry owns its impact, it can 
claim more power in the form of infl uence over corporate and gov-
ernment policy, regulations, budgets and more.

Embrace health impact 
How many designers are required to take a public health course? 
How many doctors a building maintenance course? If FMs are to 
operate buildings to their potential, they must be required to — 
and rewarded for — understanding the social dimensions of the 
spaces they manage to include public health, occupational hygiene, 
equitable access, etc.

Proactively stratify  
When looking at health care as a service, the end user can diff er-
entiate the role of an orderly from that of a nurse, nurse practi-
tioner, physician’s assistant, primary care doctor or cardiac sur-
geon. There must be such strategic fragmentation for the “facility 
manager,” with both the vernacular and career pathways clear to 
job seekers as well as the public.

As individuals
Decide what kind of FM you want to be. You can probably do ex-
actly what you love but the clearer you are, the better your chances. 

Become your own natural experiment. Observe your own re-
actions to stress, new technology and challenging situations to cul-
tivate empathy and ground your skills.

Claim a seat at the table. If your asset is going through upgrades, 
don’t wait for an invitation from the design team. Your contribu-
tion is invaluable already, and only more so if you are skilling up in 
ways introduced above.

Align accountability with authority. Demand more say whenev-
er more is required of you, even if it means building those impact 
and risk arguments discussed above.   FMJ

Elena Bondareva, MA, BS, WELL AP has a solid track 
record of transformative innovation through her varied 
international career. Bondareva has held public, private, 

teaching and board roles in Australia, New Zealand, Russia, South 
Africa, India, and the U.S.; delivered CPD training to thousands 
of professionals; contributed to globally signifi cant events such as 
COP17 and G20; published in peer-reviewed and public journals; and 
presented at countless conferences. She helped establish four Green 
Building Councils and the Living Future Institute of Australia and 
serves on the Advisory Board for the Global Health & Wellness Summit 
(Greenbuild), the COVID-19 Taskforce of the International WELL 
Building Institute (IWBI), and the Board of Pollinate Group, an 
award-winning social enterprise.
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Facility management is a complex 
and dynamic profession. FMs are 
expected to have a wide knowledge 
base, understanding everything from 
HVAC, electrical, building envelopes, 
building automation, security, 
sustainability, procurement and 
real estate, to energy management, 
cleaning techniques and much more. 
FM journals are fi lled with the most 
recent technology developments, 
better water fi lters, cordless vacuums 
and ice storage. Conferences have 
vendors from every trade and 
technology. 

However, is this really what makes
facility managers successful?

FM is a people-intensive business. Ninety percent of all fund-
ing, eff ort, management, leadership and process involves 
a human being performing in some manner. All too often, 

managers focus on the technical aspect of facility management, 
ignoring what really matters: people. The ability to manage behav-
iors, emotions and attitudes can be the diff erence between success 
and failure. 

FMs can greatly improve their performance by spending some 
time focused on basic human needs, emotional intelligence, 
change management, confl ict management, motivation, recogni-
tion, positive mental attitude and customer service. These soft 
skills can have a dramatic impact on job performance and depart-
ment success.

Every day, life decisions are made and actions taken based on 
what individuals think, feel and believe is most important. Having 
a basic understanding of the underlying factors that infl uence and 
motivate these decisions can help FMs appreciate why employees 
behave the way they do. 

While people are not always consciously aware of why decisions 
are made, the truth is that each person has unique fi lters of percep-
tion that naturally rank certain decisions and actions higher than 
others. There are more than 7 billion versions of reality unfolding 
each day on the planet, and each person shares a set of human 
needs that guide decisions and actions.

Abraham Maslow’s theory of human behavior provides a foun-
dation for this concept of human needs.  Maslow was a humanist 
psychologist who is often referred to as the father of the humanist 
movement. Humanism emerged in response to the two prominent 
schools of thought at the time: psychoanalysis and behaviorism. 
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Humanist thinkers felt that psychoanalysis tended to be too pes-
simistic, focusing solely on negative aspects of human nature. Be-
haviorism, on the other hand, was too mechanistic, allowing little 
room to consider things such as free will.

Maslow fi rst introduced his theory in a 1943 paper titled, “A The-
ory of Human Motivation,” published in the Journal Psychologi-
cal Review. In it, he outlined the basic fi ve-stage model of human 
behaviors: Self-actualization, esteem, love/belonging, safety and 
physiological.

 “He wears his emotions on his sleeve,” and “She is comfortable 
in her own skin” are two common behavioral idioms describing 
the diff erence between a person with poor emotional intelligence 
and a person with high emotional intelligence. Ninety percent of 
all workplace terminations are due to low emotional intelligence.

Emotional intelligence has emerged as a key diff erentiator be-
tween high- and average- or low- performing employees. Emotional 
intelligence is measured through a variety of exams known as emo-
tional quotient (EQ). This is diff erent from the standard measure 
of intelligence, the intelligence quotient (IQ). Emotional intelli-
gence skills result in improved leadership, better recruiting, bet-
ter customer service skills, employees who engage in professional 
development, take direction better and can result in an improved 
bottom line for a company. Many mental health professionals as-
sert emotional intelligence is a valuable asset in the workplace. 
Employees with high levels of emotional intelligence are better 
able to cooperate, manage work-related stress, solve confl icts in 
the workplace and learn from previous mistakes (Bodhih, 2017).

Leaders with low emotional intelligence display attitudes and 
behaviors such as criticizing other people when they make mis-
takes, refusing to accept personal responsibility for errors, always 
playing the role of the victim, refusing to accept critical feedback, 
using passive, aggressive or passive-aggressive styles of commu-
nication, refusing to integrate with the team or not being open to 
others’ opinions (Goodtherapy, 2016). 

“What is change management?” This is a question often asked 
in the break room or in passing at FM organizations. While people 
know change management’s defi nition, conveying to others what 
it really means is not easy. In thinking about how to defi ne change 
management, it is important to provide context related to two oth-

er concepts: the  change  itself and project management. Change 
management and project management are two critical disciplines 
that are applied to a variety of organizational changes to improve 
the likelihood of success and return on investment (Prosci.com).  
FMs must understand the fundamental goal of change is to im-
prove an organization by changing how work is done. When in-
troducing a change to the organization, one or more areas will be 
impacted, including processes, systems, job roles, organizational 
structure and/or fi nances. While numerous approaches and tools 
that can be used to improve the organization exist, all of them ul-
timately prescribe adjustments to one or more of these fi ve parts. 
Change typically results as a reaction to specifi c problems or op-
portunities the organization is facing due to internal or external 
environmental changes. In the words for former General Electric 
CEO Jack Welch, “change before you have to.” The business envi-
ronment for both private and public sectors is changing rapidly. 
To remain competitive or even remain viable, organizations much 
change.

In every aspect of life, there is confl ict. FM presents an almost 
constant environment of confl ict such as customers reporting fa-
cility issues, employee confl ict, vendor confl ict and the personal 
confl icts that employees allow to bleed into the work environ-
ment. How these confl icts are handled will directly impact an FM’s 
success. There are fi ve types of confl ict management: accommo-
dating, collaborating, competitive, avoiding and compromising. 
The workplace setting is overfl owing with confl icts due to the 
dynamics and interdependency of the employee-to-employee, 
customer-to-employee and employee-to-outside-vendor relation-
ships. Recognizing and addressing the factors that give rise to the 
potential for confl ict can have a positive impact on productivity 
and the workplace environment (Rau-Foster, 2019). A good FM 
will be prepared to manage confl ict and recognize good and bad 
confl ict. Understanding diff erent confl ict styles will help resolve 
workplace issues. 

A positively motivated workforce is the key to organizational ef-
fectiveness and effi  ciency. This is why the topic of employee moti-
vation garners considerable attention from management scholars 
and consultants. Motivation inspires employees, individually and 
collectively, in the workplace. Whether an employee is successful 

There are more than 7 billion versions of              reality unfolding each day on the planet,                                 
                                                                                                                                                                                                                               and each person shares a set of human needs that guide decisions and actions.
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or failing, dedicated or apathetic, behaving or not, their output is 
the result of motivational forces. Of course, employee output in-
cludes complaint, grievances and, in extreme cases, lawsuits. Thus, 
understanding the forces that drive employees can help employers 
mitigate legal exposure (Folks, 2016).

In a general sense, employee motivation can be understood by 
analogy to the laws of motion. An employee at rest will stay at 
rest unless acted upon by a prevailing motivational force. Work 
is produced when a motivational force acts on an employee. An 
employee at work will remain at work unless acted upon by a coun-
tervailing motivational force. For every motivational force, there is 
an equal and opposite motivational force. Yet, motivation is more 
complex. Motivational forces may be physical, metaphysical, emo-
tional, intellectual, rational or irrational (Donelson, 2016). Motiva-
tion is unique to each  employee and varies over time with changes 
in the employee's personal life, work environment and personal 
beliefs.

The primary purpose of an employee reward and recognition 
program is to motivate employees to be successful. The challenge 
is identifying the circumstances that will eff ectively stimulate 
employees to produce long-term, measurable results. The accom-
plishment of the desired results depends on the ability to precisely 
defi ne the importance of the intended goal. The accomplishments 
recognized in an awards program should align with the mission, 
vision and values of the organization. 

An awards program must align with the strategic goals and ob-
jectives of the organization. First, use overall business objectives 
as the foundation of any awards program. These objectives will 
provide the infrastructure for all the other components of the pro-
gram. The bottom line is well-defi ned objectives will ensure the 
program is on track.

The power of positive attitude can turn an average FM to an out-
standing one. The great thing about attitude is that the individual 
completely controls it. A person with positive thinking mentality 
anticipates happiness, health and success, and believes that he or 
she can overcome any obstacle.

Positive thinking is not a concept that everyone believes and fol-
lows. Some consider it unproductive and laugh at people who en-
courage positive thinking. However, there is a growing number of 

people who accept positive thinking as a fact and believe in its ef-
fectiveness.  Attitude is the only thing an individual can completely 
control — a person is only as happy as they decide to be when they 
wake up in the morning. 

The most important communication skill for leaders is the abil-
ity to listen. Professional listening skills include listening for the 
message, listening for any emotions behind the message and con-
sidering relevant questions about the message (Schwartz, 2017).

Listening for the message means hearing the facts accurately, 
without prejudgment or being distracted by other thoughts. It’s 
also important to listen for any unusually strong stresses in the 
sentences or other signs of emotion. In training, leaders can prac-
tice using role-play; if they hear these signs of emotion, they can 
respond by saying, “You seem to feel strongly about this. Please 
tell me more.”

On average, people retain just 25 percent of what they hear. The 
good news is that people can learn to be better listeners and sig-
nifi cantly increase retention. There are principles and practices 
that can help people be intentional, purposeful and conscientious 
when listening, making a huge diff erence with the spirit of =team 
members.

To earn and maintain quality relationships, employees need to 
know leaders genuinely care about them. By listening with an em-
pathetic ear, putting themselves in their shoes and maintaining an 
open mind, leaders develop a culture of enthusiastic and energetic 
teamwork. Conscious listening, which is listening to understand 
and learn, is a gift to others (Keyser, 2014).   FMJ

Doug Pearson is the associate vice president for facilities 
planning and operations at Kent State University. He has 32 
years of experience in engineering, construction and facilities 

management, working in higher education, health care, K-12 and with 
the federal government.  Pearson has a bachelor’s of science degree in 
electrical engineering from South Dakota State, a master’s of science 
degree in industrial engineering from New Mexico State and a Ph.D. 
in business administration from Northcentral University. Pearson is 
a Certifi ed Facility Manager and an IFMA member since 1998.

There are more than 7 billion versions of              reality unfolding each day on the planet,                                 
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Mahatma Gandhi once said, “The 
future depends on what you do 
today.” Perhaps the most im-

portant thing we can learn from this is to 
not be frozen by our own inaction. We will 
not change the future of our profession by 
thinking we are unable to impact it. Every 
one of us is signifi cant enough to leave a 
mark. We have the ability, the obligation, 
the creativity and the ingenuity to act for 
future generations of FM. We must actively 
seek a solution to our staffi  ng needs as one 
vibrant, indefatigable, international organi-
zation, combining our resources chapter by 
chapter, as a unifi ed organization. 

The Denver Chapter of IFMA stands 
as a case study representing one path to-
ward cultivating a sustainable future for 
FM in their community. In 2006, the only 
accredited FM academic program in the 
state was closed by the participating uni-
versity due to low enrollment. While the 
loss meant fewer students would actively 
seek this career path locally, many within 
the chapter dreamed of both resurrection 
and grand improvement. Countless at-
tempts would be made to establish con-
nections with new colleges and universi-
ties, without success. 

As the IFMA Foundation’s Global Work-

force Initiative (GWI)2 gained traction 
in California and with the formation of 
the Chaff ey College Student Chapter, 
the Denver Chapter became reinvigorat-
ed. Fueled by the GWI partner playbook, 
multiple conference sessions, the suc-
cesses in California and 10 years of uncer-
tainty, Denver got to work; this time their 
results were tangible. 

Just as there are many ways that one can 
fall into FM, there are many pathways for 
delivering education and credentialing to 
help individuals better prepare themselves 
for entry into the profession. Signifi cant 
results can be obtained by chapters, coun-
cils and communities taking the initiative 
to address the problem from as many an-
gles as can be reached. It is important to 
initiate conversations with as many orga-
nizations and individuals as possible. We 
must be open, listening and ready to grow. 

The Denver Chapter of IFMA uses an as-
sortment of methods to increase aware-
ness of FM as a career path in Colorado, 
the fi rst being “prime the pipeline,” utiliz-
ing outreach programs and coordinating 
with high school programs such as Skills
USA and the FM Pipeline Team’s imple-
mentation of the Facilithon3. SkillsUSA4

is a career-technical student organiza-

tion focused at the high school and col-
lege levels, allowing students to compete 
at regional, state and national events. 

IFMA Denver volunteers at SkillsUSA 
events to judge competitions and to pres-
ent a Facilithon event that introduces stu-
dents to FM as a career path. As COVID-19 
halted most in-person events, the FM 
Pipeline Team took their competition vir-
tual, introducing in June 2020 the fi rst ful-
ly online competition for SkillsUSA, with 
11 student competitors and 24 volunteer 
judges from the U.S., Canada and Egypt5. 
This allowed everyone involved to experi-
ence the judging process, in addition to the 
awards ceremony6 presentation, inspiring 
them to participate in future events. 

Students are now asking what options 
they have available to learn more about 
entering this career. In partnership with 
Metro State University of Denver, IFMA 
Denver will soon initiate their fi rst Intro-
duction to FM course for a bachelor’s de-
gree of construction project management 
with an emphasis in FM. The launch of 
this program is a testament to persever-
ance. It was a labor of love and a belief in 
the future of the profession. 

A tangible and notable 2020 accomplish-
ment is the creation of a Denver pilot of 
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the Talent Development Pipeline Pro-
gram (TDP), in coordination with the 
IFMA Foundation. This template can be 
used to replicate Denver’s pilot in other 
states and will help expedite successes 
based on Denver’s eff orts.

Working with the IFMA Foundation was 
key for the program. They made the rec-
ommendation to connect with economic 
development. The IFMA Foundation es-
tablished the contract with the City and 
County of Denver to establish the pilot. 
Their mission of making FM a career of 
choice can help your chapter with the 
connections and discounts for course 
materials. Use your resources, and do not 
go it alone!

Denver Chapter members met their 
local councilperson who provided in-
troductions to the Denver Economic 
Development and Opportunity Offi  ce 
(DEDO). Meetings were held with a 

workforce project manager and a youth 
liaison within DEDO to discuss the FM 
profession and the extensive opportuni-
ties available in our fi eld. Data collection 
was completed to qualify funding and an 
instructional pilot. Most workforce de-
velopment groups will have access to 
workforce data useable to identify the 
job market for certain job types. This 
helped to secure funding to sponsor 10 
students through a live instruction of 
the Essentials of FM.

The IFMA Foundation does not provide 
an instructor from within, so you will 
need to fi nd a credentialed instructor. 
Consider your local group of IFMA 
Qualifi ed Instructors to teach the 
Essentials of FM coursework. These 
courses are scheduled to be 15 weeks 
long (a typical school/college semester), 
with one semester break and one class 
for workforce readiness trainings.

Fill classes by reaching out to the 
various resources above. In the Denver 
case study, eight of the 10 available 
spots were fi lled with minority men 
and women aged 18-25, half of which 
were military veterans. The workforce 
development team was highly infl uential 
in this process. The Denver Chapter 
of IFMA made several presentations 
targeted at youth groups to help garner 
additional interest using the 
IFMA Foundation’s FM Ambassador Kit.

The Essentials of FM, by itself, is approx-
imately 32 hours of education. When pre-
sented over 15 weeks, this gives an instruc-
tor plenty of room for additional content. 
The Denver Chapter was consistently 
engaged and vested in the success of this 
project and off ered speaking and tour op-
portunities through its membership. Ulti-
mately, the group was able to include nine
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speakers, a luncheon, and a tour in the curriculum. Two guest  
speakers provided additional educational content on building auto-
mation and how to read architectural drawings. COVID-19 restric-
tions required a quick pivot to virtual learning, and while it limit-
ed the total number of speakers and tours planned, the program  
remained successful.

While COVID-19 derailed Denver’s plans for this step, nevertheless 
they advocate for it strongly. Career Connections Day is a mentor-
ship day that involves working with FMs in several companies who 
are willing to take on 1-2 students for the day to show them their 
daily activity as a facility manager. The program includes lunch, 
dinner and an evening panel with additional professionals speak-
ing about their paths in FM. The dinner is intended to provide stu-
dents and chapter members an opportunity to network and make 
connections. This was created by the IFMA Foundation, modeled 
off the Day with a Facility Professional program. 

Workforce development offices like DEDO are dedicated to help-
ing people enter the workforce and have the funding to support 
work experiences like paid internships. DEDO provided funding 
for 120 hours of work experience for each graduate of the course. 
This meant that all local partner companies needed to do was pro-
vide mentorship and experience for students in the FM field, and 
DEDO handled the rest. This was a key element in ensuring a mea-
surable outcome for participating students.

The steps outlined above were fundamental to success in the 
Denver TDP7, which ended the semester with a graduating rate of 
75 percent. Supported by the Denver Chapter, each graduate re-
ceived a full IFMA student membership to continue their mentor-
ship and chapter networking, and their resumes were shared on 
the chapter website to help them find permanent work in the field 
of FM. 

Denver continues to move forward with projects to help further 
the FM industry locally. Discussions are underway at a local com-
munity college, with both the dean and the business school’s ad-
visory board, to establish an associate of business degree with an 
emphasis in FM. Progress with DEDO has opened the door to oth-
er opportunities, such as classes for adult learners. There is money 
and opportunity for skilled apprenticeships for students to try out 
FM, augmenting academic courses with on-the-job skills. With this 
in mind, the Denver Chapter and IFMA Foundation started creat-
ing a registered FM apprenticeship program in Colorado.

We are seeking help to improve upon what has been started. So 
many of us want a very bright future for the built environment; 
now let us work together to make it a reality. This is a call to action:

Talk to the IFMA Foundation  |  Diane Levine and the board of 
trustees are rock stars with a wealth of knowledge of what is active 
and possible in the world of FM as a career of choice. They are also 
the creators and keepers of the GWI.  

Talk to your Peers  |  There is a wealth of knowledge with a depth 
and breadth within IFMA membership. Go to IFMA Engage8 or 

contact me. So many of us are deeply passionate about the future 
of FM. We love listening to what others are doing and making con-
nections to add benefit. We are all in the same ocean; let us lift the 
boats together.

Shape our Future  |  Time-travel narratives always warn against 
radically changing the present by doing something small, but bare-
ly anyone in the present thinks that they can radically change the 
future by doing something small. Each of us is significant enough 
to make an impact on our collective future. We have the ability, the 
obligation, the creativity and the ingenuity to act for future gen-
erations of FMs. Commit to taking the first small step today and 
maintain momentum, individual by individual, chapter by chapter 
and as a unified international organization.   FMJ
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It has been said that if a person really enjoys their job, 
they do not view it as work. What makes the workplace 
even more appealing is being fi rmly ensconced in a 
comfort zone. What worked last year worked last week, 
worked today, and should work tomorrow. With that 
mindset, FMs can feel they are totally in control and all is 
well. Complacency sets in and continuous improvement 
takes a back seat to the status quo. Nothing ventured truly 
leads to nothing gained. Where is the fun in that? 

I
f everything seems to be going well, then 
something was overlooked. FMs can only 
sit on their hands for so long before the 

world catches up with them.  Only after a 
person has stepped outside their comfort 
zone can they begin to grow.

Leadership and innovation go hand in 
hand. If a person is not a leader, it will be 
diffi  cult to introduce new ways of doing 
things. If a leader is not an innovator, they 
may be perceived as complacent and rele-
gated to doing the same old thing. 

One defi nition of leadership is the abili-
ty to infl uence a group toward the achieve-
ment of goals. Innovation is the setting of 
goals  beyond standard procedures. It is 
the over-arching catalyst of change and 
continuous improvement. It is not a cook-
ie-cutter process, but a matter of adapting 
an approach that best fi ts a specifi c situa-
tion or team. 

A leader works with teams to identify 
needed change, creating a vision to guide 
improvements through inspiration, and 
executing new processes with committed 
members of a group. Strong leadership 
empowers employees while enhancing 
their motivation, morale and job perfor-

mance through a variety of mechanisms. 
This entails being a role model for fol-
lowers, inspiring them and raising their 
interest in a project. It means challenging 
team members to take greater ownership 
in their work, while understanding the 
strengths and weaknesses of the facility 
staff . This allows an experienced FM  to 
align personnel with tasks that enhance 
their performance. It is also important to 
understand the qualities a leader can bring 
to a work organization. FMs must adapt to 
diff erent situations, share a collective con-
sciousness, self-manage and stay aware of 
the big picture while inspiring the team.

FM is in a constant state of fl ux, with 
ever-changing demands from stakeholder 
needs and ever-increasing pressure to be-
come more sustainable in operations. This 
involves researching new ways to be more 
streamlined and satisfy the imperative to 
fulfi ll the precepts of the triple bottom 
line, which is people, planet and profi ts. 
There is also an expanding appropriation 
of other innovations which FMs must em-
brace to help organizations improve their 
bottom line by upgrading general opera-
tional effi  ciencies. 

I n n o v a t i o n
FMs are waging a multifront war against 
attrition, but opportunities for improve-
ment abound.  Managing facilities the 
way it has always been done will not keep 
pace with the workplace’s ever-changing 
developments.  In a world where FMs are 
tasked with doing more with less, trying 
new things is sometimes the only way to 
improve operations.

In its modern meaning, innovation is a 
new idea, creative thoughts, new imagina-
tions in form of device or method. It is the 
application of better solutions that meet 
new requirements, unarticulated needs 
or existing facility needs. Such innova-
tion takes place through the provision of 
more-eff ective FM products, processes, 
services or technologies. An innovation is 
something original and more eff ective. It is 
related to, but not the same as invention. 
Innovation is more apt to involve the prac-
tical implementation of an inventive way 
of operating to make a meaningful impact 
in a facility. Not all innovations require an 
invention; they often manifest themselves 
via a new process when the problem being 
solved revolves around stakeholder satis-
faction or is of a technical nature.

Innovative leaders are focused on mov-
ing past the status quo and ushering in 
new projects, acquisitions or initiatives. 
As a result, these leaders must be comfort-
able with failure and the volatile eff ects of 
change. If the status quo is routine, then 
that is a mold that must be broken. In an 
innovative and creative environment, the 
status quo could be viewed as a bench-
mark, of sorts. It refl ects the best that is 
being done at the time (best being a rel-
ative term), but it does set a baseline for 
improvements. An innovator is a creator 
of new ideas. Their role is to go beyond the 
curve and act as a pioneer. They prepare or 
open a way for others. They need to own a 
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sense of wonder, willing to dream and have access to those dreams. 
Perception is based on patterns. The usual mode of thinking is 

based on judgement, which serves to reinforce existing patterns. 
FMs need some method for getting out of familiar routines. Some-
times they will need a jolt for stimulating system change, some 
provocation to start them rethinking. Disruptive innovation is 
sometimes necessary. Heretics, troublemakers and change agents 
can be the key to success when all else fails. The words "no, don’t, 
can’t" make creative choices uncomfortable or force rebellious ac-
tion. FMs must ignore the negatives and absolutes. Conformity is 
so ingrained in society that it sometimes masks a person’s true 
identity. FMs must be willing to undermine the conventional wis-
dom on which everyday competencies depend.

Innovative spirit is the spirit of optimism. It takes positive 
thinking on the part of the leader as well as facility staff  members 
to be successful. It also takes perseverance and a determination 
not to let anything or anybody discourage them. As leaders, FMs 
should not only allow, but encourage those they work with to de-
velop their skills and try out new things. They need to be positive 
about the future, and in turn, promote creativity and new ideas 
within their teams.

To innovate is not to reform. It is a way of creating improve-
ments and introducing a new way of performing operations in any 
organization. Even if it has been implemented somewhere else in 
the business world, FMs can take on the role of early adopter and 
still successfully introduce new ideas. An adoption life cycle is a 
sociological model that describes the acceptance and utilization of 
a new product or innovation, according to the psychological and 
demographic characteristics of defi ned adopter groups. This inte-
gration viewed over time is typically illustrated as a classic normal 
distribution or bell curve. The model indicates the users of a new 
product are innovators, followed by early adopters. Next come the 
early majority and late majority, and the last group to eventual-
ly adopt a product are the laggards or phobics. This latter group 
will implement the latest and greatest only as a last resort and will 
probably never try to understand it.

C o m e s  a  V i s i o n
When creating a Facility Strategic Plan, having a vision is part of 
the package. Strategy is based on assumptions. No one can predict 
the future, but FMs should have a good idea of where the chal-
lenges will arise and how they will deal with them. More intriguing 
is the development of wild ideas, based on what-if and best-case 
scenarios, in which successful FMs can envision optimum conclu-
sions, aim at dreams and work to fulfi ll them.

A facilities visionary is one who thinks about the future or im-
proved operations in a creative and imaginative way; someone who 
is ahead of their time and has a powerful plan for change in the 
future. Good visionary leaders will prepare for what they want the 
organization to look like and create strategies for how they can 
accomplish that goal.

Visions are part of long-term planning. In the pursuit to improve 
performance and spur change, visionary leaders can be intensely 
focused. They have set their goals and are willing do all in their 
power to accomplish them. Visionary leaders have the self-control 
and self-discipline to eff ect positive change and inspire those who 
report to them. It is hard to follow someone who does not lead 
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by example, and good visionary leaders understand this. One 
of the most important characteristics an FM can display is en-
thusiasm for their vision. Their passion and zeal should reach 
others and inspire them to feel the same.

Successful FMs are leaders, in that they understand how nec-
essary it is to encourage a sense of accomplishment and to let 
workers know their contributions are meaningful and useful to 
the company. They will align their work to the ultimate vision 
and goal, be leading innovators who show consistent improve-
ments in the market share of their company, contributing to 
the bottom line and alleviating stakeholder concern.

P e r s p e c t i v e s
FMs should be visionaries as well as leaders and innovators. 
They all tie together. The FM profession  was based on a vision. 
Forty years ago, IFMA’s founders foresaw the need for FM and 
created the discipline that forms the basis of the profession as 
it is known today. It was innovative spirit and leadership that 
led to opening this fi eld of endeavor. What started as a focus on 
space management alongside operations and maintenance has 
evolved to concentrations in 11 core competencies. FMs now 
deal with challenges like increasing energy effi  ciency, cost con-
trol, resource management, security, cybersecurity, emergency 
preparedness, sustainability/streamlined operations, biomim-
icry and the aging of facilities, to name a few.

A vision is long term. Today’s FM must consider the FMs 
of tomorrow. It may be diffi  cult enough to teach an old dog 
new tricks, but it is a completely diff erent proposition to get 
the next generation up to speed. Industry newcomers may be 
well-versed in technology and the proclivities of their peers, 
yet there are lessons that must be learned about the holistic 
scope of FM. 

Existing and experienced FMs must lead the new generation 
and be innovative in fi nding unique ways to impart knowledge 
and strategy to those new in the industry. They need to hold 
on to a vision of FM’s future and pass that down. They should 
always ask themselves what steps are needed to be more suc-
cessful. If those can be defi ned and accepted as guidelines, the 
road may be that much easier to travel. There is a lot invested 
in this profession — even though things change, they somehow 
stay the same. That is a concept that should serve FMs well into 
the (un)foreseeable future.   FMJ

Bill Conley, CFM, SFP, FMP, LEED AP, IFMA Fellow, 
is a facility manager at Yamaha Motor Corp. in Cypress, 
California, USA. Prior to that, he served as owner 

and chief sustainability offi  cer of CFM2, a facility management 
company. Conley has more than 40 years of experience in the 
facility management profession and has been a proponent of 
sustainable operations for more than 20 years. Conely has 
served on the IFMA board of directors, is a recipient of IFMA’s 
distinguished member of the year award and has received the 
association’s distinguished author award three times. He has been 
a regular contributor to FMJ for more than 20 years and has 
authored more than 70 FMJ articles.  
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Within the past decade, companies such as Yahoo, IBM and HP made headline news when 
they required employees who were working from home (WFH) to return to the office. The 
consensus among many CEOs at the time was driven by the urgent need to innovate and bring 
new solutions to the market. For many leaders, this meant bringing people together physically 
to build relationships and spark new ideas that would foster innovation. In hindsight, the focus 
on face-to-face collaboration was needed to re-engage employees, but what some leaders 
missed was the fact that employees also need to concentrate. 

The recent “Work from Home Experience Survey,” spon-
sored by IFMA's Workplace Evolutionaries (WE) and 
conducted by Global Workplace Analytics and Iometrics,  

found that 68 percent of respondents are successful working from 
home and 77 percent are fully productive working from home. Col-
liers’ “Working from Home Experience Survey” found that indi-
vidual/focused work is better facilitated at home and collaborative 
activities are better facilitated in the office.   

Colliers’ “Working from Home Experience Survey” highlights 
these preferences. 

Bottom line, the purpose of the workplace is to bring people to-
gether to connect, collaborate, co-create and experience the cul-
ture and values of the organization.

Society has also recognized the importance of work-life balance, 
which flourishes when people are given choice and flexibility to 
manage the complexities in their lives, work schedules and tasks. 
Through the global WFH experiment, which many workers par-
ticipated in and quickly adopted, a new style of leadership based 
on trust and inclusivity is also emerging. Leaders who can authen-
tically connect, clearly communicate objectives and measure em-
ployees by results, not line-of-sight, will build teams that thrive in 
a culture of distributed work. As a professional body, we have the 
unique opportunity and responsibility to help co-create and shape 
this new way of working, which will be positive for the organiza-
tion, teams, individuals and the environment. As we approach the 
threshold of creating this new way of working for the organizations 
we serve, the FM’s role has never been so important.  

Crisis-management expert Judy Smith noted, “There's always 
an opportunity with crisis. Just as it forces an individual to look 
inside himself, it forces a company to re-examine its policies and 
practices.” COVID-19 is just such a crisis that allows companies 
to re-examine their workplace policies and practices. For the first 
time, leaders who once vehemently objected to work being done 
outside of the company's offices experienced working from home 
first-hand. We've been living in an experiment that has proven we 
can be productive while working remotely. It is helping organiza-
tions get over the mental stigmatism of remote work, and they are 
rapidly accelerating remote work strategies. According to a recent 
Gartner survey, 74 percent of financial leaders and CFOs plan to 
have at least 5 percent of their on-site workforce move to remote 
positions following the COVID-19 crisis. This brings a new need 
and opportunity for a digital workplace that is without physical 
boundaries and an opportunity for FM leaders to manage multiple 
environments.

Data from Colliers also states 83 percent of workers want to 
work from home at least one day a week permanently, and 48 per-
cent said one to two days a week. However, this data also shows 
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Workplace environments/Lead support organizations
The new workplace will be digitally forward and combine both vir-
tual and physical presence. Work will be done from many locations 
such as the office, one’s home, co-location facilities, hotels or just 
about anywhere imaginable. Work is what you do, not where you 
are. Employees are no longer limited to the individuals and teams 
they sit by. Employees will be able to develop, innovate and con-
nect across the organization through video conferencing, virtual 
and augmented reality, collaboration tools and other digital tools. 
Companies are no longer limited by the physical walls enabling in-
novation and can now increase innovation across all employees. 
While COVID-19 forces businesses into a virtual environment, 
they do not need to replicate the office environment of the past 
once a COVID-19 vaccine is developed. Now is an opportune time 
to re-imagine a place you want to be. If employees can work from  

anywhere, why would they choose to be at the office? The answer 
is “the experience.” Creating this new workplace experience will 
require new thinking and management. A wide variety of space 
will accommodate those touching down for the day, teams brain-
storming or options for those who do not want to work remotely. 
The purpose of place will be focused on collaboration, interaction, 
camaraderie, teaming and mentorship. It is no longer about where 
you work but how you work and where is this best accommodated.  

Corporate real estate and FM teams have been chartered with 
the management of a corporation's physical footprint. The new 
charter will be to manage employee services from anywhere. They 
will continue to focus on maintaining offices, plants, data, centers, 
etc.; however, the office environment will see the most change. 
This change will be centered around one of the most important 
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what people miss the most is the ability to connect and collaborate 
with colleagues in the office. Based on these insights, new hybrid 
scenarios are rapidly developing that allow for greater fluidity and 
choice for employees. These emerging models support focused 
work-from-home and high-touch collaboration and innovative 
work in the office. None of this work can be accomplished with-
out robust HR and IT strategies to support the physical and digital 
work and require strong collaboration and integration with these 
important allies.  

To help frame these ideas, the chart below showcases the follow-
ing concepts.  

• Work includes people accomplishing the work (who)

• The place the work is being accomplished  

(where/workplace environments) 

• The process to enable the work and execution (how) 

Figure 1: Workplace Without Boundaries

         Workplace 
Environments/Lead   
       Support Org.

Office (FM)

Mobile (IT)

Home (HR)

Co-location (FM)

Hotel (FM)

Remote from  
Anywhere (IT) 

                Enablers

Mobile App for 
Communication, Work Orders 
and Space Reservation (IT, FM)

Remote Technology (e.g., 
Google Docs, Zoom) (IT)

IOT/Building Automation; 
i.e., remote monitoring (IT, FM)

Concierge Services (FM)

HR Support Programs/Culture/ 
Change Mgt. (HR)

Employee/Corporate 
Communications (ALL)

Analytics (BI) (ALL)

Policies and Procedures (ALL)

Wellness/Well-being Programs – 
wherever they work (HR)

Ergonomics (HR)

      FM Responsibility  

Manage Work 
Environment Space  
and Services

Ergonomics Across  
Work Environments  
(health and safety)
Analytics and Reporting, 
Governance (enforcing 
policies)
Concierge services,   
Workplace programs & 
Special Events (i.e., yoga, 
learning events)
Reprogramming space 
based on occupant needs 
(e.g., hackable furniture)

         Required Skills

Space Management

Building Maintenance

Hospitality

Information Technology

Data Science/Reporting

Essential Skills  
(e.g., Interpersonal, 
Creativity, Communication, 
Collaboration, Resilience, 
Decision Making, High EQ, 
Problem Solving)
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and valuable assets of an organization: human talent. HR and 
IT departments will play a larger role in supporting employ-
ees in various work environments. When CRE reports to the 
HR department or chief experience officer, the focus tends to 
lead to supporting employees versus cost when they report to 
a CFO. It is still unclear if the increase in work environments 
will tip the scale to HR or IT leading in the future or whether 
it will be a collaborative effort among HR, IT and CRE. Also, 
will there be a balance between the importance or priority of 
people and maintaining buildings?

Enablers & automating the management 
of corporate office space
Regardless of the work setting, certain enablers are required to 
support people in any work environment.  

TECHNOLOGY ENABLERS:  
Initially, the employee journey back into the physical space 
will be filled with angst, and FMs have an opportunity to lead 
their organizations into the future with improved safety. The 
primary concerns for the employee to return to work have 
much to do with the facilities. For example: overall cleanliness, 
touching common surfaces, air filtration and quality, ensuring 
the density is well managed and not overcapacity, and use of 
community and public areas like restrooms and cafeterias. 
Many FMs spent the past few months with other members of 
their COVID-19 Task Force focused on keeping people safe.   
Some of the basics include HVAC testing and strategies, inte-
grating touchless technologies where appropriate and ensur-
ing the six-foot distancing is reinforced throughout the space 
with the maximum occupancy understood and managed. Also, 
increased cleaning and supplies are available, navigation sig-
nage, and strong and consistent communication are applied.

Other technology strategies to support safety include using 
an automated kiosk or thermal camera to monitor tempera-
tures for automated site monitoring.  This new technology can 
immediately notify the cleaning vendor to disinfect the im-
pacted area or remotely trigger a robot with UV lighting. Re-
mote building system management can enable limiting access 
to the building or even certain areas that are impacted; then 
notify building occupants with instructions on what to do next 
via a mobile device. Sensors can help with building systems 
and equipment management. For example, sensors can be 
placed on the HVAC systems to monitor vibrations for pre-
dictive analytics to predict when the system may stop working 
or when certain maintenance is required. This also includes 
dispatching robotics for floor cleaning, window washing and 
disinfecting. 

Further enhancing a distributed work model will require 
acceleration in digital transformation in certain areas such as 
remotely monitoring building equipment and the employees’ 
use of space. If an employee books a hoteling desk via a mo-
bile device before entering the office, their experience could 
be based on their preferences and usage. Integrating this tech-



nology could provide data on when they will arrive (spacing entry 
for lobby and elevator use), provide food options based upon pref-
erence, and conduct cleaning and supplies all based on usage. 

Mobile apps are available to support a fluid experience by pro-
viding access from anywhere at any time, and remote technology 
(e.g., Google Docs, Zoom) will support collaboration and access to 
information. This level of ease and transparency keeps work visible 
and allows teams to stay connected to their work. Many work and 
management processes will also become more automated and ag-
ile. Data analytics on individual and team performance are already 
here. Still, there will be a further aggregation of this data that will 
redirect the work to whoever is best suited and available.

Automating the physical environment enabled by remote man-
agement of buildings will also be essential. Creating digital twins 
was cost-prohibitive in the past, given the average age of buildings.  
If a building is more than 30 years old, the building systems are 
difficult to remotely automate. Now that sensors are becoming af-
fordable, FMs can leapfrog antiquated infrastructure and remotely 
monitor buildings via sensors. This includes real-time occupan-
cy, indoor air quality, temperature and building equipment. The 
business case for remote monitoring now includes reducing "truck 
rolls” of technicians, which reduces labor costs, avoids carbon 
emissions and avoids unnecessarily exposing the technician to the 
public. 

The future will be focused on real-time occupancy tracking, re-
mote building system management, and marketplace employee 
and facilities services. All of these can support quick, real-time 
safety responses. This technology would also get us one step clos-
er to self-managed buildings, in which a building can monitor its 
systems remotely and adjust setpoints or dispatch a work order for 
repair. This will require an enhanced skill for FMs.

Conclusion
To manifest this new way of working, the mindset of the FM must 
remain curious, open to new possibilities and the desire to learn. 
When developing a new way of working the best approach to take 
is based on data and is a more inclusive one that integrates HR, 
IT, sustainability, finance, risk and communications. Throughout 
the crisis, we have observed that many organizations were forced 
to break the silos between departments and create a COVID-19 
Task Force to solve the immediate issues. Through this more in-
tensified collaboration, many FMs and CREs experienced stronger 
alignment and partnership with HR and IT than ever before. As 
we begin to settle into the next phase of COVID-19, is there an 
opportunity to expand this union and invite others with diverse 
expertise and mindsets to participate? 

The FM will require additional skills and knowledge supporting 
this new way of work. It will require a desire to collaborate with HR 
and IT; understand workplace management and workplace strategy, 
change management, space management, experience management 
(concierge services) in addition to building maintenance, and tech-
nology (smart building, IoT, etc.); and essential skills like emotional 
intelligence, communication and a strong financial acumen.  

The list is long, and very few of us have all the skills required.  

Ongoing training through IFMA’s SFP®, FMP® credentials and 
WE’s newly released Workplace Management Program certificate 
course will certainly support the FM of the future. However, the 
successful FM of the future will have the awareness to know when 
they need support, strong networks and the ability to partner with 
other experts, both internally and externally. Together, anything is 
possible.   FMJ  
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IFMA & LEADERSHIP
As part of IFMA’s 40th anniversary 

celebration, four of the association’s 
past chairs off er their personal 
insights on development and 

leadership within the FM industry.



Imagine your professional world 
with no organization dedicated to 

supporting facility management. No 
information, guidelines or standards 
to help you ensure effi  ciency, success 
or excellence.  No accredited degree 
program to set you on your FM jour-
ney. No continuing education or cre-
dentialing to help you grow in your 

fi eld. No network of mentors or peers to call on for helpful advice. 
No specialized consultants or products geared specifi cally toward 
managing facilities. No representation. No defi nition. No vision for 
a future fi lled with opportunity for advancement.

Welcome to FM pre-1980! In the late 1970s, Herman Miller 
formed the Facility Management Institute and sent Dave Armstrong 
of Michigan State University to major cities to talk about a newly 
minted term called “facility management.” A group of profession-
als interested in creating and defi ning a profession met to form the 
National Facility Management Association. Chapters formed across 
the U.S.; and once the Toronto Chapter was chartered, NFMA be-
came IFMA.

My fi rst experience with FM was in the fall of 1981 at a meeting in 
an Atlanta, Georgia, USA, hotel. By spring of 1982, we had a chapter 
and I was treasurer. My limited experience was in technology, and 
there was a whole lot I didn’t know. When I went to chapter lun-
cheon meetings, other attendees thought I was some FM’s wife.

Today, I’m a CFM, an IFMA Fellow, an international speaker and 
an award-winning author. I have retired from two successful careers 
as an FM executive. How did I get here? More importantly, how can 

you get from where you are to a similar “here?” FM has come a long 
way but there are basic skills that still apply. 

Knowledge — You must know what you are talking about before 
you can be an eff ective leader. Today, there are accredited degree 
programs and a variety of facility-related certifi cate programs. There 
are conferences and meetings on FM, as well as IFMA education 
programs. There is a plethora of information online. Vendors, con-
sultants, coworkers and FM peers can teach you. Take advantage of 
the education open to you. Imagine your FM world without it.   

Volunteer — Many associations, committees and charities are anx-
ious to fi nd leaders. Volunteers learn interpersonal, presentation, or-
ganizational, fi nancial and technical skills surrounded by supportive 
people. Becoming known in your community for good works brings 
positive recognition. Your employer and contacts will take you more 
seriously. Be open to starting at the bottom and working your way up.

Networking — Attend FM conferences and meetings. Talk to people. 
Use the member directory or online messaging to reach out. Learn 
from their experiences. Connect with HR, fi nance and IT profession-
als at your job. They can support your objectives, projects and career 
growth.  Find a hero. Find a mentor. Find an ally. Imagine your FM 
world without them.

Personal Integrity — It is very important to always deliver on what 
you say you will do. Never exaggerate your skills or present yourself 
falsely. Don’t lie. Assume that someone is always watching what you 
do. Stand behind your work and the work of your team. Admit your 
mistakes and take responsibility for them. Establish a reputation for 
honesty and transparency.
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1980s   |   CHRISTINE (NELDON) TOBIN, CFM, IFMA FELLOW   |   1991 IFMA CHAIR
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The 1990s seem like ancient times 
compared to today.  It was a pe-

riod of extensive economic growth, 
allowing many of us the opportunity 
to serve in expanded roles and gain 
valuable professional knowledge.

I am indeed thankful for the knowl-
edge, practices and principles I was 
exposed to throughout that portion of 

my career; and for me, several themes emerged from that decade.
FM professionals and leaders have several opportunities:

Studying our organizations: Developing a comprehensive under-
standing of the organization is both an opportunity and often a 
requirement if we are to be successful in our roles. Moreover, it 
helps us foster alignment in the delivery of our FM services. Un-
derstanding formal and information-based decision-making struc-
tures is a critical success factor.

Creating an environment that supports career development 
and advancement: Truly, “to whom much is given, much is ex-
pected” should be words to live by for FM leaders. Providing com-
prehensive one-on-one coaching, skills training, leadership/super-
visory skill development and designing career paths for FM staff  
produces extraordinary results both for staff  and the organization. 

Continuous learning: The extraordinary pace of technology during 
1990s underscores the need for lifelong focus on learning in a variety 
of areas. Clearly technical expertise is required, as underscored by 
the continuing evolution of FM competencies. Learning how best to 
apply and deploy technology is key to long-term success. 

Managing with data: Most smartphones have as much as or more 
computing/storage than desktop machines we were issued in the 
1990s. The ability to collect, analyze and make decisions based on 
data off ers FM professionals a true seat at the decision-making ta-
ble if they exercise the discipline in their organizations to collect, 
validate, understand and use the information to optimize services 
and manage costs.

Identifying and tracking trends: Monitoring and understanding 
the evolution of the workplace and workplace practices is key to 
creating and continuously improving FM services through service 
changes, training, staff  development and cost effi  ciency. We have 
seen the blinding speed at which organizations have adapted to re-
mote working. The eff ect on the way facilities are viewed, designed 
and managed has been profound. We must be alert to the full range 
of potential impacts.

Fostering a culture of fairness and respect: For some FMs, the 
1990s were marked by a distinct focus on real estate transactions 
and project management with FM operations often sidelined. 
Principled FM leaders create an environment where all services, 
skills and disciplines are valued. The pandemic has underscored 
the importance of our maintenance, technical and custodial staff  
in a dramatic way. 

FM has off ered me the opportunity to learn a little about a lot of 
things, but the greatest honor was to have worked with hundreds 
of people from diff erent backgrounds and experience to deliver 
services, develop the profession and learn together. 

1990s   |   DIANE MACKNIGHT, CFM, FRICS, IFMA FELLOW   |   1993 IFMA CHAIR
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Be open to change and opportuni-
ties that present themselves. Re-

fl ecting on decades of experiences, I 
realized that successful individuals 
are willing to accept the opportuni-
ty to change and adapt as they travel 
through life. As an individual is ex-
posed to various situations, he/she can 
absorb what has happened and glean 

from it what is valuable. A leader grows continuously as diff er-
ent opportunities present themselves. True leaders are open to 
change, making it work for everyone. 

Be respectful of culture and diversity. At the start of my work 
career, I experienced a variety of situations that improved my in-
terpersonal skills. As an inner-city teacher, I discovered how crit-
ical it was to respect the culture and diversity of all individuals. 
Each student exhibited a unique individual personality, learning 
style and willingness to be educated. This challenge provided me 
with a solid basis for relating to all people who crossed my path. 
A true leader enables others to learn and succeed in conjunction 
with advancing their own career.

Be willing to ask. Since my serendipitous introduction to FM in 
1980, I realized the need to learn from others. Asking because you 
do not have enough information or knowledge gains people’s re-

spect. They will honestly share what they know if you are open 
to learning. Be willing to request help, then appreciate the person 
providing it. Show that you are open to listening to others and will 
consider implementing what they have to share. 

Be a collaborator. A leader must encourage dialogue on how to 
develop a solution to an issue. If people share in fi nding the right 
answer, then they are more willing to make that answer a success 
for the team. Creatively looking at situations together can invite 
new ideas and opportunities to improve. It is acceptable not to 
know all the answers yourself, if you know how to lead a team to a 
positive result. 

Be steadfast in your beliefs and be patient. When I realized how 
important sustainability was to the FM profession and to our plan-
et, I decided to act. I spoke to numerous people concerning this 
topic and read all available materials. It was apparent to me that 
people were not ready to change what they were doing. It would be 
a long road ahead for sustainability to become the norm. I dogged-
ly pursued the topic and accepted that it would take patience and 
perseverance to incorporate sustainability into the very core of FM 
practices and education. A leader needs to be willing to educate 
others concerning what needs to be achieved; then off er opportu-
nities to learn. Edmund Burke’s quote was my touchstone during 
this endeavor: “Nobody made a greater mistake, than he who did 
nothing because he could do only a little.”

2000s   |   SHEILA M. SHERIDAN, RCFM, IFMA FELLOW   |   2002-2004 CHAIR
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After being in FM for more than 20 
years, I had the awesome oppor-

tunity to teach at a highly respected 
university in my hometown for a new 
FM graduate program. It would not 
have been possible had I not previ-
ously followed advice to continue my 
formal education in communications 
and business and learn quite a few 

leadership skills throughout my career. Working with young career 
professionals or students new to FM gave me insights into some of 
the possibilities for improvements and effi  ciencies in FM.

Going forward, I see a tremendous need for younger, innovative 
leaders who embrace new technologies, develop their employees 
and learn from everyone around them. These are traits of good 
leaders and will enable those with less experience to leap-frog 
their peers and even more experienced FMs. If you hear about new 
technologies anywhere, be curious. How could these be applied to 
the facility realm? What’s new that your organization might not 
have tried yet? How can we do more with less?

This last question is a perennial quest within FM and must con-
stantly be considered. Technologies such as building information 
modeling (BIM), augmented reality and the Internet of Things 
(IoT) bring new effi  ciencies to operating facilities and managing 
them for the best use of occupants. Understanding how they might 
fi t into your organization, or not, is critical to leading your FM 
group to success. Being able to anticipate new business challenges 

and respond rapidly are successful leadership skills.
Developing your team is one important way that leaders demon-

strate trust and expectations of success from employees. Listen-
ing to new ideas, encouraging new processes and being willing to 
experiment a bit will expand a new leader’s ability to meet users’ 
needs. While improving customer satisfaction, it also provides en-
hanced employee commitment and loyalty. Research has shown 
achievement, acknowledgement, autonomy and responsibility are 
stronger motivators of employee commitment than pay. Everyone 
wants to do well and creating and embracing an environment for 
responsible contributions results in success for the employee as 
well as the organization. 

Relatedly, the ability to see opportunities in various innovations 
is a new leadership skill that can quickly improve results. A classic 
example from benchmarking literature is the woman who suggest-
ed that the lipstick manufacturer consider touring a Winchester 
rifl e production line. Why? Think of lipstick cases and bullet cas-
ings! Diff erent industries but similar products. How could some-
thing unrelated possibly work to improve FM services? There may 
be new innovations, especially within the hospitality and service 
industries. Look around and be innovative. 

Finally, good leadership requires continuous learning. With 
things changing faster and faster, old ways of working and process-
es that require too much manual time are ripe for improvements. 
Always look for new information, opportunities for advancement 
and remember that people (our employees) are the real reason the 
facility must operate effi  ciently.   FMJ

2010s   |   KATHY ROPER, RCFM, IFMA FELLOW   |   2011-2012 IFMA CHAIR
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Christine (Neldon) Tobin, CFM, IFMA Fellow was regional project 
manager for Travelers Corporate Real Estate in Alpharetta, Georgia, 
USA, before her retirement. Her responsibilities included planning 
project work, facilitating space negotiations, overseeing outsourced 
allied partners and department relationships, annual budgeting, 
emergency and operational support. Tobin was a founding member of 
IFMA’s Atlanta Chapter, 1991 IFMA chair, served on the IFMA board 
for eight years and is an author/speaker on FM throughout the U.S. 
and internationally. Awards include 1993 Distinguished Member, 1995 
IFMA Fellow and 2001 Distinguished Author. In 2016-17, she served as 
Trustee for the IFMA Foundation.

Kathy O. Roper, RCFM, LEED AP, IFMA Fellow is a retired associate 
professor and chair, FM, at Georgia Tech in Atlanta, Georgia, USA. 
Roper continues to research and write about FM issues, focusing on 
innovations, trends and integration of technology and business acumen 
into FM. Roper was co-founder and co-editor of the “International 
Journal of Facility Management,” launched in 2009. She is co-author 
of “The Facility Management Handbook,” third and fourth editions, 
and recently completed IFMA’s “Climate Change Fundamentals for FM 
Professionals” report. She served on local, national and international 
boards and scientific committees for expertise in FM.

Sheila Sheridan, IFMA Fellow, RCFM was a teacher with a M.Ed. 
and left the profession to raise her family. She returned to work in an 
administrative position and within a year, she found herself in the 
facilities field.  Sheridan retired from Harvard University as director of 
facilities and services at HKS  and has more than 35 years' experience 
in the facilities profession. She is past faculty for IFMA and USGBC 
and has been a guest lecturer and visiting faculty at international 
universities. As IFMA chair, she advocated an awareness of 
sustainability. In her retirement, she is active in environmental issues 
and town government. She continues to participate in various IFMA 
activities and is a member of the Environmental Stewardship, Utilities 
and Sustainability Strategic Advisory Group (ESUS).

Diane MacKnight, CFM, FRICS, IFMA Fellow is a recognized expert 
in real estate and FM with more than 30 years of experience. Practice 
areas are organizational assessment, facilities outsourcing, strategic 
and tactical facility planning, administrative/office services, leadership 
coaching and process improvement. Her consulting experience includes 
assignments across North America, Europe, Australia, Brazil, and Asia. 
She  offers a unique perspective gained from serving as a practicing 
facility manager for Freddie Mac, vice president of facilities for Gannett/
USA Today and as an outsource service provider (SVP of Corporate 
Services for Trammell Crow Co.). She formed MacKnight Associates 
in 2003. She is a founding member of the Capital Chapter of IFMA, a 
past IFMA chair (1993), a Certified Facility Manager, an IFMA Fellow 
and a Fellow in the Royal Institute of Chartered Surveyors. MacKnight 
has served as an instructor for multiple courses with the George Mason 
University Facility Management Certificate Program.
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My  FACILITY
Encompassing 19 museums, 21 libraries, nine research centers, a 

zoo and much more, the Smithsonian Institution in and around 
Washington, D.C., USA,  is the world’s largest museum, education 
and research complex. The Smithsonian welcomes 30 million 
visitors annually into its halls, where they are immersed in cultural 
arts, sciences, history and nature. The upkeep of the Smithsonian, 
protection of its holdings, and comfort of its employees and 
guests falls on Judie Cooper and her FM team.

> > > > > > > > > > > > >> judie cooper
The Smithsonian Institution

 Washington, D.C.

Photos Courtesy of the Smithsonian Institution
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FMJ: Tell us about yourself and how you got into FM.

cooper: I got into FM the same way many others did, by accident! 
I was hired to work at the Smithsonian Institution in the Office 
of Facilities Planning and Engineering Services in 1978, where I 
assisted with budget work and correspondence.  I later moved to 
what is now the Office of Facilities Management and Reliability 
(OFMR). In that position, I learned about all administrative and 
management aspects of facilities — how to fund them, financially 
manage them, hire, train, manage and lead staff, understand 
each functional area of facility operations and maintenance; clean 
and maintain facilities; and articulate facilities’ needs.  

From there, I became the Director of Crafts Services with a 
staff of 129 skilled crafts and tradesmen serving all Smithsonian 
facilities — we did everything from preventive maintenance to 
building exhibitions. 

In my current role, I focus on strategic initiatives, learning 
and development, measuring and improving organizational 
performance, and supporting organizational improvements.   
We are facing some very serious challenges in this industry 
over the next decade. For every three skilled tradespersons who 
are looking to retire in the next couple of years, there is one 
skilled tradesperson ready to step into the role. Only 6 cents of 
every U.S. education dollar is invested in technical education; 

this will have a very significant impact on our profession and 
productivity in the future. My greatest pleasure is working with 
staff and creating opportunities to help them identify a path to 
grow professionally.  

For this reason, our leadership is supporting an initiative 
we call the Facility Management Academy, which will provide 
classes for our staff members to help them upskill and reskill 
in order to be ready to address the challenges of managing, 
operating and maintaining facilities. We invest in our staff and 
provide training courses that will help them develop the skillsets 
to address facility challenges at all levels.

FMJ: What is the Smithsonian Institution?

cooper: We are the world’s largest museum, education and 
research complex with 19 world-class museums, galleries, 
gardens and a zoo. The Smithsonian’s mission was clearly 
stated in the will of James Smithson, an Englishman who left 
his sizeable estate to found “at Washington, under the name of 
the Smithsonian Institution, an establishment for the increase 
and diffusion of knowledge.” In OFMR, our mission is to operate 
and maintain our cultural facilities and provide services that 
support the Smithsonian; in other words, we set the stage for 
the Smithsonian experience.
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My  FACILITY
FMJ: What is day-to-day life like at the Smithsonian? 

cooper: No two days are ever the same and that is one of 
the things I like about FM! There are 6,700 employees at the 
Smithsonian and another 7,000 volunteers. The FM staff is 
about 870 people with expertise in just about every area of FM.

FMJ: Why is the Smithsonian unique and what kind of unique 
challenges do you face managing the facility? 

cooper:  The Smithsonian is unlike any other organization. 
There are many wonderful museums dedicated to history, 
the arts, culture, technology, science, humanities, and even 
specific events or subjects. At the Smithsonian, we seek to 
be a leader in that arena, and we provide an unparalleled 
learning experience for our visitors and researchers. We have 
multiple facilities of varying ages that welcome many people 
every day (except Dec. 25, the only day of the year we are not 
open).  This level of interest and foot-traffic presents many 
challenges for iconic facilities.

We are visited annually by more than 29 million people.   
We house collections of unique artifacts in a facility that may 
be 90 years old, built to accommodate thousands of visitors, 
yet is visited by millions. Just as any facility that is heavily 
utilized, our facilities have their challenges. On a hot summer 
day, the persistent opening and closing of doors lets valuable 
cool air escape and hot air sneak in. Imagine trying to maintain 
the proper environmental conditions to preserve irreplaceable 
artifacts in such conditions. People track dirt and snow 
throughout these highly visited facilities. Restrooms designed 
to accommodate hundreds must accommodate thousands. 
Imagine trying to keep these heavily utilized facilities clean 
and neat every day. Just to keep things working properly and 
provide the right environment for the best experience at our 
facilities takes a whole team of very talented people whose 
work is far less visible than our exhibitions and research, but 
nonetheless critical to support the Smithsonian mission. 
  
FMJ: How much space do you manage?  

cooper: We manage 13.9 million square feet of space 
housing almost 155 million objects and specimens on over 
28,500 acres of property. Our portfolio also includes almost 2 
million square feet of leased space. We are larger than some 
small towns. In our world, managing an art gallery is a bit 
different than managing a science museum, which is different 
than managing the National Zoo with its live collections. 
Managing space in which important research is conducted is 
very different than managing public spaces. There are many 
challenges related to specialty cultural FM.

FMJ: What is the biggest FM challenge you have faced and 
how did you find a solution? 

cooper: One of the most significant FM challenges is how to 
best articulate the FM needs of an organization. As facility 
management becomes more professional, it is imperative 
that FMs know how to frame their story so that it clearly 
articulates the FM needs as well as the FM demands.   We 
can share how our funding enhances the visitor experience, 
protects collections, ensures public safety, ensures more 
efficient use of funds by performing predictive and preventive 
maintenance instead of reactive maintenance, and how 
we can prevent project cost escalation by spending modest 
amounts now as opposed to potentially significantly larger 
amounts in the future.

One concern that I have is that FMs sometimes suffer from 
a collective inferiority complex. There are still some who 
believe that facility staff should just keep their heads down, 
make sure the lights work and try to stay out of everyone’s 
way. They believe that any day that no attention is drawn to 
facilities is a good day, and that is just not right. We should 

> > > > > > > > > > > > >>  judie cooper
 The Smithsonian Institution
 Washington, D.C.
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position ourselves to advocate for the facility requirements 
of our enterprises. We need to be articulate, clear, engaged, 
involved and immersed in our larger enterprise so we are 
viewed as partners and are consulted as the experts we are. 
People should know that we are critical in helping advance our 
enterprise.  

It does concern me that we sometimes may not make the 
best facility decision in deference to what we believe may 
be the needs of the larger enterprise. On occasion, you may 
need to make a decision that is important from a facilities 
perspective (such as safety or equipment operation) but may 
appear contrary to the needs of the larger enterprise, such 
as continuing to operate an area uninterrupted as repairs are 
made. These can be hard calls to make if we are not working in 
partnership with the larger business and are not seen by them 
as a partner in advancing the business.

FMJ: What are some FM challenges you face at the 
Smithsonian that are common across the FM industry?  

cooper: No facilities department has enough resources – 
people, time or money. We would all like to have more of each, 
but we know that is not likely; so, we should focus on how we 
can utilize what we have to make the most productive and 
positive impact on our enterprise.

Deferred maintenance and facility condition 
assessments are defi nite concerns. Keeping maintenance 
current is important in controlling costs. Knowing asset 

conditions supports identifying and ranking facility 
requirements to prioritize projects. Understanding and 
managing funds in terms of maintenance and capital is critical 
so that both types of requirements are clearly understood, 
planned and communicated. 

We would benefi t from improving communication among 
facilities sta� . Within facilities, we can recall times a project 
has been designed with little regard to the people who 
maintain it, when there has been inadequate communication 
between the designers and the end users, or times that 
commissioning has not gone well.  

FMJ: What do you like best about what you do?

cooper:  Every day is unique and challenging. Every job has 
some aspects that may seem uninteresting or robotic, but 
in facilities there are always challenges and opportunities 
to share and explore new and di� erent ways of seeing and 
responding to situations. I love working with people to identify 
opportunities to learn and help position people for the future.
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Building 
electrifi cation 
is coming. 

RBI sustains and propels the 
FM industry with high-impact 
fact-finding, game-changing 
analysis and high-priority data

Research
Focused on topics that carry 
the greatest urgency and 
importance to FMs.

Explore research.ifma.org to stay updated on new and upcoming 
reports, benchmarking efforts, insightful webinars, think-tank 
participation and sponsorship possibilities.

Benchmarking

Essential data for reliable 
FM decision-making and 
proven facility performance.

Expertise

Global subject matter 
experts contribute to RBI 
projects to provide the best 
possible resources in FM.

Knowledge

FM-based research at 
an economical cost from 
both a global and regional 
perspective. 

RBI DELIVERS
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A creed is a set of beliefs or aims that 
guide someone's actions. Every day, 
FMs rely on a unique facility creed 
to rise above the many challenges 
they face. These challenges include 
coordinating teams and seamlessly 
maintaining countless operational 
components such as HVAC, air quality, 
pools and spas, kitchens, plumbing, 
loss prevention, landscaping, lighting, 
public spaces, fi re safety, mechanical 
equipment and health inspections, 
just to name a few. 

Before February of this year, these Jacks and Jills of all trades 
would have agreed “dirt is 90 percent of the problem, 
cleanliness is key.” However, within the ever evolving and 

unpredictable new reality defi ned by COVID-19, cleanliness, with 
the emphasis on disinfection, is the new 90 percent. Tasked with 
implementing heightened cleaning and disinfecting protocols in 
addition to the hundreds of other moving parts of a facility, how 
can these heroes successfully fulfi ll a mission of safely re-opening 
the world’s workspaces, schools and event arenas? Where should 
an FM even begin?

Learn: Gain Knowledge
FMs are combating a lack of information on two fronts, COVID-19 
and disinfectants. Fortunately, new information on COVID-19 is 
discovered daily. Unfortunately, information about disinfectants 
that is readily available to buyers is being misrepresented by the 
people selling it.

Choosing the right — or wrong — products can make or break 
even the best plan for overhauling protocols. A special onus has 
been placed on FMs to learn as much as possible about the prod-
ucts used to keep facilities safe for workers and visitors. Now 
is the time to hold vendors and sales reps accountable for their 
claims, through the review of additional information and proven 
successes. It is not just livelihoods on the line, it is lives. In the 
athletic setting, athletes lose careers over staph infections, lose 
games over fl u and lose practice over COVID. In the health care 
setting, every minute and every infection can quickly become a 
matter of life or death. 

KISS: Keep It Simple 
and Straightforward
Disinfection does not need to be overly complicated. It just needs 
to be done correctly the fi rst time, and FMs need products that 
work eff ectively without compromising safety.

Insurance does not prevent accidents
UV robots, fogging machines, surface coatings and other back-up 
methods of disinfection may sound high-tech and sexy, but they 
are not meant for use as primary disinfection. They are intended 
to serve as a back-up, and like insurance, if there is a rock-solid 
primary plan, back-up insurance is good to have, but not essential.

Break-up with unreliable chemical supply chains
Breaks in the chemical supply chain have been particularly prob-
lematic, at a time when access to supplies could not be more im-
portant. Grocery store shelves have been rendered empty, busi-
nesses are being price gouged and nurses have been forced to 
practice amateur chemistry to get by until common products be-
come available.  

All these issues have brought to the forefront the fact that chem-
ical supply chains are not necessary.   In fact, they are a hinder-
ance.  Devices regulated by the U.S. Environmental Protection 
Agency (EPA) capable of producing powerful cleaning and dis-
infecting solutions on site are available. The adoption trend has 
been slow, because they are regulated in the same category as UV 
robots, as “devices.” Because they are devices, they will not be 
found on any EPA list. To ensure use of a product risk assessors 
can stand behind, it will be imperative to ask the companies be-
ing considered for their EPA Establishment Number, the complete 
Good Laboratory Practices (GLP) report for the level of disinfec-
tion they are claiming (more on the diff erent levels below) and 
additional testing of a small non-enveloped virus to ensure COVID 
is knocked out cold.

Disinfectants should kill germs not people
Disinfectants should be eff ective against a wide array of patho-
gens and the Centers for Disease Control and Prevention recom-
mends the use of products that have the shortest contact time 
possible. Unfortunately, many cleaning and disinfecting products 
force a dangerous compromise to health and safety, even those 
claiming to be “green.”  Many products cause allergies, asthma, 
alter the red blood cells in mammals and attack internal organs, 
even in their at-use concentrations. Many doctors call the clean-
ing and disinfecting products used in our homes, schools, offi  ces 
and other public places, “modern-day asbestos.” Whatever disin-
fectant is chosen, the goal to protect the people in a facility re-
mains the same. A general rule of thumb, so long as the product's 
GLP report proves eff ectiveness, the fewer chemical ingredients, 
the better. As an example, some disinfectants are 99.98 percent 
water,  hypoallergenic and off er quick disinfection without com-
promising health. 
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There is a dangerous trend in the market.  Chemical companies 
are trying to appease and retain frustrated customers. As a result, 
many chemical companies are having their reps fraudulently ad-
vise customers that their products kill on contact. However, every 
disinfectant has a contact time, which is the time a disinfectant 
needs to sit wet on a surface to kill the germs it claims to kill. It is 
the goal of every manufacturer to have the product with the short-
est contact time possible. It should be noted that if the product is 
used improperly, liability and repercussions from the misuse fall 
on the users, not the manufacturers or their representatives. It is 
imperative that FMs ask the sales reps they are working with for 
a copy of the disinfectant’s GLP report. This study should be pre-
pared by an EPA-accredited laboratory and classifi es the product’s 
level of disinfection.

To protect colleagues, workers and visitors, the goal is to choose 
the highest level of disinfection, i.e., health care grade — products 
tested against tough gram-negative and tough gram-positive bacte-
ria. The eff ectiveness and contact time (again, the amount of time 
the product must remain wet on a surface to be eff ective) will be 
listed in the GLP report. Knowing and adhering to this number 
is critical. As shown in the chart on the following page, the EPA 
allows for a product to be health care grade with a mere 95 percent 
kill rate during the contact time, which is generally 10 minutes. 

Spray and wipe is not a method for proper disinfection
If there is one takeaway from this piece, let it be this: every disin-
fectant has a contact time and even the most highly eff ective dis-
infectant will not give the results needed if it is used improperly. 
Most disinfecting products have a 10-minute contact time; and to 
make things especially vexing, disinfectants typically dry well be-
fore the 10 minutes are up, so they need to be reapplied several 
times to truly achieve the necessary contact time.

A closer look at the product spec sheets of the disinfectants used 
in Notre Dame Athletics, the Four Seasons Hotel and Fitness 
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It is not just 
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it is lives.
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Center Los Colinas, and Texas Health Resources Dallas revealed the following:

Ten minutes is an impractical amount of 
time to keep a surface wet and would ham-
per operational effi  ciency tremendously, 
yet not using products properly leaves sus-
ceptibility to being infected by the germs 
left behind and to superbugs forming. 

Ten minute contact time? 
You have better things to do
Even the CDC recognizes a 10-minute 
contact time as infeasible; especially in 
buildings welcoming countless tenants 
and visitors every day. Unfortunately, with 
current concerns over COVID at the fore-
front, a growing number of product users 
are adhering to the contact time listed on 
the EPA’s N-List.

While the N-List can help facilitate fi nd-

ing a disinfectant eff ective against COVID, 
it is not ideal for determining how long to 
wait before wiping. The problem with us-
ing the N-List to decide on a kill time is 
that the list only shows the contact time 
for COVID. To the benefi t of all human-
ity, COVID is an enveloped virus, and as 
shown in the chart below is the easiest 
type of virus to kill.

If focusing disinfection practices on only 
one, easily killed pathogen, COVID infec-
tions will be the least concern. FM teams 
have fought dangerous and harder-to-kill 
pathogens, such as MRSA and C-Diff , for 
ages and the longest contact time on a 
product should always be adhered to.

A case study of Franklin Park — Sonterra 
(http://www.r-water.com/docs/case-stud-

ies/r-water-fp-sonterra-case-study.pdf), a 
senior housing community in San Antonio, 
Texas, USA, with more than 250 people and 
90 staff  members, demonstrated a signif-
icant drop in the number of fl u cases and 
other respiratory ailments by using a disin-
fectant with a one-minute contact time ver-
sus their previous product with a 10-minute 
contact time. They even recorded only four 
cases of fl u in four years and a 65 percent 
decrease in staff  call-off s and sick days.

Applaud the FM team
FMs have a daunting job. Now more than 
ever, it is tremendously important to re-
member everyone is in this together. From 
the FM to the part-time custodial worker, 
each player has a critical role in making fa-
cilities safe for everyone and it is important 
to celebrate the victories. Previously, keep-
ing track of workplace injuries like slips and 
falls was a popular metric for evaluating and 
praising success. Now, reduced infection 
rates, whether COVID, cold or fl u, is anoth-
er valuable metric. Updating cleaning pro-
tocols has created a way to improve metrics 
and provides an opportunity to celebrate 
success and motivate teams to achieve new 
heights. A simple shift in perspective turns 
this from a time of great challenge to a time 
of growth, with greener, cleaner, safer and 
more eff ective options.

COVID-19 has changed the FM land-
scape, but it has not changed its creed to 
learn, KISS, CYA and applaud.

Before the world reacted to the current 
pandemic, FM had projects on target and 
goals in mind. Through education on the 
safest, best, fastest acting products, FMs 
can return to normal.   FMJ

Rayne Guest is the founder and 
CEO of R-Water, a company that 
manufactures an EPA-regulated 

device that attaches directly to a facility’s water 
supply to produce a hypoallergenic disinfectant. 
While living in Los Angeles, she was inspired 
to launch her career in the green industry 
developing customized recycling programs for 
hotels and other commercial properties. Guest 
graduated from UCLA’s Executive Program 
in 2006. She was born and raised in the 
mountains of Idaho and lives in Dallas.

Herpes Simplex 2
Coronavirus (Human)
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As the world envisions a safe return 
to the workplace post-COVID-19, 
technology and materials will play a 
key role in the success of this process. 

As an immediate response to the 
pandemic,  communication tech-
nology has emerged as the top-

most technology driver. Remote working 
is critical, and collaboration tools are a 
must-have for a productive environment. 
With mass quarantines and complete lock-
downs, the epidemic has ignited and am-
plifi ed the debate over the future of work.

Yet, the virus will not defeat the concept  
of working in standard offi  ce buildings. As 
companies plan how to return their work-
force to the offi  ce, numerous calculations 
are being made to provide an environment 
that will keep workers safe, healthy and 
productive while relieving fears. 

The A-B-C-D concept is a good place to 
start thinking about the technologies and 
materials that will be the key to managing 
the post-COVID-19 workplace.

A for Automated 
Employees could eliminate the need to 
press communal buttons by using their 
smartphone to send a command to the el-
evator. Conference rooms could be fi tted 
out with voice-activated technologies to 
control lighting, audio and visual equip-
ment. Passing through doors or fl ushing 
the toilet would require a simple wave. 
Contactless pathways at the offi  ce en-
trance, whereby employees rarely need to 

touch the building with their hands, and 
offi  ce doors open automatically using mo-
tion sensors and facial recognition. 

Simple intelligent assistance technology  
could become a new interface and remove 
the need for physically pushing a button or 
touching a surface in an offi  ce. There are 
apps helping to make the next iteration of 
the offi  ce a contactless one; such as using 
near-fi eld communication instead of key-
cards to give employees access to a build-
ing or lift system via their smartphone, 
or to buy food and drink from cash-free 
workplace canteens. 

Successful implementation depends on 
what level of existing technology is already 
in place.

B for Breathable
It may not be possible to return to the 
workplace until HVAC systems are properly 
adjusted. The relationship between HVAC 
and viral spread is still being studied, but 
use of operable windows, or other ways of 
natural ventilation where available, will be 
a part of the future breathable offi  ce. 

Air-fi ltration systems will need a radical 
technology upgrade, including installation 
of passive features like HEPA fi lters, acti-
vated carbon fi lters and active devices like 
UV and electrostatic precipitation. Meth-
ods used in clean rooms for technical and 

health care facilities can fi lter virus parti-
cles but may not be practical or aff ordable 
for most workplaces. 

• Antimicrobial fi lters, bipolar ionization 
and UV lights for return air openings.

• Increased airfl ow and longer system 
operation times.

• Continuous operation of ventilation 
systems in communal spaces. 

• Increased sanitation of ductwork with 
aerosol sprays or UV light.

C for Clean
Technology investments can make a 
building perform better for people while 
also improving public health. Touchless 
surfaces make a signifi cant diff erence in 
both perceived and real cleanliness. Smart 
lighting reduces contact with shared sur-
faces, and it can also be customized to 
each user’s preferences. 

One of the guiding principles is choosing 
materials that can withstand heavy clean-
ing using caustic products. Porous surfac-
es like natural oiled wood will be avoided, 
with a preference for stone or laminates. 
Fabrics and carpets that can withstand 
heavy and frequent shampooing should 
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be used. These more durable materials are not necessarily costlier 
than the more familiar alternatives. Few organizations will have 
the budget for an expensive refi t. Work practices may continue to 
evolve, so it is important to keep close coordination with mainte-
nance personnel. 

Restrooms are critical to the user experience of spaces, and 
pantries off er refreshments and socialization. Most building occu-
pants will use one or both spaces every day. They include plumbing 
fi xtures and, in the case of pantries, food handling. 

Toilet facilities that were merely adequate pre-COVID-19 may 
now actually seem problematic to users. Adding spray disinfectant 
units and lids with UVC or far-UVC lamps to toilets and, at a mini-
mum, adding toilets lids that do not already have them to minimize 
contaminant dispersion could be the short-term solutions. Install-
ing new hands-free toilets with built-in sanitization mechanisms, 
UVC lamps or far-UVC systems to aid in stall sanitization could be 
long-term solutions.

Occupancy sensors can support multiple components of the 
clean workplace. For example, they can enable maintenance staff  
to see which spaces are being used — and need to be cleaned — and 
which spaces have not been occupied since the previous cleaning. 

Society’s heightened awareness of contagious diseases could 
usher in a new type of offi  ce – one that has elements in common 
with a hospital. If nothing else, the idea of coming to work while 
sick could become socially unacceptable. On the other end of the 
spectrum is a focus on health and hygiene so pronounced that it 
gives new meaning to the idea of working in a sterile environment.

D for Data
All workplace strategies should be  informed by social data. In 

addition to providing valuable social data that will make the return 
to the offi  ce more successful — such as who should be at work at 
the same time and how they will be seated — this engagement also 
lays critical groundwork for any contact-tracing eff orts that may 
become necessary if an employee becomes ill. 

Social data can be paired with information from building systems 
to map employee interactions. Building security systems already 
off er records of the comings and goings of employees and visitors. 
Room booking apps and occupancy sensors can provide data on 
who has shared space. Colleagues who may have been exposed can 
then be alerted and either seek treatment or take mitigation ac-
tions. Maintenance staff  can prioritize areas that may be contami-
nated. BIM will be able to integrate the facility and the person who 
works there. Mobile IOT will be able to track every individual and 
would be useful for detection and other purposes. 

This is the fi rst time the current generation has experienced a 
pandemic. Whatever happens in the months ahead, and even if a 
COVID-19 vaccine becomes available, it seems likely that the expe-
rience of living through a pandemic will have a long-lasting impact 
on the way people work and how workplaces function. The oppor-
tunity for the workplace is to move forward, not backward. And 

technology and materials will play the key role in the post-COVID 
workplace.

The role of facility management is emerging from just being a 
service provider, to promoting a culture anchored by safe work 
practices, quality, talent development, technology and analytics. 

 “As the need to manage and maintain buildings and workplaces 
better has never been a more pressing concern, facility manage-
ment, which has long been a behind-the-scenes operation, has now 
catapulted to center stage. We believe facility management will de-
termine workplaces and see growth in the immediate future,” said 
Pankaj Kain, group director of Informa Markets.

The role of FM services providers will become more strategic 
and long term in nature. The organized FM market size in India 
is around US$15 billion, according to Knight Frank India; and the 
total area of management under organized FM is 3 billion sq. ft.  

Dinabandhu Patra is the founder, Across & Beyond, an innovative 
fi rm in the Indian building industry. 

Informa Markets produces more than 450 international B2B events 
and brands each year. Its events and brands bring a diverse range 
of industries and specialist markets to life, as they have signifi cant 
international reach and industry depth and breadth. They create 
platforms for customers, partners and communities to engage, trade 
and grow, helping them thrive 365 days a year.
     The company’s global footprint combines local expertise with an 
international network, bringing a diverse range of specialist markets 
to life by providing high-quality connections and experiences through 
their global events portfolio, data tools and digital reach. Informa 
Markets empowers communities and enables new opportunities for 
business to come to life.  

Informa Markets and IFMA 
are coming together to host a virtual facilities 

expo November 26–27, 2020, 
which will be a great place to fi nd new 
strategic partnerships, all-encompassing 

solutions and technologies, and 
thought leadership for businesses.
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Credentials
The following people were awarded the Certified Facility Manager® (CFM®) certification in       MAY 2020:

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

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

®

®

Olukemi Odusanya, FMP, SFP
Alecia Business Concepts
Abuja, Nigeria

Steven Pons, CFM, SFP
ServiceLink
Moon Township, Pennsylvania

Brian Wilson, FMP, SFP
Arapahoe County Government
Aurora, Colorado

Kimberly Rademacher, FMP, SFP
Comcast
Westland, Michigan

Allan Del Degan, FMP, SFP
BGIS
Ottawa, ON, Canada

Joe Stone, SFP
Jacobs
San Antonio, Texa

Helga Gonda, FMP, SFP
JLL Hungary
Szekesfehervar, Hungary

Karl Plares, CFM, SFP
Eurest Services Inc.
Palo Alto, California

Diane Marcillo, SFP
Newark Board of Education
Newark, New Jersey

Basavaraju NL, CFM, FMP, SFP
IFMA India
Bangalore, India

Manoj Murlidhar Bhumkar, 
FMP, SFP

Doha, Qatar

Henry Adotei Allotey, FMP, SFP
Nursing and Midwifery Council 

of Ghana
Accra, Ghana

Christopher Adams, CFM, SFP
eBay
Draper, Utah

Len Harjala, FMP, SFP
Hillsboro, Oregon

Gene Johnston, FMP, SFP
PA Turnpike
Denver, Pennsylvania

Krystopher Brown, FMP, SFP
University of Colorado Anschutz
Aurora, Colorado

Casey Junod, FMP, SFP
Twitter
San Francisco, California

RoxAnne Nobles, FMP, SFP
Chicago, Illinois

Matt Morrison, FMP, SFP
Comcast
Philadelphia, Pennsylvania

Ben LoCascio, FMP, SFP
Duke University
Durham, North Carolina

Phillip Moore, CFM, SFP
JLL
Birmingham, Alabama

Christopher Wright, FMP, SFP
CBRE
Culpeper, Virginia

Melanie Newton-Green, 
FMP, JEA
Jacksonville, Florida

Mark Clay, FMP
Los Angeles, California

Scott Jackson, FMP
City of Saskatoon
Saskatoon, SK, Canada

Nick Findlay, FMP
City of Saskatoon
Saskatoon, SK, Canada

Tanner Huynink, FMP
City of Saskatoon
Saskatoon, SK, Canada

Nawaf Bedaiwi, FMP
Jeddah, Saudi Arabia

Majed Bedeiwi, FMP
Jeddah, Saudi Arabia

Ayman Masad, FMP
Enova
Riyadh, Saudi Arabia

Steven Pickett, FMP
Canadian Tire Corporation
Toronto, ON, Canada

Seante Tyner, FMP
Hazel Crest, Illinois

Olusola Ogunlana, FMP
Lagos, Nigeria

Aizhuan Li, FMP
Shanghai Roche 

Pharmaceuticals Ltd.
Shanghai, China

Wai Leung Kwan, FMP
OCBC Wing Hang Bank Ltd.
Hong Kong, China Hong Kong

Tian Chun Tan, FMP
EM Services Ltd.
Singapore, Singapore

Celeste Lim, FMP
EM Services Ltd.
Singapore, Singapore

Asad Khan, FMP
King Abdullah University
Thuwal, Saudi Arabia

R Madhan Kumar, FMP
DLF Power & Services
Chennai, India

Fouad Ridouane, FMP
Aramco Al Khobar, Saudi Arabia

Baschir Muhanna, FMP
Beirut, Lebanon

Jordan Wattenbarger, FMP
North American Commercial
Las Vegas, Nevada

Jacques Dufresne, FMP
Sodexo
Montréal, QC, Canada

Beth McKay, FMP
Booz Allen Hamilton
Springfield, Virginia

Simon Wright, FMP
Tommy Bahama
Seattle, Washington

Allison Paiger, FMP
McMillan
Vancouver, BC, Canada

Joshua Ftacek, FMP
City of Bloomington
Bloomington, Illinois

Warren Pearson, FMP
City of Cambridg
Cambridge, Massachusetts

Mickeia Jackson, FMP
CBRE
Charlotte, North Carolina

Michael Kerr, FMP
Federal Reserve Bank of 

St Louis
St Louis, Missouri

Ubie Brantley, FMP
Florida Department of 

Management Services
Tallahassee, Florida

Rayan Alamoudi, FMP
Riyadh, Saudi Arabia

Jim Allen, FMP
County of Los Angeles
Downey, California

Albert Abdelnour, FMP
American University of Beirut
Beirut, Lebanon

Kiran Schaffer, FMP
Vancity
Vancouver, BC, Canada

Allan Ramirez, FMP
Federal Home Loan Bank of San 

Francisco
San Francisco, California

Paul McGlynn, FMP
Enterprise Rent-A-Car

Susanna Cheer, FMP
Vancity Savings Credit Union
Vancouver, BC, Canada

Andrew Fraser, FMP
McGill University
Montréal, QC, Canada

Kim Wynes, FMP
CBRE
Redmond, Washington

Irfan Patel, FMP
Al Mahmal Facilities Services
Jeddah, Saudi Arabia

Dimitrios Stamatelopoulos, 
FMP

First Canadian Title
Oakville, ON, Canada

Jayla Cayruth, FMP
BlackRock
Atlanta, Georgia

Munir Ahmad, FMP
Edmonton, AB, Canada

Chiow Hong Lee, FMP
EM Services Ltd.
Singapore, Singapore

Vahe Babayan, FMP
California

Rana, FMP
Navigant
Trivandrum, India

Sherif Ahmed Abdelnaby, FMP
Saudi Bin Ladin
Riyadh, Saudi Arabia

Samer Albustanji, FMP
Arabian Centers
Riyadh, Saudi Arabia

John Rhue, FMP
Glen Burnie, Maryland

Mahmoud Al Sayed, FMP
Modon Properties
Abu Dhabi, United Arab 

Emirates

Denis Davidov, FMP
Equinix
Toronto, ON, Canada

Jeff Andrews, FMP
Premier One Property Services
Spring Grove

Roberta McClelland, FMP
Rover
Seattle, Washington

Amy Prochot, FMP
Glenstar Asset Management
Elgin, Illinois

Kamphol Siriuptham, FMP
Equinix
Seattle, Washington

Brendan Ryan, FMP
Sony
Culver City, California

Ronald Utz, FMP
Fairfax County
Fairfax, Virginia

Randy Lawson, FMP
Snellville, Georgia

Jonathan Leder, FMP, SFP
Walmart
San Bruno, California

Chi Hung Wong, FMP
Calgary, AB, Canada

Jim Sealy, FMP
Fairfax County Public Schools
Fairfax, Virginia

Antuan Torres, FMP
Invest Ottawa
Ottawa, ON, Canada

Octavio Cervantes, FMP
ABM Industries
Alviso, California

Lakshmi PIllai, FMP
Jacobs
Hyderabad, India

Jonathan Koh, FMP
EM Services Ltd.
Singapore, Singapore

Antoine Stephens, FMP
Virginia Beach, Virginia

Martha Budu-Manuel, FMP
Accra, Ghana

Husam Hajjar, FMP
Modon
Al-Madinah, Saudi Arabia

Daniel Hahn, FMP
Harmony at Hershey
Hershey, Pennsylvania

Matthew Pellant, FMP
Town of Breckenridge
Breckenridge, Colorado

Gina Colella, FMP
Edelman
New York, New York

Michael Delima, FMP
Select Commercial Services
Addison, Texas

Hector Perez, FMP
LAWA
Los Angeles, California

Christine Olsen, FMP
San Francisco, California

Anna Aggelopoulos, FMP
Government of Canada
Nepean, ON, Canada

Nurzhan Kulbayev, FMP

Marian Ofosu, FMP
United Nations Development 

Program
New York, New York

Jenny Nguyen, FMP
Toronto, ON, Canada

Isabelle Chartrand, FMP
CSE
Ottawa, ON, Canada

Steve Segovia, FMP
Equinix
Dallas, Texas

Peter Samy, FMP
Bakersfield, California

Henry Wong, FMP
Oracle Corporation
Santa Clara, California

Christine Powell, FMP
George Mason University
Fairfax, Virginia

Matthew Towle, FMP
QinetiQ
Lorton, Virginia

Eric Kelly, FMP
Alexandria City Public Schools
Woodbridge, Virginia

Jean Guiro, FMP
Saint Louis, Missouri

Kwaku Danso, FMP
Washington, District of 

Columbia

Dawit Zegeyea, FMP
Calgary Board of Education
Calgary, AB, Canada

Patrick Laxson, FMP
City of Houston
Houston, Texas

William Lopez, FMP
LJS Electric
Carlstadt, New Jersey

Sabrina Falcione, FMP

Alisha Swofford, FMP
University Corporation for 

Atmospheric Research
Boulder, Colorado

Douglas Nichols, FMP
Nevada

Andrew Smith, FMP
Fairfax County Public Schools
Gainesville, Virginia

Sean Sin, FMP
Applied Materials South East 

Asia Ltd.
Singapore, Singapore

Babu, FMP
Mercedes Benz
Bangalore, KAR, India

Johann Reyes, FMP
Port of Spain, Trinidad and 

Tobago

Xiaoyu Wang, FMP
Volkswagen Group China
Beijing, China

Christopher Schaal, FMP
Delaware River and Bay 

Authority
New Castle, Delaware

Mohammed Faraz, FMP
Dubai, United Arab Emirates

Normandee Yu, FMP
The Red Sea Development Co.
Riyadh, Saudi Arabia

Terri Cross, FMP
Denver Art Museum
Denver, Colorado

Khalid Alqarni, FMP
General Entertainment 

Authority
Riyadh, Saudi Arabia

Peter Abang, FMP
Alpha Mead Group
Lagos, Nigeria

Idowu Somoye, FMP
Alpha Mead Facilities & 

Management Services
Ikoyi, Nigeria

Jonathan Ero, FMP
Lagos, Nigeria

Adenike Durojola, FMP
Alpha Mead Facilities
Lagos, Nigeria

Jeffrey George, FMP
Lauderhill, Florida

Umashankar HN, FMP
Mercedes-Benz
Bangalore, India

Manjunath Roy, FMP
MBRDI
Bangalore, India

Areej Alabdullatif, FMP
Saudi Aramco
Dhahran, Saudi Arabia

Abdullah Alateeq, FMP
King Fisal University
Alahsa, Saudi Arabia

Mehendran Ganapathy 
Ramasamy, FMP

RBEI
India

Asa lakshmi Narasimharao, 
FMP

Quislex
Hyderabad, India

Tanisha Smith, FMP
COH
Humble, Texas

Samantha Yaghooty, FMP
CBRE
King of Prussia, Pennsylvania

Ali Alajlan, FMP
Riyadh, Saudi Arabia

Nicholas Collins, FMP
Shippensburg, Pennsylvania

Diedre Clark, FMP
Tampa, Florida

Tonny Nugroho, FMP
Sun Life Financial
Portsmouth, New Hampshire

Glenda Montgomery, FMP
Ottawa, ON, Canada

Jennifer Shivers, FMP
Delaware River and Bay 

Authority
Ccape May Court house, New 

Jersey

Gabriel Berstein, FMP
San Jose, California

Benjamin Marnell, FMP
National Park Service
Atlanta, Georgia

Zachary Teman, FMP
Advent Health Medical Group
Maitland, Florida

Mark Keen, FMP
Apple
Santa Clara, California

Jade Grimmer, FMP
Region of Peel
Mississauga, ON, Canada

Saeed Al Shehri, FMP
Saudi Arabia

Ori Morales, FMP
Complete Building Services
Silver Spring, Maryland

Nicholas Bates, FMP
Integrated DNA Technologies
North Liberty, Iowa

Shannon Steele, FMP
Cushman & Wakefield
Jackson, Mississippi

Justin Buttivant, FMP
Region of Peel
Brampton, ON, Canada

Keir Brooks, FMP
Union County College
Elizabeth, New Jersey

Jason Myrick, FMP
Irving, Texas

Michelle Bush Hamilt, FMP
Fenwick & West
San Francisco, California

Christina van der Vink, FMP
CBRE
Toronto, ON, Canada

Katia Lisk, FMP
Antelope, California

Mark Murbach, FMP
Fertility Centers of Illinois
Glenview, Illinois

Jason Sosnick, FMP
Foster City, California

Kevin Sims, FMP
Fairfax County Public Schools
Fairfax, Virginia

Jay Machamer, FMP
Portland State University
Portland, Oregon

Dwain Wise-Spain, FMP
George Mason University
Fairfax, Virginia

Abdulaziz Almessned, FMP
King Abdullah bin Abdulaziz 

University Hospital
Riyadh, Saudi Arabia

Michelle Peterson, FMP
Calgary, AB, Canada

Joanne Byers, FMP
BGIS

Denyse Saunders, FMP
Element Fleet Management Inc
Mississauga, ON, Canada

Melvin Sexton, FMP
Virginia Commonwealth 

University
Richmond, Virginia

Alvaro Ferreira, FMP
East Windsor, New Jersey

Xiaolong Liu, FMP
Shanghai, China

Matthew Adams, FMP
Sodexo
Gaithersburg, Maryland

Kevin Franquist, FMP
Thermo Fisher Scientific
South San Francisco, California

Melissa Gentry, FMP
TE Connectivity Winston
Salem, North Carolina

Kathy Clement, FMP 
Northern Virginia Community 

College
Alexandria, Virginia

Arnold Serrano, FMP
Crowell Moring
New York, New York

Andrei Plesoianu, FMP
Ottawa, ON, Canada

Bobby McCrary, CFM, FMP, SFP
Cargill
Wichita, Kansas

Brian Grant, FMP
SoFi Stadium and Hollywood 

Park
Inglewood, California

Philip Nishikihama, FMP
BGIS
Vancouver, BC, Canada

Connie Adams, FMP
Sandia National Laboratories
Albuquerque, New Mexico

Oluwatoyin Olatunbosun-
Ajala, FMP

Toyin Olatunbosun & Partners
Abuja, Nigeria

Jacob Gossard, FMP
Camelot
Highlands Ranch, Colorado

Mukhtar Usman, FMP
International Resource 

Management
Abuja, Nigeria

Heather Newell, FMP
Department of National 

Defense Canada
Ottawa, ON, Canada

Kimberly Garcia, FMP
Uber
Monsey, New York

Adetayo Agbabiaka, FMP
City of Eden Prairie
Victoria Island, Nigeria

Leon Navarro, FMP
Eden Prairie, Minnesota

Bill DeJesus, FMP
Goodwin
New York, New York

Christie Mintrup, FMP
Brightstar
Libertyville, Illinois

Corey Brennan, FMP
TrellisWare Technologies Inc.
San Diego, California

Thomas Baxter, FMP
Mississippi

Balachandran, FMP
Ellucian Higher Education 

Systems India
Bangalore, India

Sandeep Yadav, FMP
ServiceMaster Clean Ltd.
New Delhi, India

Prashant Chauhan, FMP
Cipla
Mumbai, India

Sohaib Iqbal, FMP
Kinan International Real Estate 

Development
Riyadh, Saudi Arabia

Riann Ramdass, FMP
Ministry of Works and Transport
Port of Spain, Trinidad and 

Tobago

Thad Blackwell, FMP
Sandia National Laboratories
Albuquerque, New Mexico

William Rivera, FMP
Ansell
Iselin, New Jersey

Sharaz Hosein, FMP
Ministry of Works and Transport
Port of Spain, Trinidad and 

Tobago

Basel ALSaeed, FMP
Buraidah Central Hospital
Unizah, Saudi Arabia

Hazim Alnafea, FMP
Buraydah, Saudi Arabia

Diana Cordova, CFM
Bank of the West
Albuquerque, New Mexico

Donald Lucy, CFM
PRIDE Industries
Roseville, California

Gene Hernandez, CFM, FMP, SFP
Los Angeles Unified School District
Van Nuys, California

Christopher Stout, CFM
Virginia

Stephen Burke, CFM
Circle the City
Phoenix, Arizona

Billy Jackson, CFM
Arizona State University
Tempe, Arizona

Andrew Moore, CFM, FMP
Wright-Patt Credit Union
Beavercreek, Ohio

Jeremy Brooks, CFM, FMP, SFP
FDNY
Long Island City, New York



Credentials
The following people were awarded the Certified Facility Manager® (CFM®) certification in       JUNE 2020:

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

Want to see your name here? Visit www.fm.training/credentials to find out how.
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The following people were awarded the Sustainability Facility Professional® (SFP®) designation:

Troy Garcia, CFM, 
FMP
Sandia National 
Laboratories
Tonopah, Nevada
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A Legal Minefi eld: 
Using technology 
after COVID   

B Y  J A C K  C H E N
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Reopening in a post-
lockdown, pre-vaccine world 
poses a legal minefield for 
owners and FMs, but they 
can use technology to carry 
the weight of several of the 
heaviest responsibilities, 
such as contact and facility 
tracing and notifications.
 

COVID-19 preventive measures are 
being enforced nationally, provin-

cially, locally and sometimes down to the 
block or even to specific buildings.1 Indoor 
spaces pose a higher likelihood of people 
getting infected,2 while some FMs are clas-
sified as essential workers who must keep 
security and operations going during these 
challenging times. While some regions 
have started reopening from wider lock-
downs, owners and FMs are tasked with 
responsibly reopening their facilities and 
ensuring their tenants and visitors are and 
feel safe to return. In addition to providing 
hand-sanitizing gel, facemasks and tem-
perature readings, public health author-
ities have started imposing contact and 
facility tracing. All of these factors com-
bined create a treacherous legal minefield 
for owners and FMs to navigate. 

The Minefield 
Creating Legal and 
Financial Risk
Owners and FMs must operate and main-
tain health and safety standards, and in 
this COVID-19 world, special scrutiny 
will be applied to those facilities that host 
large groups of gatherings. But what does 
healthy and safe mean now and what types 
of legal regimes could apply? The answer 
will depend on the jurisdiction, but some 
general legal areas include building code, 
public health and safety, employment, real 
estate, disability, human rights, and any 
COVID-19-specific laws and regulations. 
In the U.S., a class-action lawsuit is filed 
against McDonald’s for allegedly failing, in 
part, to have notified employees of their 
potential exposure to COVID-19-positive 
individuals, or in other words, for failing to 
have a contact tracing plan.3 Property and 
casualty insurers have taken notice of the 
need for contact tracing.4  

As companies and facilities prepare for 
a phased re-entry of buildings, a number 
of national and local laws and regulations 
have developed and will continue to de-
velop, requiring owners and FMs5 to im-
plement protocols and safety procedures 
to mitigate potential liability. In New York 
state, health authorities require owners 
and FMs to track and trace their tenants 
and visitors.

To the extent possible, Responsible Par-
ties should make best efforts to maintain 
a log of every person, including their own 
employees and visitors, who may have 
close contact with other individuals at the 
building; excluding deliveries that are per-
formed with appropriate PPE or through 
contactless means. Logs should contain 
contact information, such that all contacts 
may be identified, traced and notified in 
the event an employee or visitor is diag-
nosed with COVID-19. Responsible Parties 
must cooperate with state and local health 
department contact tracing efforts.6

In New York state, the owner and FM also  
must notify all entities occupying space in 
the building immediately with information 
on where someone who has shown symp-
toms has been near their section of the 
building and the respective cleaning and 
disinfection procedures taken.7 Presumably 
the owner and FM will need to keep a re-
cord of such notices having been delivered 
and received, as a simple email may not suf-
fice for liability purposes.

To make matters more challenging, own-
ers and FMs must meet all of these legal 
obligations while respecting the privacy 
rights of tenants and visitors. For example, 
consumer data privacy regimes, such as the 
California Consumer Privacy Act  (CCPA) 
and the European Union General Data Pro-
tection Regulation (GDPR), could apply to 
facilities outside of those jurisdictions if 
their citizens visit those facilities. 
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What Is Contact Tracing
A historically eff ective epidemiological tool to fi ght pandemics such as COVID-19 
is contact tracing, or the process of identifying people who may have come into 
contact with a COVID-19-positive person. The purpose is to notify those contacts, 
so they can take appropriate action and notify their contacts.

Does Contact Tracing Really Work? 
A jurisdiction such as Taiwan that has powerful pandemic fi ghting tools due in part to its 
robust contact tracing program8 has done a better job fi ghting COVID-19.       COMPARE:

The table below lays out the four general ways
to conduct contact tracing along with each 
method’s benefi ts and challenges.
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A number of nations have built or are building smartphone apps 
as a tool for its citizens and residents to opt-in to a national con-
tact tracing program. This would theoretically produce higher 
quality results with less human labor. These national contact tracing 
apps thus far, however, are not meeting expectations for various rea-
sons,10 including a lack of sufficient percentage of population down-
loading and using the mobile app. 

Moreover, in many jurisdictions, including some parts of the U.S., 
owners and FMs may be required to have their own contact and fa-
cility tracing solutions regardless of any state or national contact 
tracing app. If a nation’s public contact tracing effort falters, the 
more the private sector will be expected to pick up the slack.

Facility Tracing
In New York (and possibly other jurisdictions), in addition to pro-
viding contact tracing, a facility may be required to apply special 
cleaning procedures to any areas where someone tested positive 
has spent time on site. That means FMs need not just a way to 
trace contacts but map the path and duration that person took in-
side the facility. 

The need for facility tracing is still being hashed out in the pub-
lic health domain as scientists work to understand how COVID-19  
is transmitted. But there has already been an alarming case in  
China where one asymptomatic carrier rode an elevator alone, 
then 70 people got COVID-19.11 No facility owner or FM would 
want a headline like that. A contact tracing only solution and a 
temperature check at the entrance would not have prevented that.

While FMs will  keep the entire facility clean, facility tracing just 
offers that extra bit of insight and assurance that they provide a 

deeper clean to those sensitive areas such as bathrooms and eleva-
tors, where an infected person has been. Without this insight, the 
environment the user is moving through could be helping spread 
the virus to more people at the facility even without coming into 
contact with them.

Notifications 
(and Records Retention)
In some jurisdictions, FMs also may have the responsibility to no-
tify tenants of certain COVID-19-related events, such as someone 
on site having tested positive. Owners and FMs in litigious areas 
may want to consider keeping a record of delivery and potentially 
receipt by the tenant of such notices.

Some Suggestions
Owners and FMs should get proactive and start planning their own 
contact and facility tracing and tenant notification programs. 

Choosing an app-based solution means real user consent (they 
downloaded and registered to use the app) and could potentially 
provide contact tracing, facility tracing and messaging/notification 
capabilities in one. In addition, the FM can “outsource” consumer 
data privacy compliance needs to the a pp-based solution provider, 
who would be better equipped to handle such matters. 

While there may already be a sea of products available, most of-
fer only a piece of the puzzle. Owners and FMs should look for 
vendors who can provide all three services as that would help them 
navigate this minefield of legal issues.   FMJ  
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Jack Chen is CEO and co-founder of Loud-Hailer, a mobile-centric mass communications solution specializing in proximity capabilities, such 
as contact and facility tracing. As the co-author of two patents with more pending, Chen works on product and business development, as well 
as customer relations, finance and legal. He helps drive the company’s vision, strategy and growth. He earned his bachelor’s of arts degree 

from Columbia College in New York and his legal degree with honors from Fordham Law School.
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blurred lines: 
Adapting experiences for 
employees & visitors
B Y  J O H N  T.  A N D E R S O N
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Converging trends in technology and culture are blending the boundary 
between employee and visitor and signifi cantly changing how the 
workplace looks, feels and is experienced. The workplace of the future 
can already be found today at forward-thinking companies that provide 
workers and visitors with seamless, secure, self-service access to the 
spaces and facilities they need to do their best work. This access will 
become increasingly fl exible and on-demand — a shift that has been 
accelerated by the COVID-19 pandemic, as organizations strive to control 
who uses what and when, in order to protect their people.

The shift toward this agile working was well underway before 
the pandemic struck. However, this year, a vast portion of the 
global workforce is required to participate in an experiment in 

remote working on an unprecedented scale. Regardless of how 
many organizations maintain their work-from-home policies 
beyond COVID-19, agile working will continue to rise as workers 
demand new levels of autonomy.

Creating a brand experience
Today, many skilled workers expect their employer to grant them 
the freedom to choose when and where they work; whether from 
home, a café, a coworking space, the offi  ce or a combination. The 
workplace, in that sense, is competing with alternative spaces. Just 
as brands like Nike and Apple open fl agship brand-experience stores 
that immerse shoppers in their values and culture, the workplace is 
fast becoming a symbol and propagator of culture, delivering com-
petitive advantage by helping organizations attract and retain talent.

 It’s important to visitors as well. According to a survey by Proxy-
click1, 2 out of 5 people say their perception of a company has been 
negatively impacted by their experience in the lobby or reception. 
To avoid damaging brand reputation, organizations must create 
a visitor experience for customers, suppliers, partners and other 
members of the ecosystem, that creates the right impression.

As the war for talent rages, an employee experience that rivals 
that of a consumer retail experience will become the norm, not 
only in terms of the physical space, but the seamless use of tech-
nology, including mobile.

Many employees no longer expect assigned seating, while they 
do expect to easily locate their colleagues, check in and book fa-
cilities like conference rooms, AV equipment and parking spaces; 
and book services like lunch, a new room layout or a yoga class. 
The pandemic is pushing the digitization of these bookings, be-
cause walking up to a receptionist to make a booking, or using a 
touchscreen, are not as safe than people booking what they need 
via their own mobile phone.

 This “book everything, from anywhere” trend raises new chal-
lenges for FM professionals who are trying to reduce — or at 
least optimize — real estate costs, while providing an excellent 
employee experience that will serve as a competitive advantage, 
enabling them to attract and retain talent.

 A 2015 report by CBRE2 found 40 percent of offi  ce space is 
typically unused, equating to US$150 billion in empty space. 
Therefore, it comes as no surprise that 83 percent of corporate 
real estate executives rank space utilization as the key metric for 
making workplace decisions, according to Gensler3. As for meet-
ing rooms, space utilization is as low as 30 percent; and when a 
room is in use, only 40 percent of seats are occupied4.
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 Given that each workstation costs US$15,000-$20,0005, com-
bined with the need to improve sustainability, the pressure is on 
to adopt a data-driven, fl exible approach to ensuring people can 
access what they need, when they need it.

Cost and sustainability are only part of the story, however. 
According to a 2019 CBRE survey6, talent attraction and develop-
ment was the top driver of corporate real estate strategy in 2019, 
ahead of cost reduction. 

To succeed in today’s fast- changing, competitive landscape, or-
ganizations are increasingly relying on geographically distributed 
workspaces. “Work anywhere” tools and processes widen the net 
in terms of recruiting top talent from anywhere in the world.

 Yet the importance of blending virtual work with face-to-face 
contact cannot be underestimated. A fi eld study7 on a multination-
al organization with 43 teams, showed that visiting one another’s 
workplace to work side-by-side on day-to-day tasks is more ef-
fective at improving collaboration and productivity than off -site 
meetings.

 Meanwhile there are mixed feelings about returning to work 
post COVID-19, as some remote working employees are anxious 
about safety in the workplace, while others are keen to escape the 
loneliness and isolation of being separated from their peers.

Accommodating the gig economy
Another factor blurring the boundary between employee and visi-
tor is the rise of the gig economy. An increasing percentage of the 
workforce is made up of independent workers, such as freelancers 
and consultants. In an autonomous culture of fl exible, non-tradi-
tional workers, those on payroll are often indistinguishable from 
those who are self-employed or contracted from another organiza-
tion. Research by Gallup8 showed that over a third of U.S. workers 
participate in the gig economy already, and a report by Manpower 
Group9 revealed that 87 percent of workers globally would consid-
er freelancing or non-traditional work.

Optimizing the workplace for all
Sharing the workspace with potentially dozens or more visitors 
raises various challenges for facility professionals, from security 
and data privacy, to automation and space optimization.

 To address these challenges, forward-thinking FMs are adopting 
best practices such as:

• Create a consumer-level, fl agship workplace experience that 
embodies the organization’s values.

• Make people feel at home right away: Provide wayfi nding ser-
vices with maps and directions to meeting rooms, restrooms, 
kitchens and other facilities; and enable them to quickly locate 
the right person or team. With resource scheduling software 
and mobile apps, companies can let visitors set up the right of-
fi ce environment in advance, which will be ready for them when 
they arrive — e.g., desk or room selection, resources and the 
people they need to collaborate with. Likewise, there is no need 
for paper logbooks that compromise privacy and security, nor 
for a receptionist to check visitors in, when they can self-serve.

• Organizations can also limit the capacity of meeting rooms, 
ensure social distancing between desks and gather data that 
enables contact tracing with scheduling tools if someone falls 
ill. At the point of booking, health and safety measures can be 
further enforced by having people provide a reason why they 
need to be in the offi  ce and introducing a layer of approval be-
fore they can go ahead with the booking. Likewise, to aid com-
pliance and protect colleagues, people can be asked to confi rm 
that they have not had any symptoms of COVID-19, such as fe-
ver, and have not been in contact with anyone who is ill.     

• Use data to make workplace decisions that optimize space, 
well-being, health and safety, productivity and collaboration. 
Data analysis is particularly critical to enable facility manag-
ers to prepare for and address the high degree of fl uctuation 
in space utilization in workplaces today. With employees trav-
eling between offi  ces, freelancers visiting workplaces and a 
fl exible workforce that chooses when to work from the offi  ce, 
the need to predict usage and adapt accordingly is becoming 
more important than ever. Data-driven insights will help facil-
ity managers reduce real estate and other costs and create an 
outstanding experience, while being able to respond quickly to 
changing business needs; e.g., the need to suddenly accommo-
date 100 new hires for a fast-expanding team or the need to 
plan a phased, safe return to work that prioritizes who is given 
access to the workplace and when.
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 An on-demand workplace, in which employees and contractors 
can easily connect with coworkers, spaces and other resources, 
inevitably requires an element of activity-based working. Activi-
ty-based working allows people to select a particular workspace 
that suits the type of work at hand; e.g., focus booths for private 
calls or work that requires deep concentration, a café for in-
formal meetings, breakout rooms for an impromptu 
brainstorming sessions and whiteboard spaces 
for collaboration.

 A report by Kinnarps10 found that near-
ly 70 percent of employees say working 
in an activity-based work environment 
— where people can choose from vari-
ous types of space, depending on their 
needs — gives them more energy, 
helps them achieve better results and 
is more stimulating.

British utilities company National 
Grid11 found this to be the case when 
they achieved an 8 percent increase in 
overall productivity and a reduction in op-
erating costs of £8-10 million per year as a 
result of implementing activity-based working.

 Given that staff  costs typically account for 90 
percent of business operating costs, while energy costs 
equate to just 1 percent and rental costs 9 percent, according 
to the World Green Building Council12, a seemingly small gain in 
productivity can vastly outweigh potential real estate savings.

 A study by Atlassian13 estimates less than 60 percent of the av-

erage workday is spent productively, with the remainder of time 
devoted to distractions, socializing and aimless offi  ce tasks; so, 
improving the way people, spaces and things interact in the work-
place can have a substantial impact.

 Architect David Dewane, for example, designed a workspace 
layout called the Eudaimonia Machine14, based on Aristo-

tle’s concept of eudaimonia, meaning “the epitome 
of human capability.” It consists of fi ve rooms 

in a linear layout, forcing the visitor to walk 
through each one. The fi rst space, The Gal-

lery, inspires visitors with impressive ex-
amples of work that has been achieved 
by people in the organization. Second-
ly, The Salon provides a collaborative 
hub where people can debate ideas 
over coff ee. Thirdly, The Library is 
a resource for research and infor-
mation-gathering for new projects. 

Fourthly, The Offi  ce Space is a place 
for doing shallow work that does not 

require deep focus, such as low intensity 
administrative tasks. Finally, The Chamber 

is designed to enable intense, uninterrupted 
focus when tackling cognitively demanding work.

 Such thoughtful design is likely to gain traction as 
organizations prepare their workplaces for dozens of visitors or 

more, who require not only fl exible, on-demand access to resourc-
es, but also the ability to leverage those resources to help them 
achieve new levels of productivity and innovation.   FMJ

1. The Integrated Visitor Experience, Proxyclick
2. Space Utilisation: The Next Frontier, CBRE, 2015
3. Gensler Corporate Real Estate Challenges 2013 Survey Summary
4. www.density.io/blog/space-utilization-benchmarks-150-billion-offi ce-waste/
5. Desk ownership in the workplace: the effect of non-territorial working on employee workplace 

satisfaction, perceived productivity and health, Jungsoo Kim et al, 2016
6. Optimising Human Capital: Evolving Strategies for Skills, Space and Service, CBRE, 2019
7. Understanding confl ict in geographically distributed teams: The moderating effects of share 

identity, shared context, and spontaneous communication, Pamela J. Hinds & Mark Mortensen, 
2005

8. The Gig Economy & Alternative Work Arrangements, Gallup, 2018
9. Gig Responsibly: The Rise of NextGen Work, Manpower Group
10. Don’t be Afraid of Activity Based Working, Kinnarps, 2017
11. woodhouseworkspace.com/activity-based-working-reduced-operational-costs-by-10m-year/
12. Health, Wellbeing and Productivity in Offi ces, World Green Building Council
13. www.atlassian.com/time-wasting-at-work-infographic
14. www.wsj.com/articles/one-architects-radical-vision-to-replace-the-open-offi ce-11578578407

John T. Anderson is CEO of Smartway2, which provides next-
generation workplace scheduling solutions for improving 
productivity, collaboration and employee experience. He is 
a seasoned technology executive with almost four decades 

of experience building and growing profi table teams in small to 
large companies, and extensive experience in the resource scheduling 
industry. Anderson has signifi cant M&A experience, helping acquire six 
companies and drive four successful exits for shareholders over the past 
17 years. He has presented at conferences worldwide and his articles 
have appeared in leading industry publications. Anderson earned 
a bachelor’s of science degree in administrative management from 
Clemson University in South Carolina, USA.
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Advance your career, 
maximize efficiencies & 

streamline operations 
to boost your triple 

bottom line with 

IFMA’s SFP®

Individuals pursue the SFP®

to enhance performance in their 
current roles and build a strong 
career path for the future:

INCREASED 
EARNING POTENTIAL
The average five-year 
return on investment of 
IFMA credentials is 15:1.*

GAIN EXPERTISE
Attain the ability to assess, 
strategically plan and lead 
sustainable operations.

IMPROVED WORK 
PERFORMANCE
Maximize efficiencies 
and streamline operations 
to boost your triple bottom 
line: people, planet, 
and profit.

•

•

•

Gain knowledge & skills today that you can use 
to implement facility-wide change tomorrow
with IFMA’s Sustainability Facility Professional.

Learn more at • • • fm.training/credentials/sfp

®

 *According to the IFMA sponsored research 
report, “Evaluating the Value: International 
Facility Management Association (IFMA) Facility 
Management Credentials”
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A smart energy-savings system that cuts electricity 
and operating costs can elevate an FM’s status and 
bring their energy cost savings contributions to the 
forefront of an organization’s success. 

As electricity continues to become the dominant ener-
gy source in America and non-renewable sources are 
phased out, facilities can meet this challenge head on 

and make energy reduction an essential element of their work-
force development and training. By sharing their sustainable 
energy success stories, FMs become leaders in a zero net energy 
future and contribute to their organization’s triple bottom line 
(TBL), balancing social, environmental and financial factors. 

Many building and property managers today are asked: “What 
are we doing in our buildings to be more sustainable?” Whether 
it’s determining current status toward being more sustainable, 
or how to save money in a building’s operations by being more 
energy efficient, or achieving a building rating system certifi-
cation, the answers on how to effectively manage facilities and 
properties using sustainable practices were not always on hand 
and easily accessible — until now.

An in-depth study performed by IFMA members  revealed 
that most FMs have implemented a variety of sustainable prac-
tices. However, the majority have not implemented a master 
plan, but rather selectively choose different sustainable prac-
tices. Many are familiar with the term "green design," but were 
not as familiar with the LEED rating system or environmentally 
preferable purchasing. The FMs in this study consider projects 
to be sustainable if they:

• Use a minimal level of energy to operate.

• Have a lower total environmental impact.

• Have fewer harmful emissions.

• Contain products that are easily recycled.

• Use products manufactured in an environmentally  
friendly way.

• Have products made from recycled products.

What is a Sustainable Energy Buildings Plan?
A Sustainable Energy Buildings Plan (SEBP) optimizes energy 
storage systems (ESS) and efficient energy management in sup-
port of the primary purpose of the organization. A SEBP has the 
potential to manage energy resources in a manner consistent 
with all that is green, zero net energy and high performance. 
The idea of sustainable energy is not just about doing some-
thing that is environmentally or people-friendly. It’s  also about 
making facilities last, perform at a level that meets the needs of 
the organization, managed in a manner that is consistent with 
the mission, vision and values of the organization, and most of 
all, lowering energy usage.

Energy-saving performance characteristics include energy 
efficiency, low reliance on natural resources, low-carbon and 
a healthier indoor environment. The term "high-performance" 
fits well into the FM’s lexicon because it describes an outcome 
that facility and property managers have been seeking since 
long before buildings were termed "green." Their goal has al-
ways been to optimize performance while saving energy. 

Starting a SEBP
The challenge of successfully incorporating energy-saving prac-
tices is often found within the organizational culture. Change 
is not easily accepted and "business as usual" seems to be the 
motto when new ideas or methods are introduced. However, 
in any organization, at any point in time, change is necessary 
and will more than likely require a gradual, result-driven inte-
gration.

Today, sustainable energy management is not the sole re-
sponsibility of one department; it must become a part of the or-
ganizational culture. At all levels within an organization, there 
are lessons to be shared with regard to the synergy between 
sustainability and energy management. In order to develop a 
successful SEBP, the following needs to happen:
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• Identify the impact of existing facilities 
on the TBL.

• Understand total cost of ownership, re-
turn on investment and life cycle cost-
ing (LCC).

• Determine if the organization’s mission 
statement includes corporate social re-
sponsibility (CSR), which is the com-
mitment to contribute to economic de-
velopment while improving the quality 
of life of the workforce, their families, 
the community and society at large.

• Align the facility and property manage-
ment strategies with the organization’s 
commitment to the TBL and CSR ef-
forts.

• Create a strategy for delivering sustain-
able energy management.

• Secure senior management buy-in and/
or a policy champion to make it happen.

• Create a process for measuring and 
monitoring energy, resources, use and 
savings.

• Develop a change management strate-
gy and communications plan to engage 
the workforce in sustainable energy 
management.

In the past, daily grid demand ramped 
up in the morning, peaked from noon into 
the early afternoon as temperatures and 
air-conditioning usage increased; then 
gradually decreased as the day progressed. 
Though there is some additional nuance to 
the scheduling, California’s utilities have 
long scheduled on-peak hours — during 
which rates were the highest — from 
around 11 a.m. to about 6 p.m. Off-peak 
hours, meanwhile, were generally applied 
through the other hours of the day. 

For utilities, time of use (TOU) rates 
helped increase revenue to cover the high 
costs of delivering power when demand 
was high. For energy consumers, this cre-
ated an incentive to minimize reliance on 
the grid for power during on-peak hours. 
This has long been a significant part of the 
value of on-site solar photovoltaics (PV) 
for the state’s large energy consumers. The 

hours when solar generation is at its high-
est levels happen to coincide with the on-
peak hours, enabling large energy users to 
rely on their on-site solar power and avoid 
exposure to several hours of high on-peak 
rates every day. 

However, the rise of solar power gener-
ation in the state — both behind-the-me-
ter (BTM) and at the utility scale — has 
disrupted the dynamics of the supply mix 
supporting California’s electric grid. Util-
ities are adapting to these new realities 
with changes to their TOU rate schedules, 
which will have a significant impact on the 
business case for behind-the-meter solar 
PV and ESS. 

California’s utilities respond 
to the duck curve 
For utilities, electricity is generally more 
expensive and complex to deliver when de-
mand is high. To help cover these costs, Cal-
ifornia’s utilities have traditionally imposed 
TOU rates, which created a daily sched-
ule that applies different prices for pow-
er-based, on-demand trends on the grid.  
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When demand is highest, prices are highest under TOU rates. 
From 2007 to 2017, utility-scale solar power generation in Cal-

ifornia grew from 557 GWh to 24,353 GWh, according to the U.S. 
Energy Information Administration. This rapid increase has cre-
ated several serious challenges for the state’s utilities, which rely 
largely on natural gas generation to supply the majority of power 
on the grid. 

Solar production increases in the late morning hours and peaks 
around noon before tailing off in the late afternoon and early eve-
ning. This reduces demand for natural gas during the midday hours 
when utilities traditionally imposed higher, on-peak TOU rates. 
Then, as solar power generation diminishes in the late afternoon 
hours, utilities face a spike in demand for power from natural gas. 

California’s Independent System Operator illustrated this trend 
in the graph below, now commonly known as the duck curve. 

The duck curve creates several challenges for utilities. The first 
is accommodating the late-afternoon spike in demand. This often 
requires a reliance on natural gas peaker plants, which can gener-
ate power quickly but are expensive to operate on a regular basis. 
Compounding the cost problem is that much of this early evening 
spike in demand falls outside the traditional on-peak hours when 
utilities could expect to make up the high cost of delivering power. 

In addition to the high costs, the reduction in midday demand 
has depressed a traditional source of revenue for natural gas gener-
ators, while high levels of solar production have decreased electric-
ity prices, sometimes leading to negative prices. For utilities, TOU 
rates helped increase revenue to cover the high costs of delivering 
power when demand was high.

In response, California’s utilities have begun adjusting their 
TOU rate schedules to account for the duck curve. San Diego Gas 
& Electric shifted on-peak hours for its summer season to 4 -9 
p.m., from its previous schedule of 11 a.m.-6 p.m. Pacific Gas & 
Electric and Southern California Edison) implemented the same 
types of schedules for on-peak hours in 2019.

Under these new schedules, the utilities apply on-peak rates 
when demand for natural gas spikes in the late afternoon to ear-

ly evening hours, helping them adapt to the economic realities of 
the duck curve. For the state’s large energy consumers, meanwhile, 
the shift disrupts the economics of behind-the-meter solar PV and 
energy storage.

The Impact of New TOU Rate Schedules 
on Solar PV and Energy Storage
Under the new TOU rate schedules, peak production for a solar PV 
system will occur largely during the new off-peak hours at midday. 
This undercuts the value of stand-alone solar PV as a source for 
off-grid power to avoid on-peak rates. 

To illustrate the impact of the shift in TOU rates on a stand-
alone solar PV system, analyzed was a 2-MW solar PV system in-
stalled at an office building with US$1.2 million in annual energy 
spend, 7 GWh of annual energy usage, and a peak load of 1.6 MW. 
The latest TOU rate schedules reduce the value of the solar PV 
system by 19 percent over a 20-year period. 

However, combining solar PV with energy storage can enable large 
energy users to use their self-generated power more strategically. 
If customers can charge anESS with their on-site solar PV assets 
during off-peak hours, they can transition their facility onto that 
low-cost energy during on-peak hours. Distributed energy resources 
(DER) optimization software facilitates this process, charging the 
ESS with power generated via solar PV and automatically transition-
ing the facility’s load onto the on-site capacity available to reduce 
consumption from the grid when on-peak rates are applied. 

Looking at the same building analyzed above, adding a 500 kW/1 
MWh ESS with the existing on-site solar PV actually makes up the 
value that the system would have lost as a result of the new TOU 
rate schedules. That equates to a difference of about US$1.9 million.

The shift in TOU rate schedules will also affect the business case 
for stand-alone energy storage. Again, DER optimization software 
plays an important role in managing these costs, automatically 
charging the batteries at times when power prices are lowest and 
deploying the power during on-peak hours. 

To understand the impact on energy storage, calculated was the 
value of a 630 kW/1 MWh stand-alone ESS for a food-processing 
facility with annual energy spend of about US$650,000, annual 
usage of 3 GWh, and a peak load of 1 MW. For this facility, the 
new TOU rate schedules would increase the value of an ESS by 16 
percent, resulting in more than US$3.1 million in total value over 
a 20-year period.

Corey Lee Wilson is a California native and founded 
the IFMA Inland Empire Chapter in 2013 and was its 
past president from 2013-19. He is the president of CLW 

Enterprises, and project manager for MicroNOC Inc. He holds a BS 
in Economics from California State Polytechnic University Pomona, is 
an IFMA FMP, LEED AP O+M Specialty, CMAA CCM, and a member 
of the USGBC-LA Chapter. He is an Energy Savings Consulting that 
facilitates cost-effective and efficient energy reduction and battery back-
up systems that reduces energy usage that lowers operational costs.   
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Learn more at www.ifma.org/marketplaceLearn more at www.ifma.org/marketplace

ACOUSTICAL/SOUND MASKING
Biamp Systems | www.biamp.com 
Lencore Sound Masking & Acoustics | www. lencore.com 
LogiSon Acoustic Network | www.logison.com 

BUILDING AUTOMATION
Honeywell BMS | www.honeywell.com

BUILDING MAINTENANCE/REPAIR/RESTORATION
Otis Elevator | www.otis.com

CARPET/FLOORING/TEXTILES
MasterCorp | www.mastercorp.com
milliCare Floor & Textile Care | www.millicare.com 

CEILINGS/CEILING CARE
Armstrong World Industries | www.armstrong.com 

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

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

ENERGY SOLUTIONS/MANAGEMENT
EDF Renewables NA | www.edf-re.com

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

FM CONSULTANTS/SERVICES/PROVIDERS
ABM | www.abm.com 
Al-Hajry Overseas Co. LTD. | www.alhajry-overseas.com.sa
Al Shirawi Facilities Management | www.alshirawifm.com
Amentum | www.amentum.com
ARAMARK | www.aramarkfacilities.com
Barq Group | www.barqgroup.com/barq-facility-management.htm
Canadian Base Operators | www.canadianbaseoperators.com
City Facilities Management | www.cityfm.com
C&W Services | www.cwservices.com
EMCO Qatar | www.emcoqatar.com 
EMCOR Facilities Services | www.emcorfacilities.com 
FEA | FEApc.com 
New PIG Corporation | www.newpig.com
QNBM | www.qnbm.qa
Renaissance Services SAOG | www.renaissanceservices.com
SRACO Company | www.sraco.com.sa
Sodexo | www.sodexousa.com

FM SOFTWARE
FM:Systems Inc. | www.fmsystems.com
IBM | www.ibm.com/us-en/
iOFFICE | www.iofficecorp.com 
Planon | www.planonsoftware.com 
SpaceIQ | www.spaceiq.com
Spacewell | www.spacewell.com
Trimble | www.trimble.com

FURNITURE
CORT | www.cort.com 
Davies Office Inc. | www.daviesoffice.com 
Kimball Office | www.kimballoffice.com
Steelcase Inc. | www.steelcase.com
Sunline Office, LLC | www.arnoldsofficefurniture.com
Tangram Interiors | www.tangraminteriors.com
Vari | www.varidesk.com
Versteel | www.versteel.com 

HVAC
Shaqurri International Private Limited | www.shaqurri.com.pk

INTEGRATED FACILITIES MANAGEMENT
Amentum | www.amentum.com
United Facilities Management | www.ufm.com.kw

JANITORIAL SERVICES/CLEANING PRODUCTS 
Excel Dryer | www.exceldryer.com

LANDSCAPE/MAINTENANCE/PLANTS/
SERVICES/SUPPLIES
Ambius | www.ifma.ambius.com 

RESTROOM PRODUCTS
Kimberly-Clark Professional* | www.IFMAandChess.com

SECURITY
Kastle Systems | www.security.kastle.com
Securitas Security Services USA | www.securitasinc.com 

TECHNOLOGY SOFTWARE TOOLS
ARC Technology Solutions | www.e-arc.com
SCLogic | www.SCLogic.com
Spacewell | www.spacewell.com

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

WASTE MANAGEMENT
Republic Services | www.republicservices.com

FM DEALS & DISCOUNTS 
PARTICIPANTS
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Behind the Brand

COMPANY NAME Tarkett 
EXPERTISE Flooring Installation/Maintenance
CSP LEVEL Silver     
CSP SINCE 2000
WEBSITE www.commercial.tarkett.com /en_US

FMJ What research or product innovations is your compa-
ny currently working on that will help facility managers be 
more successful in their roles?  

TARKETT Last year, Tarkett introduced Techtonic™, a propri-
etary polyurethane coating for LVT that provides top-of-class pro-
tection against scuff s, stains, scratches and abrasions. While our 
competitors boast about what they add to their surface coatings, 
those additives can increase the likelihood of ugly whitening when 
scratching occurs. Because Techtonic doesn’t include unnecessary 
composite materials, it off ers dramatically stronger protection 
against scratches and whitening, as well as abrasions, scuff s and 
stains—defending your fl oors, and simplifying your maintenance 
routine. One year after Techtonic’s creation, Tarkett has already 
shipped more than 10 million square feet of Techtonic-protected 
LVT fl ooring—and has not received a single claim being fi led over 
issues related to scratching, scuffi  ng, staining or abrasion. By com-
bining rugged protection with a beautiful matte fi nish, Techtonic 
keeps your fl oors’ surfaces looking better and lasting longer. Tech-
tonic is available on these Tarkett LVT collections: Contour®, iD 
Latitude™ and Collections Infi nies™.  

FMJ What’s on the horizon in your fi eld/industry, and how is 
your company meeting those challenges and opportunities?  

T If this year has taught us anything, it’s that we need to make 
sure our physical spaces are taking care of the people in them. 
Tarkett has always taken an inward look at how we can best sup-
port designers, maintenance professionals and inhabitants with 
thoughtfully designed fl ooring solutions. This year, we’re focus-
ing on an idea we call Tarkett Human-Conscious Design™. This 
phrase is a promise—both internally to our employees, and ex-
ternally to our customers—that we will put people fi rst in every-
thing we do. This promise certainly shapes the way we approach 
the visual design of our products, making sure we’re helping to 
create spaces that inspire and connect people. It also drives our 
passion for sustainability, circular economy, and the endless 
quest for healthier materials. Tarkett Human-Conscious Design 
is also a reminder that, at its core, our work has always been 
about supporting people. Not just a few people. All people. We’ll 
soon be introducing a new CEU that discusses how we can im-
prove diversity, equity and inclusion within the A&D communi-
ty, to make sure everyone is represented in this important work.  

COMPANY NAME FM:SYSTEMS 
EXPERTISE FM Software
CSP LEVEL Silver     
CSP SINCE 1998
WEBSITE www.fmsystems.com

FMJ What research or product innovations is your company 
currently working on that will help facility managers be more 
successful in their roles? 

FM:SYSTEMS   FM organizations are adapting and evolving in a 
world of coronavirus, social distancing, and shutdowns. As author-
ities around the world loosen restrictions and organizations re-en-
ter their workspace, FM:Systems helps clients ensure a safe return 
for their employees. FM:Systems recently released FMS:Anayltics 
updates allowing users to create customized congestion thresholds 
that trigger email alerts once exceeded and is actively developing 
additional Safe Space solutions to ensure our clients and employees 
remain safe and informed during this time. 

FM:Systems is committed to providing innovative workplace 
management solutions as we navigate these unprecedented 
times, and we are uniquely positioned to help clients plan for a 
safe re-entry to the workplace.  Our Safe Space Solutions help en-
sure safe, clean workspaces for your employees with workspace 
technology.

FMJ What has been the most positive feedback you’ve re-
ceived from clients? 

FMS   “As we continue to build this out, we can get senior leader-
ship and paint that picture for them and really be able to gener-
ate valuable usable reports that show how we’re using our space, 
where our space is, and the utilization.” 
                                                    — Dan Yohey, University of Delaware 

When Dan Yohey started his new position as Space Manager for 
the University of Delaware, he quickly realized they could no lon-
ger eff ectively manage their campus space. Floorplans were out of 
date, drawing conventions were inconsistent, space data was kept 
in spreadsheets, and there was no set system of record. Everyone 
he asked had a diff erent picture of what the campus looked like.  

FM:Systems’ technology helped Dan quickly and easily identify 
what he calls the key building blocks and foundation needed to 
operate: who, what, where, and how much. He was able to consis-
tently provide accurate, real-time utilization data without visiting 
multiple sources, helping create transparency across the entire 
campus and build confi dence in facility data. 



Behind the Brand

COMPANY NAME Vari 
EXPERTISE Furniture
CSP LEVEL Silver     
CSP SINCE 2016
WEBSITE www.vari.com

FMJ What research or product innovations is your compa-
ny currently working on that will help facility managers be 
more successful in their roles? 

VARI Our company is built on a vision of workspace fl exibil-
ity, and as the pandemic continues, we have fi rmly positioned 
ourselves to help facility managers provide safe and agile work-
spaces.  

Many businesses are looking for ways to implement social dis-
tancing and de-densify workspaces. Workspace fl exibility is the 
key to the future. 

We’re using distance-based design to create a workspace that 
keeps your team safe and productive, meaning that desks and 
workstations are spaced out. Our products can help facility 
managers create socially distanced spaces easily and within min-
utes. Open offi  ce layouts may need to add barriers – for instance, 
transparent QuickFlex Walls off er separation in shared spaces 
while still allowing for an open feel. As needs evolve, our mov-
able walls easily adjust and reconfi gure.  

We also have new acrylic panels that attach to desks and sur-
faces to create barriers between individual workstations – a con-
venient way for facility managers to implement extra protection.  

Our durable solutions are built to last for years to come. Vari 

designs all of our products to be easy to assemble, reassemble, 
and reconfi gure so you can change your space as needed. 

Business needs change and the workspace of the future should 
be able to easily change too. 

FMJ Why did you change your name from VariDesk to Vari?  

V Vari (formerly VariDesk) is best known for pioneering the 
height adjustable standing desk. We started with one simple 
product seven years ago and rapidly grew from 2 employees to 
350+ employees. Today we have over 3 million fans worldwide.  

In the past years, we have developed over 200 workspace 
products, including conference tables, lights, moveable walls, 
seating, storage, electric standing desks, and more. We off er 
much more than standing desks, but we realized that when peo-
ple heard our name, they just thought “desks.” We hired the 
company that took Federal Express to FedEx to transform our 
brand. Our multi-million dollar rebrand went into eff ect in Feb-
ruary 2020.  

As Vari, a workspace innovation company, we have the free-
dom to expand our product off erings. We even have a space-as-
a-service commercial real estate venture, VariSpace.  

Another big change in 2020? While we ship products to coun-
tries all over the world, our headquarters has always been in Dal-
las, Texas. This year, we have expanded into new markets – Aus-
tin; Baltimore; Denver; Houston; Phoenix; and Washington D.C. 
We have a showroom in each city, so people can take a tour and 
experience our full line of innovative offi  ce furniture. We can’t 
wait for what’s next.
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IFMA’s FMJ@TheFMJ

Connect with us
Follow FMJ on Twitter and like us on Facebook for updates:

Get the FMJ delivered to your mailbox! 
FMJ, the offi  cial magazine of IFMA, is written for and by professionals who develop and 
maintain productive workplaces.

It is the only industry publication that draws on the collective knowledge of IFMA's highly 
connected global network of FM thought leaders to bring you insights on current and 
upcoming facility management trends.

Get your copy — subscribe to receive a full year (six issues) of the best source of information 
for workplace professionals. Visit www.ifma.org/publications/fmj-magazine/subscribe
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accredited degree programs 
School name: Breda University of Applied Sciences, Breda, Netherlands

FM-related degrees offered:
Bachelor of Science in Facility Management

IFMA Affiliation: Since 2007

Why and when was the 
program instituted?
The program started in 2000 and has more than 1,200 alumni.  
It is a full English-taught program. 

Why is the FM program combined 
with the hotel program? 
The Academy for Hotel & Facility consists of two bachelor pro-
grams: International Facility Management and International 
Hotel Management (IHM). Both programs are fully taught in 
English and overlap to a great extent concerning staff , facilities, 
curriculum set-up, didactical principles and organization.   

The combination of the two programs leads to cross-pollina-
tion as well as effi  ciency. There are also some diff erences to be 
found between the students of both programs though. Where-
as students of International Hotel Management are generally 
more externally oriented, fi nding their drive to constantly im-
prove and having a natural taste for hospitality, the FM students 
are usually more focused on internal effi  ciency and challenge 
themselves to constantly improve the way facilities are man-
aged. Our academy off ers a unique and stimulating combina-
tion of these two programs, faculty and students.    

We want to create value by developing and sharing knowledge 
in partnership with students, faculty and industry. We play a 
prominent role in the triangle between “education,” “knowl-
edge development and research” and the “hotel and facility in-
dustry.” 

What types of practical applications do your 
students learn? 
Apart from a clear research line, our program emphasizes 
professional skills throughout our curriculum. Profession-
al skills are explicitly part of our learning outcomes and are 
a common thread throughout our curriculum. Engagement 
with industry ensures that students have a wide range of op-
portunities to develop these skills. Students develop their pro-
fessional skills through practical learning in real-life settings, 

and gain extra operational skills in in various service-related 
events, focusing on branch related skills, guest interaction and 
hospitality. The main component for the development of profes-
sional skills is the mandatory placement abroad for one semester 
in a facility management company. During this placement, stu-
dents acquire professional and management skills and experience 
other cultures. As part of personalization in the graduation phase, 
students can opt for a second practical placement, enabling them 
to gain further practical knowledge and experience.

Church tower of Breda, Netherlands
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what courses are offered?

year 1

year 2

year 3

year 4

In addition to the di� erent semester themes, students will attend recurrent curriculum components 
throughout their entire study program, such as English, research, management skills, Management 
Development Programme (MPD), study trips and projects.
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Tell us about your former students and what they have gone on to accomplish. 
We have almost 1,200 alumni. The results of an annual alumni survey show very positive results. 

For the sixth year in a row, Breda is the top Facility Education in the Netherlands based on research by Elsevier. 

97% of the respondents have found a job 
within 18 months of graduating.

88% are satisfi ed or very satisfi ed with their study program; 
the national average of comparable programs is 77%.  

81% are satisfi ed or very satisfi ed with their teachers; 
the national average of comparable programs is 67%. 
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What are the issues facing the next generation  
of FMs and how will they be addressed? 
One challenge is achieving the United Nations 17 Sustainable  
Development Goals as one of the major challenges for the future. 
Our students see that our FM profession is one of the key players 
in helping solving these issues.

Another challenge is that focus needs to be on service design,  
optimizing your processes, and focusing on the client and custom-
er. With our second professorship in service design, we want to 
prepare our students for this challenge. 

What is the difference in FM in the US, UK  
and the Netherlands? 
In the United States, “facility” refers to anything that is built, con-
structed, installed, or located. The emphasis there is more on the 
architectural and technical aspects. Facility managers in the US 

often deal with housing from an architectural and technical angle.  
In Britain people prefer to speak of “facilities,” which gives more  
emphasis to the services and facilities that can be used. This 
simplifies the ease of an action, execution, settlement or policy.  
Facility management in Great Britain stems from the management 
of buildings (caretakers) and resources. Facility managers in the 
UK are mainly concerned with housing, which is strongly focused 
on providing the right housing services to users. In the Nether-
lands, the facility manager has both American and Anglo-Saxon 
aspects, with a growing preference for managing services with the 
associated resources. It is still possible to distinguish the tradi-
tionally known civil, construction and technical services, but no 
longer (easily) separate them. The interwovenness promotes the 
so-called synergistic effect (1 + 1 = 3). This means that, “the whole 
is more than the sum of its parts.” 

The combination with the Hotel Academy is ideal because of 
the focus on hospitality and service design which will help the FM 
industry to improve and accelerate.  

Breda, Netherlands



Brings to you...

IFMA Foundation scholarship sponsorship opportunity 
is still available. An additional joint scholarship option is 
now available.
Joint Scholarship Sponsorship 
The IFMA Foundation recognizes many organizations are determined to provide the most needed 
scholarship to future FMs and accomplishing this by offering joint sponsorship towards a scholarship. 
Two or more organizations agree to fulfill the minimum full scholarship commitment of $3,500, to be 
determined by each organization.

You can make a 
positive difference 
in someone’s life.
As a scholarship sponsor, you 
open a world of opportunities to 
future FMs. You directly support 
students who have the talent 
and drive but lack the means to 
pursue their FM studies. In a year 
fraught with uncertainty, there’s 
no better time to champion hope 
for the future. 

Contact Program Support 
Specialist Christina Gonzales at 
christina.gonzales@ifma.org to 
become a sponsor.

Current signed sponsors:

We are grateful for 
the support of the 

IFMA community in 
providing scholarship 

funding to help talented 
students further their 

FM education and ease 
the financial burden of 

college tuition.” 
– Joe Archie, IFMA 
Foundation Chair

“

Eric Teicholz Sustainability Facility Professional

Congratulations to the three winners of this 
Sustainability Credential scholarship:

Ishah Ahumada
KIPP SoCal
USA

Michael Mafa
Independent 
Business Owner
Botswana

DeMarcus Means
Florida A&M University
USA

** Joint Sponsorship

** 
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Social Justice and Facility Management:

JUST FM
B Y  D I A N E  L E V I N E  &  N A N C Y  J .  S A N Q U I S T

FMJ EXTRA
Resource

Recruiting 
Gen-Z 

into FM 
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Before the onset of COVID-19 in the U.S., Adia Marble and 
Kipeni (Alex) Suapaia  jumped on a bus to attend a facility 
management program created by the IFMA Foundation 
and sponsored by the Denver Economic Development 

and Opportunity organization (DEDO). This successful FM 
Talent Development Pipeline Program (TDP) is a new model for 
a community partnership (see Figure 1), which consists of DEDO, 
the IFMA Denver Chapter , industry partners, Denver Community 
College and local community organizations. Students enrolled in 
this TDP represent 100 percent minority, 50 percent women and 
50 percent veterans. Students earn a globally recognized certifi cate 
of completion in the IFMA Essentials of Facility Management and 
participate in an IgniteFM! Student Challenge, where they present 
a solution to a real-life industry problem for the opportunity to 
earn a monetary prize.  

Also included in the TDP is a paid FM internship, along with 
a Career Connections event with the IFMA Denver Chapter and 
IFMA Foundation Global Workforce Initiative (GWI) Advisors 
Sodexo and ABM Industries, as well as major IFMA Foundation 
donor A&A Maintenance, which support the students in career ad-
vancement and opportunities.

The FM Job Market and Opportunities Today
The average FM’s age is 49, and 50 percent of the existing FM 
workforce will retire in the next decade. There are approximately 
4,000 graduates per year from FM accredited degree programs, yet 
the annual demand for graduates from just a few global fi rms alone 
is greater than this number.  In the last 12 months, there were more 
than 39,000 FM job openings in the U.S. alone. Today’s buildings 
are smarter and require more advanced technical knowledge than 
what normal training programs off er. Therefore, the need for 
skilled FMs is increasing, while the supply to fi ll the vacancies is 
not nearly enough.   

In the U.S., the FM industry is predominantly Caucasian due to 
lack of marketing to the global labor market and introducing the 
profession later in a student’s life, if at all.   

“When you compare to Generation Z,” as one researcher put it, 
“nearly half of Gen Z is non-Caucasian and 81 percent of Gen Zers 
said they have friends of a diff erent race.” Noting this new genera-
tion’s multicultural demographic allows companies to understand 
that valuing diversity is not simply a cause Gen Zers advocate, but 
rather, multiculturalism is a criterion of who they are.” 1   

When discussing FM with younger generations, veterans and in-
cumbent workers, fi ve features of the job catch their attention and 
encourage them to enroll in an educational program. 

1. High FM salary
2. FM’s impact on sustainability and the planet
3. Impact of new technologies (IoT, robotics, AI) 

on the FM profession
4. FM’s impact on people’s daily lives
5. Many opportunities for advancement (Figure 2)

Providing FM Education and Marketing 
to Minority Communities
While interest is gaining traction in growing FM education, more 
programs are needed in minority communities to meet the indus-
try’s looming talent gap. With a near-100 percent job placement 
for  accredited FM degree graduates, IFMA and the IFMA Foun-
dation have the credentials and educational programs to train the 
future workforce and unleash their potential with new skills and 
opportunities for employment for both mid-level skills and col-
lege-educated job seekers.   

National Outlook on Education ranked Chaff ey College the 
No. 3 California community college to enroll and graduate Hispan-
ic students.2 Minority enrollment is 75 percent of the student body 

Figure 1

Figure 2
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(the majority Hispanic), which is more 
than the state average of 68 percent. In 
2017 Chaff ey, started an associate degree 
in business with a certifi cate in FM and 
formed an IFMA student chapter. After 
two years in existence, this student chap-
ter won the prestigious 2019 IFMA Stu-
dent Chapter of the Year award.  Several 
California IFMA chapters and FM com-
munity members mentored the students, 
sharing their experience, providing schol-
arships, internships and monthly educa-
tional programs. 

The GWI’s programs address the triple 
bottom line values of economy, equity and 
environment, and were created based on 
research that identifi ed an annual indus-
try gap of approximately 6,000 workers 
in California. Pipeline programs are of-
fered through the California Community 
Colleges, where more than 50 percent of 
the student population qualifi es for fee 
waivers based on their economic status. 
Named a California Economic Summit 
Top 10 Partnership in Industry and Edu-
cation (PIE) award recipient in 2019, this 
program has specifi cally targeted a large, 
diverse student population enrolled in 
the business and technical programs, and.   
Chaff ey College, College of San Mateo and 
West Los Angeles College have had suc-
cess in fi nding their graduates FM-related 
employment.  

Florida A&M University has a “historic 
mission of educating African Americans. 
FAMU embraces persons of all races, 
ethnic races and nationalities as lifelong 

members of the university community.”3 

With two accredited degree programs 
credited through the IFMA Foundation — 
bachelor's of science degree in business 
administration with a program major in 
facility management and a master's degree 
of science of architecture: facility manage-
ment – FAMU graduates the highest num-
ber of African Americans in collegiate FM. 
These programs are highly respected and 
graduate some of the fi nest students in the 
industry, many of whom are IFMA Foun-
dation international scholarship recipi-
ents and IgniteFM! student competition 
winners.  Students receiving scholarships 
are awarded a free trip to IFMA’s World 
Workplace Conference and Expo where 
they can meet potential employers, net-
work with FM professionals from around 
the world, attend educational sessions and 
participate in student competition.  

One of the fi rst adopters of GWI, Dr. 
Roscoe Hightower, a FAMU professor of 
marketing and FM, began introducing FM 
to grade-school students through tennis 
and a sports video game. Collaborating 

with a local non-profi t organization, the 
FAMU students’ “company” teaches FM 
practices to a grade-school tennis and 
nutrition program for under-privileged 
children. FAMU students obtain credit for 
this, said Hightower. The students also use 
the Madden Football video game to ex-
plain FM through a feature of this popular 
e-sports game that requires users to build 
a football stadium and create a facility 
budget to operate and maintain it.  

“FAMU has its own K-12 school district 
within the campus. The primary, mid-
dle and high school district is part of the 
university making it advantageous to in-
troduce grade-school students to facility 
management,” he said.  

At FAMU “there are two one-credit in-
ternships required to provide students 
with experiential opportunities in the 
fi eld to practice what they have learned in 
the classroom. Many of these opportuni-
ties are with external enterprises such as 
Leon County Facilities Management De-
partment, Minor League Baseball, Atlan-
ta Hartsfi eld-Jackson Airport, NASCAR, 
Jones Lang Lasalle, Sodexo and Aramark.”4 

Angela Johnson, P.E., PMP, MBA and 
NORAM (North American), an account 
vice president of FM service development 
at Sodexo and IFMA Foundation Trustee, 
has marketed her fi eld and opportuni-
ties at Sodexo to K-12 students for years. 
During a presentation at World FM Day 
2019, her passionate speech on attracting 
students to the profession moved senior 
executives at marketing company Image-
Media to create an “FM Ambassador Kit” 

Chaff ey College, Rancho Cucamonga, California: IFMA Student Chapter of the Year 2019

Dr. Roscoe Hightower with Florida A&M University Facility Management degree program students.
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pro bono to spread the word about FM careers to IFMA chapters. 
Johnson, in turn, brought in the IFMA Foundation to co-brand this 
kit for chapters, global communities, companies and educational 
institutions to use in marketing FM, a US$1 trillion industry with 
more than 25 million professionals worldwide.  

A Call to Action – A JUST FM Partnership 
In addition to ensuring building safety in emergency and crisis 
situations, FMs also contribute to Corporate Social Responsibility 
and Environmental and Social Justice (ESG) measures that busi-
nesses are tracking today. One measurement tool is the JUST label, 
which came after the creation of ESG, helping enhance the con-
cept. The label was designed by the International Living Futures 
Institute (ILFI) for companies to measure and track their social 
justice policy’s progress. There are 22 criteria for diversity, equity, 
safety, worker benefi t and stewardship. 

The IFMA Foundation is behind a JUST FM movement to estab-
lish how FM practices contribute to the social justice policies of an 
organization; FM’s benefi ts to health and well-being, productivity, 
cost savings and experiential, creative environments; and positive 
contributions to local and global communities. JUST FM is a newly 
coined term used to emphasize the social justice policies of an or-
ganization contributed by the Facility Management group, which 
includes hiring and sustainability practices, and partnerships with 
community, economic development and academic organizations. 
JUST FM was created to bring attention to the work of the IFMA 
Foundation’s GWI program in its eff orts to attract and promote 
the social justice work of this Initiative which is to grow the facility 
management profession for all segments of society. 

 It is an area in which heightened global discussion and research 
are needed. Through the GWI programs like the one in Denver, the 
IFMA Foundation — together with its partners and major donors 
JLL, Sodexo, ABM and A&A Maintenance — is working on JUST 
FM programs to attract minorities and women to the fi eld through 
education, outreach and internship programs. More help is needed 
to expand this program.  

Partnerships work and can make a diff erence in social justice 

and FM. The IFMA Foundation will continue to invite partners 
to participate in the shared-value investment of a better-prepared 
sustainable future and workforce. The key to unleashing a compa-
ny’s competitive advantage and increasing corporate growth and 
potential lies in training today’s youth and incumbent workers for 
tomorrow’s business challenges.  To do this, the Foundation needs 
to work closely with multinational corporations, national compa-
nies, and small- to medium-size businesses to identify, design and 
implement alliances that leverage the strengths of the corporate 
sector on behalf of FM for social good. Anyone can help by demon-
strating leadership among their corporate peers by participating in 
an opportunity to shape the future. 

1.  Sherman, Scott and Levine, Diane. Recruiting Generation Z Into the Field of Facility Management.   
 FMJ, September/October 2019. 

2. Pinion, Melissa (2019) Cha� ey College Top Ranked for Hispanic Enrollment, Graduates. Feb 25.   
 www.cha� ey.edu/releases/2019/2019-feb-25-hispanic-enrollment.shtml 

3. Hightower, Roscoe, Ph.D. Accredited Degree Program: Florida A&M University.
 Facility Management Journal May-June 2020, p.71. 

 4. Hightower, Roscoe, Ph.D. Accredited Degree Program: Florida A&M University.
 Facility Management Journal May-June, 2020, p.71. 

Diane Levine, MCR, IFMA Fellow, is the executive director 
of the IFMA Foundation. She is a former IFMA board 
member, and also an award-winning co-editor and author of 

the “Work on the Move” book series. Diane is one of the pioneers of the 
foundation’s Global Workforce Initiative. 

Nancy J. Sanquist, an IFMA Fellow, is a professional 
involved with the built environment for the last few decades. 
She currently serves as the chair of the IFMA Foundation 

with which she has worked with the last fi ve years. She is a co-
founder of the Global Workforce Initiative (GWI) and the Workplace 
Evolutionaries, and is the author of numerous books and articles 
on FM, technology, architecture, urban planning and maintenance 
including the award-winning book series titled “Work on the Move.”

Angela Johnson (center) with students from St. Andrews Middle School, Columbia, South Carolina on World FM Day
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JUST FM Partnership Goals

1. Fill the FM talent gap with well-qualified professionals.

2. Expose youth, incumbent workers, the unemployed and 
 underemployed to FM careers.

3. Educate guidance counselors, parents and teachers about FM.

4. Engage local FM professionals in    student outreach programs.

5. Introduce the FM profession to high schools and community colleges.

6. Grow the number of FM educational programs in minority 
 colleges and communities.

7. Increase the number of employments, internships, apprenticeship
 and job-shadowing opportunities in FM.

8. Increase the number of annual scholarships offered to students.

9. Make people aware of FM’s significant role in impacting the UN2030   
 Sustainable Development Goals (SDGs).

10. Educate and encourage the FM and built environment industry to 
 practice JUST FM principles.

11. Connect with STEM, STEAM and other existing outreach programs to 
 promote FM education at an early age.

12. Educate government agencies, workforce and economic development   
 professionals about FM careers and the importance of the profession.

095
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PEOPLEIFMA Membership enables, empowers 
and equips FMs to solve today’s 
workplace challenges. 

Keep pace with cutting-edge 
FM best practices

IFMA is a true asset for FMs worldwide. 
I find value in the networking and plethora of 
resources that help me find solutions to the FM 
challenges I face. It’s comforting to know that 
the FM professionals I meet through IFMA are 
international peers and help me find solutions, 
improve processes, decrease operational expenses, 
improve health and safety and overall maximize 
your facilities' potentials. I find IFMA to  be a 
“must” for any FM out there.

Carlos Rodríguez
Santo Domingo, Dominican Republic
IFMA Member since 2016

Network with FM professionals 
worldwide

Obtain globally-recognized 
credentials and continuing 
education at any career stage

Gain field-tested strategies for 
elevating facility performance

Learn more at 

www.ifma.org/membership/membership-benefits.

Find out which membership 
benefits will take you, your 
team and your organization 
to the heights of FM success. 

IFMA is a true asset for FMs worldwide. “
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B Y  R O B E R T  H E M M E R D I N G E R 

Using culture to create a meaningful workplace

T H E
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Today’s office worker is pickier 
than ever. Not necessarily 
about cafeteria food or perks 
like unlimited vacation; rather, 
they are fickle about their work 
environment. As the space 
where most employees spend 
at least eight hours a day, is it 
unreasonable to want that space 
to be comfortable?

Results of a survey of 1,601 North American workers  pub-
lished by Harvard Business Review had the researchers 
floored. The question: What wellness perks mattered the 

most? Surprisingly, the answer was not standing desks or access 
to elaborate gyms. Those polled wanted a well-controlled environ-
ment with plenty of fresh air, accurate temperature control and 
access to natural light. For 
those in the facility manage-
ment field, this may not come 
as much of a surprise as many 
daily complaints stem from 
basic comfort requirements. 
But what’s interesting is how 
much an office environment 
factors into the rest of the 
organization. Enterprises are 
relying on a strong brand and 
company culture to help at-
tract the industry’s top talent. 
Salary aggregator Glassdoor’s recent study suggests that company 
culture may be more important than salary for some job seekers. 

“Across the countries we surveyed, it’s clear that job seekers are 
seeking more meaningful workplace experiences,” Christian Suth-
erland-Wong, Glassdoor president and COO, said of the study. 
“Job seekers want to be paid fairly but they want to work for a 
company whose values align with their own and whose mission 
they can fully get behind.”

A key metric behind this stunning finding is the growing mil-
lennial workforce. According to Glassdoor, the millennials, defined 
generally as those born in the 1980s to 1990s, are more likely to put 
culture above pay, with 65 percent of those surveyed believing in 
this mantra. That speaks loudly to the shift in employer benefits. 
Building a culture starts from the ground up, and certainly a com-

pany’s physical work environ-
ment cannot be discounted. 
But how does environment 
factor into culture? Why 
should FM collaborate closely 
with recruiters and employee 
retention specialists? These 
studies suggest that it has to 
do with the authenticity of 
culture messaging. When an 
organization claims to have 
an “employee-first culture,” 
workers are less likely to be-

lieve that message when they’re asked to work in small, enclosed 
spaces with artificial lighting and stale air.

Prominent global organizations are at the forefront of this evo-
lution and change in mentality that begins at the executive level. 
Thrive Global, Pinterest and GE Healthcare Korea are prioritizing 
office environment as an extension of their company culture. They 
join well-publicized tech leaders such as Google and Microsoft 
that have spent millions of dollars to design and build world-class 

“Job seekers want to be paid fairly 
but they want to work for a 

company whose values align with 
their own and whose mission 

they can fully get behind.”
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facilities to help establish their company culture. That being said, 
does a company need to belong in the Fortune 500 to create a su-
perior working environment? The key factors in an individual’s 
assessment of a working space are identified as lighting quality, 
air quality, environmental temperature and noise levels. Office lay-
outs are often determined by the need for collaboration. Teams are 
placed together based on a job function or project focus. However, 
individuals in these teams can have myriad preferences for their 
work environment. Just because an individual is working on the 
same project as the person next to them does not mean they want 
to collaborate in the same way, or they prefer the same temper-
ature while working. Companies are paying more attention to the 
individual as a way of reinforcing their company culture.

When focusing on the individual instead of the team or busi-
ness, the key word here is choice. People feel more satisfied when 
they are given options or choices about their environment. Some 
companies are switching to unassigned seating in their facilities as 
part of the transition to an open office floor plan. In that scenario, 
employees are fully empowered to make choices about where they 
sit based on the noise level, temperature or brightness of a space. 
People who enjoy more extremes in the temperature of their en-
vironment can move to the peripheries of the building. They can 
sit next to windows, where indoor temperatures fluctuate in line 
with outside weather conditions. Those individuals can take more 
advantage of natural light. If freedom of choice is a given, they can 
select collaborative environments that might be noisy or quiet 
environments where concentration is maximized. However, not 

every business can design their workspace around an unassigned 
seating layout. There could be constraints on the amount of space 
as well as concerns about the benefits of increased productivity. 
Nonetheless, individual choice can still be maintained in those 
cases. Harvard Business Review indicated that “nearly half [of the 
employees surveyed] want an app that will let them set the tem-
perature in their workspace.”

Thanks to advancements in building automation technology, 
individual choice is more accessible than ever. It starts at the net-
works that run building automation systems (BAS). The standard 
network type of BAS communications is RS-485: a low-bandwidth 
network that is inexpensive to install, comprised of twisted pair 
wire and low-cost communication hardware. These networks were 
more than enough for the bandwidth and speed requirements 
when they were designed. The low cost of hardware and installa-
tion helped keep construction and retrofit costs low. These net-
works are not very accessible to other systems, though, and data 
needs have exceeded their capabilities. This caused BAS integra-
tors to incorporate Ethernet backbones in their networks, evolving 
to full Ethernet networks and eventually Ethernet networks using 
IP communication. This means that BAS networks are now using 
the same technology found in computers and communication sys-
tems. The most advanced BAS networks incorporate wireless IP, 
Bluetooth and IoT protocols. All these communication methods 
are making it easier and more cost-effective to bring control to the 
individual. BAS devices that individuals can use to interact with 
the system are not limited to thermostats and proprietary touch-
screens. Users can access their systems with computers and smart-
phones.

With this enhanced connectivity to their building systems, com-
panies are now able to increase worker satisfaction of the environ-
ment without making any other system changes. Just as people 
want more say in controlling projects, deadlines and workflows, 
they also want to be able to influence the surrounding environ-
ment. Collectively, these elements come together to cement the 
foundation for a workplace culture. Companies nowadays are ex-
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perimenting with flat organizational hierarchies and employee-run 
projects. For instance, executives are offering more leeway to staff 
members on how and when projects are carried out. The Harvard 
Business Review study, however, revealed that all these strategies 
might not be the most important factor to employee satisfaction. 

“Our survey revealed that 
employees, by a margin of 42 
percent to 28 percent, would 
rather be able to personalize 
their work environment than 
opt for unlimited vacation,” 
the study found. 

Specifically, the study 
found employees want to 
personalize workspace tem-
perature, overhead and desk 
lighting, and the ability to 
“soundscape” their work-
space. With connectivity in automation systems becoming so 
prevalent, it makes perfect sense to invest in something that can 
contribute so heavily to the perception of a company’s culture, 
which serves to lift employee productivity and reinforce worker 
loyalty.

When considering workplace culture, it is no longer leadership 
styles or job perks that solely define an organization. As employ-
ee well-being emerges as a top concern among executives and HR 
professionals, sending mixed messages is frowned upon: “You 
have a choice about how to complete your projects, but you can’t 

dim your lights.” “You can 
choose when to take vaca-
tion, but you can’t control 
the temperature.” “We care 
about you as an individ-
ual, as long as you like your 
workspace exactly the same 
as those around you.” The 
advancement, accessibility 
and ease of use for building 
automation technologies en-
ables employers to do away 
with the constraints that 

once bogged down old facilities. Whether the answer to an organ-
ization’s workspace culture is unassigned seating, a BAS retrofit 
or just increased access to the system they already have, it is evi-
dent that an organization cannot control their culture if their team 
members cannot control the lights.

“Our survey revealed that employees, 
by a margin of 42 percent to 28 percent, 

would rather be able to personalize 
their work environment than opt 

for unlimited vacation.”
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Robert Hemmerdinger is the chief sales and marketing offi  cer for Delta Controls, Inc. and 
a member of the executive management team. His role includes global responsibility for sales 
growth and driving brand awareness. Hemmerdinger started his career in 1997 as a technical 

support engineer.  With a background in engineering, he served in a variety of positions including 
product management, strategic sales and business development for the U.S., EMEA and Asia-Pacifi c 
markets. He holds a BSc (Hons) in IT Engineering from De Montfort University in the United Kingdom 
and resides in Boston, Massachusetts, USA.
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More than 23,000 IFMA members and facility management professionals read FMJ Magazine
IFMA Members: Manage 78+ billion square feet | Purchase US$526 billion in products/services

As an advertiser, you provide readers with solutions to the challenges covered by FMJ topic experts.  
Be a part our readers’ full experience with ad placement in both the print and digital versions,  
plus complimentary listings and live hyperlinks, making it easy for readers to connect.

Contact IFMA Expo and Advertising Team at +1-713- 623-4362 or expoadv@ifma.org  
for rates and integrated advertising and exhibiting packages.
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SIKA CORPORATION — ROOFING
Phone: 800-576-2358
usa.sika.com/sarnafi l

IT’S NO COMPETITION. OUR STARTING LINE UP TAKES THE GOLD IN PROVEN 
PERFORMANCE AND WORLDWIDE COVERAGE. 
In 1962, we invented the fi rst thermoplastic membrane, and we’ve been changing the industry ever since. 
Our signature advancements have made countless roofs stronger, more durable, and more reliable. Not surprisingly, 
they’ve also enabled us to become the global leader in thermoplastic membranes, with more than 15 billion square 
feet installed worldwide. 

Today, Sika Sarnafi l remains synonymous with resiliency, sustainability, and innovation as the global leader in PVC 
roofi ng. Learn more about building and reputation protection you can trust: usa.sika.com/why-sika-sarnafi l

THE 
BEST IN 
THE GAME
SINCE
1962.
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Ask the Experts
          F M S  W E I G H  I N       

C O N T R I B U T E D  B Y 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.”

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. 
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FMCC members welcome challenges.  
Send your question to Ask The Experts.

James Delgado, CFM
ask-the-expert@fmcc-ifma.org

Please cc  
FMCC Admin Terry Cocherl  
admin-fmcc@fmcc-ifma.org

Your client is director of facilities for a 
multi-campus urban university of 12,000 

students, faculty, and staff in a metro area 
of 2 million people. The university halted 

in-person classes several months ago. 
The medical school, teaching hospital  

and health science research facilities, all 
located downtown, remain fully active.  
The main campus, several miles away,  

includes dormitories for up to 2,100,  
in rooms and suites of two to four students.  

Living on campus is normally required  
for 1,400 undergraduates in their first year 

of study. After that, students occupy rental 
properties off campus, commuting via walking, 
bicycle, motorbike and motorcycle, automobile, 

and public transportation streetcar and bus.

The executive committee, headed by the 
university president, wishes to begin reopening 

in late October, starting with first-year 
undergrads. They have asked FM to provide 

assistance and information to help decide 
which buildings to operate and the resulting 

numbers that can be accommodated.  
First-year students have priority.

What are the considerations for  
reoccupying buildings required for lodging, 

instruction, study, and meals? What data and 
support will your staff need so that FM  

can assist the Executive Committee? 

To best answer the scenario, other questions must 
be answered. 

What extraordinary uses will the facilities  
have to accommodate? 

Facilities to be operated will include specialized in-
struction rooms and labs, lodging, dining, and student 
services, including a much-enlarged clinic for testing 

and even temporary separation in the event that someone tests 
positive for infection. Parking, walkways, doorways, stairs, hall-
ways and elevators may be limited. Bus and car pickup areas 
outdoors are considerations and may impose limits even when 
meeting areas are sufficient. FM consultants working in space 
management are rapidly calibrating their services to support ca-
pacity planning. 

Supplies will be a challenge. PPE and cleaning supplies can lim-
it operations, especially when someone has tested positive and 
deeper cleaning ensues, along with a required wait before reoc-
cupying. 

A



What are the staffing needs? 

Staff is under exceptional demand. Cleaning require-
ments will increase substantially. All FM staff — every 
O&M role — will require initial and ongoing updates on 

hazards and techniques, team orientation toward student behav-
ior, virus testing, and flexible scheduling including time off for rest 
and family. With substantial parts of the university shut down, em-
ployees in those areas may be prepared to work in the occupied 
areas and participate in training. Certain FM technical staff may be 
able to work from home via the CMMS. Take full advantage of on-
line gatherings such as Zoom, GoTo (Meeting or Webinar), Teams, 
etc. for communications.

In addition to facilities and their operation,  
what else would be necessary? 

Messaging at all levels, definitive communications that 
are persuasive, instructive, and repeated often and ev-
erywhere by everyone, FM staff included.  The university 

will have to gain and keep the attention and support of faculty, 
families of incoming students, and especially the students them-
selves. Pressures and priorities vary among students. Some who 
will be pushed hard with difficult studies at once and others will 
expect to socialize. Both priorities invite bypassing healthful be-
havior, emphasizing the need for watchfulness and reminding. 
Messaging in every form and at every opportunity will be top pri-
ority, with consequent expenses. 

A
A

CONTRIBUTORS

Dr. Doug Aldrich is an IFMA Fellow

Daniel M Goldsmith is Principal of Daniel M Goldsmith Consultancy LLC*

Peter J Stroup is Executive Director of Facilities at Harvard Medical School and Principal of SAGE International FM* 

Margaret Reynolds specializes in health and wellness of graduate and professional students at Tulane University

* Full responses can be found at FMCC Ask The Experts.
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Golesedi Chankuluba
Gaborone, Botswana 
Managing Director 
Years in FM: 10 years

What kind of facility do you manage?  
I manage sports and health facilities.

How did you get into FM? 
When the Botswana National Sports Council (BNSC) recruited  
for the position of Lands and Facilities Manager in 2009, the  
job description just suited me as a town planner; and I never 
looked back. In 2015, I registered my own company and have  
practiced as a private consultant since then. 

What has been your biggest FM challenge and  
what have you learned?  
FM is rarely allocated enough funds into areas that need it the 
most and this can be challenging working with a very limited 
budget. I have learned that it is very important for budget 
allocations to be done well on time and to meet the needs of 
planned projects and emergencies.

What advice would you give to someone starting in FM  
and what is the best advice you have received?  
I would advise them to benchmark, share ideas, network and 
learn all the time. The FM industry is vibrant and compelling,  
and I really cannot imagine a more satisfying field.

Where do you want to take your FM career in the  
next few years?  
I want to grow by equipping myself with all the necessary 
information through benchmarking and knowledge sharing while 
growing my company to be one of the best in the FM Industry.  
My company slogan is "Upgrading the standard of facilities."

What do you hope to gain from your IFMA membership?  
I want to engage with other members and explore opportunities 
and knowledge sharing.

Krista Manna 
Abington, Massachusetts, USA 
Owner/Principal  
Years in FM: 1 

I've been in the architecture industry since 1995 (I was in high school).  
I started managing my own residential rental properties this year.  
My grandfather was in the construction business, so I grew up 
around construction and architecture. I have more than 15 years’ 
experience in the commercial interiors and retail design industry 
helping my clients to achieve their business and personal goals.

What has been your biggest FM challenge and  
what have you learned?
As part of my business I rehabilitate run down properties 
and resell them. My biggest challenge is often overcoming 
misconceptions about a female working in a male-dominated 
field.  I often work with contractors and subcontractors and 
they are continually astonished that I'm capable of doing the 
construction side of the work as well as design.

What advice would you give to someone starting in FM and 
what is the best advice you have received?
The best advice I can give anyone is to enjoy what you do.  If you 
don't wake up most mornings wanting to do what you spend 
most of your time doing, it might be time to consider something 
else.  Life is too short to spend it doing something you don't love.

Where do you want to take your FM career in the next few years?  
My goal is to grow my business to help more FMs be able to have 
spaces that function, people love and feel safe.

What do you hope to gain from your IFMA membership?
I hope to meet FMs and build relationships with people to help 
them whenever they need any space renovation or addition needs.

Tell us a fun fact about yourself. 

I have a garden that has more than 100 plants in it and I 
have plans to expand every year.  My goal is to someday be 
able to produce the majority of my food myself.

linkedin.com/in/krista-manna-aia-3854154

Archie Arshad
Toronto, Ontario, Canada
Director, Support Services 
Years in FM: 15+

What kind of facility do you manage? 
My facilities are in hospital and health care.

How did you get into FM? 
Facility management is a growing field where I can use my 
extensive and versatile experience and education.

What advice would you give to someone starting in FM and 
what is the best advice you have received? 
Learn and implement new technology.

Where do you want to take your FM career in the next few years? 
I want to discover opportunities and gain FM industry knowledge 
in other FM sectors such as education, commercial and 
municipalities.

What do you hope to gain from your IFMA membership? 
I am looking to gain more FM-based knowledge, best practices 
and networking.

Tell us a fun fact about yourself. 
I love traveling and relaxing at the beach.
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Chibuya L. Ng’ambi
Lusaka, Zambia 
CEO 
Years in FM: 17

I have been in facility management, in one way or another for 17 
years now, having started out running a cleaning and janitorial 
family business straight from university.

What kind of facility do you manage? 
I am running a facilities services company integrating most of the 
facets of FM including property management. Our goal is to grow 
into a fully fledged FM company with a full complement of FM 
services from security, to space planning and custodial services.

How did you get into FM? 
I first heard of FM from my brother who had worked for a large 
FM company in London. He pitched the idea that because I was 
already running a company which offered some FM service, why 
not open a company that will integrate all the services of FM and 
offer a one-stop shop. There were very few, if any companies 
offering such services at the time in the country. The industry is 
still in its infancy and very few companies offer these services. 

What has been your biggest FM challenge and  
what have you learned? 
The biggest challenge in this part of the world is that FM has not 
fully been appreciated with most organizations engaging different 
service providers for different services and have an in-house FM 

manage the suppliers. While this is good for individuals in FM, it 
becomes very difficult for companies such as ours to fully offer all 
the FM services. My biggest lesson so far is that you do not always 
get the contract by lowering your costs. I have come to realize 
that FM is a quality game. Organizations will spend on quality and 
consistent service, and not necessarily on the cost of the service.

What advice would you give to someone starting in FM and what 
is the best advice you have received? 
The best advice I would give for anyone starting FM is do not 
procrastinate in getting your FM qualifications and credentials. 
The IFMA FMP® would be the best place to start.

Where do you want to take your FM career in the next few years? 
I hope to complete all the IFMA credentials in the next two years 
and became a certified IFMA member and, grow my business into 
a fully fledged FM company.

What do you hope to gain from your IFMA membership? 
One of my goals is to be able to impart some of the knowledge I 
have acquired over the years to young and new FMs. The other is 
to open an IFMA chapter in Zambia for the young but growing FM 
profession in the country. I hope my membership of IFMA opens 
doors to opportunities of networking, knowledge sharing and of 
course, mentorship in the FM journey. 

Tell us a fun fact about yourself. 

I can read horror and thriller novels but I cannot stand the 
movies of the same genre.

Jessica Bare Williams
Nashville, Tennessee, USA  
Account Operations Manager
Years in FM: 20 years

What kind of facility do you manage?
I support the FM operations for our account. I have a few roles 
in my current position which include HSE lead, janitorial and 
sustainability SME, FM, CMMS administrator and a few others. 
Previously I managed FM services in Class A and B facilities which 
were manufacturing and a parts distribution warehouse.

How did you get into FM? 
My mentor and manager got me excited when I started my career 
20 years ago as a facility coordinator. It also didn’t hurt that my dad 
was a master electrician. He taught us great life skills from FM.

What has been your biggest FM challenge and  
what have you learned? 
Not having a college degree in this industry in the past has 
hindered people for vertical growth.  Degrees are great and 
required in many specialty fields, but FM roots are blue collar and 
if you have a passion for learning all the ins and outs under a great 
mentor, soak up the knowledge like a sponge. Years of experience 
and additional FM certifications in this industry go a long way now 

than it did before. Women are becoming a powerful force and we 
are not afraid to get on the roof.

What advice would you give to someone starting in FM and what 
is the best advice you have received? 
Put the work in, believe in yourself, read your O&M manuals, 
review leases backward and forward, do not assume you can 
manage your site by not walking daily and don’t be afraid to get 
dirty. You must be the expert of your site’s systems to ensure you 
know how to manage your site.

Where do you want to take your FM career in the next few years? 
I would like to become director of facilities.

What do you hope to gain from your IFMA membership?
When we can go back to social gatherings and regular meetings, 
I would love more networking. I plan to start my SFP within the 
next few months as I already have my FMP.

Tell us a fun fact about yourself. 

I am a native Nashvillian but a die-hard Ohio State fan because 
my dad was born and raised in Ohio. In honor of my dad, I attend 
at least one OSU home game a year despite my husband being 
a die-hard Alabama fan. We must be in separate rooms when 
our teams play.

Member Spotlight
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Andreas Winardi
Bellevue, Washington, USA
Senior energy engineer 
Years in FM: 16

What kind of facility do you manage?
My focus is to maintain the engine of the building to run 
efficiently and managing both energy and overhead cost for 
facilities, which include municipalities, healthcare, higher 
education, museums, commercial offices/warehouse and 
industrials. I branched out last year to include renewable and 
battery as part of my skills, and want to see if we can have more 
and more distributed energy system install and integrated within 
facilities utility central plant.

How did you get into FM? 
I have a passion for buildings, both the architecture and the 
design. I love problem solving and interacting with people. 

FM combined the best of both worlds, engineering and people 
management. I believed a well-run facility is a balancing effort of 
both the facilities equipment and people.

What has been your biggest FM challenge and  
what have you learned? 
Maintenance budget is the first reduction when there is budget 
shortfall, which leads to tons of deferred maintenance. I learned 
it will cost a lot more to come back and try to fix something 
neglected for years, instead of maintaining it and make it run as 
efficient as possible in the first place. Buildings are now treated as 
an asset, but operating each building is different, and that is what 
make an FM job very important.   

What advice would you give to someone starting in FM and what 
is the best advice you have received? 
Facilities are a living being, because facilities work to meet the 
needs of people and businesses that occupy them. There are 
standards and code that we must follow but treat them more 
as a guideline, because our main customer is not satisfying the 
standards. To achieve the balance between managing operational 
cost and satisfying the customer is the main challenge. Most of 
the problems can be solved through great communication and 
trust between FM and building occupant.

Where do you want to take your FM career in the next few years? 
It will be interesting to figure out what will comes after 2020 
COVID crisis, and how it will change the way FMs approach their 
own facility. I am looking to grow in my career by developing my 
leadership skills and seek an opportunity to lead a campus-wide 
community.

What do you hope to gain from your IFMA membership? 
I want to participate and contribute more to IFMA, learn from 
fellow members, and network.

Tell us a fun fact about yourself. 

I am crazy about LED lighting – where it is to the point that 
my garage is filled with multiple samples that I tear down to 
the component level and try to put it back together. 

I think lighting is a perfect combination of art and science, 
and it can be the differential factor overlooked by building 
owners.

linkedin.com/in/andreas-winardi

Want to share your member or component news? 
Reach out and share your chapter, council or community news with  
other members and FMJ readers. Send details and photos (if available) to  
fmj@ifma.org with the subject line: Components in Focus. 

We look forward to featuring your component in an upcoming issue!
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Ahead 
of the 
Curve
The Changing Role of 
Data-Driven Facility Managers
B Y  J A M E S  L A N E  &  J E F F  P E T E R S O N
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Remember when facility management was an infinite 
paper-driven world, days were consumed with reac-
tive firefighting, and decisions were largely based on 
anecdotal information? Did it seem impossible to stay 
on top of work orders and accurately project and meet 
labor, energy consumption, capital improvement, and 
building equipment and supply needs?

T
hose days weren’t too long ago, and 
for many organizations, many of these 
challenges still plague their reality. 

However, in the wake of data-driven tech-
nology advancements and new innova-
tions, these challenges are receding fast. 
With new IoT, sensor, artificial intelli-
gence (AI), mobility, satellite, and cloud-
based technologies, FMs can easily gather 
more accurate, comprehensive data on 
just about anything. The challenge today, 
and moving forward, is to make sure the 
right business data is collected — and to 
prevent being so inundated with data that 
FMs can’t strategically leverage it for busi-
ness decision-making. 

First Things First: Business Goals
FMs wear many hats, have seemingly end-
less responsibilities, and work with multi-
ple internal and external stakeholders. The 
job can seem overwhelming. 

Having the right data can make a huge 
difference for facility services organiza-
tions. The more they can use data to drive 
decisions, the more control they can have, 
and the more proactive and efficient they 
can be in planning, budgeting, managing, 
setting strategy, and delivering quality fa-
cility services. 

To get the most value from data, the first 
thing to do is identify clear and quantifi-
able business goals. For instance, is the  
objective to drive efficiencies in energy 
management? If so, gather data that helps 
decide appropriate levels of lighting in  

 
 
 
 
outdoor and indoor spaces, how much and 
when to trigger cooling and heating, and 
the like. If improving asset management 
while minimizing expenditures is the goal, 
then getting a handle on asset usage and 
lifecycles and determining when to run-to-
fail makes sense.

And then there’s COVID-19. For now and 
the foreseeable future, FMs must focus on 
minimizing the risk of novel coronavi-
rus and other contagious infections. This 
means determining the best utilization of 
space, and how often, where, and when to 
clean and disinfect surfaces, refill soap, 
hand sanitizer, and paper towel dispensers, 
remove trash, change HVAC system filters,  
and more. Getting all of this right is crit-
ical to giving occupants, employees, and 
business owners the confidence needed to 
return to offices, schools, retail, hospitali-
ty, and entertainment establishments. 

Next: Data Types, Frequency 
and Sharing
After solidifying business goals, it’s time 
to determine the types of data needed to 
make informed decisions.  

Consider space management. Until now, 
the trend has been to use open spaces to 
foster collaboration, and recreation and 
foodservice areas to build culture, at-
tract employees, and keep them on-site. 
The number and location of building oc-
cupants were relatively stable. Chang-
es in space allocation didn’t happen of-
ten and were primarily driven by major  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
moves and headcount additions. Now,  
however, with physical distancing man-
dates, and the number of people working 
from home or the office on any given day 
in flux, space management is more com-
plex and crucial. It requires real-time, 
highly accurate occupancy and traffic data. 
More frequent data gathering and analysis 
is a must.

This same data also impacts a wide va-
riety of other engineering and janitorial 
services, all of which will require constant 
monitoring and tuning. Everything from 
trash and recycling removal, to asset main-
tenance and replacement plans, to light-
ing, cleaning, and disinfecting, is affected.

Costs are also impacted. Data-driven 
FMs have a significant advantage when it 
comes to planning and managing budgets. 
This is especially true in today’s environ-
ment. Having real-time data enables better 
planning for different occupancy and traf-
fic scenarios and the services and supplies 
impacted by them. For instance, in the 
past, using MERV 8 filters in HVAC sys-
tems may have been sufficient. With po-
tentially contaminated air streams, mov-
ing to more costly MERV 13 or even MERV 
18 for more stringent filtration should be 
considered. Additionally, more advanced 
technology may be required, such as ul-
traviolet germicidal irradiation (UVGI) or 
bipolar ionization.

FMs must also look more closely than 
ever at labor requirements—both internal 
and outsourced. By tapping into accurate 
asset management data and integrating 
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information about training, administra-
tive, and vacation hours, they can perform 
comprehensive labor needs analyses for 
various scenarios, determine respective 
costs, and adjust priorities or build busi-
ness cases, as appropriate.

These days, most FMs rely on outsourced 
providers because they don’t have the time 
or internal resources to effectively handle 
everything. If service providers are part 
of an organization’s strategy, it’s impera-
tive to be mindful of how proprietary data 
is shared. Service providers need access 
to their client’s enterprise asset manage-
ment, real estate, occupancy, traffic, safety, 
and other data in order to plan and deliver 
quality services. FMs should take care to 
work with trusted service providers whose 
culture and goals are aligned with theirs. 
It’s important to feel confident that the 
providers can secure and protect any data 
they access and will use it prudently.

Lastly: Technology
Many people are surprised that technolo-
gy is last on the list. This is not because 
it’s not important.  Technology is the glue 
that holds the data-driven world together. 
Using the right technologies will make or 
break the ability to gather meaningful data 
and draw valuable insights. It will also in-
fluence whether stakeholders leverage the 
technologies for decision-making purpos-
es. Without first defining what to accom-
plish and which types of data to collect and 
analyze, trying to choose best-fit technolo-
gies can be an exercise in futility. 

Some FMs are concerned that adopting 
new technologies will complicate their 
work because of the changes required 
and the knowledge that they need to gain. 
However, when applied correctly, data-en-
abling technology will make the FM’s job 
easier and improve their teams’ service 
quality. 

Best practice is to collaborate with their 
service providers in driving a technology 
roadmap and data management strategy 
that meet the company’s business strat-
egies, cost management parameters, and 
long-term performance metrics.
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FMs must consider several data-driven technologies

• Sensors are the main tool for gathering data on occupancy, traf-
fic, environmental conditions, and supply usage. Because they 
are no longer expensive, they can be installed in many places; 
their data can be used for a wide range of purposes, such as 
operating automated window shades, tracking refill points for 
soap and hand sanitizer dispensers, adjusting lighting levels in 
rooms, hallways and garages, determining how much tonnage 
to run in HVAC systems, where assets are in their lifecycles, and 
the type and frequency of janitorial services needed.

• Mobility technologies make it easy to efficiently collect and 
leverage electronic data for tasks such as work order manage-
ment. Technicians can obtain electric, gas, and water meter 
readings by scanning asset QR codes with smartphones during 
their rounds. By pulling that plant log data into an analytic plat-
form, managers can see usage levels, anticipate when repairs 
may be needed, and take steps to proactively prevent equip-
ment breakdowns. 

• Data management tools help filter through the deluge of 
data generated and identify which data is needed to man-
age performance and metrics. These tools immediately 
alert appropriate stakeholders to urgent issues and instanc-
es where KPIs aren’t being met. Some solutions such as 
provide simple data visualization dashboards that make it 
easy to share and report on facility services performance.  

 

• Cloud-based solutions are replacing paper. With asset man-
agement, work orders, and data from facial recognition clocks 
and other sources stored in the cloud instead of file cabinets, in-
formation is much more accessible and useable. It’s also much 
easier to integrate with other systems and much less prone to 
the errors inherent with paperwork. Whichever cloud solution 
vendors facility managers choose, it’s critical that the facility—
and not the vendors—owns the data. The use of cloud-based 
solutions mitigates the risk of lost data and the need to manu-
ally re-enter data.  

• AI systems involve applying the right business rules, exceptions, 
and trend management for predictive data analysis. When used 
in conjunction with sensors, AI enables FMS and their service 
providers to gain the insights needed to make critical decisions. 
The information generated from AI feeds the data management 
and reporting solutions that stakeholders use to optimize ser-
vices and contain costs.

Facility management is changing fast. To be successful in this 
often-unpredictable industry, FMs must be as data-driven as possi-
ble. When they have the right data at their fingertips and know how 
to use it, managers can deliver high-quality facility services with 
greater efficiency and within budget. They can stay ahead of the 
curve by more accurately predicting and meeting business needs, 
better managing vendors, and more easily scaling, course correct-
ing, justifying, and evolving facility services practices.   FMJ

Jim Lane is a highly accomplished FM professional and business executive with more than 20 years of industry experience. He has a strong 
track record in ensuring compliance concerning industry regulations, safety procedures and policies. Lane has extensive expertise built on 
24 years of cross-industry experience in areas ranging from life science/pharma, data centers, controls and energy management to complete 

facilities services and solutions. In 2018, he joined UG2 and is the senior vice president of operations and maintenance activities nationally.

Jeff Peterson has more than 30 years of management experience. He has helped propel UG2 to be one of the fastest growing facilities 
services organizations in North America. Jeff began his career at Arthur Andersen & Co. in 1981 and held several managerial positions 
during his 17-year tenure. He later joined UNICCO Service Company in 1998 and advanced in his career to become CIO  of DTZ. Peterson 

managed global technology infrastructure and support services as well as the client-facing solutions team. Since 2013, he has been with UG2 and is 
the Senior Vice President of Strategy and Innovation.
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Supply & 
Demand

Smart Strategies 
for the HR Side of 

Supply Chains
B Y  J E F F  S T.  G E O R G E
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Before COVID-19, some 
business sectors faced 
increasing demands coupled 
with a labor shortage. 
The pandemic has tilted 
that dynamic for logistics 
and warehousing, with 
skyrocketing demand for 
home delivery and a surge 
in available labor, as other 
sectors suffer slowdowns. 
That tilt forced human 
resources professionals to 
adapt quickly. With proactive 
strategies to meet talent, 
training and scheduling 
challenges, teams are 
optimizing operations in an 
era of fluctuating demands.

Start with the Right People 
There is emphasis on handling the physical aspects of logistics, 
and responses to COVID-19 will likely add physical challenges to 
the job, including new personal protective equipment or steps 
added for health and safety protocols. But the real job is much 
more than moving boxes. Today’s facilities are high-pressure en-
vironments that need great communicators and problem-solvers.

A single error can force delays or even shutdowns. It is import-
ant to have associates in place who can thrive under that pres-
sure, who know how to adapt and help others adapt. Team mem-
bers need to be able to ride the waves of overtime and downtime, 
work with changing technology, and step into new processes ef-
ficiently. Focusing on soft skills during recruitment helps build a 
resilient and productive team. 

Make It Easy for Them to Apply 
An easy application process may not seem like a priority, but with 
so many hiring decisions to make, easier applications should 
speed better applicants to to an FM team and make sorting and 
finding qualified candidates easier.  

In their study of 12 million users, Glassdoor found that 56 
percent of jobseekers with at least a high school education used 
mobile phones to search for jobs. The logistics and retail sectors 
were the second- and third-most common industries to attract 
mobile job seekers. Mobile applicants, however, are more likely to 
have trouble with the application process, resulting in 53 percent 
fewer completions than desktop users.1

That reduces the applicant pool and slows down the candidate 
evaluation process. A mobile-friendly applicant tracking system 
(ATS) enables an organization to capture attention quickly, sim-
plify applications and expedite evaluations. 
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Take a Proactive Approach 

to Finding Talent
The most efficient recruitment process 
is still a process, taking hours and energy 
from the other parts of the talent man-
agement equation. This is where a facility 
solutions partner can be extremely valu-
able. Their recruitment teams already 
handle multiple job types, from janitori-
al to engineering experts. They can help 
build a database of qualified candidates 
for distribution and logistics positions. 
This helps you dedicate human resources 
teams to specialized roles that are more 
critical to an organization’s core business.  

Another approach is to partner with ed-
ucation programs that provide an alter-
native career path to young people who 
are not on the college track. Reach out 
to local schools to see if they work with 
employers to help place skilled graduates. 

Healthy Spaces for  
Healthy Teams
Once the right people are in place, the or-
ganization needs to keep them. Employee 
turnover in this sector is high, as nearly 
one-third of companies reported employ-
ee churn between 10 and 25 percent per 
year (according to ARC Advisory Group 2). 
A strong company culture will prioritize 
well-being to support their employee en-
gagement efforts. 

As part of a COVID-19 response, asso-
ciates will want to know their workspaces 
are being cleaned and disinfected. From 
both a service and internal communica-
tions standpoint, clear protocols will help 
your team understand and trust the ac-
tions taken to protect them. 

Employees are also more conscious 
than ever of health and safety issues like 
indoor air quality. In facilities where work 
is repetitive, it is easy for associates to 
focus on worries or disconnect from the 
positive impact they can have on produc-
tivity. It takes consistent effort to keep 
employees engaged. For instance, Gallup 
found that companies that invest in em-
ployee development are twice as likely to 
retain their associates.3 

One way to promote employee develop-
ment is with a strong feedback and eval-
uation process. Start by setting and com-
municating realistic performance goals. 
Make it clear how employees can contrib-
ute and grow and communicate progress 
on those goals regularly. 

Feedback Goes Both Ways
The feedback process helps employees 
improve. Getting feedback from employ-
ees also helps solve problems. Associates 
on the floor can keep the team and its 
connected to key details. Employees in the  
thick of it, so to speak, can offer solutions 
that management may not think of with-
out their input. 

The experiences and ideas from associ-
ates are resources, so feedback and eval-
uation processes should make capturing 
that information a priority. And if asso-
ciates feel heard, they are more likely to 
be invested in a process they feel a part 
of, improving engagement, retention, and 
productivity.  
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Stay Connected
Another key component of an engaged and 
effective workforce is internal communi-
cations. With around-the-clock schedules 
that fluctuate with demand (and supply 
issues, too), associates can feel boxed into 
their roles, disconnected from you’re the 
company’s total success story. Technology 
can help them feel that they are a part of a 
thriving team. With social distancing and 
safety rules restricting workplace inter-
actions, internal communications will be 
more important than ever. 

An employee intranet can act as a hub 
for company news, employee recognition 
efforts, and important changes, to make 
it easy for everyone to feel informed 
and connected. The rise of smartphones 
(and the fact that some workers may not 
have broadband internet access at home) 
means that a mobile-friendly company 
intranet will help drive more interaction 
with internal communications. 

Provide a Path for Growth
If an employee feels capped in their 
growth, they are more likely to leave. A 
rise in unemployment does not change 
the fact that talent is key, which includes 
the organization’s time and effort finding 
and investing in that talent. They have 
developed key skills in their time with 
you that make a difference to you’re the 
bottom line. To keep talent engaged, it is 
more important now than ever for people 
to feel there is a future.  

If today’s janitor can rise to be tomor-
row’s supervisor, then employees are 
more likely to stay engaged. This is why 
feedback and performance evaluations 
are so critical. When leaders give associ-
ates an opportunity to shine and be rec-
ognized, they’ll be more likely to stay with 
the company or refer people they know.  

Unique Strategies  
to Maximize  
Current Resources
Since the COVID-19 outbreak, logistics 
and warehousing have had to prepare for 
both increasing demand and possible surg-
es in sick leave. Expanding the available la-
bor pool through a facility service provider 
can help prepare for both.  

Cross-training and cross-utilization can  
also be big factors in efficient, flexible 
work scheduling. Being able to shift from 
bundling boxes to changing a light bulb 
can be a great advantage. While there are 
many strategies for taking the pressure off 
HR teams and keeping productivity high, 
consider what an experienced service 
partner can provide, including a pre-vet-
ted labor pool, flex-staffing resources, and 
cross-training expertise.   FMJ  
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1. https://www.glassdoor.com/research/app/uploads/sites/2/2019/06/Mobile-Job-Search-1.pdf

2. https://www.dcvelocity.com/articles/29021-nine-ways-to-boost-warehouse-performance- 
and-cut-turnover

3. https://www.gallup.com/workplace/311099/companies-getting-wrong-employee-development.aspx

Jeff St. George is director of sales for ABM. He has 15 years of experience designing 
customized integrated facilities services solutions for clients across multiple industries. 
St. George has spent six years focusing on retail distribution clients. 

Gallup found that companies that invest in employee 
development are twice as likely to retain their associates.3



Park(ing) and 
Restoration

PREPARING THE LOT FOR 
A RETURNING WORKFORCE

B Y  B O B  L E S T E R
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The COVID-19 pandemic is 
changing virtually every aspect of 
life, work and play. Busy business, 
retail and entertainment centers 
suddenly experienced indefinite 
closures for public safety. 

In the northern hemisphere, spring signals seasonal workers to 
make exterior facility repairs to windows, roofing, siding, and 
paving. But with government-mandated closures this year for 

non-essential businesses, the timeline for ensuring facilities are 
functional looks much different for many operators. This includes 
parking lots.

During the winter months, parking lots and driveways were likely 
a few of the items hit most heavily. Most people think a mild winter 
means that parking lots will have less damage, but the opposite is 
actually true. A mild winter with fluctuating temperatures means 
that the pavement is expanding and contracting at an increased 
rate, creating more cracks and potholes as spring approaches. 

Once potholes are introduced to the surface, they can continue 
to “open up” as they sit for prolonged periods of time, meaning 
that the inside walls gradually chip away as they are perpetually  
exposed to the elements and vehicle traffic. Couple that with the 
fact that much of the damage has been sitting idle since mid-
March, and operators could have substantial issues to address 
when it comes to lot repairs. 

This creates a paradox for many FMs following the COVID-19 
outbreak. With many companies feeling the financial crunch fol-
lowing the loss of revenue as a result of the pandemic, mainte-
nance must be essential to be considered for this year’s budget. 
However, businesses also must be mindful of safety regulations as 
they prepare for preopening.

Understanding the different types of parking lot repairs. The 
good news is that parking lot and driveway repairs don’t always 
have to be a complete repave. It is important to know all the op-
tions available when it comes to repair methods can ensure the 
project comes in below budget where repaving is concerned. 

Knowing the different types of repairs for various levels of dam-
age will allow FMs to make sure their sites are safe for reopening 
without investing a huge chunk of the operating budget in repairs. 
It will allow the FM team to have a well-educated conversation 
with a paving professional, and it can help map out a more long-
term strategy as needed.

GENERALLY SPEAKING, THERE ARE FIVE LEVELS OF REPAIRS:

CRACK SEALING: 
The least extensive 
repair, which 
involves filling small 
cracks (less than 
one-fourth of an 
inch wide) with 
a liquid filler.

SEAL COATING: 
If several cracks 
have already been 
filled, seal coating 
protects the 
vulnerable points 
in your lot from 
the elements. This 
process is ideally 
done every 2-4 
years after initial 
crack sealing.

RESURFACING: 
This involves adding 
a new layer of 
asphalt on top of 
the existing lot’s 
surface. Ideally, 
it can add about 
10 years to the 
lifespan of the 
lot and is more 
affordable than a 
total replacement.

MILLING AND 
RESURFACING: 
Removing the first 
layer of asphalt 
and replacing the 
surface directly 
underneath it, 
which can be a 
costly repair, but 
it will extensively 
prolong the life of 
your lot.

FULL LOT 
REPLACEMENT:
Lots typically 
only need to 
be completely 
replaced when 25 
percent or more 
of the surface is 
damaged. Because 
this is the most 
extensive measure, 
it is generally only 
utilized when there 
are structural issues 
below the surface 
level of the lot. 
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Auditing the parking lot for damage. 
Understanding the different levels of re-
pairs ensures that the FM team is armed 
with the information needed to perform 
a site audit. How quickly and efficiently 
they’re able to assess and address the is-
sues will be the key to resuming operations 
safely, which is the key for survival across 
every sector, from education to transpor-
tation to retail to healthcare.

Before connecting with any outside 
paving professionals, the FM team should 
assess existing damage to lots, which will 
provide them with the information they 
need to set realistic expectations with the 
paving contractors.

Looking for items like potholes, cracks, 
and rutting — which is when the pavement 
shows grooves from wear and tear — is a 
good place to start an audit. While record-
ing these damages, keep two elements in 
mind: the quantitative level of damage and 
the severity of damage.

The quantitative level of damage has to 
do with the number of issues you’re the 
parking lot has. The FM team should cal-
culate the number of potholes that need to 
be filled, the number of cracks that need to 
be sealed, and the number of spots show-
ing signs of rutting. Having numbers ready 
will allow for a paving company to quickly 
provide a personalized, realistic estimate 
for repairs.

While accounting for the number of is-
sues, they should also keep in mind the 
severity of damage. For example, a pothole 
that is several feet wide is generally more 
concerning than several small potholes 
and may cause structural damage to the 
lot that would require a complete repave.  
As the team notes the severity of each is-

sue in the lot, it will allow honest discus-
sion with the paving contractor about the 
types of repairs needed versus the avail-
able budget.

Once the damage is assessed and the 
types of repairs are identified, contact a few 
different paving contractors for quotes. The 
sooner  the call, the more likely  the repairs 
will be completed  on schedule.

Many businesses are beginning to  
reopen, so consider that many of them 
have un-addressed damage and will also 
contact pavement contractors. Prioritiz-
ing repairs that need third-party operators 
first is a smart move.

Make sure to consider an ongoing main-
tenance plan. While some businesses will 
have pressing repair needs in the midst of 
their reopening schedule, others may be 
able to get by without investing much in 
their parking lot. 

However, just because  a parking lot is not 
compromised this year does not mean it 
will not need maintenance now to prevent 
long-term issues. Putting a plan in place for 
ongoing maintenance can help  avoid costly 
repairs in the immediate future. Most busi-
nesses that took precautionary measures 
last year are finding themselves in a much 
better position to reopen quickly, safely, 
and affordably.  

If there are no immediate needs for the 
lots or driveways, considering a quick seal 
coat is a great way to preserve its lifespan. 
The seal coat will freshen up the lot, show-
ing customers that the FM team takes 
pride in their business and safety. It will 
also allow the parking lot to be prepared 
for any reopening timeline.

Empty parking lots are also a great time 
to consider other upgrades if there is room 

in the budget. While lots are still empty, 
a restripe of the parking lines is a quick 
project for companies that don’t have to 
reserve funds for heavier repairs. 

After partnering with a trusted paving 
contractor, they’ll be able to help create a 
plan to preserve the lot’s lifespan. 

Getting on a yearly plan with a quality 
contractor ensures the facility’s parking lots 
and driveways are taken care of in the most 
financially efficient way, allowing FMs to  
focus on their organization’s needs. 

Normally, FMs should budget for larg-
er restorations every 10 years, with total 
repaves typically happening every 15-20 
years depending on how well the lot is 
maintained. By cleaning asphalt to remove 
debris, fuel, and oil each month with a 
pavement-specific cleaning agent and an-
nually sealing and coating the surface, the 
parking lot can have a longer lifespan. Ad-
dressing damage as it happens also helps 
preserve its longevity.

Having an ongoing maintenance plan 
in place ensures that if another crisis sit-
uation arises in the coming decades, the 
FM team will be prepared to weather the 
storm long-term.   FMJ

Bob Lester is president and CEO 
of Dura-Seal, a sealcoating, asphalt, 
and concrete services company. He 

has worked in the paving industry for over 
20 years, leading two buyouts, an acquisition, 
and the sale of an equipment manufacturing 
company at Dura-Seal. Prior to joining the 
company, Lester studied business finance at 
Otterbein University.
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ReEntry Essentials: 
Focus Areas to Support Reopening Facilities
B Y  J A M E S  J U N K I N
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After months of full or partial facility closures and 
adaptive measures that pushed the limits of remote 
working, organizations across industries are turning 
their attention to reopening for business. For many 
leaders, orchestrating the return to work during an 
ongoing pandemic is more complex than the shutdown, 
especially for companies that rely on a disparate and 
dynamic workforce of contractors and suppliers.

Organizations must not only pre-
pare the workplace to reduce the 
spread of COVID-19, but must 

also establish or revise infectious disease 
policies and adjust a host of standard oper-
ating procedures to reflect new health and 
safety risks — which are likely here for the 
long term. Employees and contractors will 
require awareness and procedural training 
for new hazards, as well as retraining and 
ongoing support to maintain their skills 
and required competencies. Employers 
must be able to demonstrate compliance 
with these new policies and additional in-
ternal and external protocols, as there will 
be much to plan and more that will need to 
be tracked and documented.

The corporate executives and facility 
managers charged with ramping up work-
place operations are under pressure to 
do it right, and they know the stakes are  

 
 
 
high: Tasks allowed to fall through the 
cracks and deviations from new or estab-
lished procedures may expose workers to 
life-threatening dangers and subject com-
panies to liabilities and lost opportunities.

Fundamental 
questions
Overseeing reopening does not need to 
be overwhelming but will require an or-
ganized approach to coordinate many 
working parts. Companies that develop 
a holistic plan for reentry will be better 
prepared to maintain safety and business 
continuity and positioned to ramp up with 
confidence and at pace.

This big-picture planning requires the 
organization to address two fundamental 
questions:

1. What new policies and procedures 
are in place to protect employees and 
contract workers from infectious dis-
eases?

Many firms will have already taken steps 
to ensure a safe and healthy work environ-
ment in a new era of communicable dis-
ease risks. The company’s reopening plan 
should document these measures and any 
the company intends to implement before 
workers return. The plan can be used as a 
central repository of all preparations for 
the move forward, which may include new 
sanitation methods and schedules, the 
use of physical barriers between worksta-
tions, or adjustments to building ventila-
tion systems.

Looking beyond the infectious disease 
policy, the reentry plan should include any 
alterations or additions to prior standard 
operating procedures, training and sup-
port. Spell out credentialing and verifica-
tion requirements associated with reentry 
and future operations, including those for 
contractors.

2. Has the organization communicat-
ed these policies and procedures, and 
what systems are in place to enable 
and enforce them?

When workers begin returning to of-
fices, processing centers, manufacturing 
plants and even open-air sites, all stake-
holders must be clear on new expectations 
and how they should comply. Corpora-
tions must demonstrate command and 
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control of new SOPs. These policies must 
also be communicated to facility visitors 
including vendors. Companies should ver-
ify their understanding and ability to com-
ply with the new policies and procedures.

Along with establishing reliable commu-
nication channels with workers, contrac-
tors and vendors, companies must iden-
tify reliable information sources related 
to COVID-19 and future health threats. 
Errant information on the virus and effec-
tive response measures are prevalent, and 
employers need to articulate infectious 
disease policies across a broad spectrum 
of workers. Conveying the most reliable 
information related to unique business 
operations and through multiple locations 
is critical.

Implementation 
considerations
As reentry accelerates under the holistic 
plan, attention to the following key areas 
will help to improve the well-being of the 
company’s workforce and their work:

Revisit training offerings. Returning 
workers may need to catch up on job-spe-
cific instruction programs or other re-
quirements to reinstate certifications that 
may have lapsed during the months of 
sheltering in place. Managers should plan 
for the potential backlog of team members 
due for all manner of courses and should 
determine how any expected delays will 
affect operations.

The organization may choose to offer 
courses that address specific post-pan-
demic issues. A disease awareness pro-
gram, for example, should outline facts 
from reputable sources, proactive preven-
tion measures and appropriate behavior. 
This will provide companies peace of mind 
that their workforces understand the se-
verity of the virus and its effects, can iden-
tify symptoms, take precautionary steps, 
and respond correctly if they or a cowork-
er become ill.

On a related point, organizations may 
want to include behavior-based safety to 
their instruction programs. The height-
ened emotion and stress that many work-
ers experienced in recent months may 

impact their behavior in the workplace, af-
fecting the safety of themselves and those 
around them. Including behavior-based 
safety with standardized disease aware-
ness training emphasizes to workers how 
their attitude affects their behavior and 
how it has larger consequences on a com-
pany and its entire workforce.

Provide enforcement tools. Effective-
ly administering new standard operating 
procedures requires a significant invest-
ment of time, people and systems. Build-
ing a framework and charting a course for 
implementation is vital.

Systems that track the completion of 
these tasks help individuals and teams to 
demonstrate compliance with government 
regulations, internal and client policies, 
health and safety requirements, contrac-
tual obligations, and standards for licens-
ing and industry certifications. As busi-
nesses return to the workplace, that list 
is expanding to document the successful 
completion of disease-control protocols 
such as sanitation schedules and individu-
al health screening information.

Regularly review — and adapt. Com-
mit to monitor standard operating pro-
cedures and identify opportunities for 
improvement. Adopting a consistent ap-
proach for processing crucial insights and 
rolling out adjustments will minimize the 
confusion and disruption that can accom-
pany changes, making it easier for the or-
ganization to enhance safety by applying 
lessons learned.

With the right tools, managers can know 
which employees and contractors are au-
thorized to perform tasks, enter restricted 
areas or step into other specialized roles. 

Doing so helps them to avoid exposing 
people, facilities and their company to le-
gal and financial liabilities, health risks and 
other undesirable consequences.

By applying credentialing and verifica-
tion systems to their reentry strategies, 
companies are able to protect their work-
forces as regulations evolve, documenting 
their awareness and understanding at any 
given point in time. Comprehensive track-
ing and verification as firms return to the 
workplace affords them a safe, precaution-
ary route to continued business opera-
tions.   FMJ

James Junkin serves as founder 
and president of Mariner-Gulf 
Consulting & Services, LLC, an 

international full-service risk management/
HSE consulting and training firm. He is a 
master authorized instructor for Veriforce, 
a leader in safety and risk management. 
He has conducted more than 1,000 courses 
and has trained thousands of students to 
become certified instructors. Junkin earned 
a Bachelor of Science in Occupational 
Safety and Health from Columbia Southern 
University.
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Consider This
Adapting to change while reopening



Some business owners eager to reopen are working to fig-
ure it out as they go. Yet, local authorities will expect a 
thorough plan that explains how businesses will address 
the new normal, according to various guidance documents 

emerging from the states. To craft a successful plan to reoccupy 
a building, particularly hotels and resorts, an organization must 
do more than simply bring back employees and 
open the door to guests — it must also help en-
sure safe and healthy environments.

Preopening assessments
The process to reoccupy a building starts well in 
advance of reopening day. Businesses that have 
been closed or have had equipment shut down 
for an extended time period may be required 
to undergo a health department reinspection. 
Equipment must be checked to verify that it is 
functioning properly, certifications and ongo-
ing maintenance is current and there has been 
no vermin activity. An accredited third-party 
expert can help to determine that there are no 
issues. 

One initial step is to review building operat-
ing status during building partial or full closure, 
such as vacancies, heating and cooling sched-
ules and set points. For example, water systems 
need to be flushed and tested, as they can have 
quality issues and can cause major health is-
sues such as Legionnaires’ disease. In addition, 
both potable cold and hot water systems must 
be flushed and tested for quality. Potable water 
samples need to be collected to characterize 
post flush water quality. Hot water temperatures should be sam-
pled at the point of use. Swimming pools and hot tubs also need to 
be tested for bacterial and chemical agents, and Legionella testing 
of water towers is recommended.

Ventilation assessments can determine if an issue, such as mold, 
has developed. The assessments will also determine if building sys-
tems are operating properly and providing adequate outside air for 
potential infection control. If the building requires additional air 
capacity, be aware that increasing air flow can affect the efficacy 

of opening and closing fire doors. Increasing air movement will 
pressurize corridors and stairs, potentially  in violation of the life 
safety code of the National Fire Protection Association (NFPA). 
While adjusting HVAC levels, adding different types of filters or 
closing off vents, be sure to test that the fire protection system is 
not impacted.

With low occupancy, a limited number of 
eyes have been in the building to provide re-
ports of leaks and hygiene issues surrounding 
sinks, showers, toilets, kitchens, fountains, 
water coolers, refrigerators, janitor’s closets, 
accessible pipe chases and decorative indoor 
plant containers. These areas can all harbor 
mold and have fungal issues. Outside water may 
have leaked through walls, windows, vents, and 
roof membranes without notice, so they must 
be checked to reduce mold and building dam-
age. FM teams may want to perform visual and 
infrared inspection of representative available 
surfaces for leaks/mold (ventilation, filtration, 
and hygiene). An indoor air quality assessment, 
with emphasis on volatile organic compounds, 
is a smart investment.

Most buildings now have increased frequen-
cy and thoroughness of cleaning standard op-
erating procedures. It’s important to assess the 
use of any new/proposed cleaning products in 
rotation and review janitorial procedures and 
protocols, including environmental, health, and 
safety considerations. New and returning staff 
should be trained well and provided with appro-
priate personal protective equipment (PPE).

Keeping the business open
The process of keeping a hotel or resort in business is far from 
static. It requires substantial effort as employees return and more 
guests are in the facility. 

The first step is to know what limitations are ahead. Regulatory 
guidance can vary from one jurisdiction to another and can change 
over time, so it’s crucial to obtain reliable information from local, 
state and federal regulatory bodies. If possible, consider joining or 
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participating in a workgroup that helps set 
the guidelines and the site SOPs. This will 
allow opportunities to provide important 
input, help shape a location’s response and 
provide early notification about potential 
changes.

The second step is to understand how 
and when employees interact with guests 
and with each other. Close interpersonal 
interaction is no longer recommended. Is 
it possible to alter the business model to 
reduce staff interactions? If not, what new 
physical changes need to occur? Consider 
adding PPE requirements, physical con-
trols (such as temporary walls or shields) 
and changing SOPs. The organization or 
location may also need to limit the num-
ber of guests to a prescribed percentage 
of maximum building occupancy, limit the 
number in the elevators, and adjust the 
flow direction of entrances and exits. 

In most countries, employers are obli-
gated, legally and ethically, to provide safe 
and healthy workplaces. The stakes are 
high for staff; social distancing keeps them 
away from colleagues and guests who 
could potentially be carriers. The stakes 
are also high for continued operations. A 
single employee who tests positive in a fa-
cility without social distancing may cause 
the quarantine of all colleagues who were 
within six feet for more than 10 minutes 
over the two previous days. That can dis-
rupt all the progress a team made in reoc-
cupying.

Third, it is important to understand in-
fection control. Frequent handwashing for 
all is one of the most important steps to 
help prevent the spread of illnesses. For 
critical employees who touch food, in-
creasing handwashing frequency can also 
help prevent the transmission of other 
types of illnesses beyond respiratory vi-
ruses. Employees should take care to wash 
their hands before donning gloves for any 
food preparation, after touching exposed 
skin, after handling soiled utensils, and 
after engaging in any other activities that 
could soil hands. All employees should 
be encouraged to wash and sanitize their 
hands frequently.

Businesses would be making a mistake, 
however, if they simply install hand sani-
tizing stations and call it a day. Sanitizer, 
with 60 percent or more alcohol content, 
helps protect from infection but is also 
highly flammable. The NFPA specifies that 
sanitizer dispensers may not be installed 
in exits, over ignition sources, or over car-
peted floors in rooms without sprinklers. 
They must be separated by not less than 
48 inches and are limited in their liquid ca-
pacity. Adhering to these rules can prevent 
increasing fire risk.

Finally, facility sanitization is an es-
sential aspect in preventing the spread of 
illnesses. When approved sanitizers run 
low, however, some people turn to chlo-
rine sanitizing agents such as unscented 
bleach. Bleach can be a highly effective 
sanitizer, but it can also be potentially haz-
ardous when misused, specifically, when 
mixed with other cleaning products that 
contain ammonia, it creates a highly tox-
ic chlorine gas. The cleaning staff needs 
proper training on how to mix and use 
cleaning solutions, use the appropriate 
PPE, such as wearing gloves or a protective 
outer garment, and to provide appropriate 
ventilation in rooms where sanitizers are 
mixed and stored. 

As regulations change, it is important for 
business owners to adapt and find trust-
ed partners. There will be fluctuations 
in tightening and relaxing government 
requirements and recommendations de-
pending on conditions. The floor spacing 
on one day might not be the layout for the 
next day. FMs also need to be engaged, 
learning best practices from others, or 
create them in house. Voicing concerns to 
regulators can help drive the conversation 
and improve the business ecosystem so 
other businesses can thrive too. FM teams 
may also need to draw on their creativity, 
relying on new models for the way they 
do business. Most of all, the FM team will 
need to be visible. Customers — and staff 
— are looking for reassurance. To regain 
confidence in business, seeing the extra ef-
fort put into safety can help reinforce their 
comfort level.  

There is no new normal, other than 
constant change. Companies that develop 
the flexibility necessary to anticipate and 
adapt will be best positioned for whatever 
the future holds.   FMJ  

Mike Halligan has a 33-year 
career in the building fire, life 
safety and security industry. He 

is a subject matter expert in the areas of 
implementing prescriptive and performance-
based fire and life safety solutions into 
factory-built structures, historic buildings 
and sites, university facilities, stadiums and 
large-scale special events including Olympic 
venues, resorts and mixed-use high- rise 
developments. Halligan’s current position is 
global program manager where he leads team 
for Underwriters Laboratories that provides 
plan review for new construction and on-
going inspections of client owned facilities 
around the world. His portfolio of projects 
includes, mixed use high-rise, hotel, specialty 
warehouses, large scale electric and water 
utilities, parking structures and factory-built 
energy storage buildings.

Robert James is the global 
building sciences business director 
for UL’s Building, Fire, Life Safety, 

and Security Industries. In this role, he 
supports the global building and security 
inspection program, which assists owners 
with building fire/life safety and site security 
concerns. James leads educational seminars, 
develops internet-based training programs, 
works with the model fire code committees, 
and serves as a liaison between the UL 
Firefighter Safety Research Institute staff 
and the regulatory community. He Chairs 
the NFPA 400, Hazardous Materials Code 
and the NFPA 1082/2800 Building Fire and 
Life Safety Directors committees, a technical 
member of NFPA 3-4 Commissioning and 
Integrated Testing and NFPA new TC 
Remote Inspection Standard. Additionally, 
James is an alternate member on NFPA 
101 Life Safety Code Technical Correlation 
Committee. He has his Certified Fire 
Protection Specialist from NFPA.
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Leadership, Data and Accountability
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In January of 2020, the adoption of a smart building was not imperative for 
many building owners. Barriers existed, and time and time again, the adop-
tion of a smart building was not technological; it was cultural. Within a few 
months, facilities managers are managing through unprecedented times,  
and the industry inflection point is here. Similar to the War on Talent1 when 
a Human Resource Manager became a Chief People Officer and employees 
became the most significant asset, technology-advanced built environments 
and the FMs that run them, are at the forefront of organizational performance. 
Like how HR mastered workforce analytics, facility teams need to understand 
the building data available to them to support their strategic planning and 
technology implementations and hold their teams and the organization 
accountable. 

Before COVID-19, a smart building 
was generally defined as an integrat-
ed set of technology, systems, and 

infrastructure to optimize building per-
formance and occupant experience. This 
definition has not changed. The founda-
tion is 100 percent valid. What has signifi-
cantly changed is the prioritization of what 
building technologies are vital for an orga-
nization to succeed and the integration of 
these systems. Organizational leadership 
expected a slow rise to smart buildings. 
The trajectory has shifted, and to real-
ize the benefits and long-term value of a 
building, FMs must lead the organization 
beyond the installation of random, siloed 
technologies. Smart buildings require an 
integrated, organizational-wide adoption 
and deployment model with data aggrega-
tion, reporting, and analytics at the front-
line of decision-making. 

Reporting Data Now  
and In the Future 
As occupants arrive back to facilities and 
spend hours learning, working, living, and 
collaborating, people, building, and orga-
nizational-based reports are essential. Ac-
cess to the data, in many instances, on-de-
mand, is the defining moment of truth for 

facilities managers as requests come hard 
and fast. 

Those already deep into reopening plans  
know that requests will be ever-changing, 
exposure to building systems and their op-
erations vast. Sample reporting includes 
current and past information on the build-
ing(s):

>>  OCCUPANCY 

>>  OCCUPANT HEALTH  
 AND WELLNESS

>>  BUILDING    
 PERFORMANCE SUCH  
 AS AIR QUALITY   
 INCLUDING CO2   
 AND HUMIDITY

>>  WEATHER

>>  CLEANING AND   
 DISINFECTION 

The previous examples also include 
alerts and notifications of occupancy 
breaches, health issues, and more. The 
data is sent to personal devices, digital 
signage, websites, and used by commu-
nications professionals on employee and 
visitor messages to keep them calm and 
informed and better an organization’s rep-
utation. 

The longer tail for FMs to address is 
the data that will be needed to support 
responses to building insights gathering 
such as employee engagement studies, 
visitor feedback polls, and patient satisfac-
tion surveys. Identifying issues and trends 
will require data to either prove misin-
formation or implement critical changes 
to building systems. Once findings are 
shared, FMs must be visible and communi-
cate with stakeholders using available data 
to hold themselves and the organization 
accountable. 

Systems Integration  
& Data Aggregation 
Accessing data with a click of a button to 
support the reporting is not reality. It took 
years for finance leaders to “easily” pro-
vide gross margin reports or the invento-
ry at distribution facilities. Organizations 
had to implement the right software and 
hardware systems that could integrate and 
efficiently provide the manufacturing, sup-
ply chain, distribution, and sales data. For 
smart buildings, selecting the right tech-
nology cannot be done in isolation either. 
The use of systems thinking is needed to 
understand the relationship and opportu-
nities that exist with building technologies. 
By using systems thinking, FM can better 
predict outcomes and ensure the built en-
vironment is safe, efficient, cost-effective, 
and has a lower environmental impact. 
Great building technology exists today, 
and powerful innovations will continue 
to come to the market to transform the 
industry. With data in mind, the following 
are a top list of considerations. 
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>>  WHAT TECHNOLOGY CURRENTLY EXISTS IN THE BUILDING THAT CAN 
 WORK FOR TODAY AND FUTURE REQUIREMENTS?

>>  CAN THE EXISTING BUILDING TECHNOLOGY INFRASTRUCTURE SUPPORT  
 CURRENT AND FUTURE NEEDS? (POE, wireless, structured cabling, etc.)

>>  DOES THE SYSTEM VENDOR HAVE A PATH TO INTEROPERABILITY?

>>  CAN NEW TECHNOLOGY SUPPORT FUTURE REQUIREMENTS?

>>  ARE THERE AESTHETIC ISSUES OR NON-INTRUSIVE ATTRIBUTES  
 TO CONSIDER?

>>  HOW IS CYBERSECURITY ADDRESSED TO MEET INFORMATION   
 TECHNOLOGY STANDARDS?

Using the systems thinking approach, 
FMs will also begin to see how building sys-
tems work together as an interconnected 
ecosystem. It’s a good reminder when pre-
sented with cool technology not to evaluate 
it for its single usage, consider its ability to 
participate, and improve the power of the 
building’s technology ecosystem.

Like the CFO, the gross margin does not 
magically appear. Data aggregation brings 
all the data from disparate sources into a 
central point for analysis. Buildings have 
a lot of available data today. As smarter, 
more advanced technologies are imple-
mented and effectively used, more data 
will be available. However, FMs must en-
sure they have the correct data in a consis-
tent, integrated format to make informed 
decisions and present the data in a mean-
ingful way. The integration of systems and 
the mapping of data is imperative. 

By 2025, nearly 30 percent of the data gen-
erated will be consumed in real-time — think 
autonomous vehicles. With this example 
alone, ponder how critical it is for the data to 
be flawless, informing a driverless car. Today, 
the availability and aggregation of occupancy 
and air quality data are as crucial. 

The chosen building technologies must 
have open protocols or an Application Pro-
gramming Interface (API). API is a set of  
functions and procedures allowing the cre-
ation of applications or reports that access 
the features or data of an operating sys-
tem, application, or another service. API 

is not building technology specific. APIs, a 
technology standard, enable CFOs to track 
inventory and doctors to receive cardio 
readings from patients.

A Machine Learning On-Ramp 
Managing a building system implementa-
tion during a crisis does have its advan-
tages.  In April 2020, McKinsey referenced 
a European survey citing 70 percent of 
executives from Austria, Germany, and 
Switzerland said the pandemic is like-
ly to accelerate the pace of their digital 
transformation. They further state that 
the COVID-19 crisis seemingly provides a 
sudden glimpse into a future world, one 
in which digital has become central to ev-
ery interaction, forcing both organizations 
and individuals further up the adoption 
curve almost overnight.

When building systems are fully inte-
grated and sharing data, the path to ef-
fectively using machine learning and ar-
tificial intelligence is not a winding road. 
Machine learning has been part of tech-
nology innovation for quite some time. 
For smart buildings, having available data 
for machine learning has been the road-
block.  The more building systems can use 
machine learning, the smarter the entire 
building ecosystem becomes. The addition 
of more smart devices, APIs, and external 
data sources to the building ecosystem al-
lows for greater building autonomy. Build-

ings are fully integrated and connected 
and become more self-aware, providing 
leadership with predictive solutions in-
stead of habitual responses. 

Once machine learning is established and 
mature, an organization can start consid-
ering Artificial Intelligence (AI), where it 
makes sense for them. According to Pre-
scriptive Data, AI has been shown to reduce 
tenant hot and cold complaint calls by 43% 
and lower utility costs by 21%.  AI will en-
able predictive actions for optimal Building 
Management System (BMS) performance, 
occupancy, energy use, peak demand, car-
bon emissions, and more and support over-
all health and wellness initiatives that are 
priority for the foreseeable future. 

Even in such uncertain times, a techno-
logically advanced built environment is es-
sential for occupants and building owners. 
Mastering the use of smart building data 
for reporting and predictive analytics is 
also essential for facility leaders to contin-
uously improve occupant experience and 
building performance. Transformation is 
happening; the responsibility is more sig-
nificant than ever before. The available 
data provides facility leaders what they 
need to provide insights, build trust, show-
case outcomes, and hold their teams and 
the organization accountable.   FMJ   

Bill Moten is the Smart Buildings 
Practice Leader at Leading Edge 
Design Group (LEDG). He is 

a respected authority on smart buildings, 
Internet of Things (IoT), and wireless 
solutions. Bill holds a Bachelor of Science 
degree in Electrical Engineering from 
Southern Methodist University and a Master 
of Business Administration degree from 
the University of Dallas. A veteran of the 
communications technology industry, Moten 
has developed emerging technology and 
analytics solutions for more than 25 years 
utilizing wireless, wired and optical networks 
including IoT, property tech, DAS, WiFi, 
LoRa, and building safety.
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CHALLENGE 
ACCEPTED

Building new leaders in the virtual workspace
B Y  A N D R E W  M A W S O N
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Since March, around half of the global workforce has 
worked from home. For many people, the government-
mandated lockdown is their first taste of working away 
from the office for an extended period. 

This sudden but profound change will 
transform the role of work and how 
it functions in ways that are not yet 

fully understood. However, there is clear 
evidence that leadership methods have 
to evolve as individuals and organizations 
adapt to these new conditions.  

New research from global workplace 
management body the Advanced Work-
place Institute (AWI), warns that the orga-
nizations rapidly embracing the practice of 
virtual working in response to COVID-19 
will risk damaging employee wellbeing and 
performance if they do not implement dy-
namic management changes.  

Setting the scene 
Virtual working had been growing in pop-
ularity before the pandemic hit. The Inter-
national Labour Organization estimates 
that 260 million people worked from home 
permanently before the pandemic. Another 
study by Global Workplace Analytics found 
that regular home work had increased by 
173 percent between 2005 and 2018.  Data 
from Advanced Workplace Associates (the 
company that leads the AWI) projects pri-
or to the pandemic showed that 50-60 per-
cent employees were interested in working 
from home for at least two or three days a 
week. 

Yet a great deal of suspicion and skepti-
cism still surrounded the practice. In recent 
years, Yahoo and IBM hit the headlines 
when their respective leaders put a stop 
to remote working. In 2013, Marissa May-
er, then CEO of Yahoo, ordered hundreds 
of the tech company’s remote staffers to 
return to the office. A memo from Yahoo’s 
HR department while under Mayer’s stew-

ardship read: “To become the absolute best 
place to work, communication and collab-
oration will be important, so we need to be 
working side by side. That is why it is crit-
ical that we are all present in our offices.” 

However, the COVID-19 pandemic has 
forced organizations’ hands. To survive 
the crisis, they’ve had no choice but to im-
plement home working. Yet something re-
markable has happened. For thousands of 
knowledge-based businesses, home work-
ing has worked. Anecdotal evidence from 
the AWI suggests that most large organiza-
tions have adapted well despite early fears 
about how their teams and systems would 
deal with the change. 

The positive reaction is also evident in 
just how many organizations have commit-
ted to home working in the long term re-
gardless of government guidance. In May, 
Twitter told its employees that they had 
permission to stay home forever. Twitter 
CEO Jack Dorsey said that the “past few 
months have proven that we can make 
that work.” Away from tech, Groupe PSA, a 
French car manufacturer, announced a new 
“era of agility” in which all non-production 
staff could work remotely from now on. 

Groupe PSA said the move would al-
low the company to reduce its real estate 
footprint while providing employees with 
a better work-life balance and easier com-
mutes. A similar sentiment is likely to be 
now shaping business leaders’ decisions 
all over the world. Organizations aimed 
to reduce costly real estate, particularly 
in major Western cities like New York and 
London, even before the pandemic hit. 
As a report from the Financial Times last 
year points out, demand for total office  
space in the UK capital had shrunk in the  

 
 
three years leading up to 2020.1 The only  
thing stopping them is a deep-seated fear 
that shifting the emphasis from tradition-
al workplaces to virtual working will not 
just erode trusted command-and-control 
methods but damage the organizational 
fabric itself. The Yahoo memo continues: 
“Speed and quality are often sacrificed 
when we work from home. We need to be 
one Yahoo, and that starts with physically 
being together.”

Much of that fear is justified. The best 
offices provide occupants with a support-
ive, rich and always-on environment. They 
produce a constant flow of social informa-
tion about the people and organizations 
that occupy them. Employees and leaders 
don’t have to work hard to learn from oth-
ers, share knowledge, understand the busi-
ness’s culture and expectations, and buy 
into the broader vision.

In contrast, virtual working limits peo-
ple to viewing and interacting with one an-
other for short periods through video or, 
worse yet, phone calls. This leaves people 
to make inferences from the little informa-
tion they have — the tones of emails, facial 
expressions, and second-hand informa-
tion passed on from colleagues — which 
increases the likelihood of misunderstand-
ings and unintended outcomes. 

The science behind 
virtual teams 
With home working so high up on the cor-
porate agenda, the AWI undertook a study 
this year to build a clearer picture of the 
factors that impact virtual working and the 
leadership traits and techniques necessary 
to manage remote teams. AWI carried out 
the initial research, ‘Managing the Agile 
Workforce,’ in 2015 in partnership with 
the Center for Evidence-Based Manage-
ment. The study was what academics refer 
to as a ‘rapid evidence assessment’ (REA). 
By finding the world’s best research on 
the topic, the study was able to identify 
the factors that make the most significant 
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difference to the performance of people, 
teams, and communities that operate in 
a virtual model. The REA approach exam-
ines research on chosen search terms, fil-
ters it for relevance, rates it for robustness 
and bias, and finally produces answers to 
the researchers’ questions. The study was 
re-run in the spring of 2020, just weeks 
into the global lockdown, to update the re-
search and capture the latest findings. 

The REA revealed that the same factors 
influence the productivity of office-based 
workers’ productivity and virtual knowl-
edge teams but impact the latter group to 
a sharper degree. Less face time and im-
mersion in a single physical environment 
mean that three of these factors — social 
cohesion, trust and information sharing 
— are more challenging to maintain on 
an ongoing basis if team and community 
performance are to be maintained in a vir-
tualised model.

The six factors include: 

1. SOCIAL COHESION
Effective teams depend on camaraderie, 
bonds of friendship, and the enjoyment 
of colleagues’ company. The better people 
know one another, the more generous they 
are with their knowledge and time. Solid 
social cohesion allows people to build a 
much clearer picture of skills and exper-
tise within teams, departments or work-
place communities. 

However, people who work virtually 
have fewer opportunities to interact or 
socialize with their colleagues. They also 
work asynchronously. So, if managers 
don’t act, physical distance can soon turn 
into psychological distance. 

To replace those lost opportunities, 
leaders need to develop more intentional 
connections with the tools that they have 
at their disposal, such as Zoom and other 
virtual communications tools. This will 
allow people to maintain those all-import-
ant friendships and set the right example.   

2. TRUST
Trust is the foundation of social cohe-
sion. When colleagues trust one another, 

leaders and the organization at large, it is 
easier to build relationships, communi-
cate and exchange information without 
fear of conflict or self-interest getting in 
the way. 

Just as it is with social cohesion, a lack 
of visibility and immersion between vir-
tual workers threatens to erode trust, in-
creasing the risk of misunderstandings or 
disagreements if leaders fail to take the 
necessary steps. 

One study from 2016 found that “team 
trust is most critical for team performance 
when team members work in a highly in-
terdependent manner, with other mem-
bers who possess unique skills and have 
different levels of authority within the 
team” (De Jong, 2016). So, leaders should 
use opportunities for virtual socializing 
to help teams identify each person’s skills 
and capabilities.

3. PERCEIVED SUPERVISORY 
SUPPORT
 A manager’s support, including how he or 
she helps in times of need, offers praise, 
and recognizes extra effort, can have a 
huge bearing on an employee’s mood, be-
havior and performance. People who feel 
the trust and support of their supervisors 
will feel psychologically safe to take risks 
without fear of the consequences should 
they fail or make mistakes.  

In a virtual working model, however, 
supervisors have a similar lack of infor-
mation about their team’s needs and chal-
lenges readily available to them. To lead 
virtual teams successfully, managers need 
to understand how their people are, if they 
are coping, what support they need, and 
whether there are any issues between col-
leagues. This is especially true during cri-
ses like a pandemic, when people may have 
heightened anxiety, health problems and 
unique obstacles at home.

As a result, leaders need to replace trans-
actional command-and-control approach-
es with steps that allow colleagues to share 
these responsibilities gradually. They need 
to know their people as people not as re-
sources. 

4. INFORMATION SHARING
This factor refers to the extent to which a 
team utilizes the expertise and knowledge 
of its individual members for the team’s 
benefit. Trust and supervisory support will 
encourage colleagues to share information 
freely.

But, as another study with the REA re-
veals, “open information sharing facilitates 
team processes/outcomes that are argu-
ably more challenging to handle in virtual 
settings but are nonetheless important to 
team functioning (e.g., cohesion building, 
cooperation, trust)” (Mesmer Magnus et 
al, 2011). The reason for this is that virtual 
teams tend to dedicate less time to prob-
lem-solving and sharing.

To help information sharing travel free-
ly through virtual teams, leaders need to 
identify the appropriate communication 
channels. Choosing the right media for a 
task is essential, while managers should 
encourage team members to consider the 
style and frequency of communication 
that works for them. 

5. VISION & GOAL CLARITY
Team members need to understand how 
their efforts contribute to an organization’s 
broader goals. The best outcomes occur 
when people buy into a shared vision. 

However, key management actions like 
assigning tasks and monitoring workload 
are more challenging when people work 
asynchronously. If managers are not clear 
about goal-setting and do not regularly up-
date team members, feelings of unfairness, 
confusion and bias can manifest. 

Leaders and team members should clari-
fy roles and responsibilities within the vir-
tual teams. They should also set a consis-
tent line of communication to discuss any 
actions or changes. This will help virtual 
teams spot potential areas of conflict early.  

6. EXTERNAL COMMUNICATION 
Effective teams will seek information and 
resources from people or groups outside 
of their circle. Doing this opens people up 
to different ideas and new ways of think-
ing. But it requires a few elements to fit 
into place first, including the right connec-
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tions, the ability to influence others, se-
curing the information they need, and the 
coordination of everyone’s efforts towards 
a successful outcome.  

Virtual working simply adds another 
degree of separation from that external 
expertise. Traditionally, people and orga-
nizations build relationships in person at 
events or through face-to-face meetings. 

To counteract this loss, leaders need to 
pay close attention to what their virtual 
teams need and foster an environment in 
which people can regularly share their net-
works, tips and knowledge. This begins by 
providing managerial support for commu-
nication with third parties. 

Other factors
In addition to the core six factors, the 
research identified a number of other el-
ements that affect virtual teams, includ-
ing availability bias. The employees who 
are constantly visible to a leader through 
co-location have greater weight in his or 
her mind, which can lead to a perception 
that (all things being equal) they perform 
better than those working away. Leaders 
need to recognise this bias and then re-
think the information flows and mecha-
nisms that give rise to the understanding 
of performance.

Personality is another key factor. Peo-
ple who display a high level of agreeable-
ness, conscientiousness and extraversion, 
as measured by the ‘Big Five personality 
traits,’ are more likely to be good virtual 
workers. People who exhibit these traits 
have a higher propensity to trust others. 

Finally, information richness affects 
trust. The arrival of good quality, cheap 
video conferencing applications has 
played a significant part in enabling trust-
ing relationships. Whereas face-to-face 
communication provides the ultimate in 
information richness, a number of stud-
ies have found that video to is an effective 
medium to enable the support of trusting 
relationships.    

COVID-19 has accelerated the notion 
that the workplace stretches beyond the 
traditional confines of the physical office. 

However, if virtual working is here to stay, 
this brings serious challenges for manag-
ing the modern workforce.  Leaders and 
workers will have to up their games to 
make it work in the long term.

The responsibility will fall on leadership 
teams to create the conditions for growth 
and direct the knowledge and energy stored 
within their organizations beyond the pan-
demic. The old models of management are 
dying. Business and departmental leaders 
need new understandings and practices to 
deliver success in a virtual world.   FMJ

1 https://www.ft.com/content/f7487f66-50a8-11e9-

9c76-bf4a0ce37d49
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of global workplace change 
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AWI’S ‘MANAGING THE VIRTUAL WORKFORCE’ RESEARCH 
UNCOVERED SIX KEY FINDINGS:

>	 Working	apart	impacts TEAM DYNAMICS, the frequency and quality of   
	 communications,	levels	of	consensus	and	conflict,	and	the	amount	and	quality		
 of social interaction. All of these elements impact the performance of teams  
	 and	the	outcomes	they	generate. 
 
>	 Successful	virtual	working	requires	an	understanding	of	the DIFFERENCES that		
 people experience compared with being co-located. To avoid damage to team  
 and community performance, people need to respond to the differences and  
	 find	alternative	ways	to	operate. 
 
>	 Effective	virtual	teams	are	determined	by	the STRENGTH of	their	social	and		
 cognitive states — i.e., the degree to which they are socially cohesive, trust  
 one another, operate within a psychologically safe climate and share skills,  
 experience and knowledge freely.
 
>	 While	all	factors	interconnect,	trust	and	communication	lie	at	the FOUNDATION  
 of cohesion, supervision, communication, the sharing of skills and knowledge,  
	 work	relationships	and	the	performance	of	virtual	teams. 
 
>	 Trust,	social	cohesion	and	information	sharing	seem	to	be	the	most	potentially  
 VULNERABLE TO DAMAGE when	people	work	virtually	and	must	be		 	
 consciously understood and actively managed — they can’t be left to chance.
 
>	 In	virtual	teams	there	is	potential	for	everyone	to	be	a LEADER —	home-based		
 employees respond well to more transformational management styles. This  
 involves creating a strong team structure, empowering and guiding the team,  
 involving them in the development of group goals and supporting them in  
 actively reflecting on decision-making and outcomes.
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ACOUSTICAL/SOUND MANAGEMENT

LogiSon Acoustic Network 
Greater openness and reduced absorption make today’s workplaces 
even more dependent on sound masking for speech privacy and noise 
control. The LogiSon Acoustic Network is designed and manufactured by 
a company with over 40 years’ experience in the sound masking field. This 
technology has been installed in many hundreds of millions of square feet 
worldwide for clients in offices, hospitals, banks and more. It has also 
earned more than 20 awards for innovation, performance and ease of use. 

www.logison.com 
twitter.com/LogiSonSoundMsk 
www.linkedin.com/showcase/logison-acoustic-network 

ASSET MANAGEMENT

EthoSource 
At Ethosource, we believe that your vision of an ideal work environment 
is attainable, no matter your budget.  Our approach is to fully understand 
your space's potential and creatively collaborate with our team to make 
your vision a reality.  Using a blend of our quality product solutions and 
turnkey services, our experienced staff have the capabilities to handle 
projects from initial concept to installation... allowing us to create a 
workplace you can believe in. 

fmj.ethosource.com
www.linkedin.com/company/ethosource 

The following product 
and service providers 
offer solutions for 
your everyday and 
specialized facility 
management needs.

Vendor Profiles
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FLOORING INSTALL ATIONS/MAINTENANCE 

Skudo LLC 
Skudo products provide effective solutions, 
protecting surfaces from damage during renovation, 
construction, events, and facility repurposing. Skudo 
offers products that are slip-resistant, fire/flame 
retardant, and anti-bacterial/anti-microbial, keeping 
your surfaces and your workers safe.  Our products 
are durable and hold up to traffic and weather with 
minimal maintenance. Several of our products can 
also be reused on multiple projects, saving you money 
and also helping the environment. 

www.skudousa.com 
twitter.com/skudousa 
www.linkedin.com/company/skudo-usa-inc- 

FM CONSULTANTS/SERVICES/PROVIDERS 

Camcode
Camcode manufactures durable bar code labels used 
to link information to your facility management 
software, making data collection efficient and 
100% accurate. Based in Cleveland, Ohio, Camcode 
specializes in bar code labels for tracking equipment 
history, asset visibility and traceability, and simple 
identification. Our labels are in service across a wide 
variety of industries, including facility management, 
transportation & logistics, utilities, healthcare, 
education and more. 

www.camcode.com l +1-800-627-3917 
twitter.com/camcode 
www.linkedin.com/company/camcode 

FM SOFTWARE 

SpaceIQ   
SpaceIQ is the workplace operations platform that 
provides the tools and insights to help execute data-
driven real estate decisions, increase operational 
excellence, and enhance employee experience. 
SpaceIQ connects data across the enterprise and 
leverages AI-optimized algorithms and intelligence so 
you can optimize: 

 » Space Management 

 » Real Estate Management, Planning, and Analytics 

 » Internet of Things (IoT) and Meeting Room 
Management 

 » Asset and Ticketing Management 

www.spaceiq.com/demo 
twitter.com/SpaceIQ1 
www.linkedin.com/company/spaceiq/ 

FIRE PROTECTION SYSTEMS

AGF Manufacturing, Inc. 
For over 30 years, AGF Manufacturing has designed 
and produced innovative fire sprinkler products that 
provide an unprecedented combination of reliability, 
versatility and ease of use. AGF's product line 
include: PURGEnVENT, TESTanDRAIN, RiserPACK, 
COLLECTanDRAIN, and CORRinSITE. 

www.agfmfg.com l +1-610-240-4900 
twitter.com/AGFMfg 
www.linkedin.com/company/agf-manufactur-
ing-inc- 

Vendor Profiles
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HVAC/INDOOR ENVIRONMENTAL  
QUALITY SOLUTIONS

CETEC
CETEC is an international scientific consultancy 
focused on optimizing occupant health, wellbeing, 
and performance and with an unparalleled record 
across 32+ years and 25 countries. CETEC offers both 
proactive and reactive risk management dangerous 
goods design and certification, onsite testing, 
performance verification against rating schemes like 
WELL and Fitwel, and more.

cetec-us.com
twitter.com/CETEC_Group
www.linkedin.com/company/cetec-pty-ltd/

OFFICE SUPPLIES/PRINTING

OiC Innovations 
We manufacture and distribute The Sit-Stand 
SmartMat, The ONLY Anti-fatigue Mat That Really 
WORKS  For Sit & Stand Desks. Other anti-fatigue 
mats are great for standing but get in the way for 
sitting. On our mat, light pressure on a small touch 
point makes it easy to move back and forth under the 
desk eliminating bending and lifting which increases 
standing time and the value of the sit and stand desk.

www.SitStandSmartMat.com l +1-888-922-2573 

PEST CONTROL

Xcluder® Rodent  
and Pest Defense
Xcluder® is the global leader & innovator in pest 
exclusion, offering a full line of commercial & 
residential pest control solutions, including patented 
Xcluder fill fabric, rodent-proof door sweeps, and 
rodent-proof garage door and dock leveler seals. 
Xcluder is used by pest professionals worldwide and 
is proven effective by the USDA/APHIS, providing 
effectiveness unmatched in the industry. Made in 
America, Xcluder contains no harmful chemicals and 
is safe to use around people, pets & food.

hbuyxcluder.com l +1-937-925-2812
twitter.com/XcluderRodent
www.linkedin.com/showcase/xcluder-rodent-
and-pest-defense/

ROOFING

Sika Sarnafil, Inc.
Sika Sarnafil is the world-wide leader in thermoplastic 
PVC roofing technology with over 55 years of proven 
performance in over 100 countries in every climate 
imaginable.  

usa.sarnafil.sika.com/why-sika-sarnafil l  
+1-800-576-2358
twitter.com/sika_usa
www.linkedin.com/company/sika-usa
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ROOFING, cont.

The Garland Company 
The Garland Company, Inc. manufactures high-
performance roofing and building envelope solutions. 
For over 125 years, Garland has raised the bar of 
performance while exceeding the needs of customers 
throughout the world. Our network of over 220 local 
building envelope professionals located throughout 
the U.S., Canada and the U.K. provide quality building 
envelope solutions for single and multi-property 
facilities. Garland, headquartered in Cleveland, Ohio, 
is an ISO 9001:2015 certified company.

www.garlandco.com l +1-800-321-9336
twitter.com/GarlandWorks
www.linkedin.com/company/the-garland- 
company-inc-/

SECURITY

Townsteel Inc. 
TownSteel, Inc., is the leading U.S. manufacturer 
of BHMA/ANSI certified Architectural Hardware. 
TownSteel has evolved from a background in OEM to a 
full line of products designed for commercial, multi-
housing, hospitality, schools, and health care. Our 
teams at TownSteel never stop thinking of ways to 
push new boundaries, combining the most intelligent 
innovation in technology with rigorously tested 
strength and security features designed to protect.

www.townsteel.com l +1-877-858-0888
twitter.com/townsteelinc
www.linkedin.com/company/townsteel/

WATER MANAGEMENT SERVICES

 AQUALIS 
AQUALIS has been providing comprehensive water 
services for nearly 20 years. Serving the continental 
United States and Puerto Rico, AQUALIS assists 
your company in avoiding costly noncompliance 
fines, protects your multiple property investments 
and creates innovative sustainable management 
solutions. AQUALIS’ expertise includes stormwater 
and lift station inspections, maintenance, repair, 
consultations, and emergency response, as well as 
vactor and jetting services, and CCTV pipe inspections.

www.aqualisco.com l +1-888-590-9685
www.linkedin.com/company/aqualisco/

Vendor Profiles




