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KI’s portfolio of workplace furniture helps some of the 
world’s leading organisations to create a happy, healthy, 
high performing working environment for their people.

The ideal working environment is different for every 
individual. This is why a better understanding of the 
relationship between personality types and office 
landscapes can help enhance productivity & wellbeing.
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www.kieurope.com/loveyourworkspace
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Describing 2016 as a tumultuous year is no exaggeration; 
in the UK we had the surprise Brexit decision which 
resulted in the resignation of David Cameron in favour of 
Teresa May. Meanwhile the seismic shift in politics towards 
populist politicians has resulted in American’s electing a 
�����������	
���������
	�����
��	���������	�����

Everyone is hoping for a quieter 2017, but given the fact that Donald 

Trump will be sworn into off ice in January and the UK has to make 

some sort of decision on whether we’re having a hard or soft  Brexit 

makes that highly unlikely. 

Recently we brought together some senior FMs to discuss Brexit and 

their plans for next year (see news) and found that for them, concerns 

such as changes to business rates and ensuring staff  recruitment and 

retention remain much more pressing issues than arguments over our 

exit from Brussels. 

So as we say goodbye to this year and look forward to 2017, this edition 

covers some of the essential topics which continue to occupy FM’s time; 

including the latest research into ways of increasing staff  engagement; how 

the provision of healthy food can help improve employees’ performance; and 

the consequence of failing to protect empty commercial buildings. 

We also have the results of a major new survey into the opportunities 

presented by the latest digital technologies in helping to manage commercial 

real estate and what it can do in the future to improve business eff iciency and 

customer service.

As the survey suggests, those FMs who are ready to utilise property 

management soft ware eff iciently or are keen to embrace the latest 

innovations such as the Internet of Things, robotics and artificial intelligence, 

may reap the benefits.

We’ll be reporting in more detail on the roundtable event in the New Year 

and will also take a closer look at the adoption of the Wellbeing building 

standard, which, it’s been predicted, could have a much more long-term 

eff ect on the built environment than any change of Government.

Meanwhile, we’d like to wish you a very Happy New Year.

As always, we’d welcome your feedback about any aspect of  the magazine, 

together with your insight into what’s happening in the FM sector.

      EDITORIAL COMMENT
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The waste management 
company with a difference

One supplier. One invoice. One point of contact.

AutoLoadBaler
The world’s first self-loading vertical baler

Designed to reduce labour costs and allow staff time to complete other tasks, instead of loading and waiting whilst a standard baler goes 
through its cycle. Savings of 2000-4000 hours per annum have been achieved in retail stores.

��Total waste management inc. collections
��Purchase and export of recyclables
��Precision engineered compactors, balers & liquid drainers
��Full servicing & repairs, parts stockist
��Company or site tailored waste strategies
��Strategy implementation, site environmental campaigns
��Progress/monthly reporting
��On-site operator & waste management training
��Full range of site waste equipment, logistics
��An Innovative, transparent company

Visit us at The Facilities Show 

2017 on Stand S900 to see the 

AutoLoadBaler in action

01732 85 22 44
info@compactandbale.com

www.compact-and-bale.com

DUDLEY SAVING TIME, WATER 
AND MONEY

* Terms apply, see website for details 

Made in  
the UK
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and service

Reassuring 
warranties*

www.dudleybathroomproducts.co.uk 
sales@thomasdudley.co.uk  |  0121 530 7000
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��  Bathroom products that are simple to   
         install and service

��  Reduced water consumption and costs

��  Exceptional reliability and spares   
         availability to minimise whole life costs

mailto:info@compactandbale.com
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http://www.dudleybathroomproducts.co.uk
mailto:sales@thomasdudley.co.uk
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THIS MONTH...

FM CLINIC

18 We ask our panel of industry experts… Is the 

rush to outsource public services in central 

and local government going to slow down as a result 

of the public becoming disillusioned by management 

consultants and major service providers securing 

large profits amidst claims of very poor levels of 

service? Will the good work done by FM service 

providers in the UK be tarnished by the failures of 

decision makers on the client side and poor results 

by the few major plc’s repeatedly selected for this 

work?    

WORKPLACE EXPERIENCE 

22 We speak with Jeff  Flanagan, managing 

director – commercial, Interserve, and 

Andrew Mawson, founding director, Advanced 

FMJ NEWS

06 This month’s summary of everything that 

has hit the headlines in the FM sector. 

GLOBAL NEWS

08 News, updates and announcements from the 

FM world beyond the UK.  

FEATURES

REGULARS

HVAC   

36 Good air quality in the workplace is 

essential for the health and wellbeing of 

staff  as well as the eff icient running of the business. 

Steven Booth, associate director at Guardian Water 

Treatment, explains how it can be achieved. 

VACANT PROPERTY      

40 Vacant commercial buildings are 

increasingly at risk from squatters, metal 

thieves and other hazards. Guy Other, CEO of Orbis, 

warns that failure to protect empty property can 

have severe consequences.

WORKPLACE WEEK CONVENTION 

10 Now in its sixth consecutive year, the week-

long event involved renowned figures from 

within the field of work and beyond to discuss the 

concept of the cognitive athlete..     

THE BUSINESS OF FM

12 A round up of the latest business wins, 

partnerships and acquisitions in the world 

of facilities management. 

COMMENT

14 We report from the recent Federation of 

Corporate Real Estate Autumn seminar 

entitled: Infinity and Beyond... well five years 

hence anyway, which focused on the future of the 

workplace key issues, trends and opportunities 

expected to aff ect CRE in the next five years. 

FAST FACTS

16 Andrew Preston, CEO of recruitment 

outsourcing specialist, de Poel, looks 

forward to 2017 – and shares its predictions 

on what the New Year has in store for the 

FM sector.

MONTH IN FM 

43 New product and service launches and 

company news from the FM industry.

FIRST PERSON

53 Martyn Freeman Blog: “I bet you never saw 

that coming!” This month Mitie’s FM MD talks 

politics and a year of change in 2016. 

Charity: A celebration of the good work that FM firms 

and professionals are doing for charities and their 

local communities.

54 People: Find out who’s moving where in the 

facilities management profession.

55 Career Ladder: This month Ian Jarvis, 

specialist services director at PWP Building 

Services Ltd tells us about his journey from a timber 

mill to FM.

Next month we feature our recent roundtable 

event with DYMO which saw a number of FMs 

discussing Brexit and their plans for 2017. We also 

take a closer look at the adoption of the Wellbeing 

building standard which could have a long-term 

eff ect on the built environment. And finally we 

meet Carl Jones who manages the Medway Valley 

in Kent for Tarmac. So if you have any thoughts or 

feedback please email: 

To register for your free copy of FMJ visit fmj.co.uk

40

22

32

Workplace Associates about how creating 

emotional connections between employees and 

their workplace is the key to boosting productivity 

and engagement.     

CATERING

26 Organisations are seeking ways to improve 

the health, wellbeing and performance of 

their staff . Julia Edmonds, managing director at 

Lexington Catering, argues that providing healthy 

food in the workplace is a great way to do it.       

QUBE SURVEY  

32 Many industries are reinventing themselves, 

propelled by the transformative eff ect 

of new technology. A new survey by Qube Global 

Soft ware explores the sector’s strained relationship 

with technology and the attitudes that may be 

impeding progress.          

      CONTENTSFollow us on Facebook and Twitter @FMJtoday
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ALL CHANGE AT BIFM WITH NEW LEADERSHIP
Stephen Roots, divisional director FM and health and safety, AA 

Projects has been confirmed as the next chairman of the British 

Institute of Facilities Management.

Roots, who is currently deputy chairman of BIFM, was elected to 

succeed current chairman, Julie Kortens at its October Board meeting. 

He will begin his tenure as chairman of BIFM as of 1 January 2017.

Speaking about his new post, Roots said: “It was a huge honour to be voted as chairman-elect of BIFM and I 

look forward to taking up the post from January. Throughout my career in FM I have passionately supported and 

endorsed the role that the Institute has to play in representing the interests of the profession, raising standards 

and providing the educational framework and services for FM professionals to develop.

“I have been actively involved with the BIFM for 12 years as a volunteer first within my region, and with the 

BIFM Board for four years and most recently as deputy chairman. Having worked closely with Julie and the 

board, I am excited to be taking the helm to continue to build on these foundations and the strategy set by 

the board, which is already starting to yield results and which I believe is the key to the future success of the 

Institute.

“I also want to take this moment on behalf of the Board to thank Julie Kortens for all she has done for BIFM 

over her tenure. I have worked closely with Julie during this time and seen the hard work put in to direct, 

change and evolve the Institute to build its resilience and ability to grow into the future. Her continued 

support, guidance and counsel is invaluable, and I personally thank Julie for the support she has lent me in this 

transition.” 

Kortens, commented: “Having worked with Steve on the BIFM Board for the past few years and on Members 

Council before that I am confident he will make an excellent chairman. He has been an integral part of the team 

that has helped to shape our future strategy, and I believe he will be an excellent champion throughout its 

implementation.”

One of the major developments during Kortens’ chairmanship has been the opening up of routes to the Board, 

part of the wider governance changes that were ratified at the 2016 AGM.

Over the coming weeks there will be more information on this new nomination and selection process for non-

executive director positions to the Board. Ashleigh Brown is to continue in her post as deputy chairman.

INITIATIVE ENCOURAGES 
BUSINESSES TO THINK 
DIFFERENTLY ABOUT DISABILITY
Mitie has joined forces with the 

Construction Industry Training Board 

(CITB) to help unemployed people with 

disabilities into work via a £900,000 

programme which is currently being 

piloted in Scotland.

The new initiative titled ‘Think 

Diff erently’ is designed to encourage 

employers to actively recruit candidates 

with autism, learning disabilities, physical 

disabilities and mental health problems. 

It will enable a minimum of 60 candidates 

across the UK, to take part in a 12-week 

training programme designed to gain real 

life work experience and a recognised 

industry qualification.

Pilot schemes are underway in Glasgow 

and Airdrie in Scotland. Ten candidates 

are on placement with Mitie in roles 

including quantity surveying, electrical 

engineering, painting and decorating and 

administration.

As part of the initiative, Remploy and 

The National Autistic Society will refer 

candidates to the programme and deliver 

disability training to Mitie employees. 

DYMO AND FMJ ROUNDTABLE EVENT CREATES 
THOUGHT PROVOKING DISCUSSION
Engaging staff  and senior management in 

raising the profile of health and safety; 

utilising the latest technology to check safety 

assets; the so-far limited impact of Brexit and 

the continued drive to attract fresh faces into 

FM were all the topics of discussion at a recent 

roundtable event co-hosted by FMJ and DYMO.

The event, which was held to support the 

launch of the newest edition to the DYMO label 

maker range, the DYMO XTL was chaired by FMJ 

contributing editor, Sara Bean, with contributions 

by Matthew Brown, Dymo product manager, and 

Liesbet De Soomer, brand manager.

The senior facilities managers representing a 

range of organisations who contributed to the 

discussion were; Dr Alessandro Ruggeri, facilities 

manager, Trinity CofE School, Ian Wade, head of 

UK estates at the British Medical Association, Tony 

Cook, senior facilities manager JLL, David Batten, 

purchasing and facilities manager for IAM Road 

Smart, Kim Allen, facilities manager UK & Ireland, 

Oliver Wyman, and Alexandra Finlayson, a partner 

at Vail Williams.

The main talking points for the roundtable were 

on the key challenges in managing health and 

safety, the aft er eff ects of the referendum vote to 

leave Europe and the ways in which FMs can help 

attract talent and ensure the adequate training 

and development of facilities managers.

Contributors concurred that increasingly, 

businesses are being asked to produce evidence of 

health and safety compliance when tendering for 

business and that the drive to improve standards 

needs to start with the top of the management 

food chain. It was also revealed that the latest 

technology, such as QR labels being used on 

scaff olding to log inspections are just one of the 

many technical innovations being adopted to 

improve safety standards on projects and help 

avoid potential user error.

All of the roundtable participants agreed that 

the current Brexit aft ermath is one of wait and see, 

describing the current situation as a ‘phoney war’. 

However, the more worrying issue of an increase 

in business rates of 50-60 per cent next year is a 

much more pressing concern. When it comes to 

talent and training, one contributor bemoaned 

a severe lack of available talent in the late 20s to 

early 30s age range as the sector moves away from 

its earlier hard FM base towards a requirement for 

hard and soft  skills. It was also agreed that on the 

job knowledge and training remains a crucial part 

of any FM’s education and that a calm personality 

is an intrinsic ingredient for those who aspire to be 

a successful facilities manager.

The event which was followed by a 

demonstration of the latest DYMO kit was recorded 

for a more detailed report, which will be published 

on the FMJ website and magazine early next year.

INDUSTRY INSIGHT      FMJ.CO.UK



30-31  JANUARY 2017
Facilities Management Forum 
Radisson Blu Hotel, London Stansted
www.forumevents.co.uk/events/
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07  FEBRUARY 2017
Workplace Futures 2017

The Crystal, London
www.fm-conference.co.uk

07-08 MARCH 2017
Facilities Management Ireland

RDS, Dublin, Ireland
www.fmireland.com

07-09  MARCH 2017
Ecobuild

ExCel, London  
www.ecobuild.co.uk

14-16  MARCH 2017
The Cleaning Show

ExCel, London  
www.cleaningshow.co.uk

09-10  MAY 2017
World Workplace Asia 2017

Hong Kong  
www.ifma.org

25-27  SEPTEMBER 2017
FM Expo

Dubai World Trade Centre  
www.fm-expo.com

09  OCTOBER 2017
BIFM Awards 2017

Grosvenor House Hotel, London  
www.bifmawards.org

18-20  OCTOBER 2017
IFMA’s World Workplace Conference & 
Expo 2017 

Houston, Texas USA  
www.ifma.org

20-22  JUNE 2017

www.facilitiesshow.com
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UK university 
income reaches a 
record £30bn 
The Association of University 
Directors of Estates annual report 
which came out 1 December has 
revealed that despite a challenging 
funding environment and a decrease 
in home students, the sector grew 
by £2 billion in one year, putting 
the annual turnover for the entire 
UK university sector at £30 billion 
overall.

The ‘Higher Education Estates 
Statistics Report 2016’ report spans 
the academic year 2014-2015, 
���������	
�������	���������	����
the university estate in the UK. 
According to the report, income in 
the sector has increased across all 
areas.

Capital expenditure grew by 5.6 
per cent across the UK, driven 
by investment in the estate as 
the sector continues to improve 
its estate and facilities in the 
���	����������
���������
������
�
expect high quality and attractive 
facilities.

��������	
��� ���
continue to fall
Troubled outsourcing business, 
���������
��

������
�����������
warning as its reports an operating 
loss of £100 million in its half-year 
��������	���
�	�
�

The company blames its losses 
on the impact of changing market 
conditions as “clients adjust to 
rising labour costs and economic 
������������������������������
����
the same time last year produced a 
����������!�"�		���

As a result, Mitie has stated it is 
to withdraw from the domiciliary 
healthcare market and is putting 
the group’s domiciliary healthcare 
business “under strategic review”. 
The board says it has “changed its 
long-term view” of this market 
and cited “downward pressure 
on homecare charge rates and a 
reduction in care volumes” as the 
main contributors to its healthcare 
losses. Mitie will however, continue 
����	��	��		�#	������
������
�
healthcare business, but says it will 
no longer be investing in new areas 
of this market.

SMARTER USE OF OFFICE 
SPACE COULD BOOST 
THE ECONOMY BY £70BN
Smarter use of Britain’s off ice space could improve 

productivity by 1 to 3.5 per cent and deliver a boost of 

up to £70 billion to the economy, according to the findings 

published in a new report, The Workplace Advantage from 

The Stoddart Review.

The study by workplace, property and business experts and 

based on data from the Leesman Index is said to be a wake-

up call to business leaders, with only half (53 per cent) of 

employees reporting that their working environment enables 

them to work productively.

Authors of the report called for an industry-wide rethink 

to demonstrate and measure the value of the workplace to 

counter-balance the prevailing cost focus. 

The report suggests a blueprint for boosting productivity 

through multi-faceted solutions and highlights agile, high-

growth firms leading the way. Its recommendations include:

 � Learning how to reframe business cases which focus on 

delivering value to the business rather than just cost – 

linking back to the organisation’s productivity metrics.

 � Understanding the power of measurement and analysis 

of activity and eff ectiveness. By accepting that workplace, 

the demands placed on it and the way it’s used are always 

evolving, progressive companies are regularly appraising 

the eff ectiveness of their space with the same discipline as 

they appraise their people.

 � Making the workplace a regular part of the board agenda 

and re-orientating responsibilities toward the CEO and HR 

Director in decisions about how to design the workspace, 

traditionally the remit of the CFO.

 � Recognising that workplace interventions operate on 

a diff erent cycle to traditional property lease events 

like renewals. Smart businesses avoid committing all 

investment and intellectual capital in one go, instead 

regularly reviewing and refining the off ice environment.

 � Understanding the power of variety of work settings. It is the 

key to increasing density and is the single biggest workplace 

lever for direct return on investment in human capital.

 � Reversing the trend of value engineering social 

infrastructure out of design solutions. Places that allow 

people to meet informally, relax and work in diff erent ways 

– whether in teams, small groups or alone – are critical as a 

catalyst for collaboration and social cohesion.

 � Changing the level their workplace professionals operate at 

so they are no longer custodians, but workplace champions. 

Delivering integrated business cases and acting as the 

interpreter between the needs of the business and the 

infrastructure teams that support them, the new chief 

workplace off icer is a bridge between HR, tech, corporate 

real estate and facilities management and champions the 

employee experience.

 � Using their workplace to build community & brand aff inity.

The review was conducted through interviews with business 

leaders, property experts and academics, and analysed data 

from the Leesman Index on more than 200,000 employees in 

63 countries.
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If you have any knowledge of FM news from across the world, 
please feel free to get in touch with our assistant editor 
Sarah O’Beirne at sarah.obeirne@kpmmedia.co.uk

CARILLION’S SUPPORT SERVICES 
BUSINESS DRIVING UP PROFITS
In its full year trading update for 2016, Carillion, which operates in the UK, Canada 

and the Middle East has reported the business is “meeting expectations led by 

revenue growth and a strong margin in its support services business, which is 

expected to contribute around two-thirds of the Group’s total operating profit”.

Having seen a strong work winning performance in the first half of the year, with a 

reported £2.5 billion of new orders and probable orders, Carillion says it has seen a 

slowing down of new order intake, which it attributes in part to the changes within UK 

government departments following the Brexit result, as they reassessed priorities ahead 

of the chancellor’s Autumn Statement, and the slower pace of contract awards in the 

Middle East, caused by prolonged low oil prices. However, the Group’s total order book 

along with probable orders at the end of 2016 is still predicted to be strong at around £16 

billion (31 December 2015: £17.4 billion), with revenue visibility for 2017 at approximately 

70 per cent (31 December 2015: 84 per cent for 2016). This does not include framework 

agreements.

The Group’s pipeline of contract opportunities, which is made up of specific contracts 

currently being bid on or that its expects to bid on, is according to Carillion expected to 

stay at a level similar to the £41.4 billion reported at 31 December 2015.

Within its support services business, Carillion is expecting to see an increase in 

underlying operating profit, driven by growth and strong operating margin as the segment 

benefits from full-year contributions from major new contracts mobilised by the business 

in 2015, from the new contracts it secured in 2016, and from investment it has made in its 

systems.

This year, saw Carillion extend the duration and scope of arrangements it has with 

its partner, who has been outsourced to run certain back off ice activities, including 

the development of a new technology platform which will support Carillion’s facilities 

management business. Carillion also signed an agreement allowing its partner to use its 

existing platform in territories where it has no operations and from which it expects to 

generate a profit in the region of £20 million in 2016.

By the end of 2016, Carillion anticipates its support services order book to be around the 

£12 billion mark (2015: £12.7 billion) with the pipeline staying at a level similar to the £12.1 

billion at the end of 2015. Carillon also reported that good opportunities in the UK and 

Canada will support the businesses ambitions for further growth in the next 12 months.

MACRO TECHNICAL SERVICES SEES 
MULTIPLE CONTRACT SUCCESS
International facilities management company, Macro has won a new 

contract with global law firm Pinsent Masons and secured new two 

contract extensions through its technical services arm, Macro Technical 

Services (MTS).

MTS will provide mechanical, electrical and plumbing (MEP) 

maintenance services at Pinsent Masons’ Dubai off ice, the firm’s first in 

the Middle East, which covers an area of almost 17,500 square feet. The 

off ice is located in Dubai’s Central Business District, One Central next to 

Dubai World Trade Centre.

Macro has also renewed two contracts with existing clients AutoDesk 

and Paradiso Holiday Homes Rental LLC.

MTS will continue to provide MEP services to multinational 

soft ware corporation, AutoDesk, in the Dubai Media City’s Off ice 

Park Building A.

Having extended its MEP and cleaning contract with Paradiso Holiday 

Homes Rental LLC, MTS will continue to serve 24 suites over two floors 

in Dubai Marina’s Dorrabay building.

SERCO WINS FM CONTRACT 
WITH DUBAI AIRPORTS
Serco Middle East, a 

provider of public services, 

supporting governments 

and others operating in the 

public sector, has landed 

a facilities management 

contract with Dubai 

Airports to maintain and 

support a large part of 

Dubai Airport buildings and 

infrastructure.

The six-year deal will see 

Serco deliver a full range of FM services at Dubai International’s Terminal 1 

and 2, as well as other cargo and ancillary buildings.

Commenting on the contract award, Joe Boyle, managing director of Serco 

Middle East’s integrated facilities services sector said: “Dubai Airports has 

chosen Serco aft er an intense, detailed and highly competitive procurement 

process and we are very proud and excited by this new opportunity. Our 

partnership with Dubai Airports is long-standing and Serco Middle East 

continues to be a partner of choice as we excel in building strong client 

relationships founded on quality of service, innovation and trust.”

The new contract builds on Serco Middle East’s existing FM relationship in 

the education, energy, healthcare and public sectors.

ISS SELLS ITS OPERATIONS 
IN ICELAND
ISS has announced 

the divestment of its 

activities in Iceland, to 

a group of international 

and Icelandic investors.

According to the global 

facility services company, 

the move reflects its 

strategy of focusing on its core business in markets with 

significant demand for Integrated Facility Services and 

markets of importance for international key customers.

ISS has been operating in Iceland since 2000 and in 2015 

reported an annual revenue of DK 130 million (£14.7 million).

All of ISS’ customers in Iceland and its 695 employees will 

transfer to the new owners on existing terms.

Troels Bjerg, regional CEO of ISS Northern Europe, said: 

“Focus on our core markets, including sales and delivery of 

integrated facility services (IFS) to large global and regional 

customers, is central to the ISS strategy. We continuously 

review our activities to ensure that they support our strategy 

and core business. Iceland is a relatively small market with 

limited potential for IFS solutions, and our existing global 

and regional customers are typically not present in Iceland. 

With the sale, ISS will be able to better focus on our core 

business in the remaining Nordic countries, where we are a 

market leader.

“Against this background, we are now selling our Iceland 

operation to a group of local and international investors who 

can operate and develop the business further and have a 

strong local knowledge of the market.”

The transaction is subject to approval by the competition 

authorities in Iceland.

INDUSTRY INSIGHT      FMJ.CO.UK
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Now in its sixth consecutive year, 

the week-long event involved 

renowned figures from within the 

field of work and beyond to discuss 

the concept of the cognitive athlete.  

The event, which took place between 

the 14th-18th November and was held 

in diff erent venues across the capital 

and its peripheries, aimed to raise 

money for BBC Children in Need, which 

also took place during that same week. 

The convention ultimately looked 

at what both employers, employees 

and environments can do physically 

and mentally to help us reach peak 

performance levels. 

BE MORE ELEPHANT… 
The convention day kicked off  with 

an interactive discussion led by 

psychologist Professor John Harrison, 

who enigmatically explored human 

memory processing and how behaviour 

can be aff ected by external factors. 

In between slides which covered 

everything ranging from Winnie the 

Pooh to elephants in the desert, 

Harrison intertwined scientific facts 

and sound business advice. Delving 

deep into how the human brain stores 

and recalls memories, he explained 

how a variety of factors influence our 

memories: attention, which in turn 

aff ects our ability to remember things, 

can change throughout the day. Our 

ability to retain information is further 

impacted by lack of sleep, which is why 

having a good night’s sleep before a 

day at work is vital for attention and 

concentration. So, in order to “be more 

elephant” and never forget, make sure 

you are well rested before the 

working day.

Harrison really drove home the fact 

that humans are naturally inquisitive 

beings and are born, like animals, 

willing to take a risk. It is only due 

to negative reinforcement and the 

people around us stigmatising errors 

and mistakes that make us risk-averse. 

Essentially, he reminded the audience 

that in our natural state, we wake up 

wondering what will happen, excited 

for things to come and intrigued by our 

surroundings. An important message to 

remember, when thinking about how 

we can be more innovative within the 

off ice arena. 

SERVING UP ACES IN THE 
WORKPLACE
Following on from what Professor 

Harrison touched on regarding negative 

reinforcement, Tim Henman took to 

the metaphorical centre court to let 

us know how we can learn from his 

training to help us in the workplace. 

Whichever industry you work in, 

there will be people you meet along 

your career path who may not be as 

supportive or appreciative as you would 

hope. For Henman, the media and its 

unrelenting pursuit of a good headline 

made his failures and losses a public 

spectacle. His advice? Ignore what the 

press say and focus on having a clear 

mind-set and game plan for your match. 

Whilst the average employee doesn’t 

have to deal with paparazzi and tabloid 

headlines, they will no doubt come 

into contact with people who thrive 

on putting others down. Use negative 

reinforcement as motivation to do 

better, as opposed to letting it grind 

you down. 

EXAMINE THE SPACES 
BETWEEN THE FOLD
The aft ernoon was spent in Aviva’s 

300-seat auditorium, which boasts 

the biggest LED curved screen in 

Europe. With speakers from a range of 

professions and a variety of diff erent 

backgrounds, it was interesting to see 

that a commonality between them all 

was still the need to better unify people 

and behaviour, physical space and build 

within the workplace. 

Sally Sellers, HR director at BSI ran 

through the redevelopment of the BSI 

off ices, exploring how people interact 

with their built environment and 

how employee behaviour changed 

as a result of the redevelopment of 

the physical infrastructure. Honestly 

admitting how their old off ices were 

failing to get the best out of people 

and were a significant factor in the 

organisation’s poor attraction rates, 

Sellers suggested that we need to look 

towards a future which encourages 

wellbeing through space. 

In line with some of the things BSI 

discovered thanks to their off ice 

revamp, Neil Usher, workplace director 

at Sky, drew on his own work with the 

new Sky off ices to demonstrate this 

all important correlation between 

performance, people and place. 

Comfort and wellbeing are at the heart 

of the Sky space, which is why the 

off ices are filled with plants, break out 

zones and collaborative areas. Usher 

reflected how he believes buildings are 

all about bringing people together, and 

that if this simple aim is achieved, then 

productivity can also rise.  

GAME, SET, MATCH
Closing the day, Andrew Mawson 

of AWA alerted the audience to the 

exciting possibility of creating a new job 

role in order to oversee the workplace 

revolution and how employees deal 

with the changes in off ice culture. 

Workplace change may only be 

eff ective if we succeed in changing our 

behaviours and cognitions in line with 

the transition. Putting forward the 

“chief workplace off icer”, Mawson 

rounded off  the day’s discussions with 

a suggestion for how the future of 

work may look. The workplace and the 

people who utilise this space are all 

involved in the change process and can 

therefore play a role in how we go about 

achieving winning performances in the 

world of work.

What with Brexit, Trump and Ed Balls dominating the news at the moment, it was a relief to know that Advanced 
Workplace Associates’ (AWA) Workplace Week Convention still held its solid place on the calendar in November

MOVING TOWARDS A WORKPLACE CULTURE THAT 
ALLOWS EMPLOYEES TO REACH THE TOP OF THEIR GAME
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CBRE TO MANAGE ISLINGTON SQ 
CBRE Asset Services UK has been chosen by the joint venture partnership between 

Sager Group and Cain Hoy Ltd delivering Islington Square, to act as property and 

estate manager for the new £400 million development.

The appointment will see CBRE support the creation of a thriving new destination 

which is an iconic mixed-use development spanning four and half acres and includes 

the Grade II listed former Post Off ice, together with a collection of buildings previously 

occupied by the North London Royal Mail sorting and delivery centre.

The site will deliver 170,000 sq ft  of retail and leisure space, 263 high-quality new 

homes, 108 serviced apartments, modern off ice space, and exceptional new public 

realm. It will open up this part of Islington by creating three interconnected retail streets 

off  Islington’s Upper Street, in the form of two new retail arcades and a tree-lined 

boulevard.

The CBRE team will support the JV throughout the remainder of the construction 

process and going forward when it becomes a live scheme.

SPIE UK has been awarded a three-year Mechanical and 
Electrical (M&E) maintenance contract worth £447,000 
with the Design Museum, London. As part of the tender 
process, SPIE UK’s Facilities Services division presented 
an approach demonstrating its considerable experience 
as well as the care and consideration it could give the 
museum’s collection. With a focus on seamless team 
management and a drive to deliver beyond expectations, 
SPIE was a natural choice of contractor for the 
installation of the museum’s new M&E system.

Propertyserve has been chosen by specialist commercial 
property surveyors, Marchmont, to deliver reactive 
works to its managed client portfolios. Marchmont 
specialises in corporate real estate, managing 
operational portfolios and facilities management 
services across the UK and Europe for retail and 
corporate clients. Propertyserve which procures, 
manages and delivers reactive fabric maintenance, was 
$�����		�����������������#���%'*+���		�������
�/8
month trial.

Kier has appointed Student Living by Sodexo to oversee 
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accommodation sector where it will be responsible 
for marketing, booking and rent collection as well as 
student services, facilities management and waste 
management.
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the warehouse space along with its design of a bespoke 
solution, based on the client’s individual needs.
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Street, London.

BIFFA AWARDED 
JOHN LEWIS WASTE DEAL 

Biff a has won a three-year contract to provide 

integrated waste management services across 

the John Lewis Partnership’s full UK estate, which 

includes 48 John Lewis shops and 350 Waitrose 

supermarkets.

The new contract will be delivered on behalf of 

facilities management firm MML, and includes the 

collection of general waste, mixed recycling and 

food waste.

Biff a will support the retailer with the 

management of its food waste via its collection 

services, which will be further facilitated by new 

investments in additional food waste transfer 

stations across the UK.

EMCOR UK WINS 
TFM DEAL UNDER 
CCS FRAMEWORK
EMCOR UK has been selected 

by the Defence Science and 

Technology Laboratory (Dstl) 

to provide total facilities 

management services across its 

three locations in Porton Down 

(Wiltshire), Portsdown West 

(Hampshire), and Fort Halstead 

(Kent), UK.

The five-year contract, with two 

one-year options was awarded 

under the Crown Commercial 

Service (CCS) Framework. An 

important consideration for Dstl, 

an executive agency of the Ministry 

of Defence which ensures that 

innovative science and technology 

contribute to the defence and 

security of the UK, was to have 

a collaborative, safety-focused 

supplier with a proven ability to 

maintain business-critical systems 

on complex, high security sites in a 

closely regulated sector.

INDUSTRY INSIGHT      FMJ.CO.UK
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The Federation of Corporate Real 

Estate an independent body 

established in 2005, aims to attract 

individual rather than company 

members, drawing its numbers 

from across a range of professions; 

including real estate, banking, 

construction and law. The primary 

aim of the Federation is to promote 

best practice and provide a bridge 

from the corporate to the real estate 

world, and to help achieve this it 

runs a range of events which are 

designed to position corporate real 

estate at the heart of the wider 

business agenda.

Paul French, MD of Set Square 

Surveyors and chairman of the 

Federation of Corporate Real Estate 

explained that the organisation’s 

members represent a range of sectors, 

including managing consultants, 

surveyors, FMs, consultants and 

property technology; and this was 

reflected in the business-led themes 

covered at the event which was 

sponsored by Bristows LLP.

The day kicked off  with a 

presentation from Rosie Haslem, 

director of workplace consultancy 

Spacelab, who outlined the pioneering 

work her consultancy has carried out 

with a range of organisations, where 

in-depth analysis methods utilising 

pre and post-occupancy data have 

been used to help inform CRE on 

ways of providing the most optimum 

environment for occupants. She 

remarked that the primary remit for FM 

and property used to be costs, but that 

increasingly, the C-suite has woken up 

to the fact that the environment which 

they provide has a real impact on 

workplace performance and ultimately 

the bottom line. 

Taking as her example a recent 

project involving the design of the 

new off ices of a major publishing 

company, Haslem noted: “What was 

really interesting was that the two 

people who were driving the entire 

project were the property director and 

HR director, and while the project was 

intended to include space saving and 

establish a new property commodity, 

the impetus was also about cultural 

change.”

Because the client’s off ices housed 

a number of publishing brands within 

the organisation, they all tended 

to operate as a range of sub-set 

businesses with little collaboration 

between the diff erent groups. By 

carrying out an analysis of all available 

data, Spacelab were able to introduce 

a much more agile way of working 

using the data analysis to prove 

exactly the types of spaces were most 

applicable. As a result, it emerged that 

the client required much less space 

than originally envisaged. But the 

wider benefit was the establishment 

of a space which aff ords many 

more opportunities for unplanned 

interaction, which has resulted in a 

much more collaborative culture.

In his session on the psychological 

impact of the workplace of the 

future, Colin Stuart of Baker-Stuart 

Consultants delved deeper into the 

impact on occupants’ mental well-

being of coping with a rapidly changing 

workplace. The pace of IT has led to a 

very rapid change in the way that we 

work, enabling us to work anywhere at 

any time, while teams can increasingly 

collaborate remotely.

“In theory this is great”, he said. 

“The problem is that it doesn’t work 

with training, mentoring, coaching, 

all those management styles that you 

need to really develop an individual. 

We’re working very diff erently from 

how we worked 20 years ago, but how 

is it going to look in another 20 years 

when we’re struggling as corporate real 

estate to keep up with IT?”

He believes that IT and CRE should 

work together to help manage people’s 

use of technology, for example 

blocking emails to people aft er a 

certain time of night or when they’re 

on holiday. 

Mark Tyson, operations director 

at Mitie Energy expanded the 

performance theme with his prediction 

that cognitive function and the 

knowledge economy are going to be 

the next big thing; and that property 

and facilities management are key 

to ensuring occupants are off ered 

everything they need to be successful. 

With the growing realisation that 

well buildings are a cornerstone of 

wellbeing; “Your facilities manager will 

have a bigger impact on your health 

than your doctor”, he said. 

Interestingly, Tyson disagrees with 

the established premise that FM needs 

to get around the boardroom table, 

instead he said the sector needs to 

collaborate more with HR and get 

marginal gains out of business on 

recruitment, engagement, and other 

areas impacting on performance. 

Energy costs he reminded delegates, 

account for one per cent of a building’s 

costs; property costs are around nine 

per cent while 90 per cent of costs are 

in staff ing. 

“I truly believe that in the next five 

years, if we make an impact on people’s 

performance we get a seat at the top 

table and we change our industry. But 

if we really want to change we need to 

see more ‘work scientists’ who can use 

data to come up with a metric which 

you can contract against.” 

The Internet of Things (IoT) is already 

here, but the robotics and AI industry 

can go a great deal further and develop 

exponentially over the next few years, 

said Chris Holder partner at Bristows 

LLP who gave a fascinating insight 

into the impact of these leading edge 

technologies on CRE and the wider 

world. SMART off ices with automatic 

lighting and heating and robotic 

receptionists that collect visitors 

and take them through a building, 

will be augmented in the future with 

scaff olding erectors, smart bricks with 

sensors, but within that IoT world, 

there are many legal issues, from 

liability and duty of care and whether 

a machine can contract on behalf of a 

company.

“Data is the new oil”, he said. “It is no 

longer something that is gathered and 

just sits there. It is being used to fuel 

activity, analysed and constructed to 

make decisions, so data governance 

and what you use data for will become 

critical.”

Slightly less futuristic but probably 

more worrying was the impact of 

Brexit, illustrated in a slide shown 

by Bob Thompson, director at Remit 

Consulting of OBR (Off ice for Budget 

Responsibility) predictions that next 

year and 2018 will be somewhat 

challenging for our economy. 

He predicted that “sectors such as 

finance, tech and media will suff er from 

a lack of freedom of movement if we 

don’t retain pass-porting rights.”

On a more positive note, Alison 

Bond of Halo Works spelt out her 

philosophy that property and facilities 

management must help to create a 

‘virtuous circle’ to promote trust and 

engagement within an organisation. 

Property and FM must promote a 

“service organisation where people 

believe in what they are doing. People 

don’t come to work to do a bad job,” 

she said. “It’s usually the processes that 

let them down.”

www.fedcre.com
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FMJ AIMS TO SUPPORT TECHNICAL EXPERTISE IN THE FM MARKET
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The FM market is increasingly 

competitive, currently estimated 

to be worth £111 billion a year to the 

UK economy – and described as a 

barometer of the economy, by BIFM.

In what are challenging but exciting 

times, FM continues to create unlimited 

opportunities for those providers taking 

proactive steps to adapt to evolving 

customer needs – and the talent required 

to make this happen and keep services 

running around the clock. 

However, the only constant is change. 

In the continued war for talent in a 

dynamic sector that never sleeps, FM 

is grappling with a raft  of challenges; 

including the perturbing skills shortage, 

life cycle sustainability, providing socially 

responsible solutions, harnessing 

innovative technologies and delivering 

higher service levels with less resource. 

With this in mind, the New Year marks a 

particularly apt time for FM providers to 

take stock and consider their New Year’s 

recruitment resolutions.

Conducting an end-of-year 2016 

snapshot analysis of nearly 8,000 workers 

and utilising their market intelligence 

from working with a wide range of key 

FM providers, de Poel gathered some 

interesting findings. From this, they 

have identified five key questions for FM 

providers to consider, when it comes to 

their 2017 recruitment strategies.

SHOULD YOU OUTSOURCE?
A number of pioneering FM providers 

are adopting an innovative and strategic 

approach when it comes to managing 

a diverse, temporary workforce able 

to expand and contract, in a sector 

operating in a constant state of flux.

This new approach enlists the 

expertise of their counterparts in 

the recruitment outsourcing world. 

Recruitment outsourcing specialists act 

as neutral intermediaries, optimising 

the relationship between their client 

organisations i.e. ‘hirers’ and the 

recruitment agencies that supply 

talent. This transforms the way in which 

temporary workforces are procured and 

managed, with significant – and tangible 

– eff iciencies and improvements as a 

result, allowing busy FM providers to 

refocus their time and energy elsewhere.

CAN MORE BE DONE TO CREATE A 
GENDER BALANCE?
Procuring a diverse pool of temporary 

workers on behalf of their FM client 

base throughout 2016, de Poel has seen 

first-hand that there is a growing gender 

rebalance in some roles within ‘soft ’ 

FM including finance, passenger aid, 

concierge and administration. 

In this same industry snapshot, within 

the under 21 age bracket in particular, 

there is a 53/46 per cent male-female 

split, going some way toward dispelling 

the myth that FM is a “man’s world” – and 

proving that our FM leaders of tomorrow 

comprise of an increasingly gender-equal 

cohort. 

It cannot be denied that gender 

diversity drives innovation, improves 

performance and helps organisations win 

the war on talent. With this clear business 

case, there is no better time than the 

present to create a greater level of gender 

diversity in FM. But the question is, what 

will it take to further move the needle, in 

a substantive way?

The FM providers leading the way are 

those organisations proactively making 

diversity a part of their workplace 

culture – not simply paying lip service 

– and implementing programmes 

and initiatives that foster career 

development, with equal opportunities 

for all.

HOW CAN FM VETERANS BE 
RETAINED IN ‘SOFT’ FM ROLES?
According to a recent survey by 

International Facility Management 

THE YEAR AHEAD
Association (IFMA), the average 

facilities management professional is 

49 years old; and 50 per cent of this 

workforce is expected to retire within 

the next 5-15 years.

However, according to de Poel’s 

industry snapshot, there has been a 

resurgence of older workers employed 

on a temporary basis in some ‘soft ’ 

FM roles such as customer service 

and cleaning– also with a 23 per cent 

increase of ‘over 50s’ in engineering/

mechanical roles, when compared to 

2015.

These FM veterans are matching in 

experience and know-how with what 

our future FM leaders have in raw 

talent – making for an eclectic, skills 

and experience-rich workforce that can 

positively impact bottom line and be 

reflective of any FM provider’s client 

base. 

However, there are two broad, 

interlinked challenges for FM 

employers today. Firstly, it is the vital 

task of engaging older workers so that 

they remain fulfilled and productive 

in the workforce. Secondly, it is the 

challenge of finding ways to transfer 

older workers’ invaluable knowledge 

and experience to younger workers. 

The key to engaging older workers 

within these ‘soft ’ FM roles can be 

found within initiatives such as 

ongoing training and support, fostering 

an open and collaborative workplace 

and by FM employers not just thinking 

flexibly, but by extending this to 

working arrangements.

HOW CAN FM CAPTURE EMERGING 
TALENT IN SOME CORE AREAS?
de Poel’s research also shows that 

catering, cleaning and customer 

service jobs are seeing the biggest 

cluster of workers under the age of 21 

– with over 948,000 hours transacted 

this year alone. This is demonstrating 

the key part millennials are playing in 

developing a relatively young industry 

even further and proving how important 

this type of work and experience is – 

either as an initial step on the FM career 

ladder, or as a long-term specialism. 

The key objective for FM providers 

now is to keep the momentum and 

build on this further, considering how 

their organisation can further harness 

the skills and talent our millennials 

have to off er. By encouraging top young 

talent into the profession this will help 

galvanise FM into the kind of creative, 

proactive thinking needed to exploit 

rapid change.

IS IT POSSIBLE TO ACCESS 
FM PROFESSIONALS AROUND 
THE CLOCK? 
The successful delivery of many FM 

services is delicately hinged on the 

ability to procure staff  on a 24/7/365 

basis. Overnight and weekend work 

can be the norm, especially within ‘soft ’ 

FM roles such as cleaning services and 

maintenance that would otherwise 

disrupt daytime work activities. 

In the same way that the creeping skills 

gap is leaving many FM providers paying 

over the odds in order to attract clued-

up candidates, the growing requirement 

for around the clock talent is adding 

further fuel to the fire of rocketing rate 

margins. 

However, the New Year represents an 

opportunity for FM providers to regain 

control. 

LOOKING AHEAD TO THE NEW YEAR
Conclusively, 2017 presents a real 

opportunity for FM providers to 

transform their attraction and hiring 

strategies. Whilst there is no such 

thing as an overnight solution, the 

right recruitment approach for any 

FM provider will successfully deliver a 

myriad of eff iciencies and enhancements 

built on a long-term plan of continuous 

improvement. This should include 

streamlined administration, a rich and 

diverse source of labour supply, upfront 

cost savings and total compliance – 

underpinned by an intuitive, simple and 

reliable technology solution that can 

be bespoke to that FM provider’s own 

individual requirements. 

With this strategy in place, the 

compelling motivation is the desire 

for first class service delivery, business 

diversification and quality, and it is here 

where an FM provider can truly develop 

their competitive edge.

FAST FACTS
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THE SERVICE PROVIDER'S 
VIEW

OWEN GOWER, 

COMMERCIAL AND FINANCE 

MANAGER - BUSINESS 

DEVELOPMENT AT BILFINGER 

EUROPA 

The main reasons for outsourcing 

public services are to save money, 

transfer risk and allow that 

public body to focus on its core 

delivery such as curing the sick 

or educating children. Money 

pressures don’t seem to be abating so I don’t 

predict these pressures in favour of 

outsourcing will disappear in the near 

future. Outsourcing will continue 

and has even been predicted 

to rise in Wales; the councils 

there having been, up to now, 

relatively sheltered from 

financial pressures by the 

Welsh Assembly Government, 

Pembrokeshire council’s 

recent vote in favour of 

outsourcing being an example 

of this.

Regardless of financial 

motivation, public disillusionment has 

a powerful influence over outsourcing, 

the public and media backlash against the PFI 

being the most recent evidence. The political reaction to 

this led to drastic reform of the model, subsequent banning 

and eventual dissolution of the procurement method.

Even so, the pressures which 

led to the PFI continued and 

it was eventually replaced 

with the PF2, an evolutionary 

change rather than a wholesale 

replacement or abandonment 

of the principle. Andrew Buisson 

of Norton Rose wrote a revealing 

comparison of the change in 2013 

which gives an excellent insight owing 

to his unique point of view.

One of the main issues with the PFI was the 

perception of excessive profits being made by private 

companies for delivering public services. Having had first-

hand experience of public/private partnerships, the public 

sector’s aim to outsource risk directly contributed to this 

perception – if the risk does not materialise then the public 

does not benefit from the reward. Economies of scale and 

secondary market refinancing of debt also created a rise in 

profits for the private sector – a revenue stream not accessible 

for local government in any other procurement route.

However tarnished by this perception outsourcing may have 

been, I don’t believe that excessive profits are as significant 

in the current climate (indeed, many service providers are 

concerned with the `race to the bottom´ on price when 

winning contracts), the political landscape and influence of 

far left  socialist values brings with it the perception that any 

profits made on public services is morally inappropriate. 

Privatisation is a dirty word in the UK and outsourcing is seen 

as “privatisation by stealth”.

There is a generally accepted view that services can be 

performed more eff iciently and eff ectively by specialists, 

so why not public services such as maintaining street 

lighting, or the sourcing, supply and development of 

specialist machinery? It’s within the very nature of 

our capitalist economy that profits are required 

to encourage competition and innovation. 

Specialism and diversification as a business 

strategy ebb and flow as market conditions 

dictate, and I believe we are seeing a return 

to specialists or partial in-house delivery from 

the recent tradition of procuring a sole provider 

to perform all services which slightly overlap, 

otherwise known as Total Facilities Management. 

Mitie’s recent profit warning and subsequent share 

slide is an indication of market conditions aff ecting a 

major player in our industry.

With limited possibility yet obvious requirement to make 

profits from public outsourcing, service providers must 

innovate and disrupt the traditional method of structuring 

and performing services in order to eff ectively deliver to the 

FM CLINIC  

Is the rush to outsource 

public services in central 

and local government going 

to slow down as a result 

of the public becoming 

disillusioned by management 

consultants and major service 

providers securing large profits 

amidst claims of very poor levels 

of service? Will the good work done 

by FM service providers in the UK be 

tarnished by the failures of decision makers 

on the client side and poor results by the few major 

plc’s repeatedly selected for this work? 

Owen Gower

ADVICE & OPINION

 
Regardless of financial 

motivation, public disillusionment 
has a powerful influence over 

outsourcing, the public and media 
backlash against the PFI being the 

most recent evidence."

– Owen Gower

In FMJ's regular monthly column, our team of FM experts answer your 
questions about the world of facilities management
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public sector. Equally, public sector clients must change their focus 

towards becoming commissioners rather than deliverers of certain 

services in order to eff iciently procure and manage outsourcing 

projects. The question is not, will it end, but how can we all do it 

better?  �

THE HR VIEW

C-J GREEN, 

GROUP HR DIRECTOR 

SERVEST GROUP

FM moves in peaks and troughs. 

In the general sense, the 

industry seems to be easily 

influenced by trends. One 

minute, everyone’s outsourcing 

- the next, in-house is in vogue 

again. Similarly, client needs 

tend to fluctuate as regularly 

as the changing tide; for example, single service requirements 

sometimes trump full service provisions, and likewise.

That being said, we haven’t really noticed a rush to outsource 

public services in central and local government. Nor have we seen 

noticeably more involvement from managing consultants. 

Regardless of the ebbs and flows, the outsourcing trend - when 

reduced to its most basic level - stems from the desire to find a way 

to make things work in the business as cost eff ectively as possible. 

As with anything, you pay for what you get. Dwindling budgets can, 

of course, impact service delivery. However, more oft en than not, 

poor planning, lax communication and ineff ective collaboration are 

oft en the overriding factors behind lacklustre results. 

With regards as to whether the industry will be tarnished by the 

disaster stories out there…? Well, perhaps. But, to be honest, there 

will always be these stories. We will never cease hearing about the 

dangerous cocktails of poor decisions resulting in shoddy results. 

This isn’t solely reserved for FM either; it applies to every sector. 

As a nation, we love bad news, don’t we?! And we especially love 

hearing about how big, successful companies with vast customer 

bases become unstuck. When they get it wrong, it’s something we 

take notice of.

The truth is that contracts can be poorly managed by small and 

big companies alike; but we only tend to hear about it when the 

larger players are involved.

As a result, there may be some disappointment about how other 

providers have delivered their service… but where there’s doom 

and gloom, there are also success stories. If you skip past the 

headlines, you’ll see plenty of examples of how things have gone 

well. You must not allow the failings of others to cloud what 

you’re trying to achieve. You have to focus on what you deliver as 

a business and what you off er as a team. 

Regardless of the business size, it’s imperative not to become 

arrogant or complacent, or else the service delivery will suff er. 

Lots of things play a part in the good provision of FM. In this 

industry of ours, the customer has to be at the heart of everything 

- and maintaining a keen sense of integrity and breathing life into 

this core value is of paramount importance.  

Ultimately, poor decisions will inevitably result in poor results. 

Part of our job as an FM service provider is to work with our 

clients to ensure that we off er guidance when it comes to making 

the right decisions that will filter down through the operations. 

At Servest, we have greater success when we go into our client 

relationships with a true partnership approach. This combined 

with experience and commitment to values makes the world of 

diff erence. If you have a convincing reason why the customer 

should engage with you, then you shouldn’t be tarnished by the 

core providers that are named and shamed in the press.   � 

THE DIRECTOR’S 
VIEW

PHIL RUSSELL, 

DIRECTOR SALES & 

MARKETING FOR VINCI 

FACILITIES

The pattern of outsourcing 

non-core services across 

the public sector is going 

to continue because it 

makes economic sense. 

This of course assumes 

that there is, as a 

minimum, no deterioration in service quality and the policy can 

be justified to the electorate – i.e. the end users of these services 

– by their respective central and local government off icials. That 

means there is pressure on public sector procurement teams to 

find the right deal and not simply at the lowest cost. 

If outsourcing is going to succeed in the longer run – i.e. not 

FM CLINIC 
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just balance the books in year one but deliver a sustainable, 

eff ective service for the five years of the contract term – then 

value must be the priority, not cost. Public sector procurement 

generally places too much emphasis on the headline price and 

not enough on value.  In the past and probably still today the 

larger procurement projects are attracting bids from larger 

suppliers who need volume. They are prepared to sacrifice 

operational profit (and potentially service delivery) in what is a 

very tightly controlled procurement process, pinning their hopes 

on a counter-balancing profit from yet another round of further 

eff iciencies, changes in contract specification or the injection of 

new capital projects.  No one denies the cost and quality benefits 

of outsourcing but there is a point where continuously driving for 

further price decreases (and let’s face it, the biggest cost, labour 

costs reduce further) is not sustainable and places an unequitable 

proportion of financial risk with the supplier. But it takes two 

aft er all, and service providers also need to judge more 

carefully the risks they are prepared to take – financial or 

reputational and be prepared to walk away when a deal isn’t 

right for them.

Public sector procurement in some instances need to realise 

when they have reached the bottom and where there is a real 

risk of buying a service that is not sustainable for either the 

supplier or the beneficiaries of the service. We are now seeing a 

more collaborative public sector in its outsourced agreements 

by involving suppliers at an earlier stage looking jointly at 

opportunities to further reduce cost but recognising the possible 

impact on services and adjusting the specification and selection 

process accordingly. There is a commercial imperative for 

everyone involved. Outsourcing works and needs to work, but 

everyone needs to take a bigger picture perspective. Luckily, at 

VINCI Facilities, we are fortunate to work with some enlightened 

public sector clients. The suppliers and the support service sector 

as a whole, needs to take a firmer position and work more closely 

with clients about a more collaborative approach to ensure that 

the relationship between us is more equitable.  �

THE COACH'S VIEW

DAVID KENTISH, 

DIRECTOR & CO FOUNDER 

KENTISH AND CO

The general public doesn’t 

have a clue as to what FM 

is. The only awareness of it 

they have is when a prisoner 

escapes or the media latch on 

to suggested overspending 

by government bodies on 

refurbishing the Houses of 

Parliament, HS2 or the new runway at Heathrow. These make the 

headlines, but do not make for understanding of what facilities 

management is, or does.

Therefore it will not be the public who force any changes, (if 

indeed any come) it will be the clients or the service providers 

themselves.

The problem with government decisions to give the go-ahead 

(or not) to certain projects or services is that they are motivated 

as much by politics as they are in the need to invest in up-to-date 

infrastructure and the long term running of it. The other problem 

is that there appears to be no joined up procurement processes 

between departments; just ask any potential supplier how 

frustrating that can be.

When you take FM as a whole, not just FM for public services, 

the most diff icult issue for clients and the providers to agree on is 

cost versus value.

If the client continually drives down the cost of services 

provided, then they should not be surprised if the level of the 

service provided reduces.

Likewise if the service provider agrees to these cost reductions 

and confirms the service levels will remain as the original 

contract, they should not be surprised if the client throws their 

toys out of the pram when it is not delivered.

In many cases both sides can be at fault for a failed delivery 

of services, but blame has to be attributed to someone, or else 

someone will lose their job or the contract will be lost. This 

is defensive and negative thinking. There have been enough 

instances where this has happened and the lessons have never 

been learned; the same mistakes are repeated over and over 

again. 

Is that really progress? 

FM companies provide every conceivable service that follows 

on from construction or refurbishment work being completed 

and they want their service to be the best it can be. And I don’t 

believe that anyone on the client side wants anything diff erent. 

So how do we end up with the problems that so many of us are 

aware of?

I’m not suggesting that I have the answer, however clients and 

FM companies who do get it right have one thing in common. 

They have shared values. And they have people in those 

companies who understand those values. When negotiating, it’s 

not about us and them and the conflict that brings, it’s about all 

of us!

Now, wouldn’t it be wonderful if that type of behaviour was 

introduced not just into the general FM arena but specifically into 

the outsourcing of government contracts, or would that be too 

politically correct?

Do you have a question that you’d like 

answered by the FMJ Clinic?  

Email: charlie.kortens@kpmmedia.co.uk

FM CLINIC  

David Kentish
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reached the bottom and where there is a real risk of buying a service that is not 
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TOTAL WASTE MANAGEMENT FROM GRUNDON

•  We provide a Total Waste Management service for the   
 reduction, reuse, recycling, recovery and disposal of waste

•  We ensure that you and your organisation are fully     
 compliant with all relevant legislation

•  We deliver this via a combination of specialist services,   

•  We do the waste, leaving you free to manage your facilities 

 innovative thinking and contract management

•  We operate our own state-of-the-art treatment facilities
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TOTAL WASTE MANAGEMENT FROM GRUNDON

Tel: 01753 686 777
Email: info@grundon.com
Web: www.grundon.com

THE COMPLETE WASTE MANAGEMENT SERVICE

ALL UNDER ONE ROOF
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DCT FACILITIES MANAGEMENT HAS AN ENVIABLE TRACK 
RECORD OF HELPING ORGANISATIONS OF ALL SIZES 
WITH THEIR FM OPERATIONS

We work with in-house teams and with service providers. 

Whatever your requirements, contact us today to find out how we can help you 
dctfacilities.co.uk    020 3284 8830

It's not just about cost eff iciency or reducing bought-in cost, or 

outsourcing the operation, it’s about creating a great team and an 

operational structure that is fit for purpose now and flexible for the future.     

We help you streamline your facilities management function, whilst 

maintaining service quality and in many cases significantly improving it.  We 

are industry experts and practitioners who will work alongside you to deliver 

outstanding FM to your organisation.

We help you maximise your budget.  

Our approach to facilities management is down to earth, jargon free and quite 

diff erent to that of our competitors. We listen; we seek a clear understanding 

of our clients' goals, aspirations, and culture. This way we deliver and oft en 

genuinely surpass expectations. 

There isn’t a credible “one size fits all” model so we always start with a blank 

page.  We work with you to help implement the ideas and recommendations 

we make that you like and wish to use.

What makes us 

diff erent?

We make sure the 

theory actually works. 

We guarantee results, 

if you don’t see 

deliverables genuinely 

working, you don’t 

pay us. We are here 

for the long term. We 

put our fees at risk. 

We do not believe any other FM consultancy off ers this.  Businesses use us 

because we deliver high quality, well-planned, well executed, eff ective results. 

Whatever the nature of your business, we can help you put in place the facilities 

management function you need.  

KEEP
CALM

AND

CALL

� 020 3284 8830

mailto:info@grundon.com
http://www.grundon.com
http://www.dctfacilities.co.uk
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FEATURE      WORKPLACE EXPERIENCE

Creating emotional connections between employees and their workplace is the key to boosting 
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and Andrew Mawson, founding director, Advanced Workplace Associates (AWA)

ALL WE NEED
IS LBVE
Attitudes to our workplaces are changing. 

Turn the clock back 10 years and working 

environments were seen as simply functional 

spaces. The key concerns for occupiers focused 

around operational issues of asset eff iciency: 

Are the lift s in order? Is the heating running 

eff iciently? These concerns still matter, of course, 

but businesses today are much better attuned 

to the role the workplace can play in supporting 

commercial success. In particular, they recognise 

that the workplace experience can be a powerful 

tool in the push to drive employee performance 

and engagement.

According to the Off ice for National Statistics (ONS), 

average productivity per hour in the UK is around 

20 per cent lower than other G7 member countries 

such as France and Germany, and companies are 

now starting to think about how a new approach 

to the design and management of the work 

environment could support employee performance. 

With knowledge workers – employees who think 

for a living – now making up around half of the UK’s 

workforce, the need to create workspaces which 

encourage creativity and innovation is particularly 

acute. 

Employers have also gained a much better 

understanding of the role the workplace plays 
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in the war for talent. A new generation is 

entering the workforce and businesses need 

to respond to their expectations of what a 

modern, supportive working environment 

should look like, from HR through to bricks 

and mortar. 

This shift  in understanding presents both 

opportunities and challenges for the facilities 

management industry. We need to be at the 

heart of the workplace debate – and part of 

the solution. To do this, however, we must 

come to the table with informed ideas and 

practical tools. 

EMOTIONAL CONNECTIONS
Acknowledging that the value of the physical 

working environment is about more than just 

head count per square foot, and recognising 

the power of the workplace experience as a 

business tool, are steps in the right direction. 

However, if we want to make real progress 

we should put some research and statistics 

behind the rhetoric. We need to understand 

what makes eff ective workplace experiences, 

the science behind it, and how organisations 

can start to put this learning into practice. 

There has been little research specifically 

into what makes a good workplace 

experience, but there is a significant body 

of scientific research looking at how human 

beings experience the world around them. In 

particular, many studies have been carried 

out looking at how our experience of a 

consumer environment, such as a shopping 

centre or a retail outlet, aff ects behaviour 

when it comes to intent to purchase and 

brand loyalty. 

There is a great deal we can learn from 

the consumer world and, in particular, 

around creating emotional connections 

with our working environments. The idea of 

what makes a good working environment 

has traditionally been focused around 

functional aspects – making sure that a 

workspace and its basic infrastructure allows 

employees to perform competently and 

consistently. Facilities management teams 

have historically concentrated on issues such 

as tackling poor lighting, temperature and 

faulty equipment.  

What the consumer world shows us is 

the need for the workplace experience to 

do all this and more – to make employees 

feel good, even loved by the organisation 

they work for. Customers who feel that 

a brand understands and cares for them 

have consistently demonstrated loyalty to 

that brand. In many ways, the workplace 

is the embodiment of an organisation’s 

brand and employees’ experience of it must 

demonstrate that the company cares for 

them, understanding and evaluating their 

needs and designing the workplace around 

them. 
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REDEFINING SUCCESS
Putting these lessons into practice will 

require a new way of thinking, both on the 

part of facilities management teams and 

their customers. First, businesses will have 

to embrace a more holistic approach to the 

workplace, working with FM providers to 

look beyond functional delivery. They need 

to have a clear and honest conversation 

about what they want to achieve, working 

out what matters to them and what kind 

of brand values they want their work 

environment to reflect. 

We also need to create new frameworks 

for what success looks like. Emotional 

connection is not something that can be 

easily measured. Traditional economic 

metrics and KPIs have their place but they 

will have little relevance when it comes 

to quantifying, for example, how loyal 

employees feel towards a business, or the 

level of energy and enthusiasm they have 

when it comes to work projects. These 

aspirations require us to develop soft er, 

more subjective criteria.

If customers need to rethink their 

approach, then it is also incumbent on FM 

teams to step up and lead this process. The 

constituents of the workplace experience 

have oft en been seen as separate 

responsibilities, shouldered by IT or human 

resources teams. But we need someone to 

connect these dots. 

For too long, our industry has believed 

that good facilities management means 

going about our work unnoticed. If we are 

to support the creation of new eff ective 

workplace experiences, this must change. 

FMs have an unrivalled understanding of a 

building and its users. Our roles necessarily 

require us to be familiar with all aspects of 

a facility and its daily patterns. We need to 

exploit this knowledge, coming out of the 

shadows to play an active role in ensuring the 

workplace experience is the best it can be. 

Adopting this new mindset will not be easy. 

As an industry we will need to learn from 

more customer-facing industries such as 

retail or the hotel sector. However, making 

the shift  will bring significant benefits for our 

industry and for our customers too. Facilities 

management has long questioned whether 

it should have a place at the top table; now is 

our chance to earn it. 
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facilities management means going about our 
work unnoticed.”

RESEARCHING THE 
WORKPLACE EXPERIENCE
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experiences is being conducted by Interserve in 
partnership with Advanced Workplace Associates 
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will be carried out over a two-year period, and intends to 
create a toolkit of resources and supporting data to help 
organisations use their workplaces to boost employee 
engagement and performance. 

The latest report, ‘Decoding the workplace experience: 
how the working environment shapes views, behaviours 
�
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its impact on consumer behaviour. It looks at the lessons 
that can be applied to our working environments. 
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experience to engage employees on both a functional 
and an emotional level to help them achieve their very 
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experience and employers should seek to use the 
workplace experience to demonstrate care for their 
employees. 

This process needs to take into account sensory inputs, 
such as visual and olfactory stimuli. While it must be 
consistent, the workplace experience must also evolve 
over time to meet changing demands and expectations 
�
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Providing healthy 
options is all very well, but 
they are useless if nobody 

chooses them. It’s important to 
understand what customers 

actually want to eat.”

An unhealthy diet not only increases the risk 

of a range of chronic diseases, it has a huge 

impact on performance. Nutrition is a key factor 

in the regime of elite athletes, and it’s no diff erent 

for those of us in the non-sporting world – what 

we eat and drink aff ects our mental and physical 

health. 

The spread of ‘clean eating’ restaurants and cafés 

are evidence of people’s growing realisation of the 

benefits of a healthy lifestyle. Many of us spend a 

large part of our day at work and most of what we 

consume during the day is eaten in the workplace. 

This means employers have a huge opportunity as 

well as a responsibility to help improve the health 

and wellbeing of their workforce through such 

means as vending machines, staff  restaurants, 

workplace catering and the facilities provided to 

store food and drink.

It’s clear that employers need to become more 

proactive in catering to the health and wellbeing 

of their people. Earlier this year the Chartered 

Institute of Personnel and Development (CIPD) 

published a report, ‘Growing the health and 

wellbeing agenda: From first steps to full potential’, 

which shows the majority of employers are still too 

reactive in their approach. It’s easier to respond 

to problems than innovate to improve health and 

wellbeing.

Professor Cary Cooper, CIPD president, said: “The 

way we manage people and create cultures that 

enhance wellbeing are now bottom line issues. It’s 

high time business leaders recognise this and create 

cultures where wellbeing is centre stage and people 

are happy, healthy and committed to achieving 

organisational success.”

Educating employees about healthy eating 

and providing healthy food options at work is an 

excellent start. Indeed, improving the food off er 

is becoming integral to organisations’ attempts to 

create great places to work.

The importance of nutritious food in workplaces is 

reflected in the government’s drive to reduce obesity 

and promote healthy eating. The Department 

of Health has introduced a number of initiatives 

ranging from strict rules around labelling to targets 

for reducing salt and sugar in food. But while these 

targets are important, they will not by themselves 

bring about real change. It’s about creating a 

healthy eating culture – and facilities teams have 

a major role to play in making sure employees and 

visitors in their buildings have access to healthy 

food and drink. 

FOOD TRENDS
Providing healthy options is all very well, but they 

are useless if nobody chooses them. It’s important 

to understand what customers actually want to eat. 

Our research into eating habits and changing trends 

has highlighted some key themes.

There is a continuing increase in the number of 

people choosing to eat out. More and more people 

are buying meals and snacks outside the home. 

Breakfast is becoming more important; research by 

market information group NPD suggests there has 

been a huge rise in the number of people grabbing 

breakfast, their first meal of the day, out of the 

house. 

A grazing culture is developing, with people 

tending to snack throughout the day rather than sit 

down to big meals. It’s interesting that some people 

are trying to incorporate healthy eating into their 

lifestyle by ‘eating clean’ from Monday to Friday 

so they can justify letting their hair down at the 

weekend or dining out with friends and family.

Another noticeable trend is that more people, not 

just vegetarians, are opting for meat-free options. 

With all the information available about ingredients 

and nutritional content, consumers are much better 

informed about which foods are going to help them 

meet their health objectives. This in turn is leading 

to more demand for ‘free from’ products. 

The millennial generation is set to dominate the 

workforce a decade from now, so understanding 

their tastes and habits is essential. Millennials 

are heavily into grazing, and they won’t want to 

compromise on quality and flavour. A research 

report from contract caterer Elior, ‘The Millennial 

Eater’, reports over two-fift hs of millennials saying 

that quality and taste are the most important things 

when choosing lunch. 

SUPPLY AND DEMAND
So, what factors should be considered when 

planning food services and menus in the workplace? 

It’s important to remember that people are much 

better informed about the role of nutrition in staying 

healthy and the need to eat a balanced diet. They 

are likely to want to know exactly what’s in the 

food on off er and how it will impact on their health. 

Service providers need to ensure their staff  can 

provide nutritional information and that chefs are  

aware of alternative healthy ingredients and 

cooking methods. 

Globalisation means there is a much greater 

variety of food available on the high street and 

Organisations are seeking ways to improve the health, wellbeing and performance 
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that providing healthy food in the workplace is a great way to do it
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in supermarkets. People have become 

accustomed to an extensive choice of 

cultural dishes and ingredients. As a result 

food service providers must be continuously 

creative in order to retain the interest of 

their customers. A staff  restaurant known to 

off er fresh, innovative and exciting dishes 

enhances the organisation’s reputation, 

shows that it values its employees, and is a 

valuable employee benefit. 

Allied to this is the need to maintain 

quality of food and service. There is a 

growing demand for seasonal, organic, 

locally sourced food, for example. Serving 

staff  need to understand what they are 

serving and be prepared to explain the 

content and the source of dishes to their 

customers. It’s a good idea to appoint 

an allergens champion on the site to 

provide more detailed information about 

potentially problematic ingredients such as 

gluten, lactose and nuts. 

The way food is presented and served 

can help to draw attention to new off ers. 

For example, getting serving staff  to wear 

branded T-shirts when rolling out 

a new vegetarian range 

might encourage meat 

eaters to give it a 

go. Planning the 

introduction of new 

healthy dishes to 

coincide with clients’ 

wellbeing days helps 

to create hype around 

the launch, showcasing foods 

and ingredients that customers may not 

have tried before.

GREEN CREDENTIALS
Growing interest in sustainability and the 

environment means that organisations 

need to demonstrate they are committed 

to reducing waste. One way of doing this is 

to choose service providers who work in a 

sustainable way. People want to know what 

happens to food waste and feel reassured by 

organisations that consider the environment. 

Suppliers accredited to organisations like the 

Sustainable Restaurant Association provide 

this reassurance and help the organisation 

to demonstrate its commitment to corporate 

social responsibility.

Finally, in today’s economy prices have an 

enormous impact on people’s buying habits. 

While research suggests that people eat out 

much more, it is also clear they are always 

interested in a good deal. Staff  

loyalty programmes and rewards could 

include healthy food options in the 

restaurant.

To summarise, organisations need to 

invest in employee wellbeing by creating 

a caring, nurturing place to work in which 

people are engaged, motivated and able 

to perform at their best. Ensuring that 

employees have access to tasty, 

high-quality, nutritious food that 

contributes to health and performance while 

complementing changing habits and trends 

is a great way to do it.

EASTERN PROMISE
The idea that judicious food choices can support 
the health and wellbeing of a workforce was taken 
in an interesting direction at a recent BIFM regional 
meeting. Speakers at the London-based event, 
sponsored by Partners in Purchasing, argued that 
the west should follow the example of the east in 
seeing food as a medicine rather than simply a 
source of sustenance.
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of energy drink or a strong coffee, which is the 
equivalent of pouring petrol into a car,” said Sophia 
Nadur, founder of Tg Green Tea. “In the east, the 
approach is more long term, to treat food like the 
oil in the engine. It’s about nourishing the body.

“The same is true of how we combat stress” she 
added. “In the west, people use chocolate, alcohol 
or antidepressants as a cure, whereas in the 
east, the focus is on a more holistic, preventative 
approach using herbs such as ginseng, Peruvian 
maca root, holy basil and liquorice.

“People in the west are obsessed by so-called 
superfoods” she added, which are often highly 
marketed and overpriced. “Sesame seeds are 
better for you than chia seeds; lentils are better 
and cheaper than quinoa, while broccoli has more 
nutrients and is cheaper than the much-lauded 
curly kale. Caterers need to help people to navigate 
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develop good nutritional habits there, then it 
will feed into other parts of our life. People want 
products that are daily habit-forming, affordable, 
available, easy to prepare and taste good.”
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www.tatasteelconstruction.com/hotvscold

WHILST ALL TUBES MAY LOOK THE SAME, THEY ARE NOT

SPONSORED FEATURE      

• Incorrect specifi cations, lack of awareness or 
poor control within the supply chain can expose 
facility managers to the risk of poor quality 
pipework being installed within their building 
services.

• Historically, carbon steel tubes were specifi ed to 
BS1387, but whilst this was withdrawn in 2004 
and replaced by BS EN10255, not everyone has 
updated their specifi cations.

• BS EN10255 tubes can be supplied hot-fi nished 
or cold-formed, making a big difference on how 
the pipework performs.

• Hot-fi nished tubes are always superior in respect 
of properties and capability to commodity 
cold-formed ones. Such cold-formed tubes 
are typically non-European, and their use may 
increase the risk of installation and service life 
issues, leading to costly maintenance or repairs.

• Therefore, it is vital that the correct tube 
requirements are specifi ed throughout the 
building life.

• However, if parts of your project have been 
sub-contracted out, there is a risk that others 
will not adhere to the requested specifi cations.

• To reduce such risk and guarantee a superior 
pipework installation employing hot-fi nished 
tube, always ask for and check that a 
BS EN10225/10217-2 ‘GH’ (Get Hot) tube 
grade is being supplied.

• Tata Steel’s Install® Plus 235 is a UK 
manufactured premium, hot-fi nished multi-
certifi ed tube. With its CE marking and full 
traceability it is a technically superior product 
that will demonstrate improved performance 
over commodity cold-formed alternatives, 
thereby delivering true peace of mind.

DO YOU REALLY KNOW 
WHAT’S IN YOUR BUILDING?

http://www.tatasteelconstruction.com/hotvscold


Always specify Tata Steel Install® Plus 235 brand or a GH (Get Hot)
grade when ordering your EN10255/EN10217-2 pipework products

TECHNICAL SUPPORT
For more information on Tata Steel’s hot-finished 
tube range and the differences between 
hot-finished vs. cold-formed tubes, please visit: 
www.tatasteelconstruction.com/hotvscold
Or call the Tubes Technical Hotline: +44 (0) 1536 402121 

Or contact the Building and 
Industrial Services Pipework 
Academy, established to 
improve the awareness 
of BIM and pipework 
innovations, please visit: 
www.bispa.org

Use this icon to help 
remember the Tata Steel 
hot-finished brands, key 
standards and grades to 

specify to ensure that you 
get a hot-finished tube.

Our CE mark confirms 
full product suitability 

for Fuel/Gas (CAT3) and 
Water (CAT4) use. Some 

cold imports are not 
fully CE marked.

HOW TO TELL IF 
IT’S HOT-FINISHED
You can tell a hot-finished tube by 
either the product description or 
marking, order acknowledgement, 
test certificate or any statements 
of conformity issued by the 
Tube manufacturer.

Tata Steel’s conveyance tubes 
have all the information you need 
marked on the actual product 
confirming it’s hot-finished 
(GH=Get Hot) product.

ng

Removal of Heat ed
Zone (HAZ) and uniform
structure throughout the
hot tube

Disadvantages of cold-formed tubes 

Cold-formed tubes still have their Heat Affected Zone (HAZ) 
as a result of their manufacturing process. This is an area 
around the weld-seam that is an area of weakness as it has:

���An inconsistent microstructure
���Pockets of stress that can  
promote cracking

���Inconsistencies in mechanical 
properties and strength

���Poorer toughness than  
the tube body

���Increased risk of splitting
���Poorer pressure integrity
���Reduced performance  
against corrosion

���Poorer bending abilities

Advantages of hot-finished 

Our hot-finished tubes do not have a Heat Affected Zone (HAZ), as this  
is fully removed during the hot-manufacturing (normalising) process.  
This results in a superior product as it has: 

���An ordered and consistent microstructure
���No internal stress that can promote cracking
���Consistent and reliable mechanical properties
���Improved structural integrity and ductility
���Improved and consistent toughness
���Higher pressure integrity
���Greater factor of safety
���No loss of strength during additional  
welding or heating

���Improved performance against corrosion
���Ability to be bent to tight radii without splitting,  
creasing or collapsing

Tubes technical helpline +44 (0) 1536 404 561

FMJ.CO.UK       SPONSORED FEATURE

http://www.tatasteelconstruction.com/hotvscold
http://www.bispa.org


   DECEMBER/JANUARY 201732

Many industries are reinventing themselves, propelled by the transformative 
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technologically intelligent businesses who 

harness end-to-end technology, automated 

functions, paperless off ices and accurate 

trend analysis and forecasting.

Far more (22.2 per cent) rate themselves 

as mere apprentices, with property 

management soft ware in place but 

underused, leading to ineff icient processes, 

lack of clarity over data and uncoordinated 

communication with stakeholders. 

The majority (52.8 per cent) view their 

organisations as evolvers – they have 

made some progress along the road to a 

digital future, with basic use of soft ware, 

some automated processes and some 

data analysis. A further fift h (20.1 per cent) 

consider themselves proficient – ahead of the 

pack, strong believers in technology, working 

in close collaboration with stakeholders with 

high visibility of their KPI data.

This suggests that while largely aware of 

the role technology can play in improving 

the way their businesses are run, only a 

small proportion believe they are currently 

harnessing it successfully. Most feel they 

are at the early stages of their technology 

journey.

Several respondents commented on 

The technological revolution that has 

transformed business operations 

throughout the world has undoubtedly 

had a huge impact on the property sector 

and the way in which real estate and 

FM professionals carry out their day-to-

day jobs. But the majority of property 

businesses seem to have resisted the kind 

of transformative change that has taken 

place in banking and finance, leisure, 

tourism and retail.  

Perhaps only now is the real estate sector 

starting to wake up to the opportunities 

presented by technology and what it can do 

to improve business eff iciency and customer 

service. Recent investment in technology has 

brought the industry to the brink of major 

change, with rapid digital reinvention of 

building design, construction, management, 

maintenance, marketing and property sales. 

But is property by nature too fragmented, 

and relationships too complex, to really 

undergo the kind of seismic changes 

seen elsewhere?

There appears to be a perception that the 

real estate industry has been slow to adapt 

to the new technology, with over 60 per cent 

of those surveyed believing that to be the 

LET IT IN
case. But in fact, more property professionals 

may be using advanced technology regularly 

in the workplace than they realise. Whether 

it’s using a mobile app to control lighting 

or heating, to hosting a virtual meeting or 

sharing documents online, technology has 

rapidly become the norm and in some cases, 

no longer feels advanced. 

Qube Global Soft ware has conducted 

a survey of property professionals to 

investigate the dynamics between the 

diff erent sectors and the core challenges 

they face, as well as the role technology 

plays in tackling the big issues. The research 

set out to discover where they believe 

their business to be on the journey to 

technological maturity, how they’re using 

the soft ware already available to them, the 

challenges they face in their daily working 

lives, and how they are preparing for 

future advances.

WHERE ARE WE NOW?
Respondents were asked where they see 

their business on a scale of technological 

maturity. Only a tiny handful – less than five 

per cent – regard themselves as pacesetters: 

FEATURE      QUBE SURVEY
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how their businesses still rely on Excel 

spreadsheets to manage their portfolios. 

Building information modelling (BIM) is now 

mandatory on certain projects, bringing 

with it multiple new challenges for property 

professionals. Yet the survey shows that over 

a third of FM/CRE providers are still confused 

by BIM and the systems that need to be in 

place to use it eff ectively.

For those already using real estate and 

FM solutions on a daily basis to run their 

businesses, the top three benefits were 

automation, reporting/forecasting and 

compliance. Diff iculty around integration 

was the main shortfall, followed by mobile 

access and functionality.

So, while soft ware has the capacity to 

make people’s jobs much easier, there is 

still a certain unwillingness to explore the 

full potential of existing solutions and make 

the leap into new ways of working. This may 

be because some companies don’t fully 

understand that the functionality is already 

in place, or they simply aren’t using the 

soft ware to its full potential. 

Upfront costs are also a factor and it 

seems there is still work to do in winning over 

stakeholders with solid data on the potential 

eff iciencies and cost savings. The survey also 

suggests that soft ware providers need to 

invest more in improving the functionality 

and mobile capabilities of their solutions.

GOING MOBILE
Great strides have been made in mobile 

technology in recent years. The survey 

suggests that professionals are both 

interested in and engaged with the 

opportunities presented by mobile 

technology – yet some are frustrated with the 

options currently available to them.

Mobile technology has enormous 

potential for transforming the way real 

estate companies operate. The management 

of bricks and mortar requires property 

professionals to be out and about, yet in 

many cases staff  still return to their desks 

to write their reports and notify the 

relevant teams.

While almost four fift hs of those surveyed 

felt that improved mobile access would help 

with their day-to-day tasks, only 40 per cent 

said that the mobile off ering of their soft ware 

was ‘good’. With regard to organisations’ 

primary soft ware, half (49.9 per cent) said 

it could share data but requires manual 

input. A quarter (25.9 per cent) claimed their 

soft ware could freely share data using real 

time, automated transfers – but a similar 

proportion (24.2 per cent) said their solution 

was unable to share any data at all.

Individuals use mobile technology 

on a personal level every day on their 

smartphones and tablets. They also 

understand its potential to transform the way 

they operate – so why is there a disconnect 

in the way this technology is applied in the 

workplace? One possible explanation is the 

fragmented nature of the industry and the 

need for system checks and security.

IMPROVING SERVICE
Customer service is a top priority for all 

real estate professionals. All respondents 

acknowledge that the levels of service 

demanded by tenants, leaseholders and 

property owners is rising across the board, 

most notably in the private rented sector. A 

remarkable 88 per cent of block managers and 

58 per cent of investors report an increase in 

required service levels, leaving them struggling 

to keep up with rapidly changing expectations. 

The vast majority of investors (almost 90 per 

cent) are optimistic about the role technology 

can play in delivering improved customer 

service. When asked what they are doing to 

meet raised expectations, the main focus was 

on training, communication and compliance. 

Several are already using technology as 

a means of meeting this challenge. One 

respondent commented: “As customer service 

is predominantly related to IT, we keep this 

under regular review,” while another noting 

that electronic invoicing and e-signing of 

tenant documents would help achieve 

this goal.

When asked how technology can help 

improve service levels to tenants, most cited 

accurate record keeping, better information 

sharing and compliance. One investor 

explained: “Easy access to information helps 

us to analyse the situation faster and more 

accurately, successfully meeting tenant 

expectations.” A number of respondents 

admitted they are still working on Excel 

spreadsheets, or a combination of 

spreadsheets and other databases, which 

is ‘an ineff icient way of working and causes 

information to become disparate’.

Of the residential managers, 83 per cent 

thought technology could help them rise 

to the challenge. Sales and lettings agents, 

facing huge rises in service expectations 

among tenants (100 per cent) and property 

owners (86 per cent), believed unanimously 

that technology could help, particularly in 

aiding communication. 

The fact that the vast majority of those 

surveyed believe they need to improve their 

customer service suggests either they are 

not using soft ware already available or they 

are not using it to its full potential. Making 

the leap from old to new, from spreadsheets 

to apps, can seem like a big investment 

of both time and money, but taking care 

of time-consuming administrative tasks 

electronically frees up time for all-important 

human contact. This is where property 

professionals can make a quantum leap in 

customer service. 

SHARING INFORMATION
The sharing of information is a key concern 

for property professionals across the board, 

with a third of occupiers finding it diff icult to 

justify and understand information supplied 

to them by contractors and service providers. 

Almost half believe that contractors and 

service providers don’t share enough 

information and data with them. Lack of 

access to data, reluctance between diff erent 

departments to share, and incompatible 

systems and technology are notable barriers 

QUBE SURVEY      FEATURE
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to successful collaboration.

The fragmentation of the industry appears 

to be part of the problem. The purchase of a 

property in the UK involves a vast number of 

unconnected property professionals, from 

the solicitor to the surveyor, the local authority 

and the sales agent, all operating with diff erent, 

incompatible soft ware packages. The fact that 

security is paramount and investors have faith 

and trust in the process means there is little 

impetus for change.

In recent years there has been much 

discussion about the need for departmental 

integration within real estate processes, yet 

three quarters of respondents say there has 

been little or no progress.

The survey highlights the need for a cultural 

shift  towards collaboration and openness. 

Incompatible systems may be partly responsible, 

but the reluctance to share information between 

departments suggests a cultural change is 

also required. 

LOOKING TO THE FUTURE
Real estate soft ware will continue to follow 

other game-changing global technology trends 

as they develop, from apps and mobile devices 

to the cloud, social soft ware and big data. As 

the technology landscape continues its rapid 

pace of change, the survey suggests that a 

large proportion of property companies will 

be playing catch-up rather than taking up the 

mantle of technology trailblazer. 

The FM industry is starting to see an 

increase in the use of robots, particularly for 

cleaning processes, yet less than 10 per cent of 

respondents are currently using them, with only 

a quarter saying they have considered the use 

of robots to carry out manual tasks. 

A similar theme emerges when exploring 

views on the usefulness of the Internet of 

Things. Both the consumer and business 

worlds are seeing increasing numbers of 

everyday devices becoming ‘smart’, allowing 

them to connect to networks and share data. 

When asked about their business strategy in 

respect of the IoT, over half the respondents 

admitted they don’t have a strategy, or are 

waiting to see how others are tackling it. 

Property professionals are more prepared 

for developments in artificial intelligence, with 

83 per cent expecting AI to have an impact on 

real estate and FM industry processes within 

the next 10 years. One third of those expect to 

see the impact within five years, with only 17 

per cent expecting AI to have no impact at all 

due to the industry’s human-centric nature.

Over 60 per cent of respondents felt 

that the real estate industry has been slow 

to adapt to new technology. Qube Global 

Soft ware CEO John Cuppello comments, 

“More professionals may be regularly using 

advanced technology in the workplace than 

they realise. Whether it’s using a mobile 

app to control lighting or heating, hosting a 

virtual meeting or sharing documents online, 

technology is becoming the norm.”

CONCLUSION
The survey reveals that the industry as a 

whole is only now starting to use the full 

capabilities of existing soft ware, with many 

still resisting transformative change. This is 

due in part to budgetary constraints and in 

part to a lack of understanding about the 

potential of the soft ware to transform 

their business.

The rising expectations of customers, 

whether occupiers, tenants, leaseholders, 

vendors or buyers, will be a powerful impetus 

for change that cannot be ignored.

Changing ways of working, particularly the 

growth of mobile working and the need for 

greater collaboration between professionals, 

will also drive demand for technology.

The next game-changing phase, including 

robots and AI, is just around the corner. While 

there is a high level of awareness of these 

developments, there seems to be a general 

lack of preparation for it. The technological 

revolution is in its infancy and the most 

exciting developments are almost certainly 

still to come. The sector has already made 

great strides in the adoption of technology, 

despite limitations due to the nature of 

the industry. 

The survey highlights the importance of 

overcoming cultural barriers to ensure that 

companies remain open minded, forward 

thinking and progressive in nature, if they are 

to reap the benefits of further advances as 

they are developed.

THE SURVEY
The survey was commissioned by 

Qube Global Soft ware and carried out 

by Facilities Management Journal in 

August and September 2016.

It focused on real estate 

professionals in five key groups: 

investors, occupiers, commercial 

agents, residential managers 

(including sales and letting agents) 

and FM/CRE service providers. 

Respondents came from a broad 

spectrum of jobs but were weighted 

towards those in more senior roles, 

with almost one quarter (24 per cent) 

at director level, the majority (59 per 

cent) at manager level, and 17 per 

cent in more junior roles. 

The respondents operated in a 

variety of property sectors, with the 

majority in mixed-use (29 per cent) 

and residential (23 per cent), followed 

by industrial (16 per cent), off ice (12 

per cent), land (nine per cent), retail 

(five per cent), leisure (five per cent) 

and shopping venues (one per cent). 

FEATURE      QUBE SURVEY
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GHS COMPLIANCE: WHAT YOU NEED TO KNOW
As a facilities manager, it’s important to understand and be GHS compliant.  

For more advice on GHS labelling visit www.avery.co.uk/GHS

If you have hazardous chemicals in the workplace, there is a 

responsibility to ensure you have safety data sheets and labels for 

exposed workers. Here are some handy tips to help:

Use GHS-compliant safety data sheets and labels 

On each GHS label, six items of data are required:  Product Name or Identifier; 

Hazard Statement; Signal Word; GHS Pictogram symbols; Precautionary 

Statement; and Supplier Information.

Instead of the familiar black and white pictogram symbols previously used 

in safety labelling, GHS labels now require pictogram symbols that convey 

hazard information with a red diamond border.

Label all secondary containers.  

If a chemical is supplied to the workplace with a GHS label, it must be 

maintained. If the chemical is transferred to a secondary container, such as 

a tank or spray bottle, employers must label it with information from the 

original GHS shipping label or safety data sheet.

Save on printing with durable label options on demand.  

Try flexible, lower cost options, such as commercial, industrial-grade labels 

from Avery that allow the printing of durable GHS labels on demand with 

laser printers and certain inkjet printers. Unlike standard labels, the Avery 

Ultra Heavy Duty labels are suitable for use in harsh environments like 

laboratories, restaurants, hotels, warehouses and manufacturing facilities.

Meet rugged GHS commercial 

requirements to stay compliant. 

Available in a range of sizes, suitable 

for a variety of surfaces, Avery Ultra 

Heavy Duty labels are designed to 

meet rigorous GHS requirements.  

These labels are chemical resistant, 

tear resistant, abrasion resistant and 

constructed with a marine-grade adhesive that is waterproof and passes a 90-

day seawater submersion adhesion test (BS5609 part 2 certified). Unlike other 

labels, which crack and harden in harsh conditions, these GHS labels are UV 

resistant with 2+ years of outdoor UV life. They are also temperature resistant, 

can be applied as low as 0°C, and used between -40°C to +150°C.

Take advantage of free label-printing soft ware. 

Avery have a Design & Print GHS Wizard making it easy to create and print 

your own GHS and safety labels from pre-designed templates.  You can create 

labels on demand from your desk at any time, following the simple step-by-

step process. 

Design & Print from Avery includes all the pictograms 

and GHS compliant statements needed for GHS 

labelling and allows customisable text as well as the 

insertion of a company logo or other images.

http://www.avery.co.uk/GHS
http://www.biffa.co.uk/onecall
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BREATH 
EASY

Good air quality in the 
workplace is essential for the 
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the business. Steven 
Booth, associate director at 
Guardian Water Treatment, 
explains how it can be achieved
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Last year air quality hit the headlines as the World Health 

Organisation labelled ambient air pollution as the 

“greatest environmental risk to health”, causing over 

three million premature deaths worldwide and a range 

of health problems.

Indoor air quality is a topical issue which needs to be 

prioritised by buildings old and new. The most common form 

of ventilation is simply opening a window – but in busy cities 

where the outdoor air is full of pollution and toxins, this could 

do more harm than good.  

Conversely, modern technology and construction techniques 

have enabled buildings to be more airtight than ever before in 

an attempt to reduce energy wastage. But this restricts natural 

ventilation, potentially compromising air quality unless well 

maintained mechanical systems are in place. We all need to 

reduce our carbon emissions, but not at a cost to health.  

Poor air quality causes numerous problems. It exacerbates 

common conditions such as asthma and contributes to sick 

building syndrome (SBS), causing symptoms ranging from dry or 

itchy skin, eyes, nose and throat to headaches, lethargy and lack 

of concentration. Such symptoms may be a short-term irritation 

for employees, but the financial eff ects of low staff  productivity 

and increased time off  can be significant for the business. If left  

unaddressed, more serious health risks may develop, including 

strokes and heart attacks in susceptible individuals. 

A 2016 survey by the Building Engineering Services Association 

(BESA) reported that almost 70 per cent of off ice workers believe 

poor air quality in their workplace has a negative eff ect on their 

day-to-day output. Given that we spend an average of 212 days 

at work a year, it’s important to ensure well maintained air 

handling systems are operating eff ectively in all places of work – 

balancing energy eff iciency with good quality air flow.  

In most cases, improving air quality is not simply a matter of 

turning up the ventilation rate.  For total control and peace of 

mind a holistic approach is required, encompassing monitoring, 

cleaning and ongoing maintenance.  

MONITORING AIR QUALITY
Monitoring allows building managers to identify specific 

problems and address them swift ly and eff ectively. Important 

factors to check on a regular basis include temperature and 

humidity levels, carbon dioxide and carbon monoxide, and 

airborne dust, fungal spores and bacteria. Remedial action 

should be taken wherever necessary.

Regular air quality monitoring helps buildings to comply 

with the Control of Substances Hazardous to Health (COSHH) 

regulations. Regulation 7(1) requires employers to prevent 

exposure, and where this is not practicable, ensure that any 

exposure is adequately controlled. Monitoring helps to identify 

substances in the air that may pose a risk to staff .

Regular inspection and cleaning of ventilation and ductwork 

is also important. As the carriers and removers of air, ventilation 

and ductwork systems should have a minimum level of 

cleanliness. For example, air handling unit (AHU) grilles should 

be kept free from dust and grime that could restrict air flow 

or stop the unit from working altogether. AHUs should also 

undergo regular maintenance, including cleaning and sanitising 

of coil sections every six to 12 months, yearly removal of debris 

from inlet sections, and regular changing of filters.

For more dangerous environments such as commercial 

kitchens, ductwork cleaning is essential to mitigate fire risk 

as well as remove contamination from the air. Many insurers 

now require specialist contractors to undertake the cleaning 

in accordance with BESA guidelines (B&ES TR/19 – internal 
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cleanliness of ventilation systems), which 

detail best practice for keeping ventilation 

ductwork clean.  

HEALTHCARE ENVIRONMENTS
There are specific guidelines for healthcare 

premises (HTM 03-01 – specialised 

ventilation for healthcare premises). These 

state that all ventilation plant should meet a 

minimum requirement in terms of Legionella 

control and safe access for inspection and 

maintenance. All ventilation plant should 

be inspected annually, the performance 

of critical systems (such as those servicing 

operating theatres) should be verified each 

year, and plant must be free of material or 

substances that could support the growth of 

micro-organisms.

Generally, AHU equipment and 

maintenance procedures need to be 

reviewed whenever the premises are subject 

to a change of use. Additional off ice space, 

significant increases in staff  or other factors 

will impose new conditions on AHUs which 

could leave them struggling to service a 

building eff ectively. 

Properly planned monitoring, cleaning and 

maintenance of air ventilation systems is not 

only beneficial for air quality, it contributes 

to HVAC eff iciency, cuts the risk and cost 

of breakdown and reduces overheads. 

Providing ‘good’ air will promote the health 

and wellbeing of staff , boost productivity 

and help ensure compliance with health and 

safety regulations.

ENSURING GOOD AIR QUALITY

 � Fresh air should flow at a minimum 
eight litres per second, per person

 � Areas with an air flow velocity over 0.25 
to 0.3 metres per second should be 
considered draughty

 � Areas with an air flow velocity of 0.1 
metres per second are stagnant

 � For an area of normal temperature, air 
velocities should be between 0.1 to 0.15 
metres per second (0.25 metres during 
the summer)

 � Rooms housing machinery should have 
separate extract ventilation

 � Air inlets for the ventilation system 
should be sited to avoid introducing 
pollution from outside the building – a 
particular issue in city centres or areas 
of high traffic.

Properly planned monitoring, cleaning and maintenance of air ventilation 
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SMOKE AND FIRE DAMPERS
Ductwork is designed to allow air to flow freely 

around a building. However, this also makes it an 

extremely eff icient means of transporting hot smoke 

and fire from one part of a building to another. A smoke 

or fire damper is a barrier installed within ductwork 

that helps to contain the spread of smoke and fire.

This is an important health and safety issue. The 

Regulatory Reform (Fire Safety) Order 2005 assigns 

responsibility to the ‘responsible person’ in a building 

– usually the facilities manager or property owner. This 

person needs to acquaint themelves with the layout and 

proper functioning of the damper system.

Dampers are designed to either close via a fusible link when set temperatures are exceeded, or close upon 

receiving a signal linked to the smoke detection or fire alarm system. They are appropriately rated to resist the 

passage of smoke and fire, helping to contain the blaze without spreading its eff ects throughout the building.

Clearly it’s important to ensure that the system is fully functional at all times. But ventilation systems 

are diff icult to access, which means cleaning, inspection and maintenance is easy to overlook – particularly 

in older buildings. Contractors tasked with the cleaning of ventilation systems are oft en ignorant of the 

complexity of the dampers within the ductwork. Yet there is a serious risk to life and property if dampers are 

not properly cleaned, tested and maintained.

Testing is particularly important where actuated dampers are concerned. The system as a whole must be 

checked, from smoke sensors to control panels, to ensure that dampers are not only capable of operating but 

that they’ll operate at the right time.

FMs are well advised to leave ventilation and ductwork maintenance to a FIRAS-accredited specialist who 

can undertake cleaning, maintenance and testing to the standards the law demands.

Bob Gate, UK business development and marketing manager at Brakel Airvent.
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Wales and the North West (75 per cent), and 

the Midlands (73 per cent). 

CHANGING LEGISLATION
Changes to the law have produced 

unintended consequences, as so oft en 

happens. As of September 2012, squatting in 

residential property has become a criminal 

off ence. Anyone who occupies a property 

without proof of ownership, a lease or 

tenancy agreement, or with no record of 

having paid rent, is defined as a squatter. 

Under the new laws the courts can hand out 

custodial sentences of up to six months and 

fines of £5,000 to squatters found occupying 

a residential property. 

Unfortunately, this has forced squatters 

to change their approach in an attempt to 

reduce the risk of prosecution. It’s believed 

It was hard to escape the irony of 

the news that Camelot, a property 

management company specialising in 

vacant property, had fallen victim to 

squatting. The squatters reportedly 

strolled through an open door to occupy 

the company’s former headquarters 

building in east London, demonstrating 

that no property is above being targeted. 

Nor was this an isolated incident; stories 

of activists and protesters squatting in 

commercial buildings have featured 

prominently in the news in recent years. 

In 2015, an anti-capitalist group chose to 

make its political point by moving into the 

former Royal Mint building in the City of 

London. Earlier that same year, campaigners 

for the homeless set up shop in the historic 

Manchester Stock Exchange, slated for 

conversion to a boutique hotel by football 

legends Gary Neville and Ryan Giggs.

Squatting is a major ongoing issue for 

anyone responsible for managing vacant 

property. While it’s diff icult to arrive at a 

precise figure, it’s estimated that there are 

between 20,000 and 50,000 people squatting 

in the UK – compared to just 9,500 in 1995. 

In last year’s vacant property survey, 

carried out by the British Institute of Facilities 

Management (BIFM) and Orbis, facilities 

managers and property managers made 

it clear that squatting is a problem for the 

industry. The issue appears to be more 

acute for commercial premises; 16 per cent 

of respondents reported an increase in 

commercial squatting, compared to a rise 

of seven per cent in residential squatting. 

London property managers are experiencing 

the highest squatting rates (83 per cent), 

followed by the South East (78 per cent), 

Vacant commercial buildings are increasingly at risk from squatters, metal thieves 
and other hazards. Guy Other, CEO of Orbis, warns that failure to protect empty 
property can have severe consequences

    empty 
threats
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that before the new laws, 60 per cent of 

squatters were living in residential property. 

However, a property litigation partner at 

Charles Russell Speechlys (CRS) reported 

to the Financial Times that the number of 

instructions relating to commercial property 

squatting increased by 100 per cent in the 

first two months following the changes. 

Squatters appear to regard commercial 

property as a lower risk alternative. 

Insurance group Aviva has reported a 

doubling in squatter-related claims in recent 

years. In some cases, claims for more than 

£1 million have been made, including the 

cost of removing the squatters and repairing 

damage to the property. And that does not 

take account of the negative impact on a 

company’s reputation or knock-on eff ects 

such as increased crime, littering and 

graff iti, aff ecting property values in the 

surrounding area.

The BIFM/Orbis survey also revealed that 

squatters are not the only issue for facilities 

and property managers in charge of vacant 

premises. Over a quarter of respondents said 

they had been targeted by ‘urban explorers’, 

and almost half believed that the problem 

of urban exploration is on the rise. Urban 

explorers, or ‘place hackers’, target empty 

buildings and abandoned structures in order 

to explore their interiors, oft en trespassing 

on private property.

INJURY AND DAMAGE
Urban explorers oft en act alone, placing 

themselves at even more risk. If they do 

incur an injury, the property owner could 

be liable for compensation. Under the 

Defective Premises Act and Occupiers 

Liability Act, landlords are under a duty of 

care to third parties who could be injured in 

their buildings. Property owners are legally 

required to maintain a safe property, even 

when the building is vacant, and injuries 

caused by their failure to maintain or repair 

the property can result in a claim being 

made against them.

Accidentally or on purpose, squatters and 

explorers may inflict structural damage that 

can be costly to rectify and pose a danger 

to others. According to Aviva, £2 billion 

of damage is done to property in the UK 

through vandalism and arson, a quarter of 

which occurs in empty properties. When a 

building is occupied, CCTV surveillance and 

the vigilance of tenants help prevent fire, but 

these do not apply to empty buildings. There 

are no detailed figures relating to fires and 

theft  in vacant buildings in the UK, but many 

insurers report this as a very significant loss.

While most squatters and explorers 

probably break into properties without 

malicious intent, those intent on stealing 

scrap metal are another matter. Scrap metal 

thieves not only cause structural damage 

that can be costly to rectify, they can also 

cause dangerous, life-threatening situations.

METAL THEFT
In October 2013, thieves stealing live 

overhead cables in Perth caused a power 

surge that set a house on fire. The man and 

his pregnant wife who were there at the time 

were lucky to survive. The following month, 

four houses caught fire and about 280 

properties suff ered power cuts aft er copper 

wire was stolen from an electricity substation 

in Greenock. There have been similar 

incidents all around the UK. A gas explosion 

tore through a row of houses in Castleford 

in 2011 aft er copper cabling was stolen. 

Days earlier in Leeds, a boy died during a 

suspected metal theft  from a substation.

Even where there is no threat to people, 
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metal theft  causes other costs. Stealing copper pipes 

causes problems with heating and water systems, 

and properties may need replastering or redecorating 

when stolen roof lead leads to severe leaks. 

Commercial buildings have faced costs of up to £2.5 

million as the result of metal thief activity. 

Metal theft  is clearly criminal, yet landlords are still 

left  with a statutory obligation to maintain a safe 

property, even when it’s vacant. As explained above, 

empty buildings are covered under the Defective 

Premises Act and Occupiers Liability Act, and even a 

metal thief could make a claim against the property 

owner. 

Humans are not the only source of nuisance and 

harm to a vacant property. Wildlife can also be a 

serious problem. Rats, mice and other 

pests are carriers of diseases and 

can create a fair amount of 

havoc inside a building. 

They gnaw on fixtures, 

furnishings, walls 

and pipes, causing 

substantial damage 

which can be costly 

to repair. Rats and 

mice oft en target 

vacant buildings, 

particularly if 

they’re next to or 

near occupied ones. 

Empty property that 

is rarely inspected is the 

perfect place to build a 

nest; such a haven becomes a 

safe base point for pests to return 

to aft er scavenging for food from the 

surrounding occupied buildings.

SECURITY SOLUTIONS
In recent years, many facilities and property 

managers have turned to guardianship as a way of 

keeping their void property secure. Guardianship 

involves recruiting people to live in vacant property 

(residential or commercial) at a reduced ‘rent’ to 

discourage break-ins, vandalism and squatting. 

This has the benefit of ensuring premises are 

protected while providing people with a cheap 

place to live in the short term. 

However, there are serious legal implications 

that need to be considered before using a 

property guardian. As well as the insurance 

implications, there is the risk that the guardians 

could become squatters and refuse to leave. 

Owners and managers will also continue to be 

bound by their duty of care to keep these people 

safe while in the building.

The best way to protect a property during a 

long- or short-term vacant period is to develop 

a solution that fits the needs of the particular 

circumstances. It will probably 

combine property inspection 

with various building security 

products. 

Inspections should be 

carried out regularly 

but at diff erent times 

to ensure they are 

not predictable 

by criminals. 

Inspections will 

involve checking 

the building for 

damage or signs 

of illicit activity, and 

should make it clear 

that the property is being 

monitored. This is usually a 

requirement for most insurance 

policies and a full audit trail will be 

needed.

In addition to regular inspections, the property 

should be secured using steel or polymer doors 

and screens, with key and access management 

systems in place to allow authorised people to 

enter. CCTV and alarms can also be installed to 

deter criminals while allowing third parties to be 

contracted to survey the building.
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ONE UNIQUE PLACE TO GO FOR 
ALL YOUR LIGHTING NEEDS 
We provide lighting solutions nationwide 
developed over three decades in the industry. 
   We offer you choice and value, supported by 
great personal service and technical know-how.

SLD is a member of the Edmundson Electrical 

group of companies.

Key Strengths: 

 � Nationwide LED Design, Specify, Supply, 
Install & Aftercare Service

 � Energy Audits and Lighting Surveys

 � UK Based team with 200 years’ lighting 
experience

 � Quality Products and Services

 � Product Demonstration Showroom

 � Free Expert Technical Advice

 � WEEE Recycling Service

In short, we manage your project to the highest 

standards and provide a unique aft ercare service. 

We illuminated the player boards which frame 

Emirates Stadium by installing LED floodlights 

producing over 500,000 lumens, and designed 

brackets to enable the reuse of existing lamp posts.

Our most recent project involved the installation 

of 10,000 light points across 10 hospitals 

nationwide under CDM2015 regulations. The 

hospitals remained fully operational throughout.

We are fiercely independent and our large stock 

investment is with leading brand manufacturers 

only. We provide a free of charge nationwide next 

day delivery service.

Please call or visit our website for more 

information, including brochure, case studies 

and testimonials.

 �  www.sld-london.co.uk  �  0208 664 8120  �  sales@sld-london.co.uk

GRADUS SPECIFIED FOR UPGRADE AT BMI 
HEALTHCARE FACILITY 
Contract interiors specialist Gradus has supplied 

SureProtect Pure hygienic wall cladding and 

Specialist Bathroom Products to BMI The 

Somerfield Hospital, to improve cleanliness and 

accessibility.

Based in Maidstone, Kent, BMI The Somerfield 

Hospital is part of BMI Healthcare, a leading 

provider of independent healthcare with a 

nationwide network of hospitals. The hospital is 

registered for 38 beds in total and features three 

operating theatres, three minor procedure rooms 

and a range of specialist clinics.

To help improve the hygiene levels and ease of 

access for such a diverse range of patients, Gradus 

refurbished the main outpatient’s WC on the ground 

floor. Products specified included SureProtect Pure 

wall cladding and Maxima Specialist Bathroom 

Products, which were supplied and fitted by an 

experienced team from Gradus Contracts.

SureProtect Pure, was specified to ensure 

the bathroom remained easy to clean and 

maintain, helping to reduce the need for frequent 

replacement and contribute towards a hygienic 

environment. The 

smooth surface is 

impervious to moisture 

and bacteria making it 

ideal for applications that 

must adhere to rigorous 

hygiene standards, such 

as hospital environments.

Maxima products in 

Blue, including a Grab 

Rail and two Adjustable 

Support Arms, were 

chosen to contrast with 

the White SureProtect 

Pure wall cladding and 

to help ensure inclusive access to the WC. The 

Specialist Bathroom Products specified have been 

designed to meet guidelines in Approved Document 

M of the Building Regulation 2010.

Connie Stocker, executive director at BMI The 

Somerfield Hospital, said: “We chose to specify 

Gradus because of its years of experience in the 

contract interior industry, and proven track record 

in providing safe and secure solutions to the 

healthcare sector.

“As we have a large number of people using 

our facilities everyday, we required a solution 

that made our WC accessible to everyone visiting, 

working or staying in the hospital, and so Gradus 

provided us with a comprehensive range of 

Specialist Bathroom Products to meet our needs.”

 � www.gradus.com  � 01625 428922

http://www.sld-london.co.uk
mailto:sales@sld-london.co.uk
http://www.gradus.com
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NEW TEL PRODUCT OFFERS “UNRIVALLED 
CONTROL AND ENERGY-EFFICIENCY”
Global electronic airflow control 

and monitor manufacturer 

and consultant, Temperature 

Electronics Ltd (TEL), has launched 

the first laboratory room space 

controller to communicate directly 

with fume cupboards, aff ording 

an unrivalled degree of control, 

comfort and energy-eff iciency.

TEL’s AFA5000 Laboratory Room 

Space Controller off ers demand-

control ventilation, allowing users easy control of a mechanical HVAC 

ventilation system for a space comprising up to 64 fume cupboards, without 

the need for a building management system (BMS). 

It ensures that the air within the space maintains its optimum quantity 

and quality, both in terms of the safety and comfort of users and the 

function of the facility. By precluding the need for a BMS, the AFA5000 

enables users to control the air within their facility more eff iciently and 

reliably.

It is the only laboratory room space controller on the market to 

communicate directly with fume cupboard systems. These include those 

fitted with TEL’s AFA1000 VAV (variable airflow volume) airflow controllers.

This direct communication enables the product to obtain information 

regarding the precise airflow requirements of the fume cupboards, allowing 

air to be controlled exactly according to need, so minimising energy 

consumption.

 � tel-uk.com

TC FACILITIES MANAGEMENT (TCFM) 
EVOLVING WITH COMMUNICATIONS 
INFRASTRUCTURE BUSINESS ARQIVA  
TC Facilities Management (TCFM) is celebrating the successful mobilisation 

and ongoing delivery of Cleaning, Security, Catering, Post Room and Reception 

services at Arqiva. The contract, now into its 6th month is being managed by 

Raphael Sagula, FM manager, TCFM. 

The contract has seen over 100 members of staff  being deployed by TCFM to 

provide these services at the 40 sites where Arqiva, a leading communications 

and media services company at the heart of the broadcast, satellite and mobile 

communications markets operates.

Since going live with the contract at the end of May, TCFM have 

demonstrated their understanding of the values that Arqiva work to. One 

example has been supporting Work Experience students on placement at 

Crawley Court, Winchester, aft er only nine weeks of the contract going live. 

The TCFM staff  were 

praised for their 

ability to explain their 

individual roles in 

providing the diff erent 

services as part of the 

contract, as well as 

enabling each student 

to feel safe, secure 

and that Arqiva was a 

great place to come 

to work.  

 � www.tcfm.co.uk  �  01737 819142

SUPER LARGE EVC 
SYSTEMS NOW 
POSSIBLE!  
Baldwin Boxall has announced that its popular 

Omnicare EVC system can now be extended to 

include up to an incredible 8,064 outstations! The 

company admits that it is extremely unlikely that a 

system on this scale would be needed, but it does 

mean that previous limitations no longer exist. 

Known as ‘OmnicarePLUS’, the system provides 

a touchscreen interface as the master point of 

control, with local areas taken care of via standard 

style panels.

Should a site require it, additional touchscreen 

control points can be added to the system; enabling 

placement in alternative control or security rooms. 

These will be ‘slave’ or ‘mimic’ panels unless full 

control is transferred due to comprise of the master 

control point or as required by the user(s).

Each local area control panel can handle up to 

64 outstations and these can be any combination 

of any of the outstation types available for the 

Omnicare system. Site 

network cabling can be 

via copper, single mode 

fibre or multi-mode fibre. 

Features include multi-

layer graphical touchscreen 

control, automatic 

call queuing, multiple 

touchscreen control 

locations with optional 

mimicking of status, 

incoming call logging, 

audio recording and more. 

For those not familiar 

with Omnicare – it is a well-

established, high quality 

system which is designed and manufactured in the 

UK by Baldwin Boxall. Outstation options for the 

system include: disabled refuge, Advance disabled 

refuge, fire telephones, steward telephones, 

combined unit (disabled refuge and fire telephone) 

and disabled toilet alarms.

 �  www.baldwinboxall.co.uk

mailto:DANNY.GRANGE@KPMMEDIA.CO.UK
http://www.tcfm.co.uk
http://www.baldwinboxall.co.uk
http://www.tel-uk.com
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SALES OF CUP RECYCLING SOLUTIONS HAVE 
NEVER BEEN STRONGER 
Leafield 

Environmental, 

has reported 

record sales 

of its cup 

recycling bins 

as a direct result 

of the renewed 

commitment of 

businesses to 

tackle the much 

publicised issue 

of disposable 

cup waste. As many as five billion paper cups are used and disposed of each 

year in the UK which, due to the previous lack of recycling solutions, were 

either incinerated or sent to landfill. 

Leafield has been working with Simply Cups, the UK’s only cup recycling 

scheme, which has resulted in an expansion of its cup bin range and increase 

in sales.

According to Justin Salmon, business development manager for Leafield 

Environmental; “We knew our customers genuinely wanted to recycle their 

cups because it improves their recycling targets, avoids waste going to landfill 

and enhances their environmental credentials. Now that there is a robust 

scheme in operation, through Simply Cups, there is a huge incentive for 

businesses to recycle their cups, which gives us the opportunity to help them 

find the best bin for their needs.”

 � www.leafieldrecycle.com  �  01225 816541

 � comms@leafield-environmental.com

LAIRD APPOINTED AS HEAD OF NEW PETER 
COX SERVICE LINE 
Peter Cox has announced the 

appointment of Gary Laird as 

commercial waterproofing 

development manager, in a newly 

created role. 

Previously, a branch manager at 

the business, Laird will head up an 

enhanced service off ering, created 

to tackle an increase in demand for 

specialist waterproofing services 

across the UK. 

He will focus on developing the 

company’s existing waterproofing 

strategy across large commercial 

and residential projects - 

supporting construction and building companies, architects, design 

managers and maintenance businesses. 

Laird said: "I’m delighted to be moving into this new, crucial, and fast 

growing business area. Space is at a premium in the UK, especially in our 

inner Cities, and we have found more and more architects, designers and 

homeowners are choosing to convert or even create basements to gain this 

valuable extra space. 

“With the advances in both membrane and cementitious systems in 

recent years, along with the revision of BS8102 in 2009 and the more recent 

NHBC Chapter 5.4, design requirements have never been greater or more 

demanding.” 

 � www.petercox.com

DUNHAM-BUSH TRENCH HEATING SYSTEM 
INSTALLED AT AMP TECHNOLOGY 
Dunham-Bush trench heating systems provide a highly successful, tried and 

tested solution for keeping heat in and cold out in commercial buildings by 

combating the eff ects of down draughts on cold surfaces, such as large glazed 

areas and outside walls. This proved the perfect solution for the Building 3, an 

exciting new and ultra modern facility at the Advanced Manufacturing Park’s 

Technical Centre in Rotherham, one of the UK’s leading engineering, research 

and manufacturing facilities. 

‘Dunham-Bush HTA trench heaters were specified both for their aesthetic 

qualities and their high energy performance,’ said Russell Entwistle, associate 

mechanical engineer with M & E Consultants, WYG.

‘The intention was to run continuously around the perimeter of the off ice 

space, off setting the heat losses and 

down draughts from the glazed facade. 

The HTA units off ered a continuous 

grille solution, including corner 

arrangements, which resulted in a high 

quality finish that integrated well within 

the raised floor system for the off ice.’

The Client was the Homes & 

Communities Agency (HCA), which 

helps create successful communities 

by making more homes and business 

premises available to the residents 

and businesses who need them and is 

a Government agency sponsored by 

DCLG. 

 � dunham-bush.co.uk

 � phil.bell@dunham-bush.co.uk

MARSHALL-TUFFLEX IN POLE POSITION FOR 
SERVICING ISLANDS WORK STATIONS
Marshall-Tuff lex PowerPoles and PowerPosts are the easy, good-looking and 

cost-eff ective solution for delivering power, data and communication services 

to island work stations in off ices, schools, healthcare facilities and other open 

plan work environments.

The elegant and practical systems are manufactured in lightweight 

aluminium with PVC-U covers and accessories to give maximum strength and 

rigidity and available in either an anodised or white powder coated body. 

Specifiers can select from three designs – circular, elliptical and square – with 

single or double-sided versions off ering between six and 14 accessory boxes. 

Additional accessory boxes can be 

added if using square profile poles.

PowerPoles and PowerPosts 

allow for services to be subdivided 

and can be pre-wired and specified 

with pre-installed dividing fillets and 

lockable hinged covers. Conductive 

spray to provide screening from 

electromagnetic interference is unique 

to Marshall-Tuff lex and applied in the 

controlled factory environment.

PowerPoles and Posts off er a flexible 

cable management solution that can 

handle large volumes of cabling in a 

neat and eff icient manner, clearing 

floors and walls of trailing cables to 

make work places safer.

 � marshall-tuff lex.com

 � marketing@marshall-tuff lex.com

http://www.leafieldrecycle.com
mailto:comms@leafield-environmental.com
http://www.petercox.com
mailto:phil.bell@dunham-bush.co.uk
http://www.marshall-tufflex.com
marketing@marshall-tufflex.com
http://www.dunham-bush.co.uk
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CALBARRIE SECURES PLACE ON NEW ESPO 
FRAMEWORK
Calbarrie Compliance Services, the UK’s market leader in electrical compliance 

services, has been awarded a place on a new three-year Electrical Testing 

Services framework (306) with Eastern Shires Purchasing Organisation (ESPO) 

to deliver testing services to customers across the UK. 

Calbarrie has provided Portable Appliance Testing to ESPO customers since 

2013. Within the new framework they will have the opportunity to supply PAT 

and Fixed Installation Testing to ESPO’s customers who are in the public sector. 

Specialists in the provision of electrical testing services for over 35 years 

Calbarrie employs more than 100 engineers nationally. The company 

demonstrated that it met ESPO’s key requirements, scoring high on all aspects 

of the award criteria.

Tim Beardsmore, Calbarrie’s commercial director said: “Customers on the 

framework can be reassured that they are receiving a market-leading service 

and price proposition and do not have to go out to tender each time testing 

is due.”

 � www.calbarrie.com  �  01242 587080

 � sharonnash@calbarrie.com

GRADUS IS A LEADING LIGHT AT UNIVERSITY 
OF BATH 
Contract interiors 

specialist Gradus 

has supplied step 

lighting solutions 

to recently 

refurbished lecture 

theatres at the 

University of Bath.

Throughout 

the summer break 

the University of 

Bath undertook 

a refurbishment project that saw a number of upgrades to its audiovisual 

equipment and teaching spaces. 

Gradus’ ATF71L illuminated stair edgings, with Continuity LED lighting 

systems in blue were installed in order to create a contemporary linear lighting 

eff ect highlighting each step edge, ensuring that the stairs are clearly visible 

to visitors in darkened conditions. The lighting creates a safer environment 

for those ascending and descending the stairs within the lecture theatres, 

therefore reducing the risk of trips and falls, whilst also providing a non-

intrusive lighting eff ect.

Patrick Abbott, Client Project and Programme Manager at University of Bath, 

said: “We wanted to opt for a company with a proven track record of supplying 

and installing step lighting solutions to lecture theatres, so Gradus was the 

perfect choice. The finished result is not only attractive, but also creates a safe 

environment for students and lecturers alike.”

 � www.gradus.com

 � 01625 428922

SUPERFAST OFFICE MOVE 
When the timescale of HCI Supplies’ head off ice move suddenly halved, the 

Perth-based cleaning equipment and janitorial supplier found Anchorpoint 

Interiors was the only company that could meet their fit-out deadline.

The specialist workspace design and outfitters, part of the Anchorpoint 

Group, were able to meet HCIs equipment and materials specification within 

two weeks and completed the fit-out in a single day.

Anchorpoint Interiors project director Michael Paterson said: “Our fast 

response capability means we were able to condense this project into two-

weeks despite the short notice and challenging brief. And, because we were 

able to finish the fit-out in one day and by 5pm, any disruption to HCI was 

minimised.”

Grace Hetherington, HCI Supplies executive assistant, emphasised: “We 

contacted several companies but Anchorpoint Interiors was the only one that 

could both source the materials and complete the fit-out within the deadline.

“They were also excellent in providing ongoing support and solutions for 

minor teething 

issues as we 

adjusted to our 

new space.”

Anchorpoint 

Interiors off ers 

bespoke off ice, 

warehouse 

and workspace 

solutions, 

refurbishments 

and fit-outs

 � www.anchorpointinteriors.com

KI FURNITURE HELPS CREATE AGILE, 
FLEXIBLE WORKSPACE 
AT PHILIPS’ NEW UK HQ  
Staff  at Philips’ UK HQ have successfully 

transitioned to their new agile working 

environment, a culmination of many 

months of research and preparation. 

Located in Guildford adjacent to the 

company’s former off ices, the new facilities achieve 30 per cent greater density 

while off ering a vastly improved environment for the flexible workforce. Spread 

over two floors, the off ices feature open plan and sit-stand desking, meeting 

rooms, new dropdown collaborative areas, breakout spaces and focus rooms.

KI has helped Philips create the happier, healthier, high performing working 

environment with its range of UK designed and manufactured furniture 

products including:

- UniteSE workstations

- Work2 Sit-Stand workstations

- Meet4 collaborative tables

- 800 Series Storage lockers 

Prior to the relocation, extensive research was conducted around how the 

530 staff  utilise their space. The new environment was planned specifically 

to enhance the company’s flexible working culture while simultaneously 

introducing agile working. 

Yvonne Hanson-Nortey of Philips, comments: “KI’s furniture got the balance 

right for us - great quality and design, local manufacturing and excellent value 

for money. The end result speaks for itself, the products selected have a value 

that extends well beyond basic functionality."

 � www.kieurope.com 

 � 020 7404 7441
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ADVANCED FIRE PROTECTION FOR NATIONAL 
THEATRE OF GREAT BRITAIN
Intelligent fire panels 

from industry-

leading manufacturer 

Advanced have been 

chosen to protect 

the world-famous 

National Theatre in 

London aft er an £89m 

redevelopment.

The site includes 

three auditoria, 

the Olivier Theatre, 

Lyttelton Theatre and Dorfman Theatre. The National Theatre is open to the 

general public and is a focus for cultural activities on the Southbank and 

also includes a learning centre, restaurants, a riverside bar and bookshop.

The contract for the new fire system at the National Theatre was awarded 

to the team at Tri-Management, who specified a network of 12 MxPro 5 

panels from Advanced. MxPro 5 is the industry’s leading multiprotocol fire 

panel range and is renowned for its world-beating performance, quality, and 

ease-of-use. 

In total, 3,000 loop devices were installed on the MxPro 5 network, linked 

by 16.5 miles of cable. Detection included aspirating systems in the auditoria 

and stage areas, along with heat and smoke detectors elsewhere. 

The Tri-Management team carried out the successful panel upgrade at the 

National Theatre in a single weekend with of all the programming and pre 

planning done off site. 

 � www.advancedco.com   

MARTINDALE ELECTRIC MOVES IN THE RIGHT 
DIRECTION
As part of its 

continuous 

development and 

growth, Martindale 

Electric is pleased 

to announce it has 

relocated to new 

larger premises, 

which will enable 

the company to 

further enhance its 

service to customers.

Bringing together sales, marketing, manufacturing, product development 

and training together under one roof, the new building also provides new 

calibration, repair and training facilities which will enable Martindale Electric to 

provide even higher levels of customer service, whilst continuing to build on its 

leading position in safe isolation and electrical safety.

Located less than 100m from its current location, the new modern building 

occupies a prominent position at the head of Imperial Way, Watford and 

off ers easy access to the M25 and M1. Fitted with the latest LED lighting and a 

heat recovery ventilation system, the new environmentally friendly building 

provides an ideal working environment and even has a 24 hour gym next door. 

Founded in 1928, Martindale Electric is one of the most trusted brands 

in electrical safety testing with a reputation for providing innovative and 

time-saving electrical measurement solutions for electricians and service 

professionals.

 � www.martindale-electric.co.uk �  01923 441 717

 � sales@martindale-electric.co.uk

CHEMICAL MIS-USE CAN CAUSE 
IRREVERSIBLE DAMAGE TO INTERNAL STONE
A subsidiary of Thomann-Hanry, leading interior stone specialists Specialist 

Stone Care, warns today of the mis-use of chemicals on interior stone 

potentially causing irreversible damage on the stonework of some of 

London’s most prestigious residences.

Headed up by expert Kevin Hooper, a specialist with over 30 years’ 

experience, Kevin warns: “Internal stone flooring, staircases and decorative 

features can be incredibly beautiful. Much like anything else however, if 

left  uncared for, the cost of maintenance and ultimately restoration can 

prove exceptionally expensive. One key example of this is when the wrong 

chemicals are used when cleaning the stone. This is a very common issue 

that can arise even when employing cleaning or maintenance companies. 

It is oft en not appreciated that depending upon the type of stone, diff erent 

chemicals are required as part of the cleaning process."

The answer to this is to use experienced professionals who can be relied 

on to use the correct treatment for the diff erent stone. Using the wrong 

chemicals can oft en cause 

significant and in some 

cases irreparable damage.

Specialist Stone 

Care only use the finest 

materials and the best 

techniques to strip and 

reseal all types of natural 

stone and will always 

ensure that the right 

chemicals are used.

 � www.specialiststonecare.co.uk

APOLLO 600 PAT 
FOR EXTENDED 
WORKPLACE 
HEALTH & SAFETY 
INSPECTIONS
Seaward’s latest generation 

portable appliance tester now incorporates an extended range of data logging 

features to enable users to more eff ectively record the results of non-electrical 

workplace health and safety tests and inspections.

As a result of the upgrade, the Apollo 600 PAT now incorporates a ‘customer 

inspection’ form for the creation of user-defined checklists for the logging of 

details for a wide range of workplace health and safety equipment, systems 

and conditions.

The upgraded Apollo 600 also enables barcoding to be used as part of any 

workplace test and inspection routines, speeding the identification of diff erent 

items of equipment, streamlining test and inspection processes and ensuring 

that consistent checks are carried out no matter who carries out the work.

In operational terms, configuration data for diff erent items of equipment 

can also now be uploaded to the tester to enable bespoke test lists to be used 

in dropdown menus prompting quicker testing and greater consistency of 

captured data.

Compatibility with the new data logging features is also incorporated in a 

new release of the PATGuard 3 results management soft ware, meaning that 

comprehensive health and safety workplace reports can be generated, with 

all retests scheduled alongside those electrical items requiring periodic PAT 

testing.

 � www.seaward.co.uk  �  0191 586 3511

 � sales@seaward.co.uk
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CYGNIA SIGNAL 
GROWTH STRATEGY 
WITH NEW 
APPOINTMENTS  
Cygnia Maintenance, the retail industry’s largest 

provider of sign maintenance, sign repairs 

and image protection services have appointed 

Jeremy Barwick as sales & marketing director 

and Jason Robson as business development 

manager.

Barwick has over 20 years experience working 

in the B2B services industry, including time at 

ADT Fire and Security, Iron Mountain and Babcock 

International. Robson’s background is in large 

format printing and exhibition and events.

Barwick said, “I am delighted to be joining the 

market leader. Cygnia has a superb reputation 

and an enviable list of national clients, many of 

whom they have been working with for many 

years. I am looking forward to helping to introduce 

the increasing 

range of services 

the company 

provides to new 

and existing clients within retail and beyond.”

Phil Sharman, MD and founder of Cygnia 

commented, “We are delighted to welcome Jeremy 

and Jason on board. It has taken us some time to 

find people with their skills and experience and we 

are excited by what both can bring to Cygnia’s plans 

for growth.”

Background:

Cygnia Maintenance provide commercial 

sign cleaning, sign repairs and ongoing sign 

maintenance to the UKs leading retailers. Cygnia 

also provide window maintenance services 

including install, repair and replacement of window 

vinyls. Other specialised services include bird 

netting and spikes, high voltage testing, signage 

safety inspections, abseil services, graff iti removal 

and banner installation and exchanges.

Cygnia have a reputation for excellence 

employing a national network of 30 highly skilled, 

two-man maintenance engineering teams to service 

over 50,000 retail and commercial premises. They 

provide round-the-clock help desk support and 

a commitment to delivering the highest levels of 

customer service.

 � www.cygniamaintenance.com  � 01843 862 944

CONNECTIVITY WILL ENHANCE OFFICE 
EFFICIENCY: TORK STUDY
Around 73 per cent of off ice workers feel that increased connectivity would 

have a positive impact on their working life. And 40 per cent also believe that 

connecting objects to the internet at work could have a positive impact on 

hygiene.

These were among the findings of a major new study into off ice attitudes 

carried out by Tork manufacturer SCA. 

“The message came through clearly that eff iciency at work could 

be greatly improved if off ices became more connected,” said SCA 

communications manager Jamie Wright. 

Tork is a pioneer “connected” washrooms in the form of the Tork 

EasyCube system. Tork EasyCube sends push notifications to cleaners 

via their smartphone or tablet when soap or paper supplies in connected 

dispensers are running low. 

“By providing real-time information, this system enables FM staff  to 

anticipate issues and solve problems before they occur rather than waiting 

for complaints or coming 

across issues during 

cleaning rounds,” said 

Jamie.

The Tork Trend Report 

study revealed that four out 

of 10 employees oft en come 

across washrooms that have 

been inadequately cleaned 

and that have empty soap 

and paper dispensers.

 � sca.com

INFOMILL TEAMS PARTSARENA PRO APP 
WITH AEROMARK AND PLUMB AND PARTS 
CENTER FOR GROUND-BREAKING INTEG  
Infomill teams PartsArena Pro 

app with Aeromark and Plumb 

and Parts Center for ground-

breaking integration

Infomill, creator of 

PartsArena Pro, has worked 

with field service management 

system provider Aeromark 

and Plumb and Parts Center 

to create a wholly integrated 

system from first visit to fix, 

delivering ongoing cost savings and dramatic eff iciencies.

PartsArena Pro is the leading source of approved boiler manuals and parts 

data for the UK heating industry. Used by 20,000 service and breakdown 

engineers, it off ers significant time eff iciencies and cost savings due to accurate 

diagnosis of the parts required to fix the problem.

Smarter Parts, Aeromark’s new integrated parts system, developed for 

use by Swale Heating works with the engineer from scheduling the job, to 

part identification and then ordering via Plumber and Parts Center. With 280 

engineers to manage, Swale Heating believes that this will be a “game changer” 

for the company.

Jonathan Ralphs, CEO of Infomill comments: “This ground-breaking 

integration with Aeromark has demonstrated the powerful potential of 

PartsArena Pro in the service management industry.”

 � www.infomill.info  � 01332 253170
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SIKA PROVIDES FLEXIBLE SOLUTION FOR 
STOKESLEY SCHOOL
A North Yorkshire 

school has built its 

motto ‘Being the 

Best We Can Be’ 

into the fabric of 

its school campus 

following a roof 

refurbishment 

involving two of 

its buildings, using 

Sika Liquid Plastics’ 

Decothane Ultra 20 

year system.

The school 

operates on an existing campus of 1970s construction and both the main 

teaching block and the art & geography block have been fully refurbished, 

including an overlay to the existing roof, as part of a phased seven-month 

programme.

The existing main teaching block had a felt roof covering that had 

reached the end of its serviceable life. The felt roof on the arts and 

geography block was similarly degraded and required additional insulation 

in order to bring the building up to current building regulations standards. 

Steve Wilkinson, property services manager at Stokesley School, added: 

“This project marks the first phase of a five-year plan to modernise and 

improve the Trust's estate, reduce energy consumption and optimise the 

use of our facilities.”

 � gbr.liquidplastics.sika.com

GREAT CHEMICALS COME IN SMALL 
PACKAGES
New Sentinel 

Commercial 

Chemicals Dose 

Systems Over Three 

Times Bigger

Delivering 

lifetime protection 

from corrosion 

and limescale 

in commercial 

heating and cooling systems is now easier, faster and more eff icient thanks to 

Sentinel Commercial’s new ‘Triple Power’ water treatment chemicals. Able to 

dose systems over three times larger compared to the previous award-winning 

formulations, Sentinel’s Triple Power X100 Inhibitor, X300 Cleaner (for new 

systems), and X400 Cleaner (for older systems) chemicals off er market-leading 

performance, with 1 litre treating approximately 20 per cent more system 

volume than the next best competitor product. 

The new Triple Power Range comprises a new 5 litre drum, which treats a 

system volume of 1,667 litres, a 10 litre drum, which treats 3,333 litres, and a 20 

litre drum, which treats 6,666 litres. By comparison, the previous formulations 

were available in drum sizes of 10 and 20 litres and treated system volumes of 

1,000 and 2,000 litres respectively. 

Using smaller or fewer drums for bigger jobs off ers a number of practical, 

cost-saving and environmental advantages, including easier storage, 

transportation, handling and dosing, in addition to less waste.

Sentinel Commercial’s Triple Power chemicals will be available in early 2017.

 � www.sentinelprotects.com  �  01928 704330

 � customer.services@sentinel-solutions.net

PICKFORDS 
APPRENTICE 
SCHEME 
RECOGNISED 
WITH REGIONAL 
AWARD  
National removals and storage company 

Pickfords has been awarded ‘Newcomer 

Large Employer of the Year’ at the London 

Apprenticeship Awards.

The awards, run by the National Apprenticeship 

Service, recognise employers that demonstrate 

how apprentices have made a diff erence to their 

organisation and careers, as well as businesses that 

grow their own talent with apprentices who have 

made a significant contribution to their workplace.

Pickfords began its apprentice scheme in 

April 2015 with a view to filling a skills gap for 

both HGV drivers and off ice-based staff . Working 

with recruitment company People Plus Group 

Ltd, network director Mark Taylor developed 

the apprentice scheme to create opportunities 

for young people across the country. For many 

it was their first job role, one which provided 

coaching and training and lead to a professional 

qualification. 

As a regional winner, Pickfords has made it 

through to the national awards. Finalists will 

be announced in November and the winners 

announced in January 2017.

Mark Taylor said “This is the first time we have 

entered, and we are delighted to have beaten such 

tough competition to win the Regional Award. 

Thanks to our HR team, management teams, 

People Plus Group and our apprentices who have 

worked so hard to make this project a success.”

 �  www.pickfords.com
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GRADUS LAUNCHES SUITE OF NEW 
CATALOGUES
Contract interiors 

specialist Gradus 

has released 

new editions of 

catalogues for its 

carpets, matting 

and stair edgings & 

floor trims ranges.

The new 

catalogues feature 

the latest products 

and provide comprehensive guidance and recommendations to enable 

contractors, specifiers and end users to make the right product selections to 

meet their project requirements.

The new Carpet Collection Catalogue edition 5 off ers advice and product 

recommendations on how to create a coordinated design scheme with the 

necessary performance requirements for specific areas within commercial 

off ice, education and healthcare environments. The catalogue includes 

details of all Gradus carpet ranges and features three new products; 

Streetwise Design, SqMile Exec and Carezone.

The Barrier Matting Systems catalogue, Edition 4, now features Boulevard 

7000, the latest addition to Gradus’ range of high performance barrier 

carpets. 

The new stair edgings and floor trims catalogue edition 4 includes references 

to BIM objects and features the new Gradus Grip adhesive, an alternative 

way to fix stair edgings without the need for screws.

 � www.gradus.com  � 01625 428922

LEAH MOORBY, BRITISH JUNIOR & SENIOR 
TAEKWONDO CHAMPION, WINS OCS YOUNG 
SPORTSPERSON OF THE YEAR 2016
Leah Moorby, 17, from Keighley, Yorkshire, was voted OCS Young Sportsperson 

of the Year at an awards ceremony held at City Hall in London, which was 

hosted by Gabby Logan and attended by many sporting personalities.

In partnership with SportsAid, OCS has made sports bursaries to nearly 

250 deserving young people. The athletes assisted typically rely on the bank 

of mum and dad to fund travel, accommodation and other costs, before they 

are supported by commercial 

sponsorship. 

In Rio, 13 former OCS YSP 

Awards finalists took part in the 

Olympics and Paralympics and 

brought back eight medals. 

Tim Lawler, chief executive of 

SportsAid commented: “Success 

like that doesn’t just happen – it 

takes incredible commitment 

and dedication and a little bit 

of help along the way. The OCS 

Young Sportsperson Awards 

provides some of that help, 

making a telling contribution for 

young athletes, enabling them 

to step up to their personal 

best.” 

 � www.ocs.co.uk

 � www.ocs.co.uk/ocs-young-sportsperson-awards

LANTEI PROVIDING THEIR CPD ACCREDITED 
ELECTRICAL SEMINARS TO DEDICATED DUTY 
HOLDERS IN THE EDUCATION SECTOR   
Working with the Education sector to support 

best practice is all part of the service at Lantei 

Compliance Services. Purchasing consortium 

members and other duty holders from the sector 

joined chief executive, Anthony Smith and guest 

speaker, Dave Blinston, founder of Alchemy 

Consultancy Services Ltd at various seminars 

across the UK, including Manchester and London.

The seminars support duty holders with 

managing compliance by providing them with 

expert industry advice and explaining the latest 

legislation. Dave Blinston who has expertise gained 

from over 25 years’ experience in the electrical 

engineering industry was an invaluable addition to 

the line-up.

Mark Lee is a duty holder at Bishop Challoner 

Catholic Federation of Schools. He attended 

Lantei’s seminar in London and reviewed his 

experience: “The seminar has really opened my 

eyes to how much responsibility I have within my 

workplace. I will be recommending this seminar to 

others."

Anthony Smith 

expresses: “This 

year’s seminars 

were very 

successful; the 

turnout was great 

and all the guests 

engaged with the 

presentation. I 

would like to thank 

everyone involved 

in the seminars, 

from the guests, 

venues, the Lantei 

team and Dave 

Blinston for his 

invaluable input. I look forward to announcing 

more seminars in 2017 for other sectors, so keep 

your eyes peeled!"

 �  www.lantei.co.uk
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MARTINDALE SPONSORS SKILLELECTRIC
As part of its commitment to supporting the next generation of electricians 

and inspiring others to take up electrical apprenticeships, Martindale 

Electric was delighted to sponsor this year’s SkillElectric 2016, the electrical 

industry’s premier skills competition.

The challenge was set over a two day period and saw eight top 

apprentices from around the UK carry out a series of practical tests and 

tasks at the NEC, in a bid to secure a place at the World Skills Event in Kazan, 

Russia in 2019. The event was organised by the two charities, NET Services, 

specialists in accreditation of electrical skills, and Worldskills UK.

Using top of the range safe isolation kits, which were donated by 

Martindale Electric, apprentices were faced with a selection of workplace 

scenarios, typically faced by electrical installers.

Over the two day competition where all entrants demonstrated an 

exceptional level of workmanship, Stuart Graham secured Gold, Patrick 

Carr (Silver) and Steven Harper (Bronze). They will go on to compete against 

the 2017 UK 

finalists to 

determine 

who will 

represent 

the UK in 

the world’s 

largest 

professional 

skills 

competition 

in 2019. 

 � www.martindale-electric.co.uk �  01923 441 717

 � sales@martindale-electric.co.uk

TORK EASYCUBE BOOSTS CLEANING 
PRODUCTIVITY BY 60 PER CENT
Cleaners can improve their 

productivity by more than 60 

per cent when working in a Tork 

EasyCube connected facility.

And the fact that Tork 

EasyCube leads to better 

planning, more eff icient 

management and fewer 

dispenser run-outs means it 

creates a better environment for 

both staff  and customers.

In a recent pilot scheme, 

observational studies and interviews were carried out at a facility that received 

20,000 visitors per week. Aft er Tork EasyCube was installed there was an 

increase in cleaning activities of up to 62 per cent which meant staff  were more 

eff icient and productive when connected dispensers were provided.

“Tork EasyCube paper and soap dispensers continuously transmit 

information about their supply levels to a connected cleaning app,” explained 

brand manager Amelia Baker. “This enables washroom maintenance staff  to 

check the status of every ‘connected’ washroom dispenser via a smartphone or 

tablet.

“As a result, cleaning staff  know in advance which supplies to bring on their 

trolleys and in what quantities.”

While Tork EasyCube is suitable for all types of businesses it works particularly 

well in large, spread-out environments that receive high or fluctuating levels of 

traff ic such as amusement parks, tourist attractions and airports. 

 � www.tork.co.uk/easycube

COMMERCIAL PEST CONTROL COMPANY 
FLYING HIGH
Falcon Pest Control Ltd is a family owned and operated company celebrating 

20+ years’ in assessing, controlling and eradicating pests from commercial 

and off ice premises. They work with organisations that include MITIE, Bristol 

& Bath Universities, Midas and Avon & Somerset Police across the South 

West, M4 and M5 corridors and London into the South East.

From aggressive seagulls and fouling pigeons, to wasp nests, rodent 

incursions and insect infestations, Falcon have encountered, and solved, 

every type of pest problem imaginable.

Off ering cost-eff ective and transparent pricing for one off  emergency 

services or ongoing preventative programmes, Falcon are professional and 

discreet in everything they do.

With prevention better than cure, they off er a FREE assessment visit 

followed up with a preventative programme solution to minimise the 

risk of pest issues happening or re-occurring. Falcon also provide Ground 

Maintenance services, carried out by certified operatives, to keep the 

surrounding environment 

under control and less 

attractive to pests. 

As the name suggests, 

their fully trained and 

accredited handlers use 

hawks as part of the bird 

control service, whilst the 

bird-proofing strategies 

are long-term, guaranteed 

100 per cent eff ective. 

 � www.falconpestcontrolbristol.co.uk

 � 0117 904 1756

PORTAKABIN GROUP HANDS OVER £2 MILLION 
SCHEME AT THE UNIVERSITY HOSPITAL 
SOUTHAMPTON 
AFTER LESS THAN 5 
MONTHS ON SITE
Aft er less than five months on 

site, the Portakabin Group has 

handed over a £2 million, four-

storey scheme for off ice support 

staff  at the University Hospital Southampton and to create space for further 

development, to the benefit of the local community.

The new building was required to provide purposed-designed, permanent 

business support off ices and meeting space for around 85 staff  from the 

Medical Physics and Dietetics teams who were relocating from outdated 

temporary facilities. 

Portakabin was appointed as design and build contractor for the project, 

and manufactured the 1,300m2 facility using a Yorkon off -site solution. The site 

is in the centre of the hospital and was extremely constrained, fronting a busy 

road and next to a number of clinical buildings. 

Portakabin had to undertake complex logistics and meticulous planning 

throughout to manage traff ic flows and maintain access at all times for bus 

and ambulance routes and for around 800 deliveries each day along the road 

immediately adjacent to the site.

Portakabin worked on the project with Interserve Prime, which is in a joint 

venture Commercial Estates Development Partnership (CEDP) with the Trust to 

develop a programme of new hospital facilities. 

 � www.yorkon.co.uk  �  0845 2000 123

 � info@yorkon.co.uk

http://www.martindale-electric.co.uk
mailto:sales@martindale-electric.co.uk
http://www.falconpestcontrolbristol.co.uk
http://www.tork.co.uk/easycube
http://www.yorkon.co.uk
mailto:info@yorkon.co.uk


Since 1990, WhiffAway Group has been a market leader in waterless urinal technology.  
Organisations such as Sainsbury’s, McLaren, VUE Cinemas, Westfield Shopping Centres, M&S, 
Bank of America and Centrica have converted to 100% water-free urinals with WhiffAway.

Now is the time to review water-free urinals and contact WhiffAway to save money, water and energy, 
in conjunction with reducing operational costs and enhancing washroom perception.

For further information please visit our website www.whiffaway.com 
or contact 0800 783 4883 or send email to info@whiffaway.co.uk

A Tried & Tested Solution

WhiffAway Waterless 
Urinal Technology

SYSTEM
BENEFITS
INCLUDE:

• Eliminating Urinal Odours
• Save Money 
• Save Water 
• Reduce Energy Consumption 
• Fully Recyclable

• No More Urinal Flooding
• Reduces Blockages
• Improves Urinal Hygiene
• No More Harmful Chemicals 

http://www.whiffaway.com
mailto:info@whiffaway.co.uk
mailto:l.webster@forumevents.co.uk


I BET YOU NEVER SAW 
THAT COMING!
I

n the early part of 2016 a very catchy song 

by Jamie Lawson seemed to have taken over 

the airwaves with the catch-line “I wasn’t 

expecting that.” Ironically, Lawson actually 

wrote that song over four years ago, but it could 

well have been the anthem for the second half of 

this year. 

For a long time, politics has been one of those 

taboo subjects that is rarely raised outside the 

privacy of one’s home, but it struck me how for 

about four months this year, just about the first 

subject people talked about was their views 

on Brexit.

Regardless of your own perspective, this 

was a subject that held huge ramifications. It 

was fascinating to see how this political event 

impassioned people who would never normally 

speak out or share their views. People were 

galvanized around the topic because the outcome 

really mattered.

We then watched from across the pond as the 

whole thing appeared to be rerun in the US. As 

we’ve seen in the news coverage since, when 

people feel they have been disempowered, 

whether by the result of an election, or by 

the people for whom they work, their feelings 

run deep.

Throughout the year, I’ve been watching as our 

Executive Relationship Programme (ERP) has 

evolved. This programme was created four years 

ago as a forum for senior people from the world of 

property and FM to exchange views and opinions 

on key issues aff ecting them.

We were the first to engage some of the most 

senior strategy makers in this way and I now 

hear others trying to replicate our success. A 

recurring theme at these gatherings has been 

how our industry has undergone a huge shift  in 

focus. When I first started in this business the 

KPIs were pretty basic and all about measuring 

inputs. In the last year, discussions have moved 

from measuring outputs to evaluating outcomes. 

Previously contracts were developed with KPIs 

that looked at factors such as how much uptime 

is achieved from plant, the cleanliness of the 

premises, and how much energy is being saved. 

This year we’ve started to look at outcomes, such 

as the eff ect on people using a building, levels of 

productivity, and customer experience scores.

One of the most striking examples of this came 

from NHS Property Services, a much-valued 

client, at a pilot scheme in a new mental health 

facility. Here the FM service is tailored around 

the individual care needs of the people staying 

there and the resulting improvement in patient 

outcomes is frankly staggering.

These results echo a point made by one of our 

ERP dinner guests in the autumn. Asked why their 

shopping malls are growing from strength to 

strength, when the retail high street is contracting 

at such a rapid rate, he said: “People today are 

looking for an experience - whether it is in a hotel, 

a retail space, a leisure park or a workplace. 

That’s what we give our customers, and why they 

come back time aft er time.”

And perhaps as we draw to a close in 2016 that’s 

the message we should all take forward – it’s all 

about the customer experience, and if we can 

all focus our attention to making that the best 

possible one, we too should enjoy success.

I mentioned earlier how things have changed 

since I came in to this industry. 2016 saw me 

celebrate 25 years here at Mitie - my silver 

anniversary. It’s a job that’s changed my life very 

much for the better, and, I hope, those of the 

others with whom I’ve worked.

Only today did I learn that I actually share the 

anniversary of entering a life-changing career 

with no-one other than Nigel Farage! 

I certainly wasn’t expecting THAT!

Happy Christmas, and all the very best for 2017!

Martyn Freeman, managing director, 
facilities management at Mitie

THHEE MMONTHLY BLOG FROM MARTYN FREEMAN, MITIE'S FACILITIES MANAGEMENT MD

REFOOD ANNOUNCES CHARITY CAMPAIGN TO REDUCE WASTE
In the run up to one of the busiest times of the year for food producers, retailers and charities, UK 

food waste recycler, ReFood has announced the launch of a campaign to help reduce business food 

waste and donate money to homeless charities.

During a similar campaign last year, ReFood which has a number of Anaerobic Digestion plants throughout 

the UK which turn waste food into renewable energy and bio-fertiliser, contributed £4,000 to charities, and 

diverted an additional 192 tonnes of waste food away from landfill.

This year’s project will see donations made to homeless charities for every new bin collection signed up 

during November, December and January. The charities involved in the initiative all work with homeless, 

vulnerable people, an issue that comes into particular focus around Christmas. Leeds-based St George’s 

Crypt; Manchester charity Barnabus; independent, Liverpool-based charity The Whitechapel Centre; SHP in 

Dagenham; and Sheff ield’s Sunday Centre, will all receive financial support from the campaign.

Philip Simpson, commercial director at ReFood, said: “This campaign highlights two important issues 

over the festive period: homelessness and wastefulness. We were delighted that last year’s campaign could support the vital work these charities do, whilst 

promoting an important message about diverting waste food from landfill. With the 2016 festive period just around the corner, we’re confident that this year’s 

campaign will be a similar success. We’d encourage all businesses involved in the food supply chain to think about their waste strategy, and recycle any waste 

food, and this campaign serves to highlight that.”

ReFood provided waste collection services to a total of 2,566 new businesses over the winter period last year. For each new bin collection signed up this year, 

the business will be making a 50p donation. ReFood are also encouraging existing customers to contribute to the cause.
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ARC PARTNERSHIP APPOINTS MD
Daniel Maher has been appointed managing 

director of the Arc Partnership – a joint 

venture developed by public sector owned 

built environment specialist, Scape Group 

and Nottinghamshire County Council. 

The JV’s first appointed MD, Maher will 

oversee the delivery of Arc’s £200 million 

programme of built environment projects 

and services for Nottinghamshire County 

Council, and will grow the organisation to 

support other public bodies in the region.

Maher, who has over 30 years of public and private sector experience under 

his belt, joins Arc from Kier Group where he served as partnership director 

with responsibility for operations, managing public sector partnerships and 

joint ventures with local authorities. In his 14 years at Kier Group, he worked 

in a number of roles including head of HR for Kier’s building maintenance 

division and national business development director.

Prior to entering the private sector, Maher spent 20 years at Sheff ield City 

Council, including four years as head of HR for the council’s direct services 

organisations.  

Arc was launched in June 2016 and off ers expertise spanning the entire 

public estate and provides design and project management, construction 

services, and procurement services to the public sector. Clients of Arc have 

access to the full suite of Scape Group’s national and regional frameworks.

STAN MITCHELL RECEIVES BSI 
LEADERSHIP AWARD
The BSI has presented Stan Mitchell, chair of the Facilities Management 

technical committee with a prestigious BSI Leadership Award.

The BSI Standards Awards give recognition to outstanding 

contributions by emerging standards-makers, international standards-

makers, innovators, industry leaders and committee chairmen.

The BSI Leadership Award honours chairmen who according to the BSI 

have “demonstrated exceptional skills in leading the committee but 

also in supporting and mentoring new committee members”.

Mitchell has held the position of chairman of the Facilities 

Management technical committee since its inauguration in 2003.

A total of 11 BSI Standards Awards recipients were recognised at 

a ceremony at the Standards Forum and Awards event held on 17 

November.

http://www.buildrec.com
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FM is known to be a career that people fall into 
from other sectors. In this regular column, FMJ 
chats to a facilities professional about how they 
got into the sector and takes a look at their career 
path. This month we talk to Ian Jarvis specialist 
services director at PWP Building Services

? What was your first ever job?

A machine hand in a timber mill. It paid 

£28 per week!

? What was your first job in the 

FM sector? 

It was in 2009 when I joined PWP 

Building Services. Prior to that I worked 

for Chubb in the fire & security sector 

for 11 years.

? When did you first hear the term 

‘facilities management’? And what 

did you think it meant then? 

It was probably about 16 years ago. The 

term ‘facilities management’ started 

to become more prominent and the 

property managers gradually evolved 

into FM managers. It signified the 

eff ective management of buildings and 

space. Companies that were using the 

name ‘property maintenance’ started 

to become FM organisations.  

? What made you choose FM as a 

career?  

I guess I didn’t deliberately choose an 

FM career. It was a natural progression 

from managing PWP’s mechanical and 

electrical maintenance teams through 

to my current role as specialist services 

director where my focus is on providing 

flexible and bespoke FM packages, 

completely tailored to meet our 

customers’ requirements.

? How did you progress through 

the profession to your current role? 

I worked as an electrician before 

moving into the fire and security 

industry as a service engineer then 

progressed to an operations manager 

before becoming a business manager 

and, subsequently, my current role as 

PWP’s specialist services director.

? Do you have any qualifications 

or training in FM? And how have you 

benefited from them?

No, my qualifications are in electrical, 

fire and security systems and health 

and safety but there’s no better 

qualification than experience! I 

also ensure that I supplement my 

knowledge through regular in-house 

and external training courses. 

? What was your worst ever 

interview? 

Probably when I was working for a 

blue chip company and I was being 

interviewed for a senior management 

role. It was clear that they were more 

interested in bottom line profit and 

the number of service calls per day 

rather than customer service. That’s 

one reason why I joined PWP Building 

Services because the customer 

genuinely comes first. I’m proud 

of our innovation and integrity as 

a business but, above all else, our 

uncompromising commitment to our 

customers.

? What is your greatest 

contribution to the FM sector, or 

your current role?

My greatest contribution to the FM 

sector is, quite simply, delivering what 

the customer wants. It may sound 

obvious but many companies tend 

to have set agendas on the services 

they provide, whereas at PWP we 

completely tailor our planned and 

reactive maintenance packages to our 

customers’ needs and ensure they are 

first and foremost completely legally 

compliant with the latest legislation, 

allowing them to focus on their core 

business.  

? What’s changed most since you 

started in FM?

There have been incredible advances 

in technology of course, but the 

customers themselves have probably 

changed more than anything else.  

They now demand bespoke services as 

one size no longer fits all. The change in 

the economic climate has also meant 

that they now value better quality and 

service more than ever before.        

? If you could do one thing 

diff erently in your career in FM, 

what would it be?

Never look back. My philosophy is 

“every day is a school day”. Always learn 

something new and always strive to 

deliver the most innovative products 

and services.

? What would make the biggest 

diff erence to the FM sector? And 

how can that be achieved?

For businesses to avoid taking a myopic 

view and to, instead, commit to longer-

term contracts which bring eff iciencies; 

delivering more value for money and 

increasing customers’ profitability. 

Some organisations already fully 

understand the benefits this can bring 

and the others will no doubt follow 

over time. 

? What advice would you give 

to young people coming into the 

profession now?

There are many varied routes to FM, 

from working your way up through 

the ranks to having a degree in FM.  

Whatever the path, the key thing is 

to focus on your customers and the 

diff erence you can make not only to 

a business’ bottom line but to their 

carbon footprint and environmental 

responsibility.    

? Who’s your mentor (either in FM 

or outside) and why?

Alastair Reynolds - managing director 

of Chubb Fire & Security. Alastair made 

a huge diff erence to my career.  He 

trusted me to take on a £2.5 million 

business and gave me the opportunity 

to learn how to be a good manager. 

Alastair believed in me and empowered 

me to rise to the challenge and 

succeed. In more recent times I find 

myself being the mentor and now 

get great satisfaction in seeing those 

people progress in their chosen careers.

? How would you describe what 

you do to a stranger at a dinner 

party? 

“Chief cook and bottle washer!” My role 

is intrinsically focused on providing 

bespoke, quality building services 

and maintenance for some of the UK’s 

leading organisations, enabling them 

to concentrate on their core business.  

? What qualities should a good 

FM possess?

The most important quality of all is the 

ability to listen – really listen - to your 

customers’ needs so you can tailor 

what you’re off ering appropriately and 

deliver exemplary customer service. 

? What are your long term goals 

for the next 7-10 years? 

To continue to deliver made-to-

measure packages for PWP Facilities 

Management customers whilst 

providing consistently high levels 

of service.  We are unique in the 

marketplace as we off er whole life 

solutions with in-house capabilities 

including small and large M&E design 

and build project expertise, in addition 

to Fire & Security and I’m confident 

the business will continue to go from 

strength to strength.

? What matters more: challenging/ 

interesting work, the opportunity 

to work flexibly by time or location 

or job security?   

That’s an easy one! Challenging and 

interesting work every time. I’ve always 

thoroughly enjoyed the many and 

varied challenges the FM industry 

brings.

Would you, or someone you know, like to be featured in our career ladder column? If you’re an operational 
FM with more than 10 years’ experience in the sector, then email charlie.kortens@kpmmedia.co.uk 

Name: Ian Jarvis 
Current role:  
Specialist Services Director at 
PWP Building Services Ltd  
Born: #�����	!��
Lives: $�����	!

mailto:charlie.kortens@kpmmedia.co.uk
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