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Last month’s FM Futures conference was dominated by 
discussions on the aftermath of Carillion’s demise, the 
damage it has done to the reputation of outsourcing and 
by association, FM. 

As you’ll read in the conference report in this issue, delegates 
agreed that FM leaders have got a duty to communicate the 

contribution and value of FM to counter the stream of negative 
publicity which has accompanied the Carillion collapse. However, 
a related point raised by FM Consultant Lucy Jeynes and since 
echoed by i-FM Managing Director David Emanuel is the ethical 
responsibility of businesses within the sector to promote diversity 
and equality.

FM is a male dominated industry, and a lot of its events, from 
seminars to formal dinners, reflect this by a disparity in the average 
male to female ratio. But this doesn’t mean that female numbers 
should be balanced by employing scantily clad hostesses, which 
apparently have featured at some FM industry events. If the sector 
is serious about attracting more women into the industry it needs to 
ensure that they are made to feel welcome and comfortable, not only 
at work but at work related functions.  

As Carillion’s collapse continues to impact its stakeholder chain, this 
month’s FM Clinic asks leading FM commentators what lessons should 
FM clients take from the fallout to ensure that their key suppliers’ 
finances are sound, and if they encounter a major problem how can 
they ensure the project or service is still deliverable? 

In a more positive vein this month’s issue focuses on the vibrant 
commercial o� ice activity taking place in Leeds. Following the news 
that the Government Property Unit is to move 6,000 of its sta�  to 
Wellington Place in Leeds we paid a visit to the development to learn 
more about its already thriving private sector portfolio.  And our 
second Leeds-based case study describes how Anabas is managing the 
FM services for Callcredit Information Group based in the city.

 
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.

Total Average Net Circulation 
10,358 June 2017

SUPPORTED BY

The market-leading Facilities Management software solution

An all-in-one suite of powerful facilities management applications 
including full mobility for managers, users and engineers.
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THIS MONTH...

FM CLINIC

18 Following the demise of Carillion, what 
lessons should FM clients take from the 

fallout to ensure that their key suppliers’ finances 
are sound? If they do encounter a major problem 
how can they ensure the project or service is still 
deliverable?   

CASE STUDY - WELLINGTON PLACE

22 A report by real estate advisory business 
GVA Grimley argued that Leeds City Region 

has a key ‘window of opportunity’ to cement its 
position as one of the world’s most competitive 
locations for trade and investment. Sara Bean visits 
the Wellington Place development, where the mix 
of corporate occupiers and small local businesses is 
creating a unique community vibe.

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

DIGITAL WORKPLACE   

34 Mark Hazelwood, MD of Active Workspace 
Management, argues that digital tech isn’t 

just about making a building smart – it’s about 
making user interaction smarter too. 

OUTSOURCING      

38 Two years ago, Callcredit Information Group 
decided to take on full management of its 

headquarters in Leeds. This was no mean undertaking 
given the scale of the building. Clearly it was vital to 
select the right partner to facilitate the handover and 
handle the ongoing management of the building.

REPORTING      

42 Matt Peaty, QSHEC Director at Salisbury 
Group, explains how his company switched 

from a paper-based accident reporting system to 
mobile technology – and how this is proving a game-
changer on site.

WORKPLACE FUTURES  

10 Sara Bean reports from the i-FM’s 2018 
Workplace Futures conference which took 

place on Tuesday 6th February at The Crystal, 
London.     

THE BUSINESS OF FM

12 A round up of the latest business wins, 
partnerships and acquisitions in FM. 

COMMENT

14 Fred Williams, Service and Repair Manager 
for ASSA ABLOY Security Doors, explains 

why correct installation, regular maintenance and 
certified inspection of fire doors within shared 
buildings is crucial.

FAST FACTS

16 Lee Jasper, Head of Products and Solutions 
at Johnson Controls, o� ers advice 

on how building managers can use system 
integration to guarantee the future of their 
buildings. 

MONTH IN FM 

44 New product and service launches and 
company news from the FM industry.

FIRST PERSON

57 C-J Green Blog: “A unified approach to 
communications.”    

Charity: A celebration of the good work that FM firms 
and professionals are doing for charities and their 
local communities.

58 People: Find out who’s moving where in the 
facilities management profession.

59 Career Ladder: Rufus Fidgeon, Operations 
Director, Churchill Service Solutions.

In the April issue; the head of estates for the British 
Medical Association (BMA) shows us around the 
organisation’s new fitness facilities and reveals 
why it has been such a huge success. A focus on 
ergonomics includes the dangers of sitting all day, 
why active working aligned to the use of sit/stand 
desking can help improve wellness levels and the 
importance of choosing the right seating. Leading 
waste suppliers describe how they can help clients 
manage their waste more e� iciently; and with 
M&A deals dominated by businesses in the building 
management systems, M&E and compliance 
services sub sectors, we ask what the sector can 
do to ensure the engineering skills pipeline is 
maintained in the long term. 

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

34

22

CAFM

26 From IoT integration to robotics, intelligent 
assistants and virtual reality, CAFM might 

appear to be moving into the realms of science 
fiction. But as leading vendors explain, technology 
is driving unprecedented CAFM functionality which 
will benefit users and suppliers alike – so long as it 
is properly managed.       

CLEANING  

30 The spring clean has been a tradition in 
one form or another for centuries. The 

act of  cleaning out and decluttering our homes 
a� er the winter is not only hygienic, but acts as 
a rejuvenation; an opportunity for reflection and 
readjustment. The same can apply to the workplace.     

38

      CONTENTSFollow us on Facebook and Twitter @FMJtoday
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The UK FTSE support services sector issued 42 profit warnings – the most of any sector 
– in 2017 according to EY’s latest Profit Warnings report.

Contract delays and uncertainties continued to loom large in 2017 with 40 per cent of the 
support services companies citing delays or cancellations. For Business Support Services 
including outsourcers and contractors, pricing pressures continued to build exposing 
problem contracts and failures in internal controls.

In December, an EY analysis of 22 facilities management firms with operations in the UK, 
revealed that the average (EBITDA) margin has remained stagnant at around seven per cent 
during the last three years. In comparison, revenues grew at an average of 14 per cent from 
last year.

Alan Hudson, EY’s Head of Restructuring for UK & Ireland, said: “An increase in 
restructurings and profit warnings reflects the pressure building across a significant portion 
of the UK economy. Companies that issue profit warnings are now under greater scrutiny 
and investors are reacting with less patience, especially in sectors where shareholders view 
warnings as a sign of deeper issues rather than a one o�  event.

“In 2018, inflationary pressures may ease, but new challenges are emerging and 
some existing concerns – most notably Brexit – will come to a head. There are still many 
opportunities to capture growth; but the cumulative impact of rising costs, slowing growth 
and increasing competition will continue to expose weaknesses in any company struggling 
to get a handle on this changing economy.”

SUPPORT SERVICES SECTOR ISSUED 
MAJORITY OF PROFIT WARNINGS IN 2017SERVEST SNAPS UP 

AKTRION GROUP
Servest has announced its acquisition of the Aktrion 
Group, a specialist in the provision of bespoke 
manufacturing support services to further its growth 
and diversification strategy.

Aktrion is an international business and manufacturing 
support services provider, running critical parts of clients’ 
operations on a contract outsourced basis.

Servest’s interest in Aktrion stems from the higher 
value-added and specialist services that the provider 
o� ers. Servest’s global reach is also enhanced, building 
on the joint venture with Atalian and its stake in 
technology business Getronics, with the global platform 
that Aktrion brings to Servest through its dedicated 
automotive business.

The transaction will enable Servest to play a leading 
role in the global manufacturing market, enabling further 
development of integrated solutions. 

The acquisition now sees the Group’s annual turnover 
increase to in excess of £1 billion globally.

BIFM PROPOSES NAME CHANGE AND 
LOOKS TO GAIN CHARTERED BODY STATUS
The British Institute of Facilities Management (BIFM) has announced its intention to 

change its name to the Institute of Workplace and Facilities Management (IWFM), which 
it says, will help the institute embrace ‘workplace’ as a key di� erentiator for its members. 
Alongside this announcement is a declaration that the Institute aims to begin the process to 
attaining chartered body status, a suggestion which has been the subject of much discussion 
throughout the sector for many years.

A manifesto for change unveiled by BIFM Chair, Stephen Roots, sets out to re-position facilities 
management, emphasising its ability to make a real contribution to organisations’ performance. 
It sets the Institute the twin tasks of helping members to improve their skills and their status to 
meet the needs of modern organisations, and to raise the profile of facilities management and the 
understanding of the value it contributes. 

Roots said: “As an Institute, we aim in this, our 25th year to take a major step forward and 
re-position the Institute and facilities management. To do this, the board and myself are 
recommending that the Institute changes its name from the British Institute of Facilities 
Management (BIFM), to the Institute of Workplace and Facilities Management (IWFM) and begins 
the process to attaining chartered body status.

“This step is not taken lightly or without thought. In making this move we are responding to the 
challenge to provide leadership in an industry which has not yet shown all it is capable of, and 
hence, has not yet achieved the status it deserves.”

The new name has been proposed in the wake of research commissioned by BIFM in 2017 
conducted by 3edges on the current state of FM, its future, the relationship to workplace and the 
future role of BIFM. 

Workplace is being added to the Institute’s name because it embraces a wider range of key 
functions than facilities management, recognising the joint responsibility of FM, IT and Human 
Resources to achieving optimal performance between people, technology and workplace. 

Whether or not the new name is adopted, the Institute is preparing to apply for chartered body 
status and eventually to explore the power to hold the register of workplace and FM professionals and to licence other bodies to grant individual chartered status.

Embracing ‘workplace’ and o� ering chartered status will enable FM professionals to leverage their experience and continue to raise awareness of the work the 
industry does across the globe.

Having opened the dialogue with Privy Council, BIFM will commence the process toward meeting the criteria set out by the latter to become a chartered body. 
The process will include a timeline to obtain members’ approval before a formal submission is made.

INDUSTRY INSIGHT      FMJ.CO.UK
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06-07  MARCH 2018
People Movement & Management Show 
Olympia, London    
http://bit.ly/2m3C82P

06-07  MARCH 2018
Facilities Management Ireland 2018 
RDS, Dublin    
www.fmireland.com

06-08  MARCH 2018
Ecobuild 
ExCeL, London    
www.ecobuild.co.uk

12-13  MARCH 2018
Total Security Summit 
Radisson Blu Hotel, London Stansted    
www.totalsecuritysummit.co.uk

15-17  MAY 2018
World Workplace Europe 2018 
Conference and Expo 
Barcelona, Spain    
www.ifma.org

16  MAY 2018
World FM Day 2018 
Events to be held between 14-18 May  
www.globalfm.org

19-21  JUNE 2018
Facilities Show 2018 
ExCeL, London  
www.facilitiesshow.com

02-03  JULY 2018
FM Forum 
The Principal Manchester  
www.facilitiesmanagementforum.co.uk

12-13  SEPTEMBER 2018
Facilities Scotland (Scotland Works) 
SEC, Glasgow  
www.scotlandworks.com/Scotlandworks

23-25  SEPTEMBER 2018
FM EXPO
Dubai World Trade Centre  
www.fm-expo.com

09-11  OCTOBER 2018
UK Construction Week 2018
NEC, Birmingham 
www.ukconstructionweek.com

DATES FOR THE 
FM DIARY

ecobuild 2018: The event 
shaped by the industry
ecobuild, the event for forward-
thinking professionals in the built 
environment is returning to ExCeL 
London this month.

This year’s event will have a key 
focus on sustainability, giving 
facilities managers the opportunity 
to highlight, debate and present 
issues that matter now and will still 
matter in the future. Central to this 
is the comprehensive conference 
programme, which will run over 
the three days, with an overarching 
focus centered around delivering 
the UN’s Sustainable Development 
Goals, the New Urban Agenda 
and the Paris Agreement. Topics 
to be covered include housing, 
behaviour change, the urgency of 
tackling resources, and compiling a 
sustainability report for the UK.

ISS UK divests its 
landscaping business
ISS UK has exchanged contracts to 
sell its UK Landscaping Business to 
Tivoli Group Limited, a company 
backed by Sullivan Street Partners.

The move to divest its landscaping 
activities forms part of ISS’ overall 
strategy to focus on its core business 
and will see the transfer of around 
1,100 operational staff  and support 
functions to Sullivan Street Partners.

Tivoli Group will be focused on 
excellence in grounds maintenance 
for public sector, defence and 
corporate clients across the UK. 
The transaction remains subject to 
satisfaction of certain conditions 
precedent customary in a transaction 
of this nature, including anti-trust 
approval.

CBRE in property advisor 
fi rst for equality, diversity 
& inclusion
CBRE UK has become the fi rst 
property services provider and the 
22nd UK company overall to be 
accredited with the National Equality 
Standard (NES).

The standard, developed by 
businesses for businesses, sets clear 
equality, diversity and inclusion 
criteria against which companies 
are independently assessed. It is 
supported by EY, the Home Offi  ce 
and the Confederation of British 
Industry (CBI). The Equality and 
Human Rights Commission (EHRC) 
was involved in its development 
and launch and the standard is now 
utilised globally.

LANDMARK SUSTAINABILITY 
PLEDGE FROM WSH

WSH, the parent company of hospitality brands including 
BaxterStorey, Mere, HIX, Benugo and Searcys has passed 
a landmark resolution, committing to procure 100 per 
cent of the business’ direct purchased electricity from 
renewable sources by 2020.

WSH’s pledge forms part of the business’ commitment to 
furthering the aspirational goal of decarbonising the UK by 
reducing fossil fuel emissions and increasing demand for 
home grown renewable energy.

In 2008 the UK Government passed the Climate Change 
Act, which sets up a framework for the UK to achieve its 
long-term goals of reducing greenhouse gas emissions and 
to ensure steps are taken towards adapting to the impact of 
climate change. The UK is legally bound to provide for 15 per 
cent of its energy needs, including 30 per cent of electricity, 
12 per cent of heat, and 10 per cent of transport fuel, from 
renewable sources by 2020. On its current course, the UK will 
fail to achieve this target.

WSH will be reporting progress each year through their 
annual CDP submission, report, accounts and individual 
business websites. The full list of organisations making 
the pledge are: BaxterStorey, BENUGO, Searcys, Mere, The 
Woodspeen, HIX, Portico, Caterlink, and Holroyd Howe.

EMCOR UK BECOMES FM 
SECTOR’S FIRST LEESMAN 
CONSULTING PARTNER
EMCOR UK, has become a Leesman consulting partner – 
the first FM company to do so.

The partnership allows EMCOR UK to o� er clients the 
Leesman standardised benchmarking survey to assess 
how the entire workplace experience is supporting its 
occupants.

EMCOR UK has a depth of client experience working 
with Leesman; from 2014 through to 2017 EMCOR UK and 
its client NATS worked collaboratively at three major UK 
sites to identify and drive continuous improvement during 
that period and into the future. EMCOR UK achieved, 
demonstrated using the Leesman Index, a 16.4 per cent 
increase in employees agreeing their workplace enabled 
them to work productively.

At the heart of the Leesman Index (performed via an 
online survey assessing five main areas) is a functionality 
and e� ectiveness score, calculated for every workplace 
measured. This will allow EMCOR UK to benchmark 
customer data against top performing workplaces, helping 
identify key areas for investment and improvement.

FMJ.CO.UK      INDUSTRY INSIGHT
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  GLOBAL FM – OPINION

MACRO AWARDED ITS FIRST RESIDENTIAL FM 
APPOINTMENT IN INDIA

Macro, the FM arm of global consultancy and construction firm, 
Mace, has a won a contract to manage The Crest, a luxury residential 
development of 765 units across six towers in DLF5, Gurugram, India.

Macro currently manages a number of other properties in India on behalf of 
Invesco, a long-term global client. The Crest will be Macro’s first project with 
India’s largest real estate development company, DLF, and its first residential 
project in India.

The new contract will see Macro deliver facilities and estate management 
services in the common areas of The Crest condominium, including security, 
grounds keeping, li�  maintenance, landscaping, cleaning and pest control 
across the project’s 8.8 acres.

FAIRFAX TO ACQUIRE CARILLION’S SERVICE BUSINESS IN CANADA
Canadian insurance giant, Fairfax Financial Holdings Limited, has entered 
an agreement with Carillion Canada Holdings Incorporated to acquire 
certain assets and assume certain liabilities related to Carillion’s Canadian 
operations.

Under the transaction, Fairfax will acquire the services business carried 
on by Carillion in Canada relating to facilities management of airports, 
commercial and retail properties, defence facilities, select healthcare facilities 
and on behalf of oil, gas and mining clients, including under the Outland 
brand.

The transaction is subject to customary closing conditions, including 
approval by the Ontario Superior Court of Justice in Carillion Canada’s 
proceedings under the Companies’ Creditors Arrangement Act (Canada), 
applicable regulatory approvals and the satisfactory completion of due 
diligence by Fairfax, and is expected to close in the first quarter of 2018.

SODEXO APPOINTED CATERING PARTNER AT 
TRINITY COLLEGE DUBLIN
Sodexo has won a contract worth €1 
million a year with Trinity College.

With over 17,000 students, the 
university has a distinguished 
reputation for teaching and research 
excellence, and is the the highest 
ranked university in Ireland, according 
to the QS World University rankings 
for 2018.

Sodexo’s contract includes a complete refurbishment of the Arts Building 
café, introducing a bespoke café concept – The Perch – which will refocus and 
refresh the space, putting in a new selection of new food o� ers and providing 
new seating to increase capacity.

Sodexo will aim to make the space work harder, so that it becomes a social 
hub for students on campus and will work closely with local suppliers to o� er 
food that is fresh, tasty and ethically-sourced, whilst still competitively-priced.

NEW INTERNATIONAL STANDARD 
FOR OCCUPATIONAL SAFETY AND 
HEALTH TO BE PUBLISHED
By Stacey Collins, Head of Environment, Health 
and Safety, International Workplace

ISO 45001, the long-awaited new international standard for 
occupational safety and health, is set to be published in March. ISO 
45001 is an International Standard that specifi es requirements for 
an occupational health and safety (OH&S) management system, with 
guidance for its use, to enable an organisation to proactively improve 
its OH&S performance in preventing injury and ill health. ISO 45001 
is intended to be applicable to any organisation, regardless of its size, 
type and nature. All of its requirements are intended to be integrated 
into an organisation’s own management processes. ISO 45001 enables 
an organisation, through its OH&S management system, to integrate 
other aspects of health and safety, such as worker wellness/wellbeing.

It is intended that an ISO 45001 based OH&S management system 
will enable an organisation to improve its OH&S performance by:

 » Developing and implementing an OH&S policy and OH&S objectives;

 » Establishing systematic processes which consider its ‘context’ and which take 
     into account its risks and opportunities, and its legal and other requirements;

 » Determining the hazards and OH&S risks associated with its activities; seeking 
     to eliminate them, or putting in controls to minimise their potential e� ects;

 » Establishing operational controls to manage its OH&S risks and its legal and 
     other requirements;

 » Increasing awareness of its OH&S risks;

 » Evaluating its OH&S performance and seeking to improve it, through taking 
     appropriate actions;

 » Ensuring workers take an active role in OH&S matters.

It is expected that, in combination, these measures will ensure that an 
organisation’s reputation as a safe place to work will be promoted, and 
can have more direct benefi ts, such as:

 » Improving its ability to respond to regulatory compliance issues;

 » Reducing the overall costs of incidents;

 » Reducing downtime and the costs of disruption to operations;

 » Reducing the cost of insurance premiums;

 » Reducing absenteeism and employee turnover rates; and

 » Recognition for having achieved an international benchmark (which may in 
     turn influence customers who are concerned about their social responsibilities).

Accidents and ill health are the worst kind of defects; adding pain 
and death, debilitation and disease, resentment and recrimination. 
Eliminating them should make perfect sense to any person with a 
conscience and to any businessperson wanting to spend less money 
correcting stupid costly mistakes. 

Everything that has happened since 1996 (including HSG 65 and the 
OHSAS 18001 voluntary standard) has only reinforced the importance 
of good health and safety management. The fi nes are now enormous 
and custodial sentences for health and safety off ences are no longer an 
idle threat. Reputations that took years to build can turn to ashes just 
by fl ipping on a mobile phone camera and uploading what you see to 
Youtube. The Google page rank for a grisly accident on your premises 
hangs around years after you settle the hefty compensation claims, 
poisoning future customer perception. The demand for a yardstick by 
which business can measure how committed they, and their supply 
chain and their customers, are to being safe and healthy places to 
work (and to becoming safer and healthier year on year) has never 
been greater.  www.internationalworkplace.com

 LEGAL VIEW 
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situation with 
Metro Rod
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proud of our reputation for quality service 
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we o� er a 24/7 service across the UK, 
with no call out fee.

Clearing Blocked 
Drains

Gutter Clearance

Tanker Services

Drain Surveys and 
Sewer Inspection

Drain Repair

Pre-Planned 
Maintenance

Septic Tank
Management

Plumbing

http://www.metrorod.co.uk/fmj


The topic for discussion for 
this year’s Workplace Futures 

conference was adding value, which 
as the organisers described it, “is the 
polar opposite of the ‘more for less’ 
mentality that became part of client 
expectations post-recession”. The 
choice of topic proved to be prescient, 
as the recent result of this ‘race to the 
bottom’ was the collapse of Carillion, 
just weeks before.

The fallout from Carillion going into 
liquidation and its wider implications for 
FM and the outsourcing model may have 
overshadowed the event, but conference 
Chair FM Guru Martin Pickard, ably 
steered the ensuing discussions onto 
how the sector should move forward 
from the debacle and find ways of adding 
social value. “Good practice exists,” he 
reassured delegates, “and we need to 
make sure the message goes out to 
our customers, to the institutes, and to 
our media that there is a better way for 
FM and outsourcing to deliver facilities 
services that add value to business, 
economy and society.”

In his keynote address, Jon Ingham, 
Strategy Consultant and author of ‘The 
Social Organisation’ set the scene by 
discussing what is value, how do we 
create it and use it to drive a business 
forward? Alan Williams, Managing 
Director, ServiceBrand Global and co-
author of ‘The 31 Practices,’ explored 
the theme further to explain why being 
values driven should be based on more 
than cost alone. Values are for living not 
for laminating and Carillion’s values were 
set out with great care on its website, 
but the organisation clearly didn’t live 
by them.

Expounding on the ethics challenge 
Jamie Quinn, Corporate Responsibility 
Director for ENGIE UK stated: “As an 

industry we need to up our game and 
demonstrate the good that FM can deliver 
to our clients and to wider society.” 
He described how the expectations of 
organisations to be active players that 
address the global, social and local issues 
have been raised over the past couple of 
decades and whether it is environmental 
concerns, gender pay gap, or modern 
slavery, FM must be prepared to address 
these issues. 

Paul Fox, Managing Director of 
technology company Getronics, focused 
on the ways data and tech can help 
drive value. Smart data encapsulates 
the use of machine learning and 
artificial intelligence to drive the 
continuous development within 
business organisations, yet 60 per cent 
of businesses in the marketplace don’t 
believe they’re currently using technology 
e� iciently for their sta�  or customers – a 
shortfall that needs to be addressed.

HUMAN ELEMENTS
Facilities management is as much about 
managing people as the spaces they 
occupy and this human element took 
centre stage for the next series of talks, 
kicking o�  with an exploration of people, 
motivation and productivity by Talent 
and Performance Coach Tom Robinson. 
He argued there is an incongruence 
in how organisations manage their 
sta� , as they’ll put a lot of emphasis on 
promoting their people as their greatest 
asset, but then treat them as units of 
production. “It’s how you manage people 
which matters,” he said, “and that means 
having the right systems and processes in 
place to drive and engage them.”

Workplace Consultant and blogger Neil 
Usher, author of the book, The Elemental 
Workplace gave delegates a lightening 
tour of the 12 elements of his book, and 

key to their success he said is that they 
must be attainable. While elements such 
as lighting and good technology are 
essentials, he also disclosed why there is 
a fundamental need for an understanding 
of why service matters. “Very o� en within 
the workplace sector people think the 
work is done when the space is passed 
over to the service team to run it,” he 
said, “but it’s my belief that occupants of 
buildings are not our customers they’re 
our colleagues, which brings a very 
di� erent approach to service when you 
adopt that mind set.” 

He added: “One of the reasons FMs 
has got itself into di� iculties is that we’ve 
spent a long time talking about our 
customers and not enough time thinking 
about being a colleague.”

Planning for change was the theme 
of Debra Ward, Strategy and Growth 
Director, Corporate Solutions at JLL 
who outlined the 10 Global Trends 
for corporate real estate in 2018. 
Organisations need to ask she said: “how 
do we create spaces that make people 
want to come to work – and make it fun 
and engaging?” 

VALUE ADDED
The a� ernoon sessions concentrated 
on where FM has added value. This 
included a joint presentation by Wayne 
Tanner, Global Head of Integrated Facility 
Management at UBS with Greg Daniel, the 
Account Director for the ISS contract with 
UBS, on how they have forged a way of 
working which challenge the traditional 
norms of a ‘Client Versus Supplier’ 
contract management mentality.

Rory Murphy, Commercial Director at 
VINCI and a committee member of the 
RICS FM Professional Group attended 
to present the latest set of RICS FM case 
studies which focus on social value but 

he also took part in the post-lunch debate 
on the Carillion collapse.  

“How you run your business is an 
ethical decision, and what the standards 
are within your business is an ethical 
decision. “This is what we’re doing 
at RICs, looking at the standards of 
procurement and the ethics in which 
you run your businesses within the built 
environment.”

FM Consultant Dave Wilson who leads 
the ISO Standards Technical Committee 
for FM was on hand to describe the aims 
of the new RICS Strategic FM Guidance 
Note and the ISO 41000 FM standards. 
He explained how the standard allows 
accreditation of both internal FM teams 
and external providers, creating a 
benchmark by which fitness for purpose 
of an FM organisation can be assessed. 
This o� ers a way of demonstrating to 
clients that a process has been followed 
which ensures alignment of the FM 
service with the actual needs of the 
organisation it serves, known as the 
“demand organisation”. 

Formal accreditation he explained 
will in future, allow internal FM teams to 
demonstrate their competence, empower 
clients to assess their potential service 
providers, and enable service providers to 
guarantee the reliability and suitability of 
their services. If the set of new standards 
can help FM demonstrate best practice 
this can only help to address some of the 
issues arising out of the Carillion collapse. 

Summing up the day, Lucy Jeynes of 
Larch Consulting broadened the ethics 
debate to point out the continuing lack 
of diversity in the industry, which was 
reflected in the fact that there were just 
two female speakers at the conference. 

She said: “We’re not doing enough as 
an industry to address the challenges 
and improve diversity and while we keep 
on talking about a talent shortage are we 
looking in all the available talent ponds?”

“We’ve got a role to present the 
contribution and value of FM against this 
media stream of information about the 
social cost because we are not winning 
that war of words. It’s a call to action 
for the industry, because conflating 
a business failure like Carillion’s with 
sourcing strategies, outsourcing and 
with FM, is going to hurt everyone in this 
industry, so what are we going to do 
about it?”

Ultimately the conference message 
was that the future of FM lies in the moral 
choices made within organisations, 
based on the values of its business 
leaders.

A LESSON IN VALUES

Sara Bean reports from the i-FM’s 2018 Workplace Futures conference which took place on 
Tuesday 6th February at The Crystal, London
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Digital signage solutions for
 your entire estate

• High resolution screens – for indoor and 
outdoor use

• Specialists in high speed lift installations

• Centralised media management to update 
your screens in an instant

High-performance Wi-Fi for 
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• Respectful, discreet installation with full site 
survey 
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CBRE AWARDED IFM DEAL AT 
QUADRAM INSTITUTE
CBRE has won a five-year integrated facilities management (IFM) contract with the 
Quadram Institute (QI), a pioneering new food and health research and endoscopy 
centre based on the Norwich Research Park. 

The Quadram Institute will be a facility for research and training in food science 
and health which brings teams from Quadram Institute Bioscience, the University of 
East Anglia, the Norfolk and Norwich University Hospital (NNUH) together under one 
roof. The building will be a hub for studies across four key themes: the gut and the 
microbiome; healthy ageing; food innovation; and food safety, as well as containing a 
new Regional Endoscopy Centre and Clinical Research Facility.

CBRE was selected as the QI’s chosen partner on the basis of its extensive experience 
of operating within the life sciences and research sector. The contract terms will see 
CBRE providing a fully integrated service to the QI, including mechanical and electrical 
maintenance, fabric, cleaning, security, grounds and waste when the building opens its 
doors in early 2018.

ENGIE has reached an agreement with the Northern 
Ireland Housing Executive to acquire the long-term 
heating and building maintenance contracts which were 
previously operated by Carillion Energy Services Limited.
  The contracts include heating maintenance services 
for approximately 38,000 properties and building 
maintenance services for approximately 22,000 of those 
properties.
  As part of the agreement, ENGIE will off er all employees 
working on these contracts a role with equivalent terms 
and conditions to their current position. Completion of 
the transaction is subject to a formal transfer process.

Arcus has secured a seven-year national contract to 
deliver mechanical and electrical services to Sainsbury’s.
  Arcus, which already provides bespoke FM services 
to the supermarket giant, won the contract as part of a 
successful tender process, which will see Arcus service 
the entire supermarket estate of more than 600 stores; in 
addition to providing refrigeration services.
  This latest deal builds upon the existing FM contract 
which has seen Arcus work with Sainsbury’s since 2009, 
with its current contract in place until 2026.

Servest has been awarded a three-year building services 
contract with Scottish Canals, the public corporation of 
the Scottish Government responsible for managing the 
country’s inland waterways. As well as the waterways 
themselves, the Scottish Canals portfolio is made up of 
over 200 bridges, buildings and locks, The Falkirk Wheel, 
The Kelpies and 19 water supply reservoirs in locations 
across Scotland. The contract, which went live at the 
end of 2017, sees Servest look after the maintenance and 
mechanical and electrical provision across 120 buildings, 
including the administrative and forecourt properties. 

British Arab Commercial Bank (BACB) has appointed 
Ward Security to manage the security provision at its 
Mansion House premises in London. The BACB is a 
UK regulated bank that has operated for more than 40 
years with an expertise in international fi nance and a 
focus on helping companies to develop and grow trade 
in new markets with confi dence. Under the terms of 
the agreement the Ward Security team will supply both 
concierge and security guarding personnel.

Salisbury Group, has secured a three-year contract 
with Aylesbury Vale District Council (AVDC), marking 
the fi rms entry into the local government sector. The 
contract includes the provision of mechanical and 
electrical planned and reactive maintenance services 
to all Council sites and facilities across the Vale. The 
two organisations are now working closely together to 
mobilise the contract, with services due to commence on 
1 April 2018.

Kier has been appointed by shared workspaces provider, 
The Offi  ce Group (TOG), to deliver technical services 
to 30 of its buildings in a two-year contract worth 
£1 million. The contract will cover 28 sites in central 
London, one in Leeds and another in Bristol. Work began 
in February with a further two sites being added to the 
contract in March.

ELIOR UK SERVED UNI 
CATERING DEAL

Elior UK is set to transform the food and drink 
o� ering at the University of Roehampton following 
the award of a five-year catering contract.

As part of the deal, Elior is making substantial 
investment to transform the food and drink 
outlets at the University’s two campuses – where 
it will cater for around 10,000 students and 1,100 
employees. Refurbishment work has already 
begun.

As part of the new o� er, the University’s sites will 
benefit from bespoke new co� ee shops o� ering 
barista-quality Fairtrade co� ee. All menus will 
be refreshed with a vibrant, global food o� er as 
well as a wide range of freshly-made Grab and Go 
sandwiches, wraps, salad bowls and grazing pots.

MITIE LANDS 
CONTRACT AT 
HEATHROW TERMINAL 5
Mite Group has landed the FM 
services contract at Heathrow 
Terminal 5 following a competitive 
tender, arising from the liquidation 
of Carillion.

The contract includes cleaning, 
maintenance, engineering services 
and pest control, and will see 
the Mitie team provide flexible, 
round the clock cover to ensure 
passenger comfort, maintain a safe 
environment and improve quality 
standard.

The terminal will benefit from 
Mitie’s Connected Workspace 
technology to enhance passenger 
experience by using data analytics 
and understanding passenger 
movements in Terminal 5.

Mitie has secured jobs for more 
than 350 people who will now work 
for Mitie, with over 260 permanent 
members sta�  being TUPE’d across 
from Carillion.

INDUSTRY INSIGHT      FMJ.CO.UK



 

Colt has more maintenance engineers than 
anyone else. We have more than 45, spread 
throughout the length and breadth of Britain.

This means we will answer a call-out within  
24 hours and, in an emergency, our average response 
time is 4 hours.

What’s more, because the systems we design 
and build are the most groundbreaking, innovative 
and complex around, our knowledge is deep and 
unparalleled.

When they are not servicing or repairing systems, 
our engineers are busy brushing up their knowledge 
and skills. Permanent ongoing training makes sure 
they keep up to date with the latest developments.

They seem happy working for us, too.
Many of our engineers have been with us 20 

years; some, as long as 30.
Colt has almost 70 years experience in smoke 

control maintenance. In fact, we look after the health 
and efficiency of more smoke control systems than 
any of our competitors.

It’s no surprise then, that when looking for 
someone reliable and trustworthy to handle the 
maintenance of their smoke control system, so  
many people in charge of residential developments, 
offices, factories, car parks and other buildings, all  
do the same thing.

Choose Colt.
To find out more, visit us at  

coltinfo.co.uk/service-maintenance 
Alternatively, call us on 02392 491735 or email: 
service@uk.coltgroup.com

Choose Colt.
Nationwide smoke control maintenance 
means we get to you in 24 hours, or less.
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Fire doors play an e� ective role 
in a building’s passive fire 

protection with more than three 
million installed in the UK each year.  

Current regulations require 
commercial and social housing 
developments to be fitted with fire 
doors. However, at a national level 
there are no rules for their mandatory 
inspection and maintenance. 

This is an issue for FMs, as fire 
doors can become unfit for purpose if 
mistreated or poorly maintained. 

PURPOSE AND EFFECTIVENESS
Fire doors are o� en the first line of 
defence in a fire and their e� ectiveness 
can mean the di� erence between life 
and death for building occupants. 

There are many vital components 
of fire doors that distinguish them 
from conventional doors, ranging 
from specialised smoke seals around 
the frame to fire-resistant glazing. 
Depending on requirements, a fire door 
can be certified to prevent the spread 
of fire and smoke from 30 minutes to 
more than four hours.

However, if just one of these 
components fails due to poor 
maintenance or damage, the 

e� ectiveness of the door can be 
severely reduced.

REGULATIONS: MANUFACTURING 
AND INSTALLATION
In the UK, current guidance states that 
public or private shared properties 
should be compartmentalised – spilt 
into smaller spaces with barriers 
preventing the spread of fire and 
smoke. The fire doors used to help 
create these compartments should be 
able to halt a fire for at least 30 minutes, 
with taller or higher occupancy 
buildings requiring doors that are able 
to endure for at least 60 minutes.

Validating the performance of a 
fire door is a legal requirement and 
currently vetted at project completion, 
through provision of a current fire test 
report or independent assessment 
covering all aspects of the door 
construction and its features. 

Many fire doors, particularly timber 
doors, are supplied into the market 
and supported by Global Assessments. 
This requires the manufacturers of 
such products to construct the door 
in accordance with the instructions 
provided by the door core supplier, 
who originally tested the assembly. 

However, the provision of a valid 
assessment is the only proof of correct 
construction and this can be provided 
by the manufacturer themselves. 

This has resulted in some fire door 
manufacturers adopting more stringent 
controls through an auditable third-
party accreditation scheme, such as 
CERTIFIRE or Q-Mark. This provides 
additional reassurance that ongoing 
production of fire products conforms to 
the original specification.

Currently, there is no regulation 
governing the installation of the 
compliant product. If not completed 
in accordance with the manufacturers’ 
tested requirements, this may 
jeopardise the overall performance of 
the installed product. 

As with the production of fire doors, 
some installers, or manufacturing 
installers, have adopted auditable 
third-party accreditation such as FIRAS 
to cover the installation process.

REGULATIONS: AFTER INSTALLATION
In all property fire inspections, there 
is a responsibility from the building 
owner to include checks on the fire 
doors. However, there is no legal 
requirement for them to complete any 
recommended upgrades or repairs, or 
to prove that they have done so. 

This represents a major problem, 
as doors that do not perform to the 
required standard could compromise 
a building’s safety and put occupants 
at risk. Ultimately, this could lead to 
liability being assigned to the building 
owner or facilities manager.

The lack of a mandatory fire door 
inspection and maintenance scheme 
also contrasts sharply with the 
standardised procedures in place for 
many of the other fire safety systems 
found in shared properties, including 
residential.

COMMON FIRE DOOR 
MAINTENANCE ISSUES
A certified fire door will be a sturdy and 
reliable piece of equipment. However, 

poor maintenance, vandalism and even 
the natural shi� ing and settling of a 
building over time can cause them to 
become ine� ective.

If a fire door leaves large gaps 
around the doorway, is damaged, or 
jammed open, it completely loses its 
e� ectiveness as a fire prevention tool. 
Some of the most common issues 
include:

 » Gaps – Incorrect ironmongery may 
result in a sizeable gap underneath or 
around the fire door. If this is the case, it 
may not be able to prevent fire or smoke 
spreading.

 » Damaged door closer – Damaged 
door closers prevent fire doors from 
shutting properly, meaning it cannot 
adequately perform its role. 

 » Damaged seals – If the seal around the 
door is no longer intact, the door may 
not be able to contain smoke or fire to 
the appropriate standard.

 » Damage or splits – Any damage 
sustained by the door could a� ect its 
performance. This can be caused by later 
work, as well as vandalism. 

 » Wear and tear – Building movement 
and wear and tear o� en means a change 
in the position of doors, leading to open 
gaps.

PROPPED OPEN DOORS
Propping or wedging fire doors open 
negates their purpose entirely and is 
the most common mistake inspectors 
find when looking over a site. This 
o� en occurs because personnel and 
residents are unaware of a fire door’s 
primary function and view them in a 
similar manner to regular doors.

If mandatory inspections come 
into force, they can help FMs remind 
building occupants of the importance 
of keeping fire doors closed at all times.

WHAT NEEDS TO CHANGE
We at ASSA ABLOY Security Doors 
believe that to ensure a fire door is 
performing as it should be, twice yearly 
inspections ought to be mandatory. 
In addition, an inspector should 
provide a detailed FIRA report so that 
subsequent repairs and maintenance 
are undertaken.

What’s more, we believe that these 
inspections should be made legal and 
policed by government to ensure the 
liability on facilities managers and 
building owners is reduced.

Fred Williams, Service and Repair Manager for ASSA ABLOY Security 
Doors, explains why correct installation, regular maintenance and 
certifi ed inspection of fi re doors within shared buildings is crucial

IN THE LINE OF FIRE
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Lux Intelligent is the updated emergency  
lighting system from Advanced.

It saves money, time and makes it so easy to 
manage a compliant system, you can do it on 
your phone.

EMERGENCY LIGHT 
TESTING SO EASY 

YOU CAN DO IT ON 
YOUR PHONE

THE EASIEST 
INSTALLATION

Use existing wiring, or your LAN for a ‘no wires’ network. 
Unlimited, low-cost, any-time, networking of panels  
anywhere via LAN.

FORGET  
THE PANEL

Cloud monitoring and reporting of any system anywhere  
in the world, on your computer, phone or tablet. Live  
status report gives immediate indication of any issues.

LOVES YOUR  
LIGHTS

Works with almost any light or luminaire, including LEDs. 
Easy conversion of existing lights.

NO  
LIMITS

Works with any existing emergency lighting system  
including central battery.

SAVE TIME 
& MONEY

Cost and efficiency benefits with automated testing and 
reporting. One click sharing of maintenance or test reports 
right from your phone.

PROOF Full test history available any time. 
The easy way to demonstrate compliance to BS5266.

Contact us now for a demo
Tel: +44 (0)1670 707 111   

Email: sales@luxintelligent.com

Web: www.luxintelligent.com
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FMJ AIMS TO SUPPORT TECHNICAL EXPERTISE IN THE FM MARKET
Lee Jasper, Head of Products and Solutions at Johnson Controls, 
off ers advice on how building managers can use system integration to 
guarantee the future of their buildings

Technological advances over 
the last few years have armed 

facility managers with an arsenal 
of new tools that enable them to 
manage buildings more e� ectively 
and e� iciently, fit for the future. 
IoT-enabled building management 
systems are one way in which facility 
managers can look ahead and invest 
in the long term - not only from a cost 
but also a safety perspective. 

Installing a building management 
system (BMS) should provide a high 
level of functionality for years, if not 
decades. Components including fire 
safety and security systems, energy 
management and HVAC systems need 
to be built to last. If you cut corners 
or install a cheap system, you’ll only 
have to deal with device malfunction a 
couple of years down the line. Not only 
will this mean that you end up paying 
more in the long run, you may also end 
up risking employee safety. 

Device malfunctions aren’t the 
only hurdle to the longevity of a BMS, 
though. Technology is evolving at 
an increasingly rapid pace, and the 
tech behind today’s BMS may well 
be obsolete in the next five years. 

To ensure you can use the latest 
technology when it comes available, 
you need to have an integration-first 
mentality: in other words, set up your 
facility management systems to run 
unified under a single control system, 
which are able to talk to each other 
and take insight from one another. 
Then you’ll be able to plug in new 
components more easily and benefit 
from a more intelligent and e� icient 
work process.

TRADITIONAL BUILDING 
FUNCTIONALITY  
Still today, we are finding that the 
systems controlling building functions, 
including HVAC, security, lighting, IT 
and communications are very much 
operating as isolated entities. Typically, 
these have been managed with a 
proprietary IT solution, disconnected 
from conventional systems and 
standards.

If your building systems are siloed 
from each other and managed on a 
proprietary system, the functional 
lifespan is restricted. However, by 
integrating systems so that they feed 
into a single management structure, 

BUILDING MANAGEMENT 
SYSTEMS FOR THE FUTURE

they can inform and communicate 
with one another, therefore 
improving the chances that your 
solution will be able to perform in 
the long run. 

EMBRACING THE INTERNET 
OF THINGS
Connected devices and the 
Internet of Things (IoT) are moving 
further into the realm of facilities 
management and as such, building 
system integration is becoming 
increasingly important. Through a 
centralised system, a convergence 
of building, specialty, business and 
information systems can be attained, 
eliminating siloed systems that are 
managed by various vendors and 
communication channels.

The intersection of these 
systems allows entities that were 
previously isolated to connect, 
collate and optimise data across 
multiple platforms. Eliminating such 
barriers results in a holistic system 
environment, managed on a unified 
and intelligent infrastructure.

Not only can implementing 
building wide systems integration 
save on costs and improve 
communication, but it can also help 
boost employee productivity and 
workflow. Managers need to work 
towards improving e� iciencies across 
the facility, and really understand the 
value of being able to gain real-time 
insight into all critical systems from a 
single dashboard. Making it possible 
to detect ine� icient components 
quickly can enable managers to start 
maintenance before the device has 
a chance to fail. Having an early eye 
into this will also give managers a 
heads up on items that are about 
to fail before they do so, helping to 

reduce downtime for replacements or 
repairs.

As technology advances, it will 
be possible to link interconnected 
systems, such as CCTV with fire 
detection systems, to enable the 
control room to visually confirm 
whether an activated alarm is 
the result of an actual fire. Using 
connected devices also comes with the 
benefit of increased data gathering, 
allowing building managers to 
get a deeper understanding of the 
conditions throughout the building 
through automated analysis of 
environmental data feeds en masse. 
Gaining insights into this can help 
managers better understand when and 
where the building is likely to need 
maintenance, before devices fail or 
reach the end of their life.

FOR THE FUTURE
By integrating building systems 
you e� ectively build a future-ready 
network environment that has the 
ability to grow as technology advances 
and communications needs evolve. 
Having a centralised platform in 
which each product or technology 
is connected gives a single logical 
management structure which lets 
you plug in and take out components 
as needed. This also means you can 
replace outdated technology with new 
technology, incorporating the latest 
innovations without having to rebuild 
your entire infrastructure.

In order to make this a reality, 
design and construction teams must 
collaborate early in the process. 
Navigating this can be complex and 
costly. One way to deal with the 
issue is to use technology navigation 
sessions – these should be interactive, 
hands-on, design-assist processes that 
help uncover technology priorities 
and maximise spend. An additional 
benefit of a technology navigation 
session is the identification of 
technology-readiness, opportunities 
and improvement areas that can then 
inform business decisions.

Spending time to work out a well 
thought-out, unified technology plan 
provides innovation for the life of your 
building - more predictive outcomes, 
smarter buildings, lower up-front and 
lifecycle costs, more satisfied and 
productive occupants, safer and more 
comfortable environments, and a 
facility that’s able to support desired 
outcomes, today and in the future.

FAST FACTS



OUR ‘MATS 
WITH BRAINS’ 
CAN SAVE YOU 
MONEY!

Kleen-Tex 3 step technology helps to 
“make more of your � oor”. 

Find out more  about our 
comprehensive new product range at: 

✓ Reduce dirt and 
 slash cleaning costs 
✓ Prevent slips and trips
✓ Give your � oors the 
 WOW factor 
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1   Visit us at ISSA Interclean in 
Amsterdam and � nd about 
our Kleen-Tex 3 step intelligent 
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THE REAL ESTATE AND FACILITIES 
PROFESSIONAL’S VIEW
BRUCE BARCLAY

Although there has been 
commentary in the press 
about the low margins 
Carillion was operating 
under in the facilities 
management sector, more 
of the debate has been 
focused on the firm’s 
construction woes. 

Having been a developer 
in my earlier career, I am 
only too aware of the 
pressures faced by the 
construction sector. Main contractors only need one or two 
projects to go bad, and it puts stress on the rest of the business. 
There are so many factors that can impact on a construction 
project’s profitability. Developers are exposed to numerous 
‘risks’ and o� en the impact of these risks flow through to their 
contractors, most notably related to cashflow due to project 
delays and funding issues. While property development is a 
high-risk, but high-reward, business for developers, for their 
contractors it is generally a low margin business, with high 
exposure to the developer’s risk. That said, there are obviously 
many examples of very successful construction projects which 
have delivered profits for the businesses concerned. 

In my previous role at EMC and then Dell, when looking at 
potential FM vendors, I was reluctant to contract with facilities 
management service partners which were exposed to the ups 
and downs of the construction sector. I would certainly take 
that into account when procuring future partners. Companies 
such as Sodexo, Compass and ISS don’t have that same level 
of risk. If they lose a major FM contract, it’s not going to have 
the same impact as a huge construction project failing to 

deliver forecasted cashflow 
and profitability which may be 
material to the FM partner or 
its parent. 

Obviously, you would expect 
clients’ procurement teams to 

look into the financials but it can 
be challenging for clients to detect 

where that payment risk might be 
when you’re dealing with a conglomerate 

business such as Carillion. That risk could 
be hidden in unrelated business (such as 

construction) which are di� icult to assess. It’s o� en 
comforting for the public sector to deal with big businesses, 

like Carillion, but a more sustainable, successful and risk-averse 
approach is to contract with FM service partners who are expert 
in their specific service lines and fully focused in this sector. �

THE RICS FM PROFESSIONAL GROUP 
MEMBER’S VIEW
RORY MURPHY, 
COMMERCIAL DIRECTOR AT VINCI AND A COMMITTEE 
MEMBER OF THE RICS FM PROFESSIONAL GROUP

Any client, needs to have the confidence the service provider 
they are hiring has the capacity to deliver the work being 
planned. The bigger the 
project the more rigour needs 
to be applied and one critical 
element that must be part of the 
procurement process should 
involve a financial check at pre-
qualification stage. Then, the 
contract terms should allow for 
regular financial updates to be 
provided by the supplier.

In terms of risk, the 
procurement teams also need 
to understand that suppliers 
are now unwilling to shoulder risks that they have limited 
ability to control or manage. There needs to be a move back 
to collaboration where each entity is clear about their abilities 
and obligations and identify any risks that are best managed 
together. 

It pays huge dividends for the client and suppliers to be open 
with each other, transparent in terms of accounting and honest 
about the commercial margins needed to make the project and 
the business of FM sustainable. Both parties need to appreciate 
the others’ needs and respective priorities and fundamentally 
understand each other’s true business goals and requirements. 

FM CLINIC  

Following the 
demise of Carillion, 
what lessons should 
FM clients take 
from the fallout to 
ensure that their key 
suppliers’ finances 
are sound? If they do 
encounter a major problem 
how can they ensure the project 
or service is still deliverable? 
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So, it is vital not to keep each other at arm’s length 
and crucial for the long-term success of any service 
agreement to work together, not pursue some form of 
command and control relationship.

To that end, it is also important that the client team 
retain some in-house knowledge so that they 
can assess, procure and even be able to 
pick up any work if necessary should 
there be any performance issues, 
not just necessarily those caused 
by financial failure. 

One point that the wider 
industry needs to focus on 
now – something that can 
help clients be confident in 
the financial performance of 
their suppliers– is developing 
far better guidance around how 
you value and report financial 
performance in FM. Things need to be 
more consistent – from a client perspective, 
from an industry perspective and so that all the 
stakeholders are able to reassure the end user – i.e. 
the public – that real value is being added. How are the 
risks or returns on long term PFI contracts consistently 
reported? How are lifecycle funds and adequacy risk 
dealt with consistently? How are mobilisation and 
transformation costs accounted for by FM businesses, 
what is the visibility around pension deficits and what is 
‘acceptable’ and ethical in terms of payments terms for 
supply chain? How do some suppliers account for their 
bid costs? The valuation of FM contracts needs to be 
consistent so that all businesses that operate within 
the sector can be reviewed by the clients on a level 
playing field. 

The FM sector, which should include its clients and the 
whole supply chain, needs to work on these questions. 
There have been arguments in the media for consistent 
accounting procedures, maybe even standards, and 
something the industry can apply now is the ISO 
41011:2017 Facility management standard. BIFM has 
adopted it and IFMA and RICS have been encouraging 
people to actively engage with it as well as RICS’ own 
strategic guidance.

The tools for better procurement already exist. It is 
behaviours that need adjusting. So, as a starting point 
perhaps we should seek to apply some broad (and 
obvious) principles of procurement in the first place. 
Make sure you are clear about the services you are 
procuring, and you have enough in-house knowledge to 
understand what you are asking the market to provide. 
Be clear about the risks associated with the services 
and look to ensure that those best able to manage the 
risk take the risk.

Provide the most robust and complete enquiry 
documentation to ensure that there is minimal 
interpretation of what your requirements may be, 
this would include asset data, specifications and 
performance requirements as an absolute minimum.

Depending on the size of the procurement you are 
embarking upon be sure that you don’t put all your 
eggs in one basket and choose a procurement strategy 
or route that gives you options should one of your 

suppliers fail in any way.
Encourage dialogue within the procurement 

process so you can review any points or 
contention or confusion. Have some 

assessment criteria that matches 
your aspiration – for example 
do you want your suppliers 
competing on quality or just 
price. 

Which takes us back to 
something at the heart of 

providing a great service – 
which we all want. How are you, 

as a client judging that service? 
On price or quality? Because 

that the final evaluation tells you 
everything you need to know about a 

client’s drivers and the set of behaviours they are 
adhering to, or not. � 

THE BIFM CEO’S VIEW
LINDA HAUSMANIS, 
CEO, BIFM 

“When America 
sneezes, the 
rest of the world 
catches the cold.” 
This was famously 
said of the 1929 
stock market 
crash. Almost 
ninety years later, 
in January this 
year, Carillion 
collapsed fatally; 
but the metaphor survives and the impact on the 
construction and services giant’s customers, suppliers 
and clients is profound. 

What lessons should the facilities management 
industry learn from this episode? 

Since the collapse, BIFM has established an ‘experts 
group’ to help us to understand the issues and to build 
a cogent and evidence-based case for a value driven 
model of FM service provision, however sourced. 

The conclusion of the Group’s recent meeting ahead 
of the current PACAC Inquiry into public services 
delivery sourcing, neatly sums up the key issue: 
“While it appears that most of Carillion’s loss-making 
contracts were not facilities management contracts, the 
company’s collapse has highlighted the problems which 
very low margins and outsourcing to a small number of 
large contractors can cause.”

The Group added that the Government can and 
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should reduce risk by changing buying patterns and reducing 
reliance on megaliths. 

In my experience, if something is going wrong with an FM contract 
then the seeds of the problems may well lie with the procurement 
of the service. The boards of many astute client organisations 
recognise this but more needs to be done to reduce risk by raising 
the competence of the hiring teams in an ever-changing landscape. 

Prevention is always better than cure, so one of the most 
important lessons already being learned from this devastating 
episode is an overarching need to upskill and professionalise 
those who procure and then manage contracts. This is particularly 
important for those in Government managing public service 
contracts on a scale so extensive that their work has had a profound 
e� ect on our industry’s development and the continuing downward 
pressure on FM operational costs. This obsession with cost has 
failed the industry since it has led to systematic under-appreciation 
of the value which excellent FM contributes. 

Growing expertise in procurement and contract management 
are key workstreams in BIFM’s plans to professionalise further 
the FM industry. Developing expertise in strategic sourcing and 
understanding methods such as collaborative partnering are just 
two examples of approaches to this subject that might mitigate 
risk in service delivery. These skills are intrinsic to the professional 
standard which BIFM expects all professional facilities managers to 
achieve. 

In the immediate a� ermath of Carillion when so many were asking 
why the giant continued to win government contracts despite the 
warning signs, we learned a great deal about the Government’s 
own risk mitigation strategy. This is based on spreading risk via a 
partnership model, so that a contract’s delivery won’t fail in the 
event of a major suppliers’ failure. This has saved many jobs and 
while we must be thankful for that, UK organisations need to learn 
the key underlying lesson – they are dependent on FM services not 
only to improve their productivity, but to continue to operate at all. 
The time has come to invest in good FM, not just to seek lowest cost. 

Prevention is certainly better than cure and we need to make the 
case for a value-based approach and we must advance our case 
robustly for a better focus on professional procurement practices 
and skills. �

THE WORKPLACE EXPERT’S VIEW
ANDREW MAWSON, 
FOUNDER OF ADVANCED WORKPLACE ASSOCIATES

For years I’ve been hearing FM’s 
say “that as long as there are no 
complaints about FM, we are doing 
a good job.” 

Sadly, that is the articulation and 
perception of FM value that has 
pervaded the world of FM. Worse 
still, FM as a term has become 
synonymous with basic services 
and outsourcing. Consequently, 
big corporations and public 
sector organisations have let their 
procurement people rule the roost 
in the procurement of facilities 
management services and let the whole thing become about pure 
cost, o� en without considering value, ‘employee’ experience or 
service resilience. 

Organisations like Carillion have become accomplices in the 
whole downward spiral of value, fighting each other on ever lower 

and lower margin contracts with longer and longer payment terms, 
many hoping that they can make a buck on projects and changes, 
mostly without success. 

All of this has led to an overall perception of ‘FM’ being the poor 
relation to ‘Corporate Real Estate’ CRE, which is dragging the FM 
industry down. 

On the client side, the more enlightened FM and Real Estate 
leaders have been complaining for years about lack of innovation 
from the FM suppliers. Whereas the supply side has tended to focus 
on ‘operational innovation’ the businesses they have been serving 
have been looking for game changing workplace innovation that 
can change their business fortunes. 

But the news is not all bad because many leaders in client 
organisations are beginning to wake up to the workplace 
experience as a source of untapped value and in organisations 
where the ingenuity of bright brains matters, the workplace is a 
new battleground for the recruitment of talent and its productive 
deployment. 

This game isn’t about FM or CRE it’s about designing and 
managing workplace experiences that align to organisational 
personality, respond to business drivers and enable individuals and 
communities to do their best work every day wherever they are. 
It’s a holistic business led process….This is where FM companies 
should be putting their investment in order to deliver higher order 
business value, but to do this they are going to have move up a gear 
recruiting and training professionals who can make a di� erence.

Right now, FM Companies are all ‘talking’. About ‘workplace’, 
agile working, Internet of things, Big-data. But talking isn’t going to 
fix the problem. What’s needed is a radical shi�  into higher order 
service that companies will be prepared to pay more for. We have to 
change the mood music.  

What can we learn from Carillion’s demise:

 � FM companies are going bust soon if all they focus on are basic 
commodity services and are seen as ‘just deliverers of low grade 
services and labour’ whilst fighting to the death with each other 
for low value contracts. 

 � In company FM’s need to assert themselves in the procurement 
process to stop procurement functions (dominated by cost alone), 
driving the industry to oblivion, which will only lead to less choice. 

 � FM is tarnished and needs a make over. I wonder if even the name 
FM is too tarnished to ever be synonymous with higher value 
services?

 � Supply organisations need to build on their operational roots 
to develop higher order, higher quality services. This may mean 
totally re-positioning those companies or setting up subsidiaries 
with very di� erent skillsets, branding and positioning. The CRE 
companies are net winners if they don’t.

 � We need a new generation of leaders in FM with cross disciplinary 
skills, business understanding with the confidence to play at 
senior level. We need new university and business school courses 
to generate these.  

 � We need a new professional approach, like the IT industry which 
has ITIL as a cornerstone of its professionalism. The ‘Workplace 
Management Framework www.wmframework.com which is being 
adopted in the US is needed to create a new language with for a 
new kind of relationship with client organisations.   

 A lot to do! But who is taking the lead?  �

Do you have a question that you’d like 
answered by the FMJ Clinic?  
Email: sara.bean@kpmmedia.co.uk
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CASE STUDY      WELLINGTON PLACE

Last year, a report by real estate advisory business GVA 
Grimley argued that Leeds City Region has a key ‘window of 

opportunity’ to cement its position as one of the world’s most 
competitive locations for trade and investment. 

The key drivers for this growth include: transport infrastructure 
(including HS2), York Central station and strategic new train 
stations at White Rose O� ice Park, Thorpe Park and Leeds Bradford 
International Airport Parkway; the knowledge economy and skills; 
city centre regeneration and out-of-town investment opportunities; 
and the continuing strength of Leeds City Region’s commercial 
property market.

Leeds city centre certainly appears to be thriving; it posted a 
record million sq �  of take-up during 2017. This was boosted 
by what is claimed to be the biggest ever commercial property 
letting deal in the city’s history when HM Revenue and Customs 
(HMRC), working with the Cabinet O� ice, announced it would 
take approximately 378,000 sq �  at the city’s Wellington Place 
development. 

The work is scheduled for completion in 2019, when some 
6,000 civil servants will bring the community at Wellington Place 
to almost 10,000 employees. The Leeds hub will form part of an 
overall government strategy of accommodating multi-departmental 

ENTERPRISE
Sara Bean visits the Wellington Place development in Leeds, where the mix of corporate 
occupiers and small local businesses is creating a unique community vibe

LOCAL
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workforces in shared buildings, which, 
at Wellington Place, will include HMRC 
and NHS Digital. The idea behind the 
government’s move is to deliver taxpayer 
savings while helping to position Leeds as 
a national leader in digital skills, act as a 
catalyst for regional growth in Yorkshire, 
and ensure the delivery of the best quality 
service to the public. 

In line with the government’s sustainability 
strategy, the location of the new o� ices in 
a prime city centre location not only o� ers 
occupants easy access to the Leeds retail 
quarter, but the option of commuting to the 
new o� ices via nearby Leeds railway station. 

The site already hosts a range of 
businesses, including Sky Betting & Gaming, 
Willis Towers Watson, Squire Patton Boggs 
and Shulmans. In January of this year 3 
Wellington Place became the latest building 
to be completed, o� ering 115,000 sq �  of 
grade A o� ice and retail space over five 
floors. This brings the number of completed 
buildings at the site to six. According to 
the development’s commercial property 
developer and asset manager MEPC, the 
overall masterplan is for 14 buildings in 
total, o� ering more than 1.5 million sq �  of 
commercial, retail, leisure and residential 
accommodation in the centre of Leeds.

LOCAL FOCUS
How can a city centre site accommodate so 
many new buildings? It’s all down to Leeds’ 
history. The first thing you notice when 
visiting the development is a rather beautiful 
old tower poised between the shiny modern 
buildings. This is because the site on which 
Wellington Place is built was once home 
to Leeds Central railway station, and the 
old wagon-li� ing hoist is a reminder of 
that heritage.

CBRE is the managing agent for Wellington 
Place. “It’s the last remaining building and 
is the focal point of our landmark park, 
Tower Square,” explains Phil Cli� ord, Estate 
Manager and Building Mmanager. “In the 

1800s this was the site of the central station, 
and the other side comprised all of the 
city’s soap factories. The site later became a 
car park and then a shopping centre in the 
1980s, and then MEPC began building here.” 
He adds: “Today we’re proud that we’re able 
to continue the legacy of the site, not only 
continuing to support industry, but also 
helping to drive the city’s economy forward.”

Within the development some of the 
buildings are mixed use, which means that 
alongside the o� ice space there are also 
retail and leisure opportunities. One of the 
site’s priorities is to o� er the businesses 
that reside there a range of benefits within 
the development, and also to provide a 
customer base for those who rent the retail 
space.

The o� ices attract a variety of business 
types, from the incoming public sector 
occupiers to global organisations. The first 
building, number 1, was completed in 2001 
and occupied by Willis Towers Watson – 
which moved across to 5 Wellington Place 
last year, expanding its o� ice occupancy to 
26,500 sq � . 

Eighty per cent of the new o� ice interiors, 
designed and fitted out by Claremont, 
were sourced in Yorkshire. For instance, 
the client reception desk is from J Carey 
Design of Skipton, the staircase is by MM 
Developments of She� ield, so�  seating from 
Connection of Huddersfield, and desking 
and storage from Staverton in Rotherham. 
Within the o� ices, wall prints and glass 
transfers depicting iconic scenes of the 
region feature heavily.

Support for the local economy is a key 
theme of the development. Many of the 
retail, catering and leisure amenities are 
local, from independent co� ee shops like 
the Sociable Folk café to fitness facilities 
such as L1 Fitness, which, owner Kyle Harris 
explained, is inspired by the type of all-day 
fitness o� ering he’d seen when working at 
London’s Canary Wharf.

Says Cli� ord: “What I like about the 
retail presence on this site is that it is all 

ENTERPRISE
LOCAL
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very individual, as they’ve made their 
own statements in terms of design. We’re 
finding that Wellington Place is beginning to 
attract organisations to relocate into Leeds 
city centre, and what attracts them is the 
campus and community atmosphere, 
which is resulting in footfall starting to 
build at weekends.”

SUSTAINABILITY AND WELLBEING 
Sustainability is fundamental to the 
development. For example, during the 
construction process 99.6 per cent of the 
building waste was recycled, and the 
materials were sustainably sourced. Each 
completed building is designed to assist in 
achieving corporate social objectives and 
help to lower the overall occupation costs 
by the inclusion of low energy technology. 
This ranges from façade solutions exploiting 
the movement of the sun to a fully 
integrated building management system 
that automatically tunes mechanical 
systems to reduce energy use.

According to Cli� ord, the presence of 
energy usage meters within each building 
is providing invaluable data on how much 
power is being used by each occupant – 
including spikes in energy use. “This all 
goes back into the energy management 
system,” he says, “which means you’re not 
just running the buildings, you’re running 
them e� iciently – which is also saving the 
occupiers money. Zero per cent of waste is 
sent directly to landfill, as our onsite waste 
segregation service promotes maximum 
recycling and minimal landfill disposal. 

“We’re also going to start tagging the 

bins, as ideally what we’re heading for is 
allocating bins per occupier. This means 
that when waste bills come in we can 
split them more fairly and clearly among 
occupiers. We will have also engaged a new 
compact bailers service, which will reduce 
waste pick-ups from five to two per week.”

The development also helps individuals to 
contribute towards sustainability through 
a series of transport incentives, which o� er 
customers free cycle storage, free bike 
hire, car club schemes, and an electric 
car charging port to help encourage 
alternative methods of travel. Wellington 
Place’s proximity to Leeds station is 
proving helpful.

Open space is an important element 
of the development, and the site boasts 
some of the best eco-credentials in the 
city. Explains Cli� ord: “I came here at the 
end of 2005 when only building 1 and 
building 2 had been completed. We began 
the masterplan [to add to the building 
portfolio] and then we hit the economic 
downturn. But despite this slowing down in 
the construction process, we concentrated 
instead on the sustainability side by digging 
up the concrete and putting in grass and 
allotments as well as beehives.”

Today, employees based on the site 
have access to urban garden allotments 
and biodiverse landscapes, including 
outdoor seating and green spaces which 
are particularly popular in the spring and 
summer months. The development also 
o� ers free bike hire and, for those cycling to 
work, access to showers and drying rooms 
in each building. “With lunchtime knitting 
clubs, free street food events and our 

very own workplace choir, our initiatives 
encourage customers to interact and 
step away from their desks, and promote 
wellbeing,” says Cli� ord.

He believes that community spirit is what 
sets Wellington Place apart from other 
developments. Events such as the monthly 
street food event and the Christmas lights 
switch-on take a great deal of planning by 
the Wellington Place team. 

“The role of the facilities team in this is 
predominantly focused on communication 
and health and safety,” he explains. “We do 
a survey every year to see how we’re doing, 
but on a day-to-day basis we know all our 
customers – and they all talk to us on both a 
formal and informal basis.” 

In the long term, the success of the 
development looks set to boost the city’s 
booming commercial o� ice sector and help 
reinforce a growing reputation as a popular 
business location.
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COMPTON DARLINGTON
BUSINESS DEVELOPMENT DIRECTOR, FSI 
The all-pervasive reach of digital applications 
across all areas of business is a compelling driver 
for CAFM providers to up their game and stake a 
claim at the top table for what they have to o� er 
clients. FM now has a scope and breadth way 
beyond anything most industry pundits would 
have contemplated 15 or 20 years ago. 

FM can mean a range of di� erent functions to 
di� erent clients and, with the rise of the app, CAFM 
technology is available in the hands of all, not 
just FM specialists. CAFM providers are working 
to o� er flexible and agile digital capabilities that 
can sit within an organisation’s IT strategy in 
both controlling and subsidiary support roles, 
depending on the way the client views its world 
today and may choose to shi�  its strategy to 
respond to its operating environment tomorrow.

Interoperability is now a critical ‘must have’ to 
provide real utility for clients and service providers 
driving their businesses via CAFM. The ability to talk 
to legacy systems and other digital management 
systems which operate in parallel should be basic, 
not nice-to-have, and best-of-breed should not 
mean elitist or proprietary. 

We have passed the point where technology 
for technology’s sake has any credibility with 
our markets. Users want to see a clear, real-
world business benefit when they commit to a 
product. The impact of consumer technology, 
whereby ultimately every function must be able 
to deliver information or o� er a service at some 
credible level via any smartphone, has removed 
barriers to expectation. Users will pick and mix 
from whichever sources most clearly satisfy their 
strategic goals. We added an app dimension to our 
capabilities last year and increased the proportion 

of customer business analysts in relation to the 
number of digital technologists.

Big data looms increasingly large on the 
corporate management agenda as the internet of 
things (IoT) begins to realise its potential, and more 
assets and sensors (even microchips in employees!) 
can provide status data to management and 
control systems. Context-aware services, whereby 
a system responds based on both who you are and 
where you are in a building, are also a realisable 
ambition. However, we are aware of a proliferation 
of pilots but not yet much progression to roll-outs. 

There still seems to be a lack of clarity around the 
purpose of gathering all this extra data, and there 
are issues of identity security management and 
data protection in relation to employee and other 
user databases, particularly in view of the new 
General Data Protection Regulation requirements 
from May this year. To enhance corporate wellbeing 
it’s necessary to set specific money-saving or 
e� iciency-increasing ambitions that relate 
realistically to the improvement of the ecosystem 
in which employees operate.

FM service providers are having to become 
increasingly agile in getting to grips with the 
proliferation of new systems and digital tools. 
Very few have the resources to develop their own 
enabling technologies, so they must look to CAFM 
providers with the broadest skillsets. The market 
increasingly finds itself on a pathway where 
innovation is being delivered at the same rate 
as consumer digital technology. We are entering 
a space where the competitor who steals your 
customers could be an unknown who will o� er a 
new digital concept in six months’ time. Service 
providers need to embrace technologies that can 
envelop their clients in a comfort zone of adaptive 
support.

From IoT integration to robotics, 
intelligent assistants and virtual 
reality, CAFM might appear to be 
moving into the realms of science 
fi ction. But as leading vendors explain, 
technology is driving unprecedented 
CAFM functionality which will benefi t 
users and suppliers alike – so long as 
it is properly managed

KNOWLEDGE 
IS POWER



MARCH 2018   27

FMJ.CO.UK CAFM       FOCUS

PAUL DJURIC
CEO, URGENT TECHNOLOGY 
FM is constantly evolving and embracing 
new technologies, such as the internet of 
things (IoT), artificial intelligence (AI), and 
predictive maintenance. It’s a fast-moving 
industry, but to truly appreciate and 
benefit from the business advantages that 
advances in facilities and maintenance 
technology can bring, facilities 
professionals need to be early adopters, 
driving change through their organisations. 

The debate around insourcing or 
outsourcing FM continues, but we are 
witnessing a shi�  towards companies 
selecting their own CAFM system, and, 
more importantly, holding their own data. 
Even before the Carillion story broke, there 
seemed to be a new appreciation that such 
data is too valuable to be handed over to 
a third party. Some organisations prefer to 
outsource their maintenance contract for 
good reasons – it doesn’t mean they have 
to automatically forfeit their right to own 
and hold their data.

A customer of ours did just that – they 
brought the management of FM data in-
house, dismissed the service provider, then 
re-hired them as a major contractor, saving 
a lot of money and giving them full control 
of their FM and the flexibility to change 

contractor as needed. 
We’ve also noticed more customers 

wanting to make real use of their data, 
with greater reporting capabilities being 
the biggest development expected over 
the next 12 months. Most systems can 
provide standard reports, which are o� en 
no more than a dump of data from the 
CAFM system into Excel. But looking to 
the future, these reports will become 
increasingly sophisticated – they’ll take 
data from multiple collection points 
(such as weather feeds, sales totals, 
sensors on assets, IoT devices) and 
present it in a way that can be used to 
make a real di� erence to a company’s 
bottom line. The reporting of tomorrow 
will deliver actual business insight that 
will help organisations improve their 
competitiveness. 

Data and CAFM go hand in hand. Huge 
amounts of data are generated daily and 
it’s important to make use of it. Those 
reports of yesteryear that drown out 
sense with their rows and rows of data 
will move aside to make room for smarter, 
more visual reporting – reporting that 
will make organisations more e� icient, 
productive and profitable. Being able to 
conduct meaningful analysis between the 
same assets used in di� erent parts of a 

business – whether it be regions, countries, 
brands – is a powerful proposition. 
Taking this a step further, data stored on 
a shared cloud-based platform can be 
aggregated and used to develop insights 
that demonstrate how a business performs 
compared to its industry peers; such 
data can also be crunched to compare 
asset performance across di� erent 
organisations. 

Technological capability has improved to 
such an extent that organisations can now 
collect a meticulous and extensive array 
of data, o� ering unprecedented insight 
into how and when assets are used. Long 
positioned as the hallmark of enterprise 
in the ‘information age’, data now informs 
a large portion of how the workplace is 
organised and managed. As CAFM products 
evolve, FMs will be in an even better 
position to use that data to formulate 
meaningful strategic business decisions.

KEVAN DAVEY
DIRECTOR, CONCERTO – PART OF 
BELLROCK GROUP 
In many respects CAFM is becoming part of 
an enterprise-wide solution of connected 
so� ware solutions that include accounting, 
EPR solutions and HR platforms. 
Increasingly, systems include a range of 
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modules from helpdesk to cost control, asset 
tracking and property management. The 
addition of functionality for mobile (including 
BYO) devices streamlines resource deployment 
as well as enhancing the safety of the workforce 
and establishing more e� icient means of 
tracking and closing jobs.

The underlying driver for more complete 
systems is the recognition that there is benefit 
in having all of the data relating to property 
and facilities in one place. The most powerful 
component that CAFM systems can deliver is 
the reporting dashboard.  

 Facilities and estate managers realise how 
valuable information can be in driving 
e� iciencies, whether to cut costs or 
improve user experience. The 
data not only allows greater 
visibility of aspects such as 
compliance, but also makes 
supplier performance 
more transparent, 
enabling more nimble 
adjustments to be made 
to service provision 
as organisational 
requirements change.  

There is an ever-present 
demand to broaden a CAFM 
system’s functionality, tracking 
and reporting capabilities. The 
internet of things opens up more 
integration possibilities, for example with 
smart building monitoring systems. Pressure 
on workspace is driving adoption of alternative 
workplace strategies such as hot desking.

The net result is that the organisation knows 
more about the performance of its facilities 
services than ever before, which might change 
how facilities services are delivered. In a world 
of ubiquitous data, analysis and insightful 
management reports, it seems likely the 
long-running debate about FM service delivery 
models will swing in favour of the management 
model.  

Suppliers are selected for their competence, 
geographic location and ability to meet the 
client’s needs. The transparency provided by 
CAFM systems means their performance can 
be measured against cost and performance 
criteria, and suppliers replaced without 
disrupting the underlying model. Self-deliverers 
may find themselves asked to measure and 
report their own performance – but is this a 
mechanism for improving standards, or a case 
of turkeys forced to vote for Christmas?

GARY WATKINS
CEO, SWG (SERVICE WORKS GROUP) 
No man is an island and it seems the same 
is true of CAFM. Early results of our 2018 FM 
so� ware survey in partnership with FMJ have 
revealed that a number of FM clients would 
leave their CAFM vendor if it didn’t provide the 
capability to integrate with other organisational 
systems. While CAFM is continuously expanding 

in functionality, 
integration is the 
factor driving much 
of the innovation and 
opportunity in the sector.
The use of robotics and 

AI still seems futuristic, but 
organisations are making 

use of this technology via 
integration with CAFM. At a large 

Australian hospital, for example, 
meals, linen, bulk stores, pharmacy and 
waste management are transported 
automatically by an automated guided 
vehicle (AGV) system, fed from information 
held within a CAFM system.

Mobile technology has been a huge growth 
area following the launch of easy-to-use, 
custom-built apps. Ruggedised devices 
allow mobile engineers to operate in harsh 
conditions and stay connected with both 
the helpdesk and their schedule of jobs for 
the day. The next step is integration with a 
conversational interface, such as Amazon’s 
Alexa, allowing hands-free data input. This 
will allow engineers with gloved, dirty or 
otherwise full hands to access information 
on their FM database without needing to 
pause to pick up their mobile devices. 

It’s expected that use of speech 
recognition will escalate in the workplace 
this year, following reportedly record sales 
of Amazon devices. With Apple set to release 
its own home assistant later this year, strong 
sales are likely to continue. Building users 
will be able to use a familiar interface to 
report faults, book rooms or even report lost 
property instantly, just using their voice. 

Finally, space management is another 
area full of innovative potential. As with 
Ikea’s popular Place app, virtual reality (VR) 
tools allow the user to see an accurately 
shaped and sized model of an object 
‘placed’ wherever they point the device’s 
camera. Integrated with space management 

so� ware, building managers can visualise 
layouts more quickly and easily, helping to 
maximise space utilisation and create more 
appealing, productive spaces. Engineers 
using VR glasses integrated with BIM and 
CAFM so� ware would have the ability to see 
behind plasterboard to identify wiring, areas 
of known asbestos, or building materials 
used. 

CLAIRE VISSER
CAFM DIRECTOR, CAFM EXPLORER
We are seeing customers experience further 
gains from their FM systems by bringing in 
more data from third-party systems and 
taking advantage of powerful reporting 
functionality within one central tool. Data 
can be used to trigger activities, allowing 
organisations to automate more of the 
FM process than ever before – taking care 
of compliance checklists and planned 
maintenance, for example, at the click of a 
button.
In an industry where time is money, being 
able to amalgamate several legacy systems 
– where previously space, property and 
FM may have sat independently – into 
one integral solution also provides an 
opportunity to do more with less and see 
the wider FM picture under one roof. Only by 
having this level of visibility will organisations 
have the intelligence they need to make more 
informed, strategic decisions.
Given digital innovations are advancing 
every day, smart building technology is 
already pushing the next generation of 
user experience – incorporating live chat 
into the FM helpdesk and expanding to 
voice recognition technology. Augmented 
reality for maintenance is also likely to 
bring opportunities for the FM industry – for 
example, being able to scan a wall and have 
full visibility of each component. Ultimately, 
knowledge is power – and FM technology is 
the key to unlocking it.

 
The next step is 

integration with a 
conversational interface, 
such as Amazon’s Alexa, 

allowing hands-free 
data input.”
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The spring clean has been a tradition in one form or another for 
centuries. The act of  cleaning out and decluttering our homes 

a� er the winter is not only hygienic, but acts as a rejuvenation; an 
opportunity for reflection and readjustment. The same can apply 
to the workplace. By taking advantage of an o� ice spring clean, 
businesses can reduce unnecessary stress associated with an untidy 
o� ice and boost employee productivity. 

A spring clean can also have a positive impact on employee sickness 
rates, as a hygienic o� ice is less likely to engender the spread of harmful 
germs and bacteria. However, to truly achieve all the potential 
benefits of a workplace cleaning strategy, attention 
should first be paid to the facilities management 
strategy, which may also benefit from a similar 
overhaul. 

FMs shouldn’t just see the spring clean as 
an opportunity to create a more sanitary 
working environment, but also as an 
opportunity for re-evaluation. Choosing 
products can become routine, with the 
same choices being made over and over 
again – but selections should always be 
changing and updating. Specific products 
being procured should be regularly reviewed 
to ensure they are still up to scratch in terms 
of environmental impact or cost e� iciency. For 
instance, microfibre cloths are constantly improving, 
as they achieve a similar standard of cleaning while using 
reduced amounts of chemicals and water. 

The search for products which are e� icient, yet cause minimal damage 
to the environment, can be confusing, not helped by the vast array 
of accreditations and certifications to be found on eco-labels. Proper 
research is essential and manufacturers should ensure that cleaning 
product marques and labels are easy for customers to understand. 

SMART CHOICES
Where organisations may previously have been buying prediluted 
chemicals, a switch to buying bulk loads of concentrate and utilising a 
dilution control system might be a smart choice to make. These systems 
use dispensers to manage and regulate the amount of concentrate needed 
to achieve a high cleaning standard, requiring less storage space and 
fewer deliveries. 

Reducing the number of deliveries is a desirable factor when reviewing 
supply activity, both from a cost and environmental perspective. By 

consolidating the supply chain and purchasing cleaning 
tools and chemicals from partners who can provide 

a range of products, rather than from a host of 
di� erent suppliers, businesses can unlock hidden 

advantages. 
Overactive supply activities can have a big 

impact on an organisation’s carbon footprint, 
so there are significant environmental 
benefits to be had. Additionally, partnering 
with a single supplier will help to build 
a worthwhile and mutually beneficial 
relationship, where trust and loyalty can 

result in discounts and other related perks. 
When it comes to actually conducting a 

thorough clean of the workplace, it’s important 
to communicate with sta� . Employees should be 

made aware that they have individual responsibilities 
towards maintaining a tidy and hygienic working 

environment.  
While some employees may already be on top of this, it may still be 

worth regularly  reminding the entire workforce to clear their desks at the 
end of the day, securely disposing of unwanted files and washing up any 
mugs, cutlery or plates they have used. By creating a joined-up approach 
to o� ice upkeep, with each employee doing their bit on a regular basis, 

An annual spring clean provides the perfect opportunity to rejuvenate a workplace and 
re-evaluate its cleaning strategy, says George Hand of Offi  ce Depot  

SPRING 
INTO ACTION

germs and bacteria. However, to truly achieve all the potential 
benefits of a workplace cleaning strategy, attention 
should first be paid to the facilities management 

instance, microfibre cloths are constantly improving, 
as they achieve a similar standard of cleaning while using 

consolidating the supply chain and purchasing cleaning 
tools and chemicals from partners who can provide 

a range of products, rather than from a host of 
di� erent suppliers, businesses can unlock hidden 

advantages. 

impact on an organisation’s carbon footprint, 

result in discounts and other related perks. 

thorough clean of the workplace, it’s important 
to communicate with sta� . Employees should be 

made aware that they have individual responsibilities 
towards maintaining a tidy and hygienic working 

environment.  

FMs shouldn’t just 
see the spring clean as an 

opportunity to create a more 
sanitary working environment, 
but also as an opportunity for 

re-evaluation.”
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KEEPING LONDON’S 
LANDMARKS PRISTINE 
Famous, high-profile buildings 

like The Walkie Talkie and The 
Gherkin in London require a special 
approach to cleaning, not just 
for the health and safety of those 
visiting and working inside them, 
but to meet the expectations of the 
world at large. These architectural 
landmarks reflect the prestige 
both of the capital and their 
corporate tenants, which means 
they must maintain a pristine 
appearance. Spring is a good 
time to burnish external paving 
and decking with steam cleaning 
equipment or jet washers, and pay 
glass surfaces special attention to 
ensure they turn a sparkling face 
to the world.  

These notable buildings o� en 
have high value fabrics and finishes, 
such as stone or wood floors, that 
require specialist treatment. O� en 
warranties depend on correct cleaning techniques and proper planned maintenance. And like most of London’s 
major corporate buildings, they incorporate acres of glass that must be kept gleaming at all times. It’s quite a 
challenge.

Principle Cleaning Services is responsible for keeping over 200 buildings clean and shiny, including 20 Fenchurch 
Street (aka the Walkie Talkie) and 30 St Mary Axe (aka The Gherkin). The unique challenges of the Walkie Talkie 
include a vast glazed Sky Garden dome, which has to be cleaned using a cherry picker and abseilers for the 
underside, while the exterior is accessed by a mobile, high-access reach-and-wash unit. The building’s ‘top-heavy’ 
construction requires the abseiling team to pin themselves to its outer upper wall in order to reach the cleaning 
surfaces.  

Inside the building are a number of escalators which are maintained on a daily basis using the innovative REN 
system, then periodically deep cleaned using the heavy duty Rosemor machine. This approach is like brushing 
your teeth daily, then visiting the hygienist on a periodic basis to remove the build-up that can’t be reached by 
daily brushing. 

Meanwhile, Principle has been servicing The Gherkin since 2010. The company maintains all the common areas 
of the building, including the external plaza, which is one of the busiest areas in London – especially during the 
summer months. The main entrance, li� s, lobbies, and all 108 toilet blocks and washroom areas are included, and 
Principle also manages the building’s waste. 

The Gherkin is a prime example of where planned maintenance is essential to preserve the appearance of an 
expensive asset. The high gloss stone floor in the li�  lobbies and washrooms, for example, requires ongoing 
treatment to maintain its shine. So diverse are the needs of the multi-tenanted building that Principle employs 
a dedicated site manager who remains permanently on site, controlling the horizontal and vertical cleaning 
operations, liaising with on-site supervisors and housekeepers, and maintaining close communication with the 
building’s facilities team.  

Like all o� ice premises, prestigious buildings benefit from planned maintenance cleans in addition to the daily 
cleaning routines. Known as ‘periodics’, these ensure that high-use areas such as kitchens, washrooms, hard floors 
and carpets are kept as pristine as the manufacturer intended. Proactive cleaning in waste areas helps to prevent 
bad odours from developing and deters pests from taking up residence. 

Buildings with challenging cleaning needs require a flexible approach. Principle’s Hybrid programme, for 
example, allows for cleaning and housekeeping tasks to be performed throughout the day, with the option to 
build planned maintenance cleaning into daily routines.

organisations can make sure the o� ice is 
clean and tidy while also removing the 
need for expansive cleaning and tidying 
sessions in the future. 

WASHROOM REVIEW
This also applies to workplace 
washrooms. Bad hygiene o� en begins 
in the washrooms, with poor personal 
hygiene leading to the spread of harmful 
bacteria. The o� ice spring clean is a good 
opportunity to review the washrooms and 
ensure employees are educated on proper 
practice when it comes to their personal 
hygiene. 

Employees will hopefully be washing 
their hands as an unthinking matter of 
routine, but many may be unaware that 
it is widely recommended that hands 
should be washed for a minimum of 20 
seconds to ensure the process is e� ective. 
Simple signage could be placed in 
washrooms reminding employees of this. 

It might also be a good idea to review 
the choice of hand soap. Some consider 
alcohol-based sanitisers as a good way 
to go, and their e� ectiveness has been 
proven, but they can be harsh on the skin 
and employees may be put o�  from using 
them. FMs might also want to consider 
other ways to stop germs in their tracks, 
such as sensor-operated taps and pedal-
operated bins (if not already in use). 

The physical design of a washroom can 
have a serious impact on how e� icient 
and e� ective it is to clean. Modern 
washroom layouts tend to be less 
cluttered than traditional bathrooms, 
with fixtures and fittings easier to access. 
Buildings with more aged washrooms 
might benefit from an overhaul of 
washroom design.

An o� ice spring clean presents the 
perfect opportunity for FMs to freshen the 
workplace, rejuvenate cleaning policies, 
improve workplace hygiene and cra�  
a tidy and sanitary environment. It can 
only help to banish winter blues and raise 
employee morale in readiness for the 
brighter days ahead.
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The real and tangible benefits that flow from the 
adoption of an internet of things (IoT) solution o� en 

go unrealised. That may partly be because boards are not 
fully aware of the potential value of such solutions. The 
application of sensors to engineering assets or to space in 
general tends to flow from specific needs. So it might be 
useful to restart the conversation, focused not so much 
on optimising the assets in a building, but on optimising 
the people who work in it. Can we create a simple 
mechanism that puts people at the centre of 
an IoT solution, while still delivering 
financial gain? 

There is an opportunity to use 
IoT technology in a way that gets 
people interacting with the 
workspace in a much better 
way. Let’s not just make the 
building smart – let’s make 
user interaction smarter too. 
Some argue that focusing 
technology on people creates 
a ‘big brother is watching you’ 
concern. We need to move the 
debate on to a better question: 
how can technology make your 
working day better? This fits well 
with the growing trend for FM to be more 
customer focused.

Outside of work, people are increasingly engaging with 
smart home IoT solutions for a myriad of applications, 
from Hive for heating to Alexa and even IoT kettles. We 
can apply this lesson to the work environment – when 
technology is cost e� ective, and simple to install and 

use, it can improve your life.
Most of us are used to apps that carry out all sorts of tasks. 

What if we could interact with our buildings in a similar 
way? Solutions based on user-friendly apps could apply to 
all kinds of buildings, not just new ones. They would also 
be a� ordable – certainly compared to solutions based on 
modifying assets. Retrofitting sensors in order to gather the 
data that drives IoT solutions is a big barrier in terms of cost 
on the road to becoming smart. 

As with home technology and apps based on 
mobile devices, the starting point must 

always be: is this easy and intuitive to 
use? Does it help me? Will I use it 

again? I know if I downloaded an 
app to my personal smartphone, 

only to find it required 
specialised knowledge or a 
manual to get any use from 
it, I would simply delete 
it. But that’s the norm in 

facilities management. A 
building occupant o� en needs 

knowledge of HVAC to report 
that they are cold. 
But combine an app with near 

field communication (NFC) or a beacon, 
and we can start to provide people with 

contextual information as they interact with 
their building’s resources. The user interface can be greatly 
simplified – menus for use in a catering environment, or one-
click access to AV support, because the system knows where 
they are. In an agile environment the unfamiliar can become 
familiar, with users supported as they move around the 

Mark Hazelwood, MD of Active Workspace Management, argues 
that digital tech isn’t just about making a building smart – it’s 
about making user interaction smarter too 

PEOPLE
POWER

an IoT solution, while still delivering 

with the growing trend for FM to be more 

As with home technology and apps based on 
mobile devices, the starting point must 

always be: is this easy and intuitive to 
use? Does it help me? Will I use it 

again? I know if I downloaded an 
app to my personal smartphone, 

only to find it required 

building occupant o� en needs 
knowledge of HVAC to report 

that they are cold. 
But combine an app with near 

field communication (NFC) or a beacon, 
and we can start to provide people with 

contextual information as they interact with 

But combine an app with 
near fi eld communication (NFC) 
or a beacon, and we can start to 
provide people with contextual 

information as they interact 
with their building’s 

resources.”
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building. This type of technology has been in 
use for some time in retail, so why not in the 
workplace? 

It’s about shi� ing the emphasis from 
e� icient use of the asset (although this 
is still relevant) to meeting the needs of 
people. Where sensors are used to monitor 
desk occupancy, for example, it’s usually 
about maximising utilisation of the building 
portfolio. But what the user needs to know 
is: where am I most likely to get a desk when 
I arrive at the o� ice? A well-designed app 
could not only tell them, it could also book 
the desk. If we are entering a world where 
FM needs to become more customer-centric, 
maybe this is the angle we need to consider 
when contemplating the implementation of 
new technology in a building.

I’m not suggesting one huge app that 
does everything in the workspace. It’s more 
about a basket of great apps that do small 
things exceptionally well – which is what 
we’re accustomed to on our mobile devices. 
We shouldn’t attempt to second guess what 
users might want to do with the tech – they 
should be allowed to decide for themselves. 
Hopefully the initial wow factor will help 
drive uptake of the new solutions. (There 
are already some great apps out there 
for workplace users if you look, including 
Amazon with its business version of the 
Alexa intelligent personal assistant.)

It’s important not to lose sight of whose 
agenda you’re serving. Is this truly a wow for 
the customer, or is it just incredibly exciting 
if you happen to work in FM? The benefit to 
users should be clear before you embark 
on app-based solutions. This might require 
stepping out of an industry mindset to make 
sure your solution is something that people 
will actually use.

The overall premise is quite simple. If 
people are given tools enabling them to 
interact easily with their environment, 
the value of that space must increase. 
Companies occupy and fit out buildings to 
achieve a particular goal. By improving the 
way people interact with that investment, 
it must assist in aligning FM delivery with 
corporate objectives. 

There is an opportunity here for a 
conversation that moves beyond FM 
norms, creating a more compelling case for 
investment and a clearer perception of the 
value of FM services to the building and the 
organisation. At the end of the day, people 
are more interesting than buildings.

People will adopt new technology, but 
we need to get smarter about bringing 
users into the smart buildings debate, and 
draw more lessons from the revolution in 
technology that is already happening in the 
home. FMs need to be able to say: you know 
that stu�  you do at home? We’re going to do 
that for you while you’re at work.

A WORD ABOUT WI-FI  
Wayne Connors, MD of ACCL, warns that if the hardware doesn’t work, the 
building won’t either

For most of us, the rise in the use of smartphones and other portable electronic devices has 
had a dramatic e� ect on the way that we live and work. We know they have made us more 
connected and available, better able to communicate with family, friends, colleagues and 

clients, and quicker to respond to opportunities as they arise. 
The e� ects on employee e� iciency also appear to be significant, with a Frost and Sullivan 

survey showing that using personal devices at work improves productivity by 34 per cent. 
At the same time, bring your own device (BYOD) policies are favoured by 69 per cent of IT 
decision-makers, according to Cisco, due to the savings in employee time, hardware costs and 
maintenance spend. The trend is likely to grow.

An e� ective and reliable wi-fi network is critical in maximising the benefits of BYOD. Wi-fi 
allows people to be mobile, taking their devices to work anywhere on site and enabling them to 
instantly switch between them. People can work together, collaborating and exchanging ideas, 
as they are no longer tied – literally – to their desk by cables. Productivity improves as employees 
are able to get more work done on their own laptops and smartphones. High-performance 
wi-fi networks allow many people to access information and data in specific areas of the o� ice, 
such as meeting rooms, without being encumbered by slow connections. The elimination of 
desk cables, with all the maintenance cost and safety risk that accompanies them, is another 
advantage.

REALISING THE GAINS 
With wi-fi acting as the main channel for workplace network activity, rather than an add-on 
or a nice to have, it becomes a critical part of the o� ice infrastructure. It’s vital to plan the 
deployment of wireless access points and equipment, to guarantee consistent, high levels of 
performance throughout the o� ice, and support increased demand and employee mobility. This 
requires a wi-fi survey, which matches the end users’ requirements to the physical layout of the 
o� ice and the expected device density and mobility requirements. The survey data allows the 
engineers to design an appropriate network.

It might be hidden behind walls, ceilings and floors, but a structured cable network, with large 
amounts of hard cabling, is vital to the success of wi-fi. Adequate capacity through the correct 
choice of cables, their positioning and accompanying equipment, such as wireless routers, needs 
careful planning. The inaccessible locations of the cables o� en makes subsequent changes time-
consuming and a drain on productivity, so upfront planning and project management is vital. A 
good network design will also be easier to support.

As networks in buildings grow, and there is an inevitable requirement for a digital upgrade, 
or for new security systems to be installed, the quality of the original back-end design will 
determine how easily extensions can be made and future wireless technologies integrated. This 
means that specialist cabling experts are fundamental to the success of modern smart buildings.
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Two years ago, consumer data and so� ware 
business Callcredit Information Group 

decided to take on full management of its 
headquarters in Leeds. This was no mean 
undertaking given the scale of the building – 
78,000 sq �  of o� ice space, housing over 800 
sta�  across seven floors. Clearly it was vital to 
select the right partner to facilitate the handover 
and handle the ongoing management of the 
building.     

Following a rigorous tender process, corporate 
o� ice FM specialist Anabas was awarded a three-
year contract worth an initial £1.5 million. As well 
as supporting the change, this covered FM services 
including cleaning, M&E maintenance, building 
maintenance and FM helpdesk. 

Hedia Merlin, Group Head of Facilities at 
Callcredit, explains how Anabas came to be 
added to the tender list: “Anabas came highly 
recommended to me by a valued contact in my 

network. We wanted and needed a provider that 
was of a size and scale to be able to professionally 
manage all of our facilities. This partner needed to 
come with all the reassurances that are required 
from a cost, risk and compliance perspective – but 
at the same time not be so big that we did not feel 
important to them.” 

Merlin concluded that Anabas shared Callcredit’s 
values and interest in partnership working. “We 
also needed a partner who was going to be able 

Outsourcing FM services is a delicate business that can go horribly wrong without trust 
and a shared commitment to partnership working

CREDIT IS DUE
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management team when needed.
With a go live date of 1 January, it was all 

hands on deck during the festive season. Led 
by Anabas Commercial Manager JohnPaul 
Pearson, the Anabas team had only a short 
space of time to get to grips not only with the 
infrastructure and the fabric of the building, 
but also with the 20-plus contractors already 
delivering key services. 

A detailed mobilisation plan and 
risk register was prepared and Anabas 
undertook a full condition survey of all 
plant and equipment, assessing all asset 
registers and PPM planners. It was then 
over to the commercial team and subject 
matter experts. These included finance to 
provide payroll support, the operations 
team for asset management, modification, 
validation, surveying and PPM planning, and 
procurement for full audits of the existing 
suppliers, enabling HR to manage the TUPE 
process. This was the lengthiest process of 
all, requiring detailed assessment of each 
individual to ensure they had the required 
H&S and COSHH training to earn the 
necessary safety passport. 

“With over 20 existing contractors 
to engage with, it was a huge 
undertaking to spend time getting 
to know each business and the 
individuals within, in order to 
meet the client’s requirements,” 
says Pearson. 

“However, despite the challenge this posed, 
the TUPE process was a real success and 
worked better than we had expected.”

PARTNERSHIP APPROACH 
To facilitate the daily management, a 
dedicated Anabas Facilities Manager, Mel 
Sharratt, was appointed and is permanently 
based on site at the Callcredit o� ices to lead 
on operations. Managing a team including 15 
cleaners and five o� ice sta�  who deliver a 24-
hour service, Mel and her team are located 
in the facilities work area alongside the 
Callcredit Group Head of FM and Operations. 
This has ensured that the facilities team is 
seen as ‘one’ across the business, to provide 
a seamless delivery model of management. 

“Being based on site was 100 per cent 

to work with us very closely to manage the 
mobilisation process – and one that would 
handle the TUPE of all existing sta� , in a 
careful and sensitive manner,” she says. 
“This was a real stipulation because we are a 
business that values long-term relationships. 
It was imperative not only that all of the 
existing supply chain, many of whom had 
worked with us for years, were retained, 
but that it was a positive experience for all 
concerned.” 

Callcredit was further reassured by 
the guarantee of direct access to Anabas 
Managing Director Alistair Craig and his 

CREDIT IS DUE
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the right decision for both Anabas and 
Callcredit,” says Sharratt. “The proximity 
allows me to keep an eye on the site every 
day and enables me to always have a view on 
what needs to happen. It was also important 
from the very beginning that the Anabas sta�  
felt part of the wider facilities team – and 
were viewed as such by the wider business. 
By creating a dedicated area, we are able to 
work more collaboratively and e� iciently.” 

A ‘floor captains’ system was put in place 
to support the smooth daily running of FM 
services across the site. The floor captains 
are individuals trained to become the FM 
team’s eyes and ears. They are the go-to 
people for any problems and work closely 
alongside the onsite helpdesk to ensure that 
all issues are logged accurately and resolved 
in a timely manner. 

“Floor captains are a core part of the 
Anabas service delivery for many of our 
clients,” explains Sharratt. “Recruitment of 
quality people is a major challenge across 
the industry, and so resourcing the team 
appropriately can be di� icult. This is why 
we select ambitious individuals who are 
keen to learn, and then upskill them to 
deliver a range of services. The training 
includes basic electrical, fabric maintenance, 
SIA, legionella, basic plumbing, painting 
and additional more complex skills. This 
has saved money o�  the bottom line for 
Callcredit and has reduced the need to bring 
individuals in at a costly fee to deliver one-o�  
services.” 

She adds: “As a supplier it is important to 
provide added value for clients and the floor 
captains do just that. We are also creating 
the FMs of the future by providing these 

individuals with a rounded experience, and 
continually developing the teams within.”

Says Hedia Merlin: “The three floor 
captains were sta�  who went through the 
TUPE process. Anabas has enhanced their 
careers and massively upskilled them. 
The training has enabled them to provide 
support across the board and has added 
flexibility to the team. It has also ensured 
that we are not working in silos, but together, 
as they are able to help with managing 
absence, changes in shi� s and illnesses.” 

She believes the relationship that has been 
built with Anabas is an excellent example of 
collaboration. “There’s a great culture and 
we all work together as one team. When the 
going gets tough, we problem solve together 
– it’s all hands on deck, there is absolutely no 
‘that’s not my job’ mentality.” 

COMMUNICATION IS KEY 
Monthly reporting by Anabas provides a 
full overview, and a quarterly review with 
Anabas MD Alistair Craig ensures that the 
delivery stays on track. The team is always 
thinking strategically and solving problems. 

“My main objective when I made the 
decision to outsource the FM was to free up 
my time, allowing me to focus more on FM at 
a strategic level for the business,” says Merlin. 
“Anabas has enabled this to happen. The 
biggest challenge for me has been stepping 
back from the day-to-day management 
and allowing Mel and her team to manage 
it all. However, Mel makes it easy for me to 
trust the jobs are being done e� ectively and 
provides me with the necessary overview 
without bogging me down with the minutiae 

detail. We work through major issues and 
problem solve together, so it’s the best of 
both worlds, really.”

She’s also proud of the way the partners 
have managed to maintain a cultural 
balance. “It’s important that the Anabas sta�  
feel part of the Callcredit team. As such they 
are completely involved and treated like any 
other employee.”

On the back of a successful first year, 
Callcredit expanded the scope of the Anabas 
contract for 2017. Several services were 
added to the initial contract alongside 
the management of Callcredit’s newly 
refurbished, client-facing London o� ice. 
Anabas now delivers a range of services 
including cleaning and maintenance, 
reception, hospitality, security and 
compliance – as well as the floor captain 
service. 

Callcredit is set to refurbish its Leeds HQ 
later this year, and is looking to extend the 
contract to enable Anabas to help. It will be 
quite a challenge as the building will be fully 
occupied during the process. 

“Finding an FM company to deliver services 
is easy, but finding the right partner is not,” 
Merlin warns. “The way in which our two 
businesses work together is testament to the 
hard work of many. The overall impression 
I get of Anabas is of a company that does 
really care about Callcredit as a customer, 
and a team that strives to do their best 
every day. 

“The two businesses fit well together 
culturally, and we plan to continue working 
together. There has been a huge investment 
in time on both sides, and we see this as a 
long-term fit.” 
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The constant reporting, monitoring and closing out of health and safety 
incidents helps to ensure workplaces are safe, occupant health is 

protected, and compliance with regulations is guaranteed. This can be a time-
consuming task, especially for a large organisation. 

Salisbury Group provides a range of services including facilities management, 
cleaning, engineering (mechanical and electrical), security, compliance, and a 
specialist energy solutions team. 

Until May last year, we used a paper-based system to record health and safety 
incidents, accidents and near misses. The information was collated and analysed, 
then reports generated and reviewed to check for trends or concerns.

All organisations need to achieve a high standard of health and safety 
compliance, but this is particularly true of businesses responsible for managing 
clients’ workspaces. Timely and e� icient reporting and managing of incidents, 
accidents and near misses is critical – not just to measure the provider’s health 
and safety performance, but to acquire information that can be used to reduce 
risk and improve overall performance and compliance.

The ‘safety triangle’ is a widely accepted model of the accident log ratio 

within an organisation. At the top is a single major injury, followed by several 
minor injuries, then, near the base, a much larger number of near misses – all 
underpinned by a much greater number of unsafe acts and conditions. At 
Salisbury, however, we reported a diamond rather than a triangle: very few major 
incidents at the top, numerous minors in the middle, then a tapering o�  with just 
a few near misses. 

Our paper-based system of reporting had its advantages – it worked, and 
was familiar to sta� . But compiling the safety logs and records, mining them 
for meaningful data and turning that knowledge into reports was very time 
consuming and labour intensive, and we found we were missing out on valuable 
information that was slipping through the net. We began to consider the idea of a 
technology-based solution..

CUSTOMISED APP
Once we started to research the available risk management and incident 
recording technology, we became convinced the switch would help us to develop 

Matt Peaty, QSHEC Director at Salisbury Group, describes how his company 
switched from a paper-based accident reporting system to mobile technology 
– and how this is proving a game-changer on site 
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high-quality health and safety practices 
that could compete with the best. We 
were, however, surprised by how few FM 
companies were taking advantage of the 
existing technology. We established a vision 
of what we needed, developed an outline 
specification, and sought a suitable partner. 

The key to choosing the right so� ware was 
the ability for it to work not just on multiple 
platforms, but also without requiring 
connection to a mobile or wireless network. 
Salisbury Group has employees who 
sometimes work in areas where there is only 
a weak signal, or no signal at all, so this was 
one of the defining features of our search. 
It led us to LogIncident, a company with an 
easy-to-use product that met our needs and 
had an impressive track record, with the 
added advantage of a friendly, professional 
team to support us during rollout. 

We particularly liked the ability to expand, 
change and amend the app as it stood. 
Rather than adapt our practices to suit a one-
size-fits-all model, we were able to tailor the 
so� ware to our specific requirements. For 
example, the standard incidents recorded by 
the app are ‘near misses’, ‘minor’ and ‘major 
incidents’, with a range of incident types 
to choose from via a drop-down menu. We 
deliver total FM in complex environments 
with a wide range of risk profiles, so we 
understand the significance of managing risk 
via the reporting of near misses. Recording 
and analysing near misses helps us to make 
improvements that lead to fewer incidents 
and accidents that might cause injury or 
damage. However, we wanted to expand the 
range of opportunity, so we introduced a 
fourth measure – ‘positive intervention’.

Positive intervention reporting involves 
identifying a risk before it becomes an 
incident or near miss. It’s a great way to 

encourage and embed a health and safety 
culture. Teams are motivated to take a more 
proactive approach to accident and incident 
prevention. It might be something as simple 
as noticing that a spill has occurred and 
taking the trouble to clean it up; removing a 
delivery from a means-of-escape corridor, or 
correcting someone’s inappropriate use of a 
ladder. Whatever it is, positive intervention 
can be as valuable to risk management 
as recording near misses, and I believe it 
has strengthened our health and safety 
performance.  

The app is an e� icient way to record, report 
and analyse incidents and accidents. Anyone 
with a smartphone or smart tablet device 
can capture information quickly and easily 
during or immediately a� er an incident. The 
data is automatically uploaded from the 
device to a central database and dashboard. 
It can then be reviewed on a case-by-case 
basis or as aggregated information from 
combined reports. We have configured the 
app to record who is logging the information 
and where the incident took place; managers 
are immediately made aware of a serious 
incident or injury to an individual, based on 
defined escalation rules.

The ability to capture photos and videos 
of an incident and add them to a report is 
particularly useful, since ‘a picture tells a 
thousand words’. Images can be annotated 
on the mobile device to highlight any specific 
issues.

THREE-PHASE ROLLOUT
A� er testing the app, we introduced it in 
three phases: first to the facilities side of the 
business and regional managers, then to 
engineers, and finally to the rest of the senior 
managers and other teams. We sent out 
introductory emails in advance, then so�  copy 
manuals showing what each screen looks like, 
plus a list of FAQs. Sta�  were asked to use the 
app for real within the first week to help them 
become quickly accustomed to it. 

The results so far have been impressive. 
The app is intuitive and simple to use. A� er 
four weeks of running it in parallel with the 
existing system, we were able to dispense 
with paper reporting completely. The whole 
company now uses the new app. Overall, 
we estimate that the switch has halved the 
time our administrators spend on accident 
reporting. The real impact, however, will be 
seen in a few months’ time, when we will 
measure our health and safety performance 
in relation to the ‘accident triangle’, and 
in comparison to the equivalent period in 
previous years.

We will continue to work with LogIncident 
on improving the capture and analysis of 
data, and also on ways to use the app in the 
investigation of both individual incidents 
and aggregated data. We believe the data, 
dashboard and communication features can 
play a role in helping us to identify the root 
and underlying causes of incidents – and 
avoid them in future.
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WESTGATE WORK WITH KINGSLAND DRINKS TO 
PROVIDE ADDITIONAL PRODUCTION ZONE   
Kingsland Drinks have been producing wines and spirits since 1955. 
Specialising in a complete category solution, Kingsland Drinks work with top 
producers around the world, as well as creating their own unique brands.

Westgate had previously worked with Kingsland Drinks supplying them with 
Hoardfast; a part height partitioning 
system. Having been satisfied with the 
high level of service and the standard 
of the product, Westgate were 
approached by Kingsland Drinks about 
installing a full height, floor to ceiling 
partition in their existing storage 
warehouse in Manchester. 

Having completed many projects 
for temperature and dust control in food and drink environments in the past, 
Westgate recommended Flexiwall to deliver the requirements of the project. 

Operating in the food and drink industry means that Kingsland Drinks must 
meet the requirements for BRC accreditation. 

Joseph Rowles, key account manager at Westgate for the food and beverage 
sector commented: “Flexiwall takes in to account the requirements of BRC as it 
is manufactured from food grade materials, delivers an over 99% dust tight seal 
and easily segregates production and storage areas.

Installations are quick and clean in comparison to traditional partitioning 
solutions. Flexiwall installation methods reduce the amount of downtime 
required and maximise operation schedules during planned project work; 
something our food and beverage manufacturing customers benefit from 
massively.”

� www.westgatefactorydividers.co.uk     �   +44 (0) 1785 242181

 � salesteam@westgateuk.co.uk

CHANGING ACCESSIBILITY FOR THE BETTER 
People with disabilities 
will find Liverpool one 
of the better airports to 
use when travelling by air 
with the completion of a 
£4million refurbishment 
& upgrade of the 
departure lounge.

Liverpool John Lennon 
Airport (LJLA) now 
includes a Changing 
Places assisted 
accessible toilet, added airside by the existing wheelchair-accessible male and 
female toilets. 

Supplied by Closomat (Britain’s leading provider of away from home assisted 
accessible toilet solutions), and installed by Redbridge Interiors, the Changing 
Places toilet gives more space, to accommodate a wheelchair user and up to 
two carers, a ceiling track hoist, mobile changing bench and height adjustable 
washbasin. It is electronically accessed, with a call point and camera.

Tony Clough MBE, Britain’s leading Changing Places campaigner, who 
o� icially opened the new facility at LJLA, Said: “Imagine if you couldn’t find a 
suitable toilet while waiting to catch a plane, having a drink or a meal out, while 
shopping. 

“Without the additional facilities a Changing Places o� ers, at least 1 in 260 
people face that situation. Liverpool Airport’s opening of a Changing Places 
means that tens of thousands of disabled people can potentially now fly from 
the hub, knowing that if they need the toilet, there is somewhere suitable for 
them. It opens up the choice available to them.”

� www.clos-o-mat.com

ALL ABOARD THE JANGRO BUS 
Following its success at 
London’s Cleaning Show 
last year, the Jangro Bus is 
back. Its first destination 
will be Stand A32 at the 
Manchester Cleaning 
Show on the 11-12 April at 
Event City.

Jangro, the largest 
network of independent 
janitorial distributors in 
the UK and Ireland, will welcome visitors to its stand with a barista service 
on board the bus and sweet treats to enjoy in its ‘country-style garden’ at the 
event. All refreshments will be available free of charge, and any voluntary 
donations received to Jangro will be donated to the ‘We Love Manchester 
Emergency Fund’, set up to help those a� ected by the attack at Manchester 
Arena last year. Other highlights at the show include details of its sustainable 
cleaning ranges and an opportunity to discuss the exceptional customer 
benefits with the national accounts team.

Jangro will be demonstrating its innovative range of products and supplies, 
including the newly launched Toilet & Descaler sachets. Used together with 
refillable bottles, these sachets can make a huge di� erence to the number 
of plastic bottles used and disposed of per year, dramatically reducing the 
amount of plastic waste. 

Also being showcased is the popular Enviro range – a concentrated 
cleaning product variety which aims to reduce users’ carbon footprints, from 
packaging and shipment, to use and disposal. 
To register for your voucher, visit www.jangro.net/mcrshow 

 � www.jangro.net/mcrshow

CHARTER BUILDING: SIGNBOX PROVIDES 
INTERNAL WAYFINDING AND EXTERNAL 
ILLUMINATED SIGNAGE 
Located a short walk from Uxbridge 
tube station, The Charter Building, 
former UK headquarters of Coca-
Cola, has in the last year, undergone 
an extensive refurbishment and 
remodel. To add the finishing 
touches, signage and display graphics 
specialist Signbox was commissioned by contractor Bowmer & Kirkland to 
deliver external, illuminated signage and comprehensive wayfinding graphics 
throughout this five-storey, 240,000 square foot building.

Signbox was tasked with creating and installing signage that fully reflected 
the quality of the renovated building. With twelve individual stairways, two sets 
of li�  cores and hundreds of doors serving di� erent segments and floors, the 
scale of the project was a challenge in itself.

Signbox created and installed simple, icon-led wayfinding graphics, symbols 
and floor-level information using the latest high-tack, self-adhesive Mactac 
films. Graphics were applied to a vast number of surfaces throughout the 
building.

One of the centrepieces of the project was an illuminated, external sign 
mounted onto the north facade of the building. 3D rimless, illuminated letters 
were placed onto horizontal rails, which were painted to match the colour 
of the tiles of the building so as to disguise them.A� er completing the work, 
Signbox was then commissioned to create identical, external signage for the 
south facade. This project is expected to be completed in early 2018.

� www.signbox.co.uk

� +44 (0)1784 438688 

 � sales@signbox.co.uk
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http://www.signbox.co.uk
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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 
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CATCH THE NEXT WAVE IN RECYCLING  
New Recycling Bins are 
Making Waves

New from Leafield 
Environmental is the Finbin 
Wave series, a stylish 
recycling/waste bin collection 
that is proving ideal in many 
locations such as shopping 
malls, airport terminals, 
galleries, museums, hotels, 
entertainment complexes, etc. 

The wave series comprises three styles of bin… Single, Double and Triple. 
Each is available with open top or with an optional arched cover for 
outdoor use. 

Manufactured in brushed, 430 stainless steel, wave bins are also available 
with a powder coat finish on galvanised steel. Top aperture plates come in 
stainless or metallic black and are hinged to allow easy access for servicing. 
Optional, WRAP compliant recycling labels identify the waste streams handled 
and shaped aperture masks further help identification. 

Waste is collected in plastic sacks, held in place with pivoted sack retention 
frames and with 100 
litre capacity under 
each aperture, Wave 
bins are ideal for heavy 
footfall locations where 
functionality is as 
important as the Wave 
bin’s undoubted style.

� www.leafieldrecycle.com     �  comms@leafield-environmental.com

 � 01225 816541

MOTO HELPS IMPROVE ACCESS ‘UP NORTH’    
Disabled travellers can venture 
further afield with the opening 
of the most northerly Changing 
Places on the M6.

MOTO Hospitality has opened 
its latest assisted accessible 
facility, supplied and installed 
by Closomat, northbound at 
Southwaite. The room- which gives 
people who need help to toilet, 
and their carers, the appropriate space and equipment- can be accessed from 
both sides of the motorway, via a footbridge.

MOTO is setting the standard as high as possible for disabled travellers: not 
only does the Changing Places at Southwaite include the ceiling track hoist, 
privacy screen and adult-sized height adjustable changing bench that are 
core requirements, the standard washbasin has been upgraded to a height-
adjustable version, and the conventional WC upgraded to a Closomat Palma 
Vita wash & dry toilet, as noted in the new BS8300: 2018, to o� er greater 
independence and dignity to users.

Under Building Regulations and British Standards, a Changing Places should 
be provided in any building to which 
numbers of the public have access, in 
addition to conventional wheelchair-
accessible facilities.

Closomat is Britain’s leading provider of 
helpful toileting solutions, at home and 
away, including Changing Places and their 
similar Space to Change facilities.

� www.clos-o-mat.com

 � info@clos-o-mat.com

 � 0161 969 1199

ACCESS SAFEGUARD’S 
DAMP- AND 
WATERPROOFING 
TECHNOLOGY IN ONE 
HANDY VOLUME
Safeguard has updated its essential product guide with a new, fourth edition 
that provides crucial information on specifying its market-leading ranges of 
damp and waterproofing technologies. A result of Safeguard’s 30 years of 
product innovation and expertise in the sector, the guide covers the Dryzone, 
Stormdry, Vandex, Oldroyd and Brickfix brands, to name a few. Product areas 
include: rising damp, replastering, damp-proof coatings, condensation and 
mould, rain penetration, masonry repair, basement drainage, and tanking and 
waterproofing in general.

New to the collections are Drybase and Roxil. Drybase is designed for use 
when it is not possible to protect building materials and interior surfaces from 
the sources of dampness, like rain penetration or rising damp. 

The new Roxil Outdoor Protection range consists of high-performance 
cleaning and waterproofing materials that will keep hard landscaping and 
outdoor wood looking their best for up to 10 years. 

These sit alongside Safeguard’s recent, yet now established and popular 
products such as Dryzone Dryrod Damp-proofing Rods and the Dryzone 
Express Replastering System. The Dryzone System provides a complete rising 
damp renovation solution – from creating damp proof courses to renovation 
plasters and mould-resistant paint.

The guide is supported by 200-plus technical documents which can be 
viewed and downloaded on Safeguard’s website.

 � www.safguardeurope.com

 � info@safeguardeurope.com

ZUMTOBEL’S LIGHTING IS FIT FOR PURPOSE 
AT ÉNERGIE FITNESS GYM 
Zumtobel Lighting has 
supplied luminaires for 
the refurbishment of the 
state-of-the-art énergie 
Fitness gym in Ormskirk 
near Liverpool. This will 
be the franchises 100th 
fitness club and the first in 
a new division of ‘owned’ 
énergie Fitness clubs.

Zumtobel has provided 
its Tecton and Citus 
luminaires for use throughout the facility to create a new look that is more in 
keeping with the ‘quality’ image of énergie Fitness clubs.

The old fluorescent batten fittings have been replaced with Zumtobel’s 
Tecton LED luminaires in the gym area to cope e� ortlessly with the various 
lighting requirements of the space. Tecton is the world’s first continuous-row 
luminaire to have an 11-pole current conducting section built into its trunking 
which means that the system comes ready equipped to meet all future 
needs. All functions such as power supply, lighting control and connection to 
emergency lighting are seamlessly integrated into this multifunctional trunking. 
Luminaires can be positioned flexibly and the system can be adapted to suit 
structural alterations at any time. Tecton LED’s met the stringent sustainability 
requirements of the project and the policy to minimise environmental impacts 
and ongoing running costs, while providing excellent quality in terms of 
aesthetics and illumination.

 � www.zumtobel.co.uk

 � info.uk@zumtobelgroup.com

 � 01388 420042
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HELVAR LAUNCHES NEW 321 MULTISENSOR 

Helvar, lighting intelligence expert, introduces the 321 Multisensor, a compact, 
cleverly engineered device that sets a new standard for reach and reliable 
motion sensitivity in Passive Infrared (PIR) technology. Easy to specify and 
install, the 321 Multisensor maximises personal comfort and productivity in 
lighting applications where regular movements may be minimal – such as 
classrooms and o� ice spaces – but where daylight harvesting, energy saving 
and automated lighting control are priorities.

Helvar’s 321 Multisensor is a dual function sensor that combines PIR 
presence detection with an integrated photocell to maintain a ‘constant’ light 
level in a room or corridor. Fully automated operation is achieved by the 
Multisensor’s photocell measuring the reflected light from the surfaces below 
it, then using this data intelligently to adjust luminaire light output in line with 
available daylight. It enables the sensor to automatically turn the lights on 
when a room is occupied, maintain light levels during use, and then switch o�  
when the space is unoccupied.

� www.helvar.com

SECOND ACQUISITION BY NATIONWIDE      
Following a recent announcement of the purchase of Reflekt, Nationwide 
Window Cleaning Group (NWC), the UK’s largest window, gutter and high-level 
cleaning business with a £14m turnover, has bought Electromec one of its key 
suppliers. 

Electromec is a national 
provider of cradle and 
access testing services 
and employs 30 people. 
Its customers include 
Manchester Airport, 
Liverpool Airport, Knight 
Frank and the NHS. The 
acquisition will further 
broaden NWC’s portfolio 
of services to electrical 
installations and fall arrest 
systems, complementing its high-level cradle and abseil work. NWC plans to 
continue to grow the customer base for mechani  cal and electrical services and 
is looking to hire additional sta� .

NWC has appointed Joe Read as Operations Director to head up the division, 
reporting to Thornton Tasker, CEO. Steve Seager, a NWC employee for 20 years 
has moved across from the window cleaning business to become Development 
Director for Electromec. 

The acquisition has been supported by BGF, the UK’s most active investor in 
small and mid-sized companies in the UK, has now invested a total of £4.5m 
into NWC. 

NWC plans to continue to explore future acquisitions in the abseil, pressure 
washing and high level maintenance sectors.

� www.nwc-group.co.uk

 � info@nwc-gcroup.co.uk

 � 0845 208 0010

GRADUS IMPROVES INTERIORS AT BITTERNE PARK SCHOOL  
Contract interior specialist Gradus has installed 
a range of wall protection systems to Bitterne 
Park School, as part of a £22 million rebuild 
project.

Over the next five years, Bitterne Park School, 
a secondary school based in Southampton, is 
expected to introduce an additional 300 pupils. 
As a result, the school has been rebuilt on the 
same site to increase the size of its classrooms 
and communal areas, as well as modernising 
the building and its facilities. The schools’ 
transformation will provide a new three and a 
half storey teaching block, comprising of 80 new 
teaching classrooms; a purpose-built assembly 

hall with seating for 360 students, a new dining 
space with fully fitted kitchen and a large Learning 
Resource Centre.

Gradus supplied and fitted SureProtect Pure in 
white and Stainless Steel Corner Guards to enhance 
and protect the new school’s interiors from 
damage. In areas of the school where cleanliness is 
key, such as the school kitchen, canteens and the 
food technology classrooms, SureProtect Pure wall 
cladding was installed. This hygienic option creates 
an impermeable barrier to moisture and bacteria. 
Tested to meet the requirements of EN 22196:2011 
and EN ISO 846:1997 part A the smooth, easy to 
clean surface is an ideal alternative to ceramic tiles 
as it removes the need for grout, which can harbour 
bacteria. 

As school environments are subject to scu� s 
and scrapes from tables and chairs, as well as 
students with school bags leaning against walls, 
surface mount Stainless Steel Corner Guards were 
also installed throughout the building to provide 
a hygienic durable protection against impact and 
abrasion. The corner guards o� er a robust solution 
to weakened areas of the building and are ideal 
for reducing maintenance costs and maintaining 
interiors.

Maria Morgan, Product Manager at Gradus, 
said: “The Bitterne Park School project was an 
interesting installation for us. The facility is a new 
build; however, it will still contain much of the older 
furniture and décor from the previous building. 
This meant that we needed to specify a modern 
wall protection system that not only o� ers a high 
standard of protection, but also complements the 
traditional furniture from the old building.”

�  www.gradus.com           �   01625 428922

http://www.helvar.com
http://www.nwc-group.co.uk
mailto:info@nwc-gcroup.co.uk
http://www.gradus.com
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KLM UK ENGINEERING LIMITED TAKES BIG STEP TOWARDS 
SUSTAINABILITY GOALS WITH NEDAP LIGHT MANAGEMENT  
KLM UK Engineering Limited, a maintenance 
repair organisation of AFIKLM E&M Network in 
the United Kingdom, has implemented Nedap’s 
Luxon light management platform, allowing 
KLM UK Engineering Limited to manage its new 
hangar lighting online. The use of connected LED 
lighting will result in significant energy savings, 
which is completely in line with the company's 
sustainability goals.

In control
Peter Mahoney, Finance Director of KLM UK 
Engineering Limited: “Luxon gives us complete 
control over our lighting. It o� ers the flexibility to 
easily tailor the lighting to various activities in the 
hangars. For example, if there is only one aircra�  
in a hangar we dim the other bay. Nedap's Luxon 
platform ensures that our people can work even 
more e� iciently and safely."

Environmental footprint
KLM UK Engineering Limited is aiming to reduce 
its environmental footprint by optimising 
business processes where possible. Nedap’s 

light management platform reduces the energy 
consumption of LED by half. Mahoney: "Lighting 
may not be the first thing you think of in terms of 
sustainability goals, but using the right system can 
actually have a big impact. Using this intelligent 

system can result in 
significant energy savings, 
now and in the future, which 
also gives us a significant 
financial benefit." 

About Nedap Luxon
Nedap Luxon is an online 
light management platform 
which connects sustainability 
initiatives with financial 
objectives. By focusing on 
the specific needs of the 
user, lighting systems are 
only active when and where 
needed. In addition, the 
Luxon platform provides 
clear insights in performance 

and usage, allowing for future 
optimisations and proactive maintenance. With 
the help of di� erent dashboards, Nedap enables 
users to manage lighting within all their business 
locations online using one system. Luxon is easy to 
combine with any lighting system on the market.

�  www.nedap.com           �  info@nedap-luxon.com

EXCLUSIVE RANGES TO BECOME SOLE UK 
DISTRIBUTOR FOR CAPIC    
Exclusive Ranges has announced it is to 
become the sole distributor for Capic 
equipment in the UK from the beginning 
of February 2018.

The move will give Exclusive Ranges 
the ability to o� er a full range of French 
manufactured, modular and bespoke 
equipment from Capic’s wide portfolio.

Trevor Burke, Managing Director, 
Exclusive Ranges, said, “This exciting 
addition of Capic to our collection 
creates a partnership with a family-
owned business that will see a return 
for us to the well-established territory of modular equipment. We intend to 
develop the brand through a distributor network across the UK giving full sales 
and service support through the existing, reputable Exclusive Ranges structure.”

Building on his extensive 
knowledge in this domain, Trevor 
is confident that customers, new 
and existing, will benefit from 
the quality, functionality and 
durability of the Capic range and 
is pleased to announce they will 
be profiled at Hotelympia on 
the Exclusive Ranges stand, 
number 1718.

� www.exclusiveranges.co.uk

 � sales@exclusiveranges.co.uk

 � 01707 361770

WHY BABY NAPPY DISPOSAL MEANS MORE 
THAN JUST A BIN 
Nappy Disposals: Outsource 
to Stay Compliant

Businesses o� ering baby 
changing facilities on site are 
being reminded that nappy 
disposal requires much more 
than providing a suitable bin.

Eco-friendly washroom 
services provider Hygieneco 
is reaching out to premises 
with public changing 
facilities to help them stay 
compliant with sanitary 
waste regulations.

The Environmental 
Protection Act 1990 
specifies that all commercial 
premises with baby changing facilities must provide nappy bins that are clearly 
signposted, regularly emptied and kept in a hygienic condition.

But it also states that nappy waste can only be disposed of by someone 
licensed to handle sanitary waste.

A spokesperson for Hygieneco said: “Check your cleaning contractor has 
the right credentials to remove nappy waste to outside bins. But if you want 
complete peace of mind, consider outsourcing to an accredited sanitary 
waste service, which will take care of everything from providing nappy bins to 
removing and disposing of the waste o�  site.”

� www.hygienecowashrooms.co.uk        �   01268 726675

�  info@hygienecowashrooms.co.uk

and service support through the existing, reputable Exclusive Ranges structure.”

mailto:DANNY.GRANGE@KPMMEDIA.CO.UK
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OKAPPY JOB MANAGEMENT  
A Case Study with RPS Drainage Services Ltd and 
how they have benefited from using Okappy’s 
networked job management so� ware.

RPS Drainage Services Ltd is a Drainage 
maintenance company with a proven track 
record in both planned preventative drainage 
maintenance and reactive emergency call outs. 
They provide a 24 hour 365 days per year service to 
clients including Arcus Solutions, CBRE, The Royal 
Household, The Crown Estate, Spie, Nu� ield Health 
and Team Q.

As the company expanded one of the directors, 
Phil Turner saw an opportunity to di� erentiate 
from the competition, provide even better 
customer service and really lead the market. In 
order to do this he wanted to streamline their 
processes, get rid of paperwork and ensure all his 
information was easily accessible and updated in 
real time. 

“We wanted to centralise all the job sheets and 
keep everything in one place. There was always 
a time delay for the engineers to bring job sheets 
back to the o� ice, especially when they worked 
overnight. This always meant we were not able to 
provide relevant crucial updates and invoice work 
completed immediately.” says Clare, Accounts at 
RPS.

Why did RPS Drainage choose Okappy?
RPS looked at a number of di� erent systems 
but the majority appeared to be overly complex 

requiring multiple screens in order to complete the 
simplest of tasks.

Okappy stood out as it appeared user friendly. All 
the relevant important information was accessible 
easily and the Okappy sta�  were always available 
to assist if required. 

How are RPS using Okappy to streamline their 
business and reduce costs?
A job typically comes in by phone or email. It is 
immediately logged onto the system by the o� ice 
sta� . Each member of the team can see at a glance 
what jobs are booked in, customer details, job 
description, who allocated the job and to whom. At 
that point, the job can be assigned to the relevant 
engineer who sees the job pop-up on their phone 
or tablet. 

“With a real-time update of the job’s status, we 
can see very easily if the engineer has viewed their 
job, when they are onsite and when they finish 
the job without having to ring them up to find out 
what’s going on” says Phil, Director of RPS. “We get 
information back straight away which means we 

know what work was done and can see whether an 
image, video and or signature has been taken. We 
are also able to email completed job sheets and 
info to all parties on completion of any works.”

Once the invoice has been raised and paid, it is 
then exported to Sage Accounts without having to 
duplicate information between the two systems. 

“Okappy is very simple to use. When a customer 
rings up for information, we can quickly search or 
run a report from Okappy without having to go into 
di� erent folders or mailboxes to look for that piece 
of information, which means we can get back to 
our customers’ queries straight away.” says Becky, 
Accounts at RPS. 

How has this benefited RPS?
The turnaround time from accepting a job to 
invoicing it is now a lot quicker. Before, raising 
an invoice could take weeks, but now RPS are 
raising invoices minutes a� er the job has been 
completed. The job details complete with signature 
are instantly available enabling any invoice queries 
to be instantly answered by anyone with system 
access. Additionally, the levels of access can be set 
as required. It saves RPS valuable time - enabling 
them to focus on other things such as bringing in 
more business or thinking about their long term 
strategy.

 

�  www.okappy.com             �   0207 099 56 98

http://www.okappy.com
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PACOM 8003 INTELLIGENT CONTROL PANEL 
ACHIEVES BS8243 PD662-2017 COMPLIANCE     
PACOM Systems, part of STANLEY Product & Technology, a leading provider 
of security and access control solutions, has announced that its PACOM 8003 
intelligent security control panel has achieved BS8243 PD662-2017 approval. 
A true hybrid panel, the PACOM 8003 is capable of delivering both advanced 
access control and EN Grade 3 intrusion detection.

Driven by the Association of Chief Police O� icers (ACPO), due to the number 
of false and unwanted alarms that the police service had to attend, BS8243 
PD662-2017 o� ers recommendations on the installation, maintenance and 
management of intruder and hold-up alarm system. It defines the method by 
which alarms are confirmed, the 
means of un-setting the security 
system, and the options of remote 
signalling that are permissible in 
order to gain a police response. 

Confirmation can be carried out 
in a number of ways including 
video, audio and sequential alarm 
verification and the PACOM 8003 
can play a vital role in this process. 

“Over the last few years there has 
been a seismic shi�  in the technology that is incorporated into modern intruder 
alarm systems, and manufacturers have to demonstrate fresh and innovative 
thinking and design,’ commented Gavin O'Kee� e, Global Technical Director at 
STANLEY Product & Technology. “The PACOM 8003 can significantly improve 
return on investment through a security solution that has been carefully 
engineered to protect people, property and assets.”

� www.pacom.com

 � +44 (0) 1753 500537

 � James.Ford@sbdinc.com

NEW APPOINTMENT AS CROMWELL 
POLYTHENE CONTINUES TO GROW BUSINESS 
Cromwell Polythene – one of the UK’s 
leading suppliers of sacks, bags and 
speciality products for the storage and 
collection of waste and recyclables – 
has appointed Darren Kitchiner as its 
new Business Development Manager for 
London and the south east of England. 

Darren Kitchiner, who has worked 
in the plastic industry for 27 years, 
is tasked with expanding Cromwell 
Polythene’s sales in both the janitorial 
and local authority markets, alongside 
building relationships with existing 
customers in the region.

Cromwell Polythene Managing 
Director, James Lee, said: “Our business 
is thriving, and we have exciting plans 
to grow it extensively over the next few years. As part of those plans, we’re 
delighted to welcome Darren to the team. He comes with extensive experience, 
meaning our external sales team of five now have a total of 113 years’ 
experience between them. This combined knowledge and experience means 
our customers know they are in expert hands and will get the best product for 
their needs.”

Darren added: “I am very happy to have joined Cromwell Polythene. It is a 
forward-thinking business, focused on the ever-changing market and always 
looking to lead from the front."

� www.cromwellpolythene.co.uk

NEW SERVICE SPEEDS IMPLEMENTATION OF 
ELECTRIC VEHICLE (EV) CHARGING SYSTEMS
Cutting time to ‘go live’ when e� icient EV 
charging systems have to be planned, specified 
and implemented swi� ly but safely is the aim 
of a new service formed through the alliance of 
installation contractor ICEE Managed Services 
and Rapid, a leading distributor of premium 
brand Schneider Electric EV charging systems 
and related equipment.

The new service includes everything from advice 
on planning and product selection to subsequent 
site preparation, cabling, installation, testing, 
commissioning and lifetime maintenance of single 
or multiple EV charging system facilities.

“Installing EV charging points may seem 
relatively simple, but many specialist and time-
consuming questions o� en require answering first,” 
says ICEE’s Shane Thomas.

“By providing a single ‘one-stop-shop’, the 
combined and highly experienced resources of 
ICEE and Rapid will streamline that process for 
customers, delivering the essential priority – a top 
quality, reliable and fit-for-purpose EV charging 
service to end-users – faster, safely and at least 
cost,” he says. 

The service is aimed at commercial business 
and local authority markets. To demonstrate 
quality and facilitate a� ordable solutions, ICEE is 
an authorised installer of specific EV charge-points 
under the government's O� ice for Low Emission 
Vehicles (OLEV) Workplace Charging Scheme (WCS).

Besides meeting rigorous compliance standards, 
this means the installer is eligible, where 
applicable, to submit grant claims for customers, 
enabling the latter to save significant money under 
the WCS scheme for the installation of specific 
types of EV workplace charging equipment o� ered 
by ICEE and Rapid.

OLEV describe the WCS as ‘a voucher-based 
scheme that provides support towards the up-front 
costs of the purchase and installation of electric 
vehicle charge-points, for eligible businesses, 
charities and public sector organisations.’

ICEE has all the certification required to 
competently install and maintain electrical 
equipment including Safecontractor, Contractors 
Health and Safety Assessment Scheme (CHAS), 
and National Inspection Council for Electrical 
Installation Contracting (NICEIC).

�  www.icee.co.uk           �  shane.thomas@icee.co.uk           �   02392 230 604
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DERBY COUNTY FOOTBALL CLUB 
FIRST HEATED CONCOURSE IN THE UK  

When Mel Morris brought into Derby County 
Football Club in May 2014 he not only brought 
into the club but into the loyal fan base too. 
Being a lifelong Rams supporter himself he was 
conscious of the important contribution that fans 
provide to a football club.

Pride Park is home to 30,000 fans on match 
days and the importance of providing a warm 
and comfortable environment for spectators was 
paramount to Mr Morris, especially with more and 
more families attending games and the winter 
months being so cold. The heated concourse 
is thought to be the first one in the UK and has 
received a very warm welcome from fans with the 
club receiving some very positive feedback verbally 
and through social media. It has been an excellent 
valuable initiative adding to the enjoyment of a 
match day experience.

Over the last three years numerous 
improvements have been made to the club with the 
most recent being the £1m stadium upgrade which 
includes a new PA system, a state of the art, UEFA 
grade lighting system, a new £300,000.00 pitch with 
under soil heating with a mix of real and artificial 
grass and a new heating system in the concourses 
of the North, East and South stands, paid for by Mel 
Morris himself.

Derby County Spokesman Paul Tyrrell said 
“We are continuously looking for ways to improve 
the level of service and quality of the match day 
experience for our supporters. Many enhancements 
have been made to Pride Park recently and our 
decision to introduce a new heating system in 
our concourses was a vital element of this 

upgrade programme.
"The heating system is one of the first to be 

introduced to stadia in the UK and are we delighted 
with it. Importantly, our supporters will feel the 
benefit of it for many seasons to come."

Reznor were able to work with Pegasus, to 
provide the ideal heating solution for Derby FC.

The concourse is open to the pitch, therefore 
the outside air would constantly infiltrate into 
the area. The Reznor Nor-Ray-Vac system was 
ideal as the system transfers energy by means of 
electromagnetic waves, hence passes through the 
air without heating it. This system heat surfaces 
rather than the air, meaning an increased e� iciency. 
Another major benefit to radiant heat is to be able to 
create an environment without stu� iness. 

The Nor-Ray-Vac system was designed and 
implemented by local contractors Pegasus, and 
provides blanket heat coverage of the concourse, 
eliminating any cold spots and has an 
estimated potential fuel saving of 25 per cent 
over an equivalent warm air system in this type 
of environment.

As the concourse is situated underneath 
the stadium seats, the versatility of the system 
design meant the flue was able to installed 
horizontally through the exterior walls. With 
the installation covering the North, West 
and Family Stands the total system installed 
comprised nine LR burners suspended at 
6m high and 2 unitary Vision U Tube radiant 
heaters. The Family Stand and West Stand are 
situated at either end of the pitch and each are 
arranged in two temperature zones controlled 

by Reznor SmartCom3 with just two discharge flue 
points. The North Stand has four temperature zones 
providing flexibility when segregating the stand 
when the club increases the away fans allocation.

When a Nor-Ray-Vac system is initially designed 
Reznor consider the following criteria to form the 
basis of each particular design:

 � Heat loss of the building for the required thermal 
environment

 � Local climate conditions

 � Type of activity in the building

 � Specific architecture features relating to the 
structure

Benefits of Radiant Heat / Nor Ray Vac in 
this environment:

 � Radiant tube heaters, mounted overhead, 
produce infrared radiant heat that is directed 
downward by a reflector. The infrared heat 
passes through the air without heating it and 
falls on people, floors and equipment below by 
creating a comfortable all round radiant warmth 
at low level, without wastefully heating the 
whole volume of the building or the roof space.

 � Radiant heat warms objects and surfaces, 
increasing the mean radiant temperature 
and reducing the body's loss of heat to its 
surroundings. In addition by eliminating air 
movement, convective loss of heat from the body 
will also be reduced.

 � A rapid response time is ideal to combat changed 
ambient conditions.

Radiant tube space heating is proven to meet the 
HVAC challenge posed by the open environment 
of football stadiums, reducing fuel consumption 
without a� ecting comfort levels to deliver 
sustainable cost savings over the long term.

 �  www.nortekhvac.com           �  01384 489 700

http://www.nortekhvac.com
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WPS SHORTLISTED 
FOR INTELLIGENT 
PARKING AWARD 
Cheshire West and Chester 
Council’s new concessionary 
parking system, designed and 
installed by WPS, one of the 
UK’s leading parking systems 
providers, has been nominated for the Intelligent Parking Award at the British 
Parking Awards.

The Intelligent Parking Award recognises smarter approaches to the planning 
and management of parking. Nominated projects demonstrate ‘joined-up’ or 
lateral thinking that deliver solutions to parking problems or needs.

Cheshire West and Chester Council wanted to find a way of accommodating 
visitors to a Pay-on-Foot car park in the city that serves both the general public 
and patients/visitors of five di� erent medical practices.

The challenge was to ensure that customer service was optimised by clearly 
informing visitors whether they qualified for a concession, and that they then 
correctly benefited from the available concession.

The solution now in place is a bespoke management system centred around 
a custom-built Ticket Entry Terminal. A single, twin-moded terminal is installed 
in each entry lane, enabling visitors to choose between surgery parking and 
public parking. If a surgery ticket is chosen the system automatically analyses 
the current parking status and either provides the visitor with a ‘concession 
parking available’ ticket (to be validated in the surgeries/clinic prior to exit), or 
informs them that concessions have currently reached the available limits and 
requires them to take a ‘standard’ public ticket. 

 � www.wpsparkingsolutions.com

 � 0845 094 1543

 � sales@wps-uk.com

SIGNBOX BRINGS LIFE AND CHARACTER TO 
CARDINIA REAL ESTATE PROPERTIES  
Signbox has printed and installed 
39 graphic artworks at new Cardinia 
Real Estate UK properties in London. 
Previously home to RBS, the two 
adjacent buildings on the Southbank 
now house a leading marketing 
communications firm and needed 
an injection of colour and character 
to reflect the ethos of the new 
occupants. Cardinia Real Estate UK 
worked in collaboration with a number of artists, and with signage and display 
specialist Signbox, to transform the buildings with colourful and distinctive 
artwork displays throughout. 

Signbox digitally printed permanent wall art onto Digimura 2:1, a Class-O fire 
rated wall covering. Interactive wall art was printed using Teslaflex, a ferrous film 
with a high-grade flexible magnetic base and self-adhesive back that is durable, 
re-usable, cost-e� ective and can be installed on any flat surface. 

Self-coloured tinted window films and tough laminated high-tack vinyl wall 
wrapping film were all printed by Signbox. A glazed link rising through seven 
floors between the two buildings was decorated with the tinted window film, 
creating a multi-coloured environment during the day and projecting a stunning 
back-lit display at night.

In the atrium area, two very large multi-drop wall graphics measuring 14.2m 
wide by 3.8m high required the use of high-level access platforms and specialist 
application processes. In total, Signbox supplied 315m2 of tinted glazing film 
and 352m2 of digitally printed wall coverings for the project.

� www.signbox.co.uk 
� +44 (0)1784 438688 

 � sales@signbox.co.uk

MAJOR BRANDS JOIN UP UNDER REZNOR        

From February 2018, HVAC brands, Ambirad, 
Airbloc, Benson, and Reznor will be brought 
together under a single brand: Reznor. 

Each of these brands form part of Nortek Global 
HVAC UK Ltd, and by combining their respective 
o� erings, the business simplifies the customer 
experience by providing a single point of contact for 
all HVAC solutions.

The HVAC brand transition coincides with a 
number of new product developments, and a 
portfolio that is now fully compliant with the Energy 
related Products (ErP) regulations. 

Simon Parker, President and General Manager 
of Nortek Global HVAC UK Ltd’s Light Commercial 
Division heads up the Reznor brand in the UK and 
beyond. He comments: “We want to better serve 
our customers. By o� ering a diverse but cohesive 
portfolio, we can o� er clarity for our customers by 

taking out complexity and portfolio duplications. 
We are focused on becoming a solution provider, 
rather than just a product supplier. By unifying 
under the Reznor brand, we can commit to meeting 
our customers’ expectations, delivering a superior 
customer experience, and building upon Reznor to 
become the preferred HVAC brand.

“The move to Reznor has been addressed with 
great care so that we do not create disruption,” 
explains Parker. “Existing warranties and 
maintenance contracts in the other brand names 
will be honoured. Our customers will be notified 
about our strategic intent and how that will 
a� ect them. We believe it’s a positive move for all 
concerned.”

With one dominant brand under Reznor, the 
company is looking to create economies of scale 
and to invest further in R&D to keep new products 

coming to market, as well as improving on customer 
service. Andrew Field will be Reznor’s dedicated 
National Sales Manager for the UK. He will lead 
a team of area sales and business development 
managers. 

Parker adds that specifying and buying Reznor 
products will be made easier with an updated 
online presence: “Moving from a multiple brand 
setting to a single leading brand for UK will be 
reflected into our online presence. We want to make 
it easier to do business with us, so we opted for a 
‘pre-sales’ portal and a complementary ‘post-sales’ 
portal to fully serve our site visitors. Both portals 
will reflect our renewed proposition, be fully up-to-
date on our 2018 ErP compliant product o� ering, 
and be easily accessible via mobile technology.”

� www.nortekhvac.com
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http://www.nortekhvac.com
http://www.signbox.co.uk
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CIAT LAUNCHES ADVANCED THERMAL ENERGY 
STORAGE SYSTEM IN UK           
CIAT Group and its subsidiary Cristopia Energy 
Systems, which focuses on the design of 
thermal energy storage systems and control and 
supervision systems, has launched an advanced 
thermal energy storage (TES) system in the UK.

The system helps to reduce the load on the chiller 
and electrical power requirements by between 30 
and 70 per cent for cooling production. CIAT is a 
part of UTC Climate, Controls & Security, a unit of 
United Technologies Corp. (NYSE: UTX). 

The CIAT Cristopia system reduces end users’ 
energy costs by shi� ing away from reliance on 
expensive peak day-time power by harnessing 
o� -peak electricity at night. It reduces the load 
on the chiller by smoothing-out peaks in the daily 
load profile, in the process also reducing chiller 
maintenance costs and the size of the combined 
refrigerant charge on a site. 

Cristopia systems can be used for both 
air conditioning in buildings and industrial 
process applications. Air conditioning systems 
are traditionally designed to satisfy needs on 
the hottest days of the year, while industrial 
refrigeration systems o� en supply cooling energy 
for short high-consumption periods, corresponding 
to production cycles. 

The system’s development is the result of 30 
years’ collaborative research between Cristopia, 
technical centres and universities in France 
and across Europe. Applications include air 
conditioning systems for many types of commercial 
and public buildings, including shopping centres, 
hospitals, hotels, schools, airports, and leisure 

centres, plus 
industrial 
cooling for food 
manufacture, 
bottling and 
brewing 
plants, power 
generation, ice 
rinks and data 
centres.

The Cristopia 
TES solution also includes a monitoring and control 
system that optimises the performance and energy 
e� iciency of the full installation, enabling end users 
to minimise energy use, and reduce carbon dioxide 
emissions and operating costs.

The system, which will also be available from 
Toshiba Air Conditioning in the UK, is present 
in more than 3000 installations across Europe 
and around the world, where it is transferring a 
combined 6 million kWh of electricity from peak 
to o� -peak periods, saving more than 500MW of 
electricity.

�  www.ciat.uk.com

YO-YO DESK UK’S #1. BEST-SELLING RANGE OF 
STANDING DESKS 
Yo-Yo Desk is a revolutionary 
and a� ordable series of Sit-
Stand workstations (prices start 
from only £249.95 inc VAT and 
Shipping) designed to work 
with your existing desk. 

Simple to transition 
between sitting and standing 
throughout the workday, Yo-Yo 
Desk® incorporates a unique 
patented gas spring which 
provides smoother height 
adjustment.

Yo-Yo Desk CLASSIC, best-selling height adjustable standing desk.

 � 15 options for smooth height adjustment from sitting to standing.

 � Available in both Black & White, with three-year warranty.

Yo-Yo Desk GO is the best-selling standing desk solution for taller users.

 � Flexible monitor movement capability enables swivel, rotation & tilt 
thereby making it the optimal ergonomic sit-stand solution.

 � Available with Single or Double monitor, in both Black & White with three-
year warranty.

� www.sit-stand.com

 � info@sit-stand.com

 � 0333 22 00 375

MARSH:STANDARD: OFF-THE-SHELF 
COMMERCIAL SEWAGE TREATMENT PLANTS   
Marsh Industries has introduced a range of o� -the-shelf package sewage 
treatment plants for the industrial and commercial construction sectors. The 
new range, aptly named the Marsh:Standard, compliments the company’s 
flagship Ultra:Polylok range of bespoke sewage treatment systems and provides 
an economical, e� icient, and highly cost-e� ective alternative to most industry-
standard products currently available on the market.

The Marsh:Standard is designed to British Water loadings (150 litres per 
person, 60mg BOD litre and 8mg/litre Ammonia) ensuring e� luent discharge 
well within national consent standards, and is available in varying sizes and 
capacities up to 300PE.

No compromise has been made to the build quality of these units. Their 
heavy-duty shells are structurally sound and enable easy installation in all 

ground conditions. High 
specification bio-media 
and membrane di� users 
provide even circulation and 
low energy compressors 
o� er minimal running, 
maintenance and servicing 
costs.

The Marsh:Standard can 
also be fitted with many 
safety features including 
turret guards, failure alarms 
for compressor components 
and high-level alarms.

� www.marshindustries.co.uk

 � sales@marshindustries.co.uk

 � 01933 654582

http://www.ciat.uk.com
http://www.sit-stand.com
mailto:info@sit-stand.com
http://www.marshindustries.co.uk
mailto:sales@marshindustries.co.uk
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PAYBYPHONE LAUNCHES AT NORTHAMPTON 
GENERAL HOSPITAL 
PayByPhone Launches at Northampton General 
Hospital Easy and cashless parking is now 
available for visitors and patients. 

PayByPhone is now available at all of 
Northampton Hospital’s seven onsite car parks, 
providing users with the power to skip the pay and 
display machines and purchase parking tickets in 
seconds, directly from their phone. 

PayByPhone’s app remarkably improves 
the parking experience by allowing users to 
conveniently access the same options available 
at the machines, while also providing additional 
features. This includes text message reminders 
that send prior to a parking session expiring, and 
the ability to extend parking durations remotely, 
meaning drivers can avoid running back to the 

car park if an 
appointment or 
visit runs longer 
than expected. 
With the app, 
drivers can even 
begin a parking 
session without 
registering for 
an account, an 
industry first, 
and habitual 
parkers can use 
the “favourites” 

feature to save the location numbers of the car 
parks that they frequent.

“We have been listening to feedback from our 
patients and visitors and know it is important to 
make it as easy as possible for people to pay for 
parking. We think this new opportunity to use 
PayByPhone will help us do that,” said Brian Willett, 
Hotel Services Manager, Northampton General 
Hospital NHS Trust. 

Northampton General joins a network of over 
40 hospitals in the UK who are using the service. 
With its success rippling across the UK, the app 
has become the primary method of payment in 
many regions, including the London Borough of 
Barnet which has reached a 96% adoption rate, and 
the London Borough of Haringey which has now 
removed all of its 450 traditional pay and display 
machines. 

Ready to start using PayByPhone? Begin parking 
immediately by downloading the app or by visiting 
paybyphone.co.uk. To access all of PayByPhone’s 
features, register for a free account today.

�  www.paybyphone.co.uk

ASSURING QUALITY STANDARDS  
Two new key positions have been created to maintain high-quality standards 
from GEZE UK’s growing service division. Darren Salmon is now Area Service 
Manager, southern region, while Angus Grey is undertaking the same role for 
the northern region. 

The position has a strong emphasis on customer service - ensuring there 
is consistency in target setting and service standards, alongside monitoring 
financial 
performance.

Darren and Angus 
are responsible 
for leading and 
overseeing the 
recently expanded 
service teams, 
in particular the 
newly introduced 
six field operations 
supervisors who 
support engineers in 
the field ensuring continuity of service and quality. 

They will assist and co-ordinate many of GEZE UK’s largest commercial 
service tenders, manage its key accounts, oversee the training and 
development of team members and undertake liaison with health and safety to 
ensure compliance with legal requirements and company policies.

Darren has worked at GEZE UK for six years and until recently headed the 
Farnborough-based service team.

Angus has been with GEZE since 2005 launching and managing the northern 
service region based in North Shields. 

� www.geze.co.uk

 � 01543 443000

£260M RETAIL COMPLEX PROTECTED BY 
ADVANCED PANELS     
Meyer Bergman’s £260 million 
shopping and leisure complex, 
‘The Broadway’ in Bradford, UK, 
is being protected by industry-
leading fire panels from Advanced.

The Broadway is the latest UK 
retail venture for Meyer Bergman, 
which also owns The Bentall 
Centre in Kingston upon Thames 
and London’s iconic Burlington Arcade. It is home to over 570,000 sq �  of retail 
and leisure units, plus 1,300 parking spaces. Advanced protects numerous 
retail destinations around the world, including Westfield Stratford City, in East 
London, and Harvey Nichols’ Birmingham store. 

At the heart of The Broadway’s active fire protection system, which covers all 
areas of the shopping centre, is a network of 10 Advanced MxPro 5 intelligent 
multiprotocol panels. This is augmented with a TouchControl touchscreen 
repeater panel, a special evacuation zone control package, a BMS interface, 
and a bespoke PC-based graphical user interface. The network was designed, 
configured and commissioned by Carlton Fire Systems Ltd, a long-time 
Advanced partner, with the installation of equipment and cables being 
undertaken by Pitts Wilson Electrical.

Carl Purkiss, spokesperson for Carlton Fire, said: “Advanced panels are well 
known for their performance, quality and ease of use. They are manufactured 
to a very high standard and their reliability is unrivalled. We needed a system 
that fulfilled all of the client’s requirements and the Advanced panels fitted the 
specifications, especially the new TouchControl panel.”  

� www.advancedco.com

 � 01670 707 111

the field ensuring continuity of service and quality. 

mailto:DANNY.GRANGE@KPMMEDIA.CO.UK
http://www.geze.co.uk
http://bit.ly/2HCHfxJ
http://www.advancedco.com
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ILUX HELPS CHISWICK PARK TO 
ENHANCE ITS VISITOR EXPERIENCE WITH 
GUEST WI-FI AND DIGITAL SIGNAGE
Home to a number of high-profile global 
companies, Chiswick Park is one of west 
London’s most prestigious o� ice developments. 
The park has a pervasive belief that if people 
enjoy work, they do better work – if they do 
better work, you have a better business.

The challenge
As part of its ethos to provide a great working 
environment, Chiswick Park was seeking to 
provide a number of technology services to 
improve its visitor experience. These included 
providing guest Wi-Fi, both indoors and outside in 
its beautifully landscaped gardens. In conjunction, 
the use of digital signage screens was sought 
to help provide useful information and deliver 
visually engaging marketing campaigns to both its 
o� ice workers and visitors.

The solution
ILUX began its involvement by auditing the park’s 
environment, to find out more about the building’s 
internal layout and outside space. For the Wi-Fi 
requirements, it was imperative that the service be 
available across the site at all times, wherever it was 
being accessed. This meant designing an install that 
didn’t falter across all its 12 buildings as well as into 

the estate’s garden spaces, which cover an area of 
1.8 million square feet. 

ILUX used its Wi-Fi design skills to determine 
the best locations to place the transmitters, 
producing coverage maps to illustrate the strength 

of signal across the site. From these plans, ILUX 
then deployed the whole Wi-Fi solution, providing 
discreet installation that complements the 
aesthetics of the building and outside areas. For 
the end-user experience, a branded portal was 
launched, providing a professional interface for all 
users to access the service on.

For the park’s digital signage, ILUX undertook 
structural surveys to specify a suite of screens that 
were specifically designed for the location they were 
needed in. These included screens for the park’s li� s, 
which used ILUX’s unique li�  system that enables 
centralised management, ceiling hung screens and 
large screens for reception areas.

The outcome
The completed installs were an immediate success 
and achieved the desired visitor experience. The 
Wi-Fi service has now been in service since its initial 
install in 2008, and from this time has performed 
to the highest standards, enabling visitors to easily 
connect to guest Wi-Fi wherever they choose to 
work – both indoors and out.

The digital signage suite has enabled the park to 
deliver timely information updates and marketing 
campaigns with ease, providing a centralised 
method of updating all screens as and when 
needed, saving time and resources.

Overall, the unique setting of Chiswick Park has 
benefited from the enhanced services ILUX has 
provided, providing a 21st century working lifestyle 
for its many sta�  and visitors.

�  www.ilux.co.uk           �  info@ilux.co.uk           �   01480 501500

https://www.ilux.co.uk/?utm_source=FMJ&utm_medium=cs&utm_campaign=FM
mailto:info@ilux.co.uk
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TOP OF THE CLASS FOR METRO ROD!  

Busy schools, colleges and universities 
simply can’t a� ord to close indefinitely due 
to issues with drainage, but if proper care and 
maintenance isn’t scheduled in, that is exactly 
what they may be forced to do!

Drainage experts Metro Rod work with a vast 
number of education providers, both on a planned 
maintenance and also reactive basis, ensuring 
schools and colleges across the nation can carry on 
providing the great service they do, with minimal 
interruption.

For John Pardoe, one of the 40+ nationwide 
Metro Rod specialists, working with schools and 
colleges is a weekly, if not daily occurrence!

“We provide Planned Preventative Maintenance 
(PPM) to many of our local education providers, 
because it helps them ensure against any 
unforeseen drainage issues. It also means we can 
arrange visits to fall within school holidays to make 
sure that minimal disruption is caused!

“Our PPM usually encompasses emptying 
gullies and slot drains, checking and jetting surface 
and foul water lines if necessary, and clearing 
downpipes, gutters and grease traps. Maintenance 
work can also involve small bore pipework (sinks, 
urinals etc), downpipes and all internal and 
external drainage runs.” Comments John, who 
has been with the network for 12 years and has a 
wealth of experience in this field.

“Obviously, some things can never be predicted, 
and so a lot of the work we do is on a reactive basis. 

We understand drainage issues don’t just occur 
9am-5pm, Monday-Friday, which is why we have 
engineers available 24 hours a day, 365 days of the 
year. We also aim to be with our customers as soon 
as we can, usually within two to four hours a� er 
the call-out.

“We have developed a hugely loyal customer-
base with many education providers, and I think 
it’s down to the overall level of service we provide. 
We are reliable, our engineers are professionally 
trained and each hold DBS checks – particularly 
important in an educational environment! Our 
reports are thorough and prompt, and we do 
whatever it takes to get the job done e� iciently and 
e� ectively!” says John.

Eva Bird, Assistant 
Facilities Manager at 
Engie, who provide 
facilities management 
services to a growing 
nationwide portfolio of 
commercial and industrial 
customers, including the 
education sector, has 
been working with Metro 
Rod for many years now, 
and hugely values the 
service they deliver. “We 
use Metro Rod for planned 
maintenance on all our 17 
schools across Liverpool 

and Knowsley, and they also complete on average, 
120 reactive works a year on 9 of our Liverpool 
schools.

“We trust Metro Rod to get the job done quickly 
and that is why they receive so much work from us. 
The paperwork and communication is also second 
to none, and we know we can count on Metro Rod 
to ensure we comply with the very strict Service 
Level Agreements (SLA) on all our contracts.”

John concludes, “We get a great deal of 
satisfaction from our work with the Education 
sector and always try to go above and beyond our 
customer’s expectations, which is really valued by 
our clients.”  

�  www.metrorod.co.uk             �  call.centre@metrorod.co.uk             �  0800 66 88 00

mailto:DANNY.GRANGE@KPMMEDIA.CO.UK
http://www.metrorod.co.uk
mailto:call.centre@metrorod.co.uk


 

BAXTERSTOREY RAISES 
THOUSANDS FOR CHARITY
Hospitality specialist, 

BaxterStorey, has raised over 
£175,000 for charity in 2017, with 
contributions going to both local 
and global charitable organisations 
including Action Against Hunger, 
Springboard and Hospitality Action.

BaxterStorey colleagues have been 
working hard over the past 12 months 
raising money through sky dives, 
dragon boat races, five-a-side football 
tournaments and sponsored marathons. 
Meanwhile, BaxterStorey customers 
have been getting involved, raising funds 
by selling specially made products such as pancakes at RBS Scotland for the STV Big Scottish Breakfast. Over the 
festive period BaxterStorey sta�  at EBS organised a Christmas market at the company’s head o� ice, with proceeds 
going to the Capuchin Day Centre for Homeless People and colleagues at RTE launched a special water bottle, 
following the launch of the new edition of the ‘The Joshua Tree’ album, with all profits donated to Focus Ireland. 

Over £140,000 of the total came from the purchase of Down to Earth co� ee sold at BaxterStorey locations. One 
pence from each sale is donated to The WSH Foundation, which supports charitable causes in local communities. 
To date, the scheme has raised over £1.8 million.

On top of the £175,000 total, BaxterStorey’s Executive Chef, Hayden Groves, has so far raised £38,663.05 for Cure 
Leukaemia, following a 10,000km cycle ride across Europe. Upon his return Groves launched ‘Back in the Saddle’, a 
unique cookbook containing recipes inspired by his journey. All proceeds of the book were donated to the charity.

A UNIFIED APPROACH TO 
COMMUNICATIONS 
Unified communications’ is a term you may 

have already heard, or will certainly be on 
the edge of hearing more about. In short, 

it’s a business expression that describes the 
integration of enterprise communication services 
like instant messaging, presence information, 
voice, mobility features, audio, web and video… 

Still unsure? No problem, you’re not alone. As 
this relatively new mode of interacting continues 
to evolve we’ll no doubt start adopting its 
practices universally, once the benefits are truly 
understood. I’m sure more than a few of us have 
already started.

In short - some business communications tools 
like video conferencing, which we’re all familiar 
with, facilitate real-time communication, yet 
others, such as email, facilitate communication 
that takes place at a person’s convenience. 
How many of us have wanted to join that team 
brainstorming conference call, but had another 
meeting scheduled at the same time with a 
customer? 

There’s been a rising number of collaboration 
tools emerging over the past few years. Ones 
that o� er both messaging-centric workflows and 
near-real-time communication. The goal of such 
‘unified communications’, as they’re becoming 
commonly known, is to integrate the so� ware 
that supports both real time and convenience-led 
contact, so the user has access to all tools from 
whatever device is in use.

With the increase in agile working, unified 
communication is becoming more and more 
important. Being able to quickly touch base 
with your colleagues, and even your customers, 
without the need for face to face meetings 
can enhance overall business communication, 
collaboration and productivity. At Servest, I 
create weekly videos, that are shared on Twitter 
and our intranet, to show our followers what I’m 
up to on a regular basis. Servest is such a large 
global organisation that despite my desire to do 
so, I simply don’t have enough hours in the day 
to catch up personally with everyone. The videos 

keep people updated on what’s going on and 
keep me as a constant voice, and face, within the 
business. Which is just so important. 

Lone and remote workers in particular, 
reap the greatest rewards in embracing these 
new communication methodologies. Service 
providers o� en have individuals or small 
teams working across a number of client 
sites all around the country, and even further 
afield. Outside of London in particular, these 
sites may be a significant distance apart. Our 
customers and colleagues can even work across 
completely di� erent time zones. Not only do 
unified communication tools o� er flexibility and 
quick responses, but they are also o� en free or 
inexpensive, and can be used anywhere – they 
help to create an even more unified workforce.

BLOG FROM C-J GREEN, CEO, SERVEST UK 

C-J Green, CEO, Servest UK

CBRE PARTNERS 
WITH ACTION 
FOR CHILDREN 
Global real estate advisor CBRE has 
announced a two-year partnership with 
UK charity, Action for Children a� er the 
charity was successfully chosen through 
the company’s UK sta�  vote.

The new partnership, which is 
expected to raise over half a million 
pounds will focus on helping young 
people entering and leaving the care 
system, as well as supporting foster 
families to create successful home 
environments.

The charity will also use the funds to 
develop a digital handbook for foster 
parents to help prevent placements 
breaking down and give foster parents 
the support they need in an easy 
and accessible manner. This will sit 
alongside a new digital ‘welcome pack’ 
for children entering care, ensuring 
information is always readily available 
and they can receive support whenever 
they need it.

MARCH 2018   57

FMJ.CO.UK

BLOG/CHARITY   �

FIRST PERSON



   MARCH 201858

FIRST PERSON

PEOPLE

FIRST PERSON

MITIE MAKES A ‘SMART’ APPOINTMENT
Mitie Group has appointed Andrew Smart as Group Head of Corporate Real Estate. 
He will be a member of the senior leadership team in the Professional Services and 
Connected Workspace division.

Smart joins Mitie from Cushman and Wakefield where he was a Partner and Head 
of Facilities Management for EMEA. Prior to this, he was a Director of Mace Macro 

where he helped build its workplace and consultancy business. Smart also brings significant 
leadership experience from his roles as Managing Director of Facilities Management at CBRE 
and Sodexo. Last year he received the British Institute of Facilities Management (BIFM) Leader 
of the Year Award for 2017.

Smart joins senior hires Paul Bhuhi, Head of the Connected Workspace and Stuart Osborne, 
Group Head of Risk, in bolstering Mitie’s leadership team in the Professional Services division.

SODEXO BOLSTERS ITS INTEGRATOR TEAM 
Mike Stephens has been appointed as Director of Business Analysis 
within Sodexo’s Defence & Government Services Integrator team.

Stephens joins Sodexo from CDS UK, where he was Account Manager 
for the electronic Property Information Mapping Service (e-PIMS). 
In his role at CDS UK Stephens specialised in the development 
of strategic products for the built environment, property and 
construction sectors delivering cost reduction, value optimisation, 
risk mitigation and performance improvements.

In his new role at Sodexo he will lead a team of specialist property analysts and economists as 
part of Sodexo’s integrated property management o� er which is being led by MD, Dan Weiss.

NEW OPERATIONS DIRECTOR 
AT CLOUDFM

Cloudfm, has 
appointed John 
Cotton to the 
role of Group 
Operations 
Director.

Cotton joined 
the tech-led 
FM provider 
from lighting 
contractor 
Weblight in 2016, 
and has since 
played a leading 

role in developing processes which support Cloudfm’s 
ongoing growth. Having worked with some of the 
UK’s largest and most successful brands, Cotton will 
add to the range of expertise already present on the 
Cloudfm board.

As Group Operations Director, Cotton will take overall 
responsibility for the Shared Services and Integrated 
Services divisions of the business, managing both 
Cloudfm’s in-house engineering teams, and the 
specialist contractor network.

www.buildrec.com      London: 020 3176 4790 | South West: 018 7224 8898

Check out 
our       brand 
new website
www.buildrec.com

http://www.buildrec.com
http://www.buildrec.com
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 CAREER LADDER  

FIRST PERSON

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 Rufus Fidgeon, 
Operations Director, Churchill Service Solutions

� What was your first ever job? 

My first ever job was working for a 
local convenience store in Sandbanks 
on a weekend basis. I served the local 
residents (and some celebrities), 
beginning my journey earning a wage 
and respect, and also getting my 
hands dirty! Ironically, my first full 
time job was working for a cleaning 
company. At such a young age, there’s 
nothing like cleaning toilets to give 
you a true perspective of hard work 
and earning a basic wage – such a 
grounding experience.  

� What was you first job in the FM 
sector?  

Other than my start as a cleaner, it was 
coming to Churchill, where I started on 
the ground as a key account manager. 
In this role, I looked a� er cleaning 
operatives, managing a small amount 
of contracts, and equally managing 
several managers in a split role. 

� What made you choose FM as a 
career?   

It was by direct choice. I went for an 
interview for the role and having come 
from service sales for many years prior 
(and also being self-employed) I found 
myself in an advantageous positon. 
I really felt I could make a di� erence 
and bring a sharp and polished 
presentation to what was historically 
a dress-down environment. We are 
providing a facilities/cleaning service 
– so let’s dress clean! Churchill as a 
company very much aligns with this 
idea, and I’ve been with them since. 

 � How did you progress through 
the profession to your current role? 

Hard work, commitment and 
dedication! In order to succeed in a 

such a demanding industry, it’s so 
crucial that you give yourself entirely 
to the role. You can’t do a nine to five 
and expect perfection, nor expect 
consistent resolution to client issues 
if it’s solely on your terms. I’ve always 
been dedicated to working whatever 
hours are needed – it always comes 
back to respect, recognition, and 
reward.   

� Do you have any qualifications 
or training in FM and related areas 
such as health and safety? And how 
have you benefited from them? 

I have attended many di� erent 
training courses, including IOSH, 
health and safety, management, etc. 
These have definitely been useful in 
helping me understand my role and 
responsibilities, but I believe they only 
truly benefit you when you have the 
drive and determination to grow an 
enterprise. The best training I have 
received has been on the ‘front line’, 
getting to know clients and developing 
long lasting relationships.

� What is your greatest 
contribution to the FM sector, or 
your current role?

Commerically, I have helped both 
clients and my own company make 
large savings by improving service 
e� iciencies. I’ve also worked a lot 
on charitable e� orts, ensuring the 
industry gives back to the public. 
Improving standards and processes 
has always been a big focus of mine, 
but my greatest contribution is 
satisfaction of my last client! I am a 
firm believer in the idea that you’re 
only as good as your last shi� . 

� What’s changed most since you 
started in FM?
The margin! It’s constantly being 
driven down by the sheer volume of 
competition bidding for work and 
the hunger from prospective clients 
to pay less for more. Technology has 
also massively changed the industry, 
even from just five years ago. Clients 
now value data and evidence-driven 
change, and that only looks to increase 
with time. It’s exciting.  

� What personal qualities do 
you think are most needed for a 
successful career in FM?
Being open-minded and accepting 
of the client’s needs. Tenacity, 
commitment, and a positive attitude 
are also crucial. A little bit of savvy also 
helps!

� If you could do one thing 
di� erently in your career in FM, 
what would it be?
I am very self-critical, so I always beat 
myself up on how much better I could 
have done something. Ultimately, 
I’m still on my FM journey and I can’t 
totally reflect on this until I’m there – 
but then the journey is constant – so 
my true answer is everything – we can 
always improve!

� What would make the biggest 
di� erence to the FM sector? And 
how could that be achieved?
From both a client and provider 
perspective, greater investment in 
technology that helps to drive e� iency 
and guarantee an exceptional level of 
service.  

� What advice would you give 
to young people coming into the 
profession now?
I think today, there is so much more 
available to young people working in 

FM and you really can travel the world 
in doing so. You can carve out a great 
career, no matter your background! 
My main piece of advice would be 
to gain an understanding of the 
client’s perspective and the realities 
of working on the ground – this 
experience really sets you up for more 
senior roles in the future. Maintaining 
a strong work ethic is also vital – hard 
work will always pay o� .

� What are your long-term goals 
for the next seven to ten years?

To drive the business forward and get 
more involved with the industry as it 
changes and evolves over time.      

� What do you predict could be 
the main changes to the FM sector 
over the next few years? 

Data and technology will formulate 
more of an FM’s strategy and service 
delivery in the future – it’s already 
becoming standard in some cases. 
Clients want to see data in action 
– they want to see how a provider 
can use technology to improve 
service delivery and align with its 
main function. Concerns around 
sustainbility, a changing labour 
market, and Brexit will also force the 
industry to reassess its role and how it 
delivers service.

� What are the greatest challenges 
of working in FM?

The sheer demand of providing 
seamless perfection and value for 
money. 

� What do you enjoy most about 
working in FM? 

The challenge and uncertainty of 
what comes next and always feeling 
like the underdog, yet also having the 
satisfaction of proving the underdog is 
best placed to deliver!  �

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 sara.bean@kpmmedia.co.uk 
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Name: Rufus Fidgeon   
Current role:  
Churchill Service Solutions, 
Operations Director, 
South West   
Born: Poole  
Lives: Bournemouth
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