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Zero hours contracts, 
where employees are ‘on 
call’ but rarely guaranteed 
work or certain levels 
of pay, have hit the 
headlines over the past 
few months with several 
FM providers, councils 

and private sector companies hauled over 
the coals for their use of the controversial 
contracts (see news story on page nine). 

The vast majority of workers on zero 
hours contracts will work in the FM, 
or associated, sectors in roles such as 
cleaning operatives, security guards, 
crèche workers, healthcare assistants 
or kitchen assistants. But among all the 
tumult around these contracts, there was 
a deafening silence from the FM industry. 
When we came to write the news piece on 
page nine, very few people in the industry 
wanted to talk about them. While that 
reluctance to stick their head above the 
parapet is potentially understandable from 
service providers who might see zero 
hours contracts as just another stick to be 
beaten with, it is odd behaviour from the 
industry bodies who profess to represent 
the sector. Neither the BIFM, nor the FMA, 
wanted to comment about the use of the 
contracts in the FM sector. 

Only Jeremy Waud, the group MD of 
Incentive FM, was prepared to go on 
the record. He argues, sensibly, that 
for integrated FM work the industry 
should really be able to set appropriate 
and predictable rosters in such a way 
to employ people on conventional 
employment contract. Those companies 

using zero hours employment contracts 
for the majority of their staff, show a level 
of “laziness and an inability to plan and 
roster”. Waud acknowledges that in his 
security business, zero hours contracts are 
used, but only really for adhoc and bench/
stand by staff and for roles with highly 
variable work hours, such as holiday and 
sick leave cover and for events work. 

The frustrating thing about this silence 
in defence of zero hours contracts is 
that it leaves the critics – and there 
are many – to fi ll the airtime with the 
anti-arguments. That workers subject to 
zero hours contracts are exploited; that 
if they refuse work once, they won’t be 
offered it again; that employers use the 
contracts as a management tool to weed 
out employees who complain; that those 
on such contracts fi nd it impossible to 
arrange childcare, get mortgages/ rental 
agreements, or to have much of a life. 
Employers who use such as contracts 
have been demonised as being almost 
Dickensian in their approach to employee 
relations. 

Very, very few individuals or 
organisations, and none that I could 
fi nd in FM, are actually happy defending 
them, on the record. But talk to both 
employers and employees involved in zero 
hours contracts and there are plenty of 
benefi ts for the employee. And zero hours 
contracts are nothing new. When I worked 
for McDonald’s in the mid-1990s, we 
were given the equivalent. It was an ideal 
situation, allowing us to fi t work around 
our studies and other part-time work. 
People looking after their own children, or 

elderly relatives can choose to work under 
these contracts, because their fl exibility 
means they can manage their hours to fi t 
around their childcare and other caring 
responsibilities. And of course people 
in full-time employment can boost their 
income with a second job.  As Ian Brinkley 
from The Work Foundation says “We do 
not know how many people on zero hours 
contracts have taken them out of choice 
and how many have taken them out of 
necessity.” 

Undoubtedly there are many instances 
when workers on these contracts are 
exploited by unscrupulous employers (a 
former employee of one employer using 
zero hours contracts who was forced 
by health issues to quit has sued for 
damages), but this is not ubiquitous. 
Where are the FM spokespeople to talk 
about the diffi cult subjects, to be able to 
stand up and defend our sector and its 
practices, to give a different point of view 
to the headline writers? The silence is 
not only deafening, it’s frustrating. If we 
want to be taken seriously as an industry, 
then we need to be confi dent standing 
up and talking about the controversial 
subjects, not just the easy, sexy stuff like 
sustainability. 

Zero hours = zero comment? 

 Comment
 This month:
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CASE STUDY: AMERICAN EXPRESS
22 With its 1970s European Service Centre 
in Brighton becoming obsolete, American 
Express decided to build its successor on 
the car park next door. Cathy Hayward talks 
to the team behind the project. 

EVENT PREVIEW 
26 FMJ brings you a snapshot of what’s 
in store at RWM 2013, Europe’s leading 
resource efficiency and waste management 
exhibition. 

STUDENT ACCOMMODATION
28 Universities are living through 
challenging times. There is increased 
competition to attract the best students 
against a backdrop of rising fees and a 
growing expectation of service delivery. 
Sodexo’s Peter Taylor explains what this 
means for the FM sector. 

STORAGE AND DOCUMENT MANAGEMENT
34 With real estate in central London at a 
premium, and people working more flexibly 
by time and location than ever before, 
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Next month we will be going 
behind the scenes at Chelsea 

Football Club and taking a look at the 
latest legislation affecting FMs,  
workplace hygiene and trends in global 
FM. So if you have any thoughts or  
feedback please send your details to 
cathy@kpmmedia.co.uk

�
THE OCTOBER ISSUE...

@FMJtoday
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FMJDATA NEWS
6 This month’s summary of all the major 
news, acquisitions and moves in the  
FM industry.

CONTRACT WINS & PARTNERSHIPS
12 Find out about all the latest deals 
going down in the world of facilities 
management.

PEOPLE
14 Keep track of who’s moving where in 
the FM profession. 

SOCIAL MEDIA: IN MY VIEW
16 Social media is altering the dynamic 
of business to consumer relationships, 
especially in the management of 
customer experience says Zoodikers’ 
Katie King.

FM INSIDER
18 Edifice’s Tony Angel takes a look at 
the role of the facilities manager.

KPI SURVEY
20 The most recent FM Index KPI Survey, 
reveals some interesting trends in the use 
of space within organisations.

LEGISLATION UPDATE
32 Stuart Neilson from Pinsent 
Masons, advises on new changes to 
whistleblowing laws.

FAST FACTS
42 Gary Watkins, MD of Service Works 
Group, explains the phases of a good 
asset management strategy.

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

Regulars
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reducing the amount of storage in buildings 
is an ongoing trend. But how do facilities 
managers encourage people to ditch the 
security of their paper files, go digital, or 
change the way they store information 
completely? Marianne Halavage reports.

FM IN THE NOT-FOR-PROFIT SECTOR
38 Is working in FM for charities and other 
third sector bodies fundamentally different 
from the role in commercial organisations? 
Richard Byatt reports.
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The Government has announced several 
changes to the Enhanced Capital Allowances 
(ECAs) scheme for energy saving technologies, 
which came into effect on 7 August 2013.

The ECA scheme is a key part of the 
Government’s programme to manage climate 
change and reduce the UK’s greenhouse gas 
emissions by 80 per cent by 2050. Under the 
scheme, businesses can claim a 100 per cent 
first year capital allowance on investments 
in energy saving equipment on the energy 
technology list (ETL), against the taxable 
profits of the period of investment.

Criteria, products and claim values listed 
on the ETL have been updated. One new 
technology has been added: carbon dioxide 
(CO2) heat pumps for water heating. There 
are changes to 19 technology categories, 
including biomass boilers and roomheaters, 
gas fired condensing water heaters, and high 
efficiency lighting units. And four technology 
categories are no longer eligible: automatic 
boiler blowdown control equipment, 
condensate pumping equipment, switched 
reluctance drives, and automatic air purgers. 

Businesses have welcomed the important 
role the incentives play in encouraging the 
adoption of energy efficient technology. 

Chris Bedford, managing director at Open 
Technology, the intelligent lighting specialists, 
said: “The ECA scheme recognises lighting as 
an important area to address, with commercial 
lighting accounting for over 50TWh/year 
of electricity consumption in the UK and 
resulting in over 5 million tonnes of carbon 

emissions. Open Technology is pleased that 
the ECA scheme aims to encourage the 
purchase of lighting controls and recognises 
the fact that they commonly realise additional 
energy savings of between 30 and 40 per 
cent.”

The ECA scheme promotes five categories 
of lighting controls that respond to the 
needs of the building: time controllers that 
automatically switch off lighting at set times; 
presence detectors that respond to occupancy; 
daylight detectors that switch off lighting 
when daylight is sufficient; daylight detectors 
that automatically dim lighting to the level 
needed; and central control units that can 
manage some or all of these categories.

Andy Reddington, senior designer at Future 
Designs, a provider of high quality luminaires 
and bespoke lighting, thinks that energy 
saving efforts should take into account the 
entire lighting installation: “The principle 
of getting designers and manufacturers to 
produce more efficient products is good,” he 
said. “The ECA scheme is product based, but it 
may be better to change the focus to a room 
or an entire installation therefore taking into 
account the whole space. If the luminaire is 
developed with ECA compliance in mind and 
the lighting layout is designed responsibly, the 
net result is that energy consumption over an 
installation is driven down.”

  For more information on the eligibility 
criteria for technologies that qualify for the 
energy-saving ECA scheme, visit https://etl.
decc.gov.uk/etl/site.html
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Government reveals changes to  
Enhanced Capital Allowances scheme 

• 10-11 September  
The Energy Event  
NEC, Birmingham  
www.theenergyevent.com

• 12 September
Public Sector FM Conference
Sheffield Hallam University 
www.shu.ac.uk/business/events/
adaptive-re-use-buildings-creative-
solutions

• 19 September
BIFM National Golf Finals
www.bifm.org.uk/bifm/events/
view/2743

• 2-4 October
IFMA’s World Workplace conference
Philadelphia 
www.worldworkplace.org/

• 10 October 
BIFM Scotland region conference
www.bifm.org.uk/bifm/events/
view/2748

• 14 October  
BIFM Awards 2013  
The Grosvenor House Hotel, London 
http://htl.li/h09sA  

• 24 October  
Workplace Trends: Making it Work  
Royal College of General 
Practitioners, London 
www.workplacetrends.co.uk/
workplacetrends2013 

• 4-8 November 
Workplace Week Convention and 
building visits 
www.workplaceweek.com

• 15 November
BIFM Ireland region conference
Belfast
www.bifm.org.uk/bifm/events/
conferences/IC2013

• 4-6 June 2014
European Facility Management 
conference
Berlin
www.efmc-conference.com

DATES FOR THE FM DIARY:

BIFM Ireland FM awards open  
for entries 
The search is on for exceptional 
organisations and individuals operating 
within the facilities management 
(FM) industry in Ireland as the BIFM 
Ireland Region Facilities Management 
Recognition Awards 2013 officially 
open for entries.  This year’s award 
categories include FM Professional 
of the Year, FM Team of the Year and 
FM Project of the Year. Entries will 
be judged by an independent panel of 
industry and academic experts from 
across the UK and Ireland. Visit www.
bifm.org.uk/irelandawards for more 
information. Deadline for entries is 11 
October 2013, with winners announced 
at the 17th annual BIFM Ireland Region 
Conference at the Belfast Waterfront on 
15 November 2013.
 

Putting a price on noise in the workplace
Office workers lose around 24 days a 
year due to unnecessary interruptions 
caused by unwanted noise. This 
equates to an average cost of 1.36 
Euros per minute per worker, meaning 
that lost time could be costing 
businesses around 15,000 Euros 
per worker per year. That was the 
conclusion of research conducted 
at the recent European Facilities 
Management Conference (EFMC) held 
in Prague. In an open discussion at 
EFMC held by Saint-Gobain Ecophon 
Concept Developers for Office from 
the UK, Netherlands, Germany and 
Sweden, visiting delegates were invited 
to help identify the real business cost 
of noise in the workplace and explore 
how facilities managers and activity-
based acoustic office design can help 
to reduce it.

NEWSINBRIEF
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Cleaner air, 
better performance
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This new generation of air filters excels because of the innovative design 
developed by AAF. They deliver optimum indoor air quality, even surpass-
ing the minimum efficiency requirement of the new EN779:2012 stan-
dard. Independently tested - and certified by Eurovent. As befits a top 
product, the DriPak® filter only uses a limited amount of energy. The 
proof is in the dark-green A-label. The result: a significantly lower Total 
Cost of Ownership (TCO).

As a reliable partner, we want to offer our customers the perfect solution 
for all their air quality challenges by offering three variants: DriPak® SX, 

DriPak® GX and DriPak® NX. These products offer distinct variations in 
terms of material, pressure drop and mode of operation – in other words, 
always a suitable answer.

Better performance. That is our goal at AAF, not only in product inno-
vation but also in our organisational approach, for example, to produc-
tion and distribution. That kind of top-sport mentality forms the basis of 
partnership with our customers. With AAF, you and your customers will 
lead the way. Together, we will deliver cleaner air.

DriPak® pocket filters beat any opponent hands down

aafeurope.com | dripak.aafeurope.comDriPak® SX DriPak® GX DriPak® NX

http://www.aafeurope.com
http://dripak.aafeurope.com/


The 2013 fi nalists are:
Excellence in Customer Service               
• Chiswick Park: Enjoy Work
• Macro: Emirates Air Line
• MITIE Shared Services Ltd: MITIE 24seven
 
Excellence in Product Development
• Birmingham Children’s Hospital NHS   
 Foundation Trust: ATOM Transport   
 Management
• Excel I.T. Limited: DeskQUERY
• GSH Group: EMAP
• Nuphalt Contracting Ltd: Thermal Recycling  
 Pothole Repair System         
• Savortex Ltd: Smart Drying
 
Facilities Manager of the Year
• David Scott: Sodexo
• Deborah Rowland: Cabinet Offi ce
• Donna Brown: ISS UK Ltd
• Hadleigh Standen: Pinnacle PSG Ltd
• Niamh Lynch: Acuman Facilities   
 Management
 
FM Excellence in a Major Project                            
• BAE Systems: The Bowland Centre
• Carillion plc: Oxfordshire County Council -  
 Strategic Partnership
• COMET Advisory in collaboration with the  
 Tri-Borough FM Project Team: Think Act  
 Deliver
• Macro: Emirates Air Line
• VINCI Facilities: St Helens and Whiston  
 Hospitals
 
FM Service Provider of the Year              
• GRITIT: Winter Risk Management
• Palmaris Services: Databoost
• Servest: Servest and Tesco: A Winning  
 Combination       
• Ward Security Limited 
Impact on Organisation and Workplace               
• Britvic: Breakspear Park
• Cameron Black: ASOS

• Google Ireland: Google EMEA HQ Dublin
• Kimberly-Clark Professional: The Healthy  
 Workplace Project      
• Lexmark UK and CBRE: Maidenhead HQ
• Network Rail, supported by MITIE and  
 Capita Symonds: The Quadrant, Milton  
 Keynes
 
In-House Client Team of the Year           
• Edge Hill University        
• General Medical Council              
• Land Registry    
• NHS Property   
 
Innovation in the Use of Technology     
• Corporate Interiors LLP: Corstore
• iSite: iSite
• Kajima Partnerships Ltd: Bookings Plus
• Middlesex University: New Ways of Working
 
Learning and Career Development         
• Europa: Management Trainee Programme
• Initial Facilities: Nurturing Talent - The  
 Initial Way
• ISS UK: Market Leading Approach
• MITIE Client Services     
• Norland Managed Services: ILM   
 Management Development Programme
 
Sustainability and Environmental Impact            
• Edinburgh Napier University: Environmental  
 Management System
• Google Ireland: Google Facilities Team,  
 Dublin  
• International Monetary Fund: Socially,  
 Environmentally and Economically   
 Sustainable FM Practices
• Peel Media Group and Cofely: MediaCityUK
 
Finalists in the new category for 2013, 
‘Profound Impact on the Industry over the 
Last Five Years’, are:
• Anne Lennox-Martin
• Bill Heath: Mace Macro

• e-permits: Banyard Solutions
• Kajima Community         
Two additional awards will be presented at the 
ceremony, ‘Judges Special Award’ and ‘Overall 
Industry Impact’.
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Finalists in 2013 BIFM Awards revealed
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NEWSINBRIEF
GDF SUEZ acquires 
Balfour Beatty Workplace
GDF Suez has announced the 
purchase of Balfour Beatty’s UK FM 
business Balfour Beatty Workplace. 
The acquisition will give GDF SUEZ, 
through its primary brand Cofely, a 
strong position in energy services, 
technical services & facilities 
management in the UK.  With its 
existing Cofely business, GDF Suez 
Energy Services employs 2,200 people 
in the UK, providing similar services to 
13,000 customer sites in commercial, 
industrial and public sectors. The 
combined businesses will generate 
annual revenues of approximately 
£800 million. 

Another launch for Mitie
Outsourcing giant Mitie has launched 
DeTect, a range of wireless intruder, 
fi re alarm and visual verifi cation 
systems, for the protection of vacant 
premises.
Last year, MITIE’s total security 
management business launched its 
specialist vacant property services, 
and this range, which is compliant 
to EN50131 standards, builds on the 
offering, providing a way to reduce 
false alarms and unnecessary 
call outs. 

The British Institute of Facilities Management (BIFM) has revealed the names of the organisations, individuals 
and projects which have been shortlisted for this year’s BIFM Awards. The winners will be announced on 14 
October at a gala dinner at London’s Grosvenor House hotel.

http://energyefficiencyexhibitions.co.uk
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PLUS...
REGIONAL EXHIBITORS
COMMERCIAL THEATRE 
ENERGY EFFICIENCY DEMOS
GREEN DEAL THEATRE
HANDS-ON HEAT PUMPS
RHI THEATRE
RENEWABLES DEMOS
...AND MUCH MORE!

Sevenoaks
Energy Academy Ltd

SPECFLUE

   & presentations start from 10am sharp!

South-East
24 September

North-North-NNor WWestesWWW
ember26 September

PLUS...
ENERGY EFFICIENCY  

& RENEWABLES
AWARDS

THIS AUTUMN, THE AWARD-WINNING EXHIBITIONS FOR RENEWABLE PROFESSIONALS  
ARE BRINGING THE BEST BRANDS & THE BRIGHTEST IDEAS TO YOUR REGION!

LEAD SPONSOR

Also with Bitesize Briefings in Northern Ireland, 
North Scotland, South Wales & East Anglia

Zero hours contracts, 
where employees are ‘on 
call’ but rarely guaranteed 
work or certain levels of 
pay, have hit the headlines 
over the past few months. 
Balfour Beatty, Glasgow 
City Council, Essex 

County Council and McDonald’s are some 
of the organisations publicly accused of 
having facilities staff, including cleaners, 
caterers and security personnel, on the 
controversial contracts. 

The Offi ce for National Statistics 
believes that 250,000 UK workers are on 
zero-hours contracts –  around 1 per cent 
of the UK workforce. But a survey released 
last month by the Chartered Institute of 
Personnel and Development estimates 
that the real number is more than one 
million workers. The CIPD research found 

that a third of third sector organisations 
used zero-hours contracts, together with a 
quarter of public sector employers and 17 
per cent of private sector fi rms. Unions and 
other bodies have called for a ban on the 
contracts. 

But in a report about zero hours 
contracts Ian Brinkley of The Work 
Foundation,  wrote that calls to ban them 
were “misguided”. “Zero hours contracts 
can suit some people and there may 
be some circumstances where work is 
so erratic that it would be hard for an 
employer to offer the work on any other 
basis,” he said. “We do not know how 
many people on zero hours contracts have 
taken them out of choice and how many 
have taken them out of necessity. We 
do not know exactly why employers are 
making more use of them.” 

But Jeremy Waud, group MD of Incentive 

FM believes that zero hours contracts 
need not be as widespread as they are. 
“For integrated facilities management 
work you should really be able to set 
appropriate and predictable rosters in such 
a way to employ people on conventional 
employment contracts; companies using 
zero hours employment contracts for the 
majority of their staff, show a level of 
laziness and an inability to plan and roster; 
these are not characteristics you want for 
FM!”, he argued. “In our Incentive Lynx 
Security business, we believe that zero 
hours contracts should only really be used 
for adhoc and bench/stand by staff and for 
roles with highly variable work hours, such 
as holiday and sick leave cover and for 
events work – Zero hours contracts should 
not be necessary for regular contract work 
as the roles should be deemed as 
permanent and be scheduled this way.”

ZERO HOURS CONTRACTS HIT HEADLINES 

Kate Middleton was served three-course gourmet meals at the private 
Lindo Wing of the NHS-run St. Mary’s Hospital in London during her 
stay to give birth to the royal baby. The menu even included a list of 
wines and champagnes.

And if NHS hospital self-appraisals are to be believed, all patients 
are enjoying a similar fi ne dining experience. Out of 156 NHS trusts in 
England, 95 rated the quality of the meals they served to patients as 
5/5, according to The Patient Environment Action Team (PEAT) self-
assessment programme. That’s three in fi ve hospitals giving their food 
top marks, and 99 per cent rating their food as good or excellent. Just 
two of the trusts reported that their food did not meet this standard. 

But the results stand in contrast to an independent Care Quality 
Commission survey showing that around half of patients are actually 
dissatisfi ed with hospital food. Of 6,000 patients, 55 per cent said 
the food they had been served was good. The rest were less than 
complimentary.

The campaign for better hospital food has called for mandatory 
hospital food standards. Ninety-seven organisations supporting the 
campaign are petitioning the government to support the Health and 
Social Care (Amendment) (Food Standards) Bill, which would improve all 
patient meals by requiring them to meet mandatory standards, including 
quality, nutritional and environmental standards.

“It is time for the Government to come clean about the sorry state 
of hospital food in England and set mandatory standards for patient 

meals,” said Alex Jackson, co-ordinator of the campaign for better 
hospital food.

“This would only involve extending an existing policy which has 
seen it set mandatory standards for prison food and food served in 
government departments, to go alongside those that already exist for 
school food. Surely patients recovering in hospital have the same right 
to good food as government Ministers, school kids and prisoners?”

The Hospital Caterers Association (HCA) supports the campaign for 
better hospital food. Andy Jones, chair of the HCA, said: “The NHS is 
the UK catering industry’s largest provider of meals. It is a complex 
operation involving a wide number of professionals, from those on the 
ward through to the team in the catering department. Each is one link 
in a chain and each has a pivotal role to ensure a patient receives the 
right food at the right time in the right format. 

 Sodexo Healthcare suggests that imposing standards is one approach 
but that attitudes at board level also have to change. Simon Scrivens, 
managing director at Sodexo Healthcare, said: “Catering for the varying 
needs of our very diverse population is of course challenging, but the 
answer is probably less about imposing national standards, and much 
more about persuading hospital boards that nutrition is important, 
that it deserves as much attention as A&E performance or waiting lists, 
and that fundamentally, ensuring that patient are not nutritionally 
compromised when they leave hospital will be better for patients and 
will almost certainly play a part in reducing readmissions.”

Dichotomy revealed in hospital food ideals and reality
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The British Institute of Facilities Management (BIFM) announced late last month that 
it has decided to withdraw, with immediate effect, from the merger discussions it had 
entered into with Asset Skills, the Cleaning and Support Services Association (CSSA) 
and the Facilities Management Association (FMA). The decision was apparently taken 
at a BIFM board meeting late last month at which the potential merger was thoroughly 
reviewed.  

Tancred was quoted in a press statement as saying: “The board’s first priority is 
to ensure decisions such as these are in best interest of its members. Right now it 
has been decided that we must focus on the delivery of our strategy and continuing 
our current success. This does not rule out any future discussions about merger and 
acquisition opportunities and nor does it rule out working with other like-minded bodies 
for the benefit of our members, the FM profession and the wider support services 
industry.”

The remaining parties – Asset Skills, the CSSA 
and FMA – are believed to have been caught by 
surprise by the BIFM’s decision. They scrambled 
to issue a statement confirming that the merger 
between the three remaining bodies would still go 
ahead, and that the BIFM withdrawal would in fact 
allow them to accelerate their plans. 

Richard Sykes, chairman of the FMA and of the 
merger group steering committee, said: “We are 
disappointed that BIFM have decided not to pursue 
the merger in the short-term as we continue to 
believe that it presents a fantastic opportunity to 
bring the industry closer together and to provide 
a more consolidated voice and greater benefits 
both for corporate and individual members. Asset 
Skills, CSSA and FMA will continue with our planned 
merger as strategically this provides synergies and 
further benefits to all our members. We anticipate 
the three bodies being able to move to a merged body, with a developed robust strategy, 
at a faster pace now that the approval process has been shortened.”

FMJDATA  NEWS

BIFM pulls out of  
industry body merger  

Loyalty in the FM industry is lower 
than in any other sector according to 
research from consultancy Business 
Services Growth, in partnership with The 
Brookeside Group. The UK FM Industry 
Survey, which used Brookeside’s 
software to measure the strength of 
business relationships between service 
providers and clients, found that 
providers in the FM industry are failing 
to adequately maintain and manage 
client relationships, with only 6 per cent 
of clients considering their providers to 
be ‘trusted advisors’. In other industries 
‘trusted advisor’ relationship levels are 
nearer to 25 per cent. 

The research also revealed that a 
third of relationships were found to 
be ‘antagonistic’ and a further 22 per 
cent of respondents were found to have 
‘transactional’ relationships with their 
supplier.

Commenting on the results, Andrew 

Shaw, managing director of BSG, said: 
“The evidence from this report is clear. 
The fact that only a small fraction of 
respondents consider their providers 
to be trusted advisors, clearly reflects 
the poor level of client relationship 
management in the FM sector. 

“Relationships found to be 
‘antagonistic’ or ‘predisposed’ are ones 
that we would consider to be potentially 
at risk. Suppliers are likely to find 
it hard to successfully renew these 
contracts if nothing is done to improve 
the relationship. From these results, we 
have seen that more than 50 per cent of 
suppliers are in this ‘at risk’ category.  
This is a shocking result, which identifies 
again the lack of client management 
capability within the FM industry.  If 
suppliers don’t pay more attention to how 
they manage their client relationships, 
they will suffer contract retention losses 
that will hinder their growth.”

FM SECTOR LACKS LOYALTY 
CONCLUDES NEW RESEARCH

A WRULD of pain and Bananarama
Work-related musculoskeletal disorders
accounted for over 7.5 million working
days lost in the UK during 2011/12,
according to Health and Safety Executive
(HSE) figures.

Historically, some of these conditions
were known by other names such as
repetitive strain injury (RSI) and work
related upper limb disorders (WRULD),
with badly managed/performed manual
handling tasks, use of vibrating tools and
visual display unit (VDU) work among the
main culprits.

While pleasingly HSE statistics identify
there has been a “significant reduction
over the last 10 years”, these disorders
still resulted in over 430,000 reported
cases in 2011/12 (141,000 new and
297,000 pre-existing). In addition the
published statistics also indicate:
• Approximately 40% of disorders affect 

the back and a further 40% the 
upper limbs.

• Higher rates found in manual and 
skilled occupations, and

• Most prevalent in workers over 45

So, why does getting people to take their
workstation assessments seriously or
properly risk assess manual handling tasks
prove as difficult as it sometimes can?

A customer of ours, having planned and
put in place a co-ordinated approach to
their DSE management has seen a 239%
increase in “low risk users” and a 63%
reduction in “high risk users” over the last
two years.

Sometimes, it ain’t what you do, it’s
the way that you do it – that’s what get
results, and cuts down on ill health,
absence, increases profits and promotes 
a healthier, fitter workforce.

IN MY VIEW

GREG DAVIES 
Head of service development 
Assurity Consulting

INDUSTRY EXPERT COLUMN

SPONSORED BY

Assurity Consulting
t: 0844 800 7705
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CONTRACT WINS AND PARTNERSHIPS

Compass Group UK & Ireland’s 
Sport, Leisure and Hospitality 
business has retained a £7 
million contract with the world 
famous Henley Royal Regatta. The 
five-year deal will see Compass 
continue to provide catering 
services within the prestigious 
members only Stewards’ 
Enclosure, delivering food and 
service to the Stewards and their 

guests throughout the week of the Regatta. The Stewards’ Enclosure offers a range 
of bars and luncH facilities, including the All Day Mile and 1/8th restaurant, an ever 
popular seafood restaurant and the traditional members’ luncheon marquee. 

Having provided services to the Henley Royal Regatta over the last 15 years, 
Compass will build on its strong existing client relationship to further develop the 
food offer and the dining environment, providing a contemporary solution for guests, 
yet still firmly rooted in the traditions of the Regatta.

FULL STROKE AHEAD FOR COMPASS AT HENLEY

The Royal Star & Garter Homes Charity 
has awarded ISS a manned guarding 
contract for its new state-of-the-art 
residential care home in Surbiton. The 
charity provides therapeutic nursing 
care to ex-service men and women 
and their partners. The Surbiton Home 
will accommodate 63 residents and 
includes a dedicated dementia wing 
providing 26 rooms for residents who 
require this specialist care. The new 
contract extends The Royal Star & 
Garter’s relationship with ISS who 
currently provide M&E services at the 
charity’s existing homes in Solihull and 
Richmond. 

Aramark has retained its food and 
facilities services contract with 
Goodyear Dunlop for a further three 
years. Worth £4.8million over the 
contract period, Aramark will be 
providing catering, cleaning, security 
and reception services to the global tyre 
manufacturer at its UK head office in 
Erdington, near Birmingham. Aramark 
has provided services to Goodyear 
Dunlop for the past eight years. 
   
Kudos, part of the Crown Group, have 
extended their contract to provide 
catering services for the NUT at 
Hamilton House for a further two years. 
Kudos has held the contract for several 
years and this is the second time the 
contract has been extended, having 
previously had the contract extended by 
three years. The contract, approximately 
£360k per annum, encompasses not 
only the operation of the café for union 
members, staff visitors and guests; but 
also involves Kudos in providing catering 
for an extensive range of day time 
meetings, conferences and events that 
are held throughout the year. 
  
We Clean, the Birmingham-based 
commercial cleaning business, has 
secured a five-year contract with 
building society the West Brom. The 
contract is to provide commercial 
cleaning services across the West 
Brom’s West Midlands’ property 
portfolio, including its West Bromwich 
head office and branch network. The 
we clean team will also be involved in 
the building society’s move to a new 
70,000 sq ft purpose built HQ in West 
Bromwich, scheduled to take place in 
late 2014 or early 2015.
 
For the latest contract wins and 
partnerships visit www.fmjdata.com or 
follow us on Twitter @fmjtoday

FMJDATA  NEWS

LIFE’S A BEACH AT INCENTIVE FM 
Incentive FM played a pivotal role in 
the capital’s new sporting sensation 
- London Beach Rugby, which held its 
inaugural event in the East Piazza at 
Covent Garden last month. Incentive 
organised and project managed the 
complex operation of installation and 
removal of the tournament’s man-made 
beach which was installed overnight 
starting when access was permitted 
at 8pm on Thursday night and removed 
between 8pm and midnight on Saturday 
night while the market was in full swing.

120 tonnes of special kiln dried sporting sand, as used in the Olympics, was hauled 
from Leicestershire in a fleet of articulated lorries which were backed in and out in 
sequence through Russell Street into the market where extra parking restrictions and 
security to control crowds had been arranged via Westminster Council and Incentive’s 
own security team on site.

Interserve’s subsidiary, Landmarc 
Support Services, has been awarded a 
contract extension worth £110m with 
the Ministry of Defence (MoD) until July 
2014, with the option to extend for up to 
a further six months until February 2015. 
Landmarc will continue to support the 
Defence Infrastructure Organisation  
(DIO) to manage military training 
facilities across the MoD’s 160,000 
hectares of built and rural UK training estate, a position it has held since 2003.

Supporting around 7.5 million training days per year, Landmarc delivers consultancy, 
management and operation of training areas and ranges, explosives safety, built 
and rural estate management (including environmental and conservation support), 
catering, information management, administration services, project and commercial 
property management. The contract covers over 120 sites, including more than  
8,000 buildings and 12,000 targetry items worldwide. These range from small  
battery powered targets to large electrical moving artillery targets, which are 
controlled remotely.

INTERSERVE AWARDED MOD 
CONTRACT EXTENSION 

An Afghan Village created by Landmarc replicates the 
contemporary operating environment in the Middle East.

http://www.fmjdata.com
https://twitter.com/FMjtoday


Music creates a better working atmosphere

74% of factories agree that playing 
music increases staff morale.* If you 
play music in your business, it is a 
legal requirement to obtain the correct 
music licences.

In most instances, a licence is required 
from both PPL and PRS for Music. PPL 
and PRS for Music are two separate 
companies. PPL collects and distributes 
money for the use of recorded music 
on behalf of record companies and 
performers. PRS for Music collects 

and distributes money for the use 
of the musical composition and lyrics 
on behalf of authors, songwriters, 
composers and publishers.

A PPL licence can cost your business 
as little as 19p per day. For more 
information on how to obtain your 
PPL licence visit ppluk.com or 
call  020 7534 1070. 

����������	�
�������	�����
�����
can work for your business visit 
musicworksforyou.com.

*MusicWorks survey of 1000 people, 
conducted May 2012. 

PLAYING 
MUSIC?
MAKE SURE 
YOU’RE 
LICENSED.

ppluk.com

http://www.ppluk.com
http://www.musicworksforyou.com
http://www.ppluk.com
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people
The

Norland launches trainee accountant scheme
FM firm Norland has launched a graduate trainee accountant 
scheme. Authorised by the Institute of Chartered Accountants 
for England and Wales (ICAEW), the initiative forms part of 
Norland’s commitment to training and development and will 
take on three graduates in its first year.

The three successful candidates will start this month. They 
will complete more than 100 study days over a three year 
period covering modules in accountancy, finance and business. 
These will be accomplished while the graduate is working for 
Norland in a range of roles intended to increase their general 

business understanding and knowledge of the industry. After 
three years, and on successful completion of their exams, 
the graduates will be eligible for membership of the ICAEW at 
which point they will become the finance manager of one of 
Norland’s business units.

The graduate training scheme joins Norland’s successful 
Apprentice Training scheme which has trained 45 new 
apprentices to date and the company’s comprehensive 
Management Development programme which prepares Norland 
staff for the next stage in their careers.

Sir Charles Allen elected 
new chairman of ISS 

Ross Abbate has been 
appointed deputy 
managing director 
of Europe and the 
Americas at property 
consultancy and 
facilities management 
company Macro. 
Abbate was 
previously director of 
new business at the 
firm. His appointment 

follows the departure of MD Peter Brumby, one of 
the founding directors of Macro, who left in June 
to join the 2013-14 around the world clipper race. 
Until a new MD is appointed, Abbate will assume 
all MD responsibilities.

Abbate is a qualified electrical engineer with 
over 18 years’ experience in the FM industry 
working for organisations such as Johnson 
Controls, Resolve FM, the J&D Organisation. He 
joined Macro in 2007 as a business development 
manager and was made a director in July 2009.

Macro names deputy 
managing director

The National Security Inspectorate 
(NSI) has announced that Chris Hanks 
will succeed current chair, Sir Francis 
Richards, in November 2013. Hanks began 
his career as an underwriter in casualty 
and property insurance before promotion 
to roles including general manager of 
Allianz Insurance’s commercial operations 
in the UK with responsibility for the 
profitability, growth, sales and operation of 
all commercial and engineering business. 
Hanks also held the appointments of 
chairman, Allianz Business Services; 
director, Allianz Engineering; director, 
Chartered Insurance Institute; trustee, 

Chartered Insurance Institute Pension Fund; and chairman, Polaris (UK).

NSI reveals new chairman 

Sir Charles Allen has been elected 
chairman of the board of directors of ISS 
and ISS World Services. He replaces Ole 
Andersen who leaves after more than eight 
years as a member of the board. Allen has 
been chief executive of Granada Group and 

executive chairman of Granada Media Plc. He has also been 
chairman of EMI Music and CEO of Compass Group. In 2002 
Allen chaired the Commonwealth Games, and he was the vice 
chair of the London 2012 Olympic Committee. He is currently 
chairman of Global Radio Group and of 2 Sisters Food Group. 
He was recently elected chairman of the British Red Cross.

Principle Cleaning Services has 
appointed David Saville as a 
new operations director. Saville 
has a wealth of experience 
through an established career 
in the cleaning industry. He first 
joined Ramoneur in 1985 and 
then went on to be divisional 
MD of London Window Cleaning 
for total facilities management 

company OCS. His most recent role was a director of 
Advance Cleaning.

Principle appoints 
David Saville 

NG Bailey has appointed Ian Webster as business development director for its Facilities Services division.  Webster has 20 
years’ experience of new business development in both the UK and overseas FM markets and will lead the division’s business 
development team, focusing on strategic partnering contracts and major client service initiatives. Previously a director at Mitie 
Group and G4S, Webster has more recently worked for a global engineering, procurement and construction company operating in 
the Middle East and Africa.

New BDD for NG Bailey
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SOCIAL MEDIA
IN MY VIEW – KATIE KING

Social media is altering the dynamic of business to consumer relationships, especially in the 
management of customer experience says Katie King, managing director of Zoodikers.

The Pew Research 
Centre has revealed 
that 72 per cent 
of individuals who 
use the Internet 
also use social 
networking sites 
in 2013 –  a rise of 
5 per cent on last 
year. The growth 
in popularity of 

these platforms is astonishing, but quite 
predictable. Such fast paced development 
is forcing many businesses with any kind 
of outward-facing façade to acknowledge 
the fact that the noise generated on social 
media should not be ignored.

Social media is altering the dynamic 
of business to consumer relationships, 
especially in the management of 
customer experience. Complaining has 
evolved from the days of people sending 
letters. Disgruntled customers can now 
broadcast a flow of complaints aimed at an 
organisation online.

One-to-one communications, such as 
letters or phone calls, used to allow for a 
relatively confidential discussion directly 
with a customer to resolve any issue. 
A complaint on Twitter is entirely the 
opposite – it is available for anyone to view, 
comment on or re-tweet to any of the 500 
million users. 

Complaints can quickly become 
seriously threatening to the reputation 
of an organisation. Quick reaction and 
implementation of considered, but crucially 
tailored, responses are required - similar 
to traditional public relations. It would 
be perilous to think that ignoring a crisis 
will resolve it. Momentum may subside, 
although it is a mistake to think that 
the issue will simply disappear without 
acknowledgement or strategy.

Traditional crisis communications is 
about creating comprehensive plans for 
conceivable eventualities but social media 
is about identifying relevant platforms 
to reach a target audience, allowing for 
two-way interaction. A customer service 
presence on all platforms is important 
to allow for effective monitoring and fast 
response to growing issues.

Social media platforms can be used 
to inform stakeholders of up-to-date 
information. This can lead to negative 
comments or sharing of feelings of 
frustration from customers. Although these 

comments do provide an insight into the 
mindset of consumers, it is difficult to 
plan responses for them. It is also not 
entirely necessary to reply to every single 
complaint on platforms such as Twitter or 
FourSquare, but serious complaints need 
to be dealt with in an open and honest 
manner. This works to reassure existing 
and potential customers that issues are 
being resolved.

It is also important to remember to 
maintain a personality online and not to 
appear too corporate. Acknowledging 
positive feedback can be equally as 
powerful for reputation and image. Social 
media is an appropriate platform for sharing 
words of recommendation, as well as 
complaining. 

As a channel for open communication, 
Twitter is a divisive tool for feedback. 
Reponses need to be streamlined - to the 
point, minus any jargon. They also need 
to be fast and direct. There are many 
examples of organisations getting it wrong 
on Twitter and many such examples have 
become infamous. Contrary to this, there 
are many organisations that get it very 
right on social media.

O2 is a good example of effective 
social media complaints management. 
Unfortunately for them, their network failed 
on a couple of occasions for more than a 
few hours. This caused outrage among the 
text and data hungry O2 customers and 
many took to Twitter to vent anger about 
the outage.

The response from the O2 team 
was speedy and information flowed to 
customers seamlessly. People appreciate 
honesty from an organisation and they like 
to hear from an employee who genuinely 
sounds like they care. Patience and 
understanding won’t last forever - but 
attempting to solve the problem was the 
best that O2 could do. The brand certainly 
suffered through this event but the 
response preserved the reputation of the 
company allowing a recovery 
plan to be implemented.

Having a presence 
on social media is 
one matter, but 
content for each 
is another. There 
are a plethora 
of social media 
management 
dashboards 

available to the savvy individual to use, 
but blanket coverage across all platforms 
is not sensible - or effective. For example, 
LinkedIn requires entirely different content 
to Facebook as the audience is different.

Consumers are becoming increasingly 
aware of marketing activity on social 
media. They are beginning to recognise 
telltale signs of organisations using 
management software on their profiles. 
People do not like to feel duped when 
they spend time on social platforms; they 
want to know there is someone they can 
interact with at the other end of a tweet or 
a post. It is certainly not recommended to 
broadcast pre-set messages on customer 
care channels.

Social media in business is intrinsically 
centred on customer relations. Many 
organisations choose to have separate 
destinations for social media complaints 
and maintain dedicated profiles. This 
provides an adequate solution for some 
businesses, but an entire channel 
dedicated to complaints is not best for all.

Communicating on social media requires 
employees to depart from traditional 
crisis communications and adapt to the 
needs of each individual customer they 
engage with. Comments online mean 
that someone actually cares about the 
service they are receiving and it provides 
a unique opportunity to really change the 
perceptions of an organisation - possibly 
creating the start of valuable relationships.

Reputations will rise and some will fall. 
Investing in social media will prove to be of 
value to most organisations, given the right 
tools. It is critical to remember that brands 
live in the minds of people - and it is those 
people you are talking to on social media.

Revolutionising the customer experience
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INSIDER

Facilities Management Journal: How does it 
feel to be in the facilities manager’s shoes?
Tony Angel: I’ve always had an enormous 
amount of respect for facilities managers; 
although it’s not a role I’ve held myself I have 
an innate understanding of the pressures that 
they’re under and the range of skills that they 
require to operate effectively. With that in 
mind, I’d say that it’s both challenging (for 
the reasons stated above) and exciting.

As for shoes, I suspect that more than 
one pair will be required. I’ll need something 
comfortable and rubber-soled for the 
practicalities of the role, and perhaps a nice 
pair of Loakes or Cheaneys to wedge in that 
boardroom door that’s open just a crack.
 
FMJ: What experience/expertise can you 
bring to the role?
TA: I have a relatively unusual background, 
in that I spent many years’ experience in 
property asset management before falling into 
FM as a chosen discipline; I’ve also held roles 
on both the client and supply side in addition 
to many years experience as an independent 
consultant.

I’d like to think that I’ve developed a 
fair degree of technical competence as a 
consequence, but what I find in addition to 
that is that I tend to think about issues from 
multiple perspectives and this can be a huge 
advantage in terms of managing relationships 
at all levels. And let’s face it, managing 
relationships will – or should – always be at 
the heart of any FM practitioners role.

FMJ: What skills do you think are imperative 
to the facilities manager’s role?
TA: My work has taken me into a number of 
diverse organisations, and I’ve got to know 
facilities managers from a wide range of 
backgrounds. Those who I’ve found to be 
most effective, however, are the ones that 
have managed to marry both technical and 
managerial skills and who understand the 
importance of the latter.

I say this because for the most part one 
can procure technical specialisms as and 
when they’re needed, and when I come across 
functional failures the root cause usually has 
the term “management” within it. Contract 
management, stakeholder management, 
people management, relationship 
management… these are the competencies 
that define a good FM in my eyes. 

FMJ: What major challenges do you envisage 
facing?
TA: In a general sense I think that the biggest 
challenge for FMs is to keep aware of what’s 
going on the market – innovation, changing 
practices, new ideas and technological 
advances. Time and again, I see totally 
committed and highly-skilled FMs who 
become so inwardly focussed that they lose 
touch with these things. It’s easy to see 
why when one considers the ever-increasing 
number of issues and workload with which 
they deal every day, and it requires a 
concerted and ongoing focus on learning 
and professional development. Networking, 
special interest groups and formal education 
all play a part but so does the establishment 
of the right kind of relationship with the 
supply chain. I believe that innovation is – in 
the main – supply chain driven, and therein 
lays a huge body of knowledge.

FMJ: How are you going to deal with the 
reality of a reduced budget?
TA: Cost pressures have been with us for 
as long as I can remember; indeed, they’re 
getting more intense than ever and that 
won’t change any time soon. In the past, too 
much focus has been on supplier margins and 
simply beating headline cost, whilst expecting 
the same delivery model to produce the same 
results. That can’t be sustainable in the long 
term and can only serve to put a strain on 
relationships such that investment in (and 
commitment to) the client organisation 
dwindles to nothing.

My focus will be in two areas. Firstly, I’ll 
ensure that my key suppliers are incentivised 
to work with me in seeking solutions that 
are more efficient, and more cost effective; 
this will be achieved both through our 
contractual arrangements and through 
open and honest dialogue that ensures our 
objectives are aligned. Secondly, I’ll be 
mindful that the biggest potential savings are 
in property costs (we’ve been speaking about 
convergence in FM and real estate for years, 
of course); I’ll be working with and alongside 
my real estate colleagues to determine 
how – together – we can make the working 
environment more efficient.

FMJ: Is there anything you would like to 
change?
TA: In a general sense (by which I mean 

looking at the discipline as a whole) I’d like 
to stop the navel-gazing. For as long as I can 
remember, the same old questions have been 
asked from within; how can we prove that FM 
is “strategic” and how can we get ensure that 
we get a seat at the boardroom table.

Well, I have news for you. FM isn’t strategic 
– but it does impact strategic decision-
making. Instead of lurking in a corner of the 
boardroom waiting for the music to stop, we 
should be ensuring that we speak the correct 
language “the language of the boardroom” 
and that we are influencing the right people. 
The rest will take care of itself.

FMJ: What would your big idea be?
TA: I don’t have a big idea, and I don’t think 
FM needs one; what I do think, though, is 
that there are key areas that require ongoing 
focus, and whilst I’ve touched on a few of 
them already I’ll list a few of those that I 
consider important.
Education: Formal education and 
qualifications serve to promote the image 
of FM in a professional sense, as well as 
imparting knowledge on those involved. I’m 
fed up with hearing that it’s less important 
than experience, because the two go hand in 
hand.
Competencies: there needs to be more 
focus on management skills, because 
this will bring with it the ability to foster, 
manage and develop relationships. The most 
effective FMs are those that know this, and 
that consequently manage to influence key 
decision-makers within their organisations.
Innovation: people talk about it constantly, 
but in my various roles I’ve seen too little of 
it. Technology is a big part of the answer, but 
change is a constant and awareness of that 
change is an ongoing challenge for FMs that 
mustn’t be neglected.
Influence: We need to stop beating the 
“strategic” drum” because nobody outside 
of the FM discipline is listening. Instead, we 
need to prove our worth by understanding 
what the term means and influencing those 
that matter. This may be in real estate, in 
finance or elsewhere within an organisation, 
but we need to talk their language because 
that’s when they’ll start taking notice.  

The FM
The FM Insider is a series in which we invite the  
specialists serving us to imagine they are sitting in the 
facilities manager’s chair. We ask them to look at their  
world from your perspective; if they had to be an FM for 
a day, how would they approach the job? What insider 
knowledge would they bring to bear on the role?Tony  Ange l

Stepping into the FMJ facilities manager’s chair this month is Tony Angel,  
director of Edifice, which is an independent, award-winning FM consultancy 
offering clear and objective advice on the management of facilities and property.

If you are interested in participating in The FM Insider, 
please contact the editor on 01322 662289 or email 
cathy@kpmmedia.co.uk.

mailto:cathy@kpmmedia.co.uk
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Register for our FREE PowerCare 24/7 membership scheme today.
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Communications delivery is evolving...
kpm are your experts in the production and distribution of regulatory,  

financial and direct marketing communications.
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Communications

› Project management

› Data processing

› Personalisation
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› Digital printing
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› Direct mail 
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ROUND UP
KPI Survey

The FM Index KPI Survey, compiled by FMJ and Causeway, 
has revealed some interesting trends around the use of 
help desks and the management of planned tasks

IN THE NEXT ISSUE
In the next issue of FMJ we’ll compare how core FM activities are managed in the public and private sectors.

�

Over the years that the FM Index KPI Survey has been running the 
help desk has consistently proved itself to be an invaluable tool 
for FMs. Not only does it facilitate the efficient management of 
reactive calls (and many other tasks in some organisations – see 
FMJ Dec. 2012), it is also often the primary interface with internal 
customers.

Unsurprisingly the use of software to manage the help desk 
has increased year-on-year and a growing number of organisations 
are switching from quite basic spreadsheet-based systems 
to proprietary help desk systems that provide a higher level 
of functionality. The latest results show that around 75% of 
organisations are now using proprietary help desk software (see 
Fig. 1)

An obvious example of this increased functionality is the 
ability to give customers direct access to the help desk, via the 
intranet, for logging requests and tracking progress. A key benefit 
of empowering customers in this way is there are fewer calls to 
the help desk so that FM staff can focus on other activities. The 
correlation between the number of calls to the help desk and 
intranet access to the help desk is shown in Figure 2.

There are indications that this functionality is also being 
exploited by FM service providers, in giving their clients access to 
the help desk. In 2011 65% of FM service providers offered this 
service and the figure rose to 79% in 2012.

As mentioned earlier, some organisations make use of their 
help desk for more than just reactive calls. For example, when a 
health and safety audit flags up tasks that needs to be carried out 

to achieve compliance, 29% of respondents manage those tasks 
through the help desk to ensure they are completed in a timely 
fashion.

Another example is the management of planned preventative 
maintenance (PPM) tasks, which 56% of respondents schedule 
through the help desk. We asked respondents to tell us how many 
planned jobs were actioned each month (see Fig. 3) and overall 

52% of respondents actioned more than three quarters of their 
planned jobs. However, this figure rose to 62% for those that 
managed planned jobs through the help desk.

The survey results also showed that those FM departments that 
actioned more than three quarters of their planned jobs achieved 
higher scores in customer satisfaction surveys. This was assessed 
by asking how many were rated as average or above by more than 
75% of their customers – 29% for all respondents, rising to 48% 
where more than three quarters of planned jobs were actioned.

Following the trends

James Atkinson 
director, Causeway 

The ability to share information between different 
CAFM modules enables more efficient delivery of core 
FM services, while also helping to improve the FM 
department’s overall efficiency.
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Fig. 1: Use of proprietary help desk software� 0 10 20 30 40 50 60 70
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Fig. 2: Reactive calls vs. intranet access�

Share your views in the latest FM Benchmarking 
survey visit www.fmjdata.com/survey

http://www.fmjdata.com/survey
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With its 1970s European Service Centre in Brighton becoming 

obsolete, American Express decided to build its successor 

on the car park next door. Cathy Hayward talks to the team 

behind the project. 

something old, 

something new
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Hen and stag weekends might 
contribute several million to 
Brighton’s economy every season, 

but it’s the activities in the Wedding 
Cake, a modernist structure occupied 
since 1977 by Brighton’s largest private 
sector employer American Express, that 
generates an estimated £300 million for 
the City every year – around 7 per cent of 
its GDP. 

The landmark’s name comes from the 
layered effect of the white horizontal 
lines of glass-reinforced plastic (GRP) 
panels and contrasting blue-tinted glass. 
Both adored as a modernist triumph and 
hated as a further blight on the landscape 
of an area already lacking in decent 
architecture, the Wedding Cake, official 
name Amex House, will soon be no more. 

For the past few years, the structure 
has been standing bereft, like a bride left 
at the altar, while its younger and more 
vibrant replacement is created in what 

was previously Amex House’s car park and 
sports area. While some employees still 
call the Wedding Cake home, the majority 
have now moved into the new building – 
1 John Street the purpose-built Service 
Centre, supporting Amex customers 
across Europe.  And by 2016 the Wedding 
Cake will be demolished – although the 
future of the site depends on the outcome 
of the current public consultation. 

Already committed to the Sussex 
city thanks to its loyal workforce, the 
organisation recognised that Amex 
House was reaching M&E obsolescence, 
and in the mid 2000s started looking 
at other options. Changing location was 
never considered as the building houses 
front-line customer service employees 
and it is essential that people know the 
customers and the brand, explains Seamus 
O’Loughlin, vice president EMEA, Global 
Real Estate and Workplace Enablement 
at American Express, who joined the 
financial services provider in 2010. There 
were no available properties in the city 
to accommodate around 3,000 people, 
and the decision was therefore taken 
to build on the existing site.  A decision 
which underscored American Express’ 
commitment to the local economy and 
community. 

The 4,500 American Express employees 
in the Sussex area were previously spread 
across four main sites at Amex House, a 
further building nearby on Edward Street, 
Telecom House, also in Brighton and 
Sussex House in nearby Burgess Hill. Now 
the majority are based at 1 John Street, 
although the organisation still requires 
an additional site in Sussex for about 
1,500 people. For those employees sat 
in the Wedding Cake watching the new 
building’s progress, the excitement as 
move-in date grew near was palpable. One 
employee overlooking the site took a photo 
from his desk every working day of the 
development over a period of several years. 
“We tried to build up the excitement as 
we had limited access to the facility in the 
run-up to practical completion,” explains 
O’Loughlin. “So for many people the first 
time they stepped over the threshold, was 
their first day in the office.” 

While the Wedding Cake is a statement 
building, 1 John Street, although bigger 
at 365,000 sq ft, is more subtle, nestling 
into the landscape. Its largely glass façade 
reflects the nearby sea and the sky, and 
surrounding buildings, empathising with 
the local environment which includes 
conservation areas, a school and 
residential properties. The building steps 
back from ground level away from the 
school, so it’s not until you’re almost 
upon on it, that its sheer size is truly 
appreciated. Brighton’s hilly topography 
caused its own challenges resulting in a 
building which is 111 ft tall at its John 
Street entrance and 137ft at its full height 

meaning a two storey disparity between 
the front and back of the building.

 
A building of the people 
Unlike many other corporate offices, this is 
a building for employees, not customers or 
other visitors. The ‘land side’ area is small, 
reflecting the limited number of visitors 
to the building, with the majority of space 
being given over to employees and ‘air 
side’ space. On the ground floor, the actual 
reception area is compact, with the bulk 
of the floor used for a café serving Costa 
Coffee, an Amex travel centre and foreign 
exchange, xBox and giant screen, football 
tables and comfy and funky seating. The 
day that FMJ visited, people were dotted 
around having informal meetings or chats 
in the downstairs space indicating that it 
is a space that’s actually used, rather than 
just for show. 

The top floor, with its stunning views 
of the coast as far as they eye can 
see either way, is used as the staff 
restaurant, seating around 300 people for 
breakfast and lunch. Around 40 per cent 
of people eat in the restaurant every day. 
Microwaves are also provided to allow 
people to heat their own food, and staff 
can buy packed lunches from the ground 
floor café and eat their food on the beach.  

As this is a purpose-built Service Centre, 
there is a need to ensure that people are 
as productive, and supported as they can 
possibly be, the minute they walk through 
the door. Tea points have been brought 
on to each floor, with plenty of seating, 
to allow people to take short breaks and 
relax, but ensure they are back at their 
desk quickly. There are two concierges 
who walk the floor constantly helping 
people with FM-related queries from 
jammed printers to tricky tea points. 

The whole building is very open – a 
response to the original brief to create 
a flexible working environment for all 
employees. Amex’s Disability Awareness 
Network played a major role in the design 

Seamus O’Loughlin, vice president EMEA



of the building. The group’s leader, who 
uses a wheelchair, can get from the car 
park to her desk without opening a door. 

There is also very little corporate 
branding. On the manifestations on glass 
meeting rooms, for example, the American 
Express logo is visible but subtle. One 
fun technique is the use of the visual 
representation of voice recordings of 
employees saying the company values 
in different languages. These are placed 
artistically on walls throughout the 
building. ”This wasn’t about making a 
corporate statement, we wanted to create 
a contemporary building that will serve the 
current and future needs of our business 
while being as environmentally responsible 
as possible.” emphasises O’Loughlin. 

 
Sustainable approach 
As you’d expect from a global brand, 
sustainability was integrated into the 
building from the design phase. The 
building achieved a Very Good BREEAM 
score. Positioned near the beach, it has 
motorised brise soleil on the east side to 
maximise the solar shading of façade and 
motorised blinds with cladding cavity to 
maximise shading and static brose soleil 
on the west side. From the top of the 
building, the visitor gazes down on just 
some of the 200sqm of PV panels while 
rainwater is recycled for toilet flushing. 
There are green roofs and living walls, 
high-efficiency M&E plant, intelligent 
lighting (lower lighting levels near the 
windows, and higher near the core) 
throughout and a CHP plant. The FM 
team took the opportunity of the move to 
remove individual desk bins and create 
a centralised recycling system, which 

O’Loughlin acknowledges didn’t always 
receive positive feedback. Now 75 per 
cent of waste is recycled. 

American Express has taken that ethos 
into the way the organisation is run. The 
relocation coincided with a new travel 
plan for employees. Those living within 
a three-mile exclusion zone around the 
city are expected to cycle, walk or use 
public transport (which American Express 
subsidises) into work. The 203 car parking 
spaces are offered on a strict priority 
basis: health and safety grounds; followed 
by a car pooling system run by the FM 
team; then an employee recognition 
system – employees can earn points 
and spend them on a number of different 
items, including a car parking space for a 
few months; and finally there’s a waiting 
list. The Healthy Living team encourages 
people to adopt healthier lifestyles, 
whether that be urging people to use 
the stairs rather than lifts, or to become 
members of the subsidised gym and 
fitness classes on site (the first on-site 
American Express gym in Europe) or to 
take advantage of the occupational health 
offering provided by Nuffield. 

American Express also takes its role as 
a major employer in the community very 
seriously. On average during construction 

there were 450 contractors on site, with 
just under 700 people at its peak – 15 per 
cent of whom were sourced from the local 
community. Great attention was placed 
on the provenance of materials to ensure 
a high environmental rating, and they 
were locally sourced wherever possible. 
But managing a massive building project 
in the middle of a residential area is not 
without its challenges. Roads were closed 
for months during construction and 46,800 
cubic metres of earth were removed from 
the site in addition to the chalk which 
involved 200 truck loads a day going to 
different sites (for re-use in landfill). To 
involve the local community, American 
Express essentially over-communicated. 
Statutory quarterly meetings with local 
stakeholders were held monthly, and 
7,000 newsletters and news notes 
were distributed to neighbours and the 
local community as progress updates 
throughout the build.  The new building 
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overlooks the playground of a local 
primary school and, as part of the section 
106 payments (essentially developer 
contributions to make the proposal 
acceptable), American Express made 
a £300,000 contribution to the school. 
This was enhanced by the scheme’s 
architects and builders spending time at 
the school redesigning the playground 
and some of the sporting areas. Some of 
the schoolchildren, together with Amex 
employees and local residents, also helped 
to make ceramic pieces for the 160 sq m 
art wall which runs along the back of the 
building. 

 
New ways of working 
The relocation coincided with the 
introduction of an alternative workplace 
strategy known as BlueWork, a scheme 
which American Express is gradually 
adopting globally. Under the strategy, 
there are four types of employee: Hub 
(assigned desk); Club (unassigned desk); 
Home (work from home most of the time); 
and Roam (sales team who are on the 
move). Only twenty per cent of desks are 
assigned, although people are grouped 
in teams by language and/ or activity. 
There are also offices for senior people, 
which are deliberately positioned in the 
core and not against the windows. The 
business designates employees’ work 
categories based on their role, not their 
personal preference, although there is 
an opportunity for employees to request 
certain arrangements to fit in with their 
personal needs. When employees have 
the support to create a work style that 
best meets their needs, they are more 
engaged while working, committed to the 
company and able to deliver results, says 
O’Loughlin. The new workplace etiquette 
is supported by a range of environments 
to work in, all fully wireless, from standard 
desking to collaboration pods, break-out 
areas, one-to-one rooms, and then a variety 
of bookable meeting rooms. 

Employees were introduced to the 
BlueWork way of working with a nine-
month pilot project for several hundred 
people in the Wedding Cake. Not only 
were those people’s experiences and 
views taken into account, but the types 
of furniture being used (such as lockers, 
collaborative pods etc) were showcased to 
the entire building to gain their feedback. 
O’Loughlin says he deliberately over-

communicated the reasons behind the new 
scheme, and ensured the right change 
management strategies were in place. 
Part of that communication plan involved 
a video showing the day in the life of a 
flexible worker, from entering the building, 
to choosing their desk and working at 
different settings depending on their work 
activity.

Flexibility was another key driver in the 
scheme and, through BlueWork, 1 John 
Street creates a flexible, future-proofed 
environment for Amex employees. The 
restaurant area, for example, can be 
turned into a large open space for town 
halls and even the toilets are identical for 
men and women, with no urinals, meaning 
that if there were a higher percentage of 
one sex on a floor, the balance of male and 
female toilets could be changed. Even the 
floor layout is designed flexibly, with four 
zones on each floor which each feature a 
toilet, goods lift, passenger lift and stairs 
so it could be sublet in the future, with 
up to four tenants per floor. It also means 
that it’s easy for employees to find their 
way around. Way finding is also helped 
by colour coded Bene Laguna meeting 
pods – blue for the sea side of the building, 
green for the Downs side – allowing people 
orientate themselves the minute they get 
out of the lift. 

 
Feedback 
The last employees moved into the building 
in April, and this autumn the FM team will 
conduct post-occupancy evaluations to 
gauge people’s views on the facility. The 
results will be compared to a pre-survey 
which was conducted several months 
before the relocation. 

Informal feedback sessions have already 
demonstrated that 1 John Street is helping 
to lift spirits and increase pride in the 
workplace. “It’s important that people like 
the building and are proud and pleased to 
be here,’ says O’Loughlin. A new Amex 
office is about to be constructed in the 
US and the team came to 1 John Street 
to learn the lessons from the Brighton 
building. 

Locally the reaction has been mixed 
although O’Loughlin, who considers 
the local taxi drivers as a good 
benchmark, says the feedback has been 
largely positive, especially about the 
organisation’s commitment to the city. 
And despite the Wedding Cake receiving 

mixed reviews throughout its almost 40 
year history, there are some who will be 
sorry to see it disappear from the  
Brighton horizon. 

Seamus O’Loughlin, 
vice president  

EMEA, global real  
estate and workplace 

enablement joins 
American Express

Sept 2010

building  
watertight

Dec 2011

building  
completed

Sept 2012

majority of 
building  
occupied

Dec 2012

stats & facts 

1 John Street, Brighton 

£140m – cost of new building

365,000 sq ft – site footprint

16m depth of the basement

300 – number of people the staff 

restaurant accommodates

3,000 – number of workstations

203 – car parking spaces

20 – motorbike spaces

six – number of floors

72,000 number of carpet tiles laid 

3,550 tonnes -  steel used in 

the construction (the equivalent 

weight of 444 elephants)

7,000 – the number of 

newsletters distributed to external 

stakeholders

12 – number of lifts in the building, 

four of which are goods lifts

THE TEAM

Global FM contract is with CBRE  

- essentially a managing agent 

relationship 

Facilities management: Mitie

Catering:  Eurest

Mail: Pitney Bowes

Gym and occupational health: 

Nuffield

Architects: EPR (London)

Builders/Civil Engineers:  

Sir Robert McAlpine 

CAT A and B fit out contractor: 

Wates Interior
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EVENTS – RESOURCE EFFICIENCY AND WASTE MANAGMENT SOLUTIONS CONFERENCE

RWM 2013 in partnership with the Chartered Institution of Wastes Management (CIWM) (supported by 
the Environmental Services Association) will provide the perfect platform for visitors to gain insight into 
the waste industry’s most pressing issues. In addition to offering the sector’s largest free CPD-accredited 
conference programme - with more than 160 waste experts ready to share their knowledge - RWM 2013 will 
also showcase the latest solutions from more than 750 exhibiting businesses and organisations. FMJ brings 
you a snapshot of what’s in store at Europe’s leading resource efficiency and waste management exhibition.

RWM in partnership with CIWM welcomes 
Edward Davey, the secretary of state for 
energy and climate change, to the stage 
this year. Speaking in the Energy from 
Waste theatre, Davey will explore the UK’s 
future energy needs, the role of energy 
from waste and how this will support 
security of supply. 

Other headline speakers include 
Lord Robert Winston, who will give an 
inspirational talk on how humans are 
motivated to improve the world around us.

At the heart of RWM’s extensive 
conference programme is the Leaders 
Arena, sponsored by Dentons. Visitors 
eager to hear leading CEOs share their 
vision on the future of waste and how they 
create new policy should head here. It’s 
the perfect opportunity to shake hands 
with senior waste experts and discuss the 
big issues.

The panel discussion Addressing the 
major industry challenges features six 
CEOs, and shouldn’t be missed by anyone 
after cutting-edge, top level insights 
into the big questions in waste. Joining 
David Palmer-Jones, chief executive of 
SITA, are Ian Wakelin, CEO at Biffa, Peter 
Greenhalgh, CEO at M&W Group, Richard 

Skehens, chief executive at Grundons, 
Liz Goodwin, CEO at WRAP and Stephen 
Shergold, partner at Dentons Energy 
Practice.

In the Commerce and Industry Theatre, 
Forbes McDougall, global wastestreams 
owner and product supply waste team 
leader at Procter & Gamble, will look at 
zero waste ambitions and new revenue 
opportunities from a private sector 
perspective. He will cover how Procter 
& Gamble is dealing with diverse waste 
streams to avoid landfill and generate 
income. 

Other not to be missed speakers include 
eco-adventurer Andy Pag, ethical living 
newspaper journalist, Lucy Siegle and 
Professor Dieter Helm, independent chair 
at Defra Natural Capital Committee.

 
Communications at the forefront 
Good stories will take centre stage at 
the Communications Hub, delivered by 
Copper Consultancy in partnership with 
SLR Consulting and APSRG. It offers a 
detailed look at positive communications 
with three days of engaging and thought-
provoking sessions. Using positive news 
stories and innovative practices within the 
industry as a springboard for discussion, 
each day will be organised around a 
specific theme, including leadership, 
investment and communities. 

The Leaders Arena is sponsored by 
Dentons and the Local Authority Theatre 
is sponsored by Kier, AmeyCespa and SKM 
Enviros and supported by LARAC.

 
WAMITAB Skills Village 
The Skills Village brings together industry-
leading providers of training, consultancy 
and qualifications. There will be a series 
of 20 minute briefings and interactive 
discussions on everything skills related 
- from apprenticeships, funding, online 
learning, technical competence and more. 
WAMITAB, the awarding organisation 
for qualifications and skills in the waste 
and resource management sector, has 

developed the programme to offer direct 
practical support in developing staff from 
entry level to future leaders.

Highlights each day include a talk led by 
Mark Hyde from WAMITAB on getting the 
most out of funding and Judith Ward from 
SWRAC will deliver the session Entry into 
the sector – apprenticeships and flexible 
qualifications. A session on developing 
competent personnel will be led by Don 
Glaister from Serac UK, and leadership 
and lean management will be covered by 
Steffan Edwards from Smart Development. 

 
Key exhibitors 
Exhibitors returning to RWM 2013 include 
industry leading reprocessing and vehicle 
manufacturers such as Dennis Eagle, 
Faun Zoeller and NTM, some of Europe’s 
largest refuse collection vehicle (RCV) 
manufacturers, along with Geesink Norba, 
Europe’s largest provider of RCVs and 
waste compactors.

Recycling exhibitors include J&A, the 
UK’s largest plastic recycler, Saica Natur, 
which offers recycling services for large 
scale waste producers in distribution, 
retail and food manufacturing, Aylesford 
Newsprint, which manufactures around 
400,000 tonnes of 100% recycled 
renaissance standard newsprint and 
renaissance smooth every year, and 
Mark Lyndon Paper, global market leader 
in sustainable recycling of corrugated 
cardboard. 

With many professionals embracing 
a wider sustainability remit, RWM in 
partnership with CIWM 2013 is co-located 
with three exhibitions – The Energy 
Event, The Renewables Event and The 
Water Event. These free to attend events 
offer answers to the range of business 
sustainability challenges affecting water 
and energy management and efficiency.

 
To register for your free ticket and to get 
more information, visit the show website 
at www.rwmexhibition.com quoting priority 
code FMJN1

http://www.rwmexhibition.com
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This stunning model reveals the face of 

Ann Summers and will be at the RWM 

Exhibition at the NEC Birmingham, 

stand 20L38.

But do you know what’s underneath and what the waste 

management challenges are? We dispose of all sorts 

for Ann Summers, you can imagine the variety: lacy 

things, rubber things, even moving parts! Each area 

provides its own unique challenges to overcome in 

order to help them become more sustainable.

Come along to a talk by Paul Matton, Property 

Director at Ann Summers and Harvey Laud, 

Director at Helistrat which breaks all the 

boundaries.

12pm on Tuesday 10th September at the 
Commerce & Industry Theatre.

Compliance     Waste     Cleaning     Pest Control

&

http://www.helistrat.co.uk
mailto:enquiries@helistrat.co.uk
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FOCUS      STUDENT ACCOMMODATION
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STUDENT ACCOMMODATION      FOCUS

Today’s students are increasingly consumer 
orientated; if they have to pay up to £9,000 
in tuition fees per year then they expect 

more in return for that investment. And it’s 
not just about the academic performance of the 
university. All aspects of student life, including 
accommodation, is taken into account when 
students are choosing a place to study. 

Gone are the days when the majority of 
students lived in university-owned halls of 
residence, sometimes run-down accommodation 
with a number of students sharing the same 
facilities. According to the 2012 Sodexo/
Times Higher Education(THE) University 
Lifestyle Survey, around a third of all students 
now live in purpose-built accommodation, 
whether university-owned or privately-funded 
developments, and en-suite and self-catered 
accommodation are now dominating the sector. 

At the same time the number of university-
provided beds has been falling in line with a rise 
in privately-funded developments. In 2006, 40 
per cent of students were living in university-
provided accommodation, in 2012 this had 
dropped to 28 per cent. This fi gure includes 
both university halls of residence and individual 
houses used to accommodate students. Because 
of the introduction of tuition fees combined with 

challenging economic conditions, an increasing 
number of students are opting to live at home 
and commute to university. In 2012 the number 
stood at 18 per cent according to the survey, up 
from 13 per cent in 2008 and 17 per cent in 2010.

After a clear movement towards all en-suite 
cluster fl ats, with shared kitchen and dining 
facilities, there is now a shift with students 
seeking more variety of accommodation at 
different price entry points, in addition to a more 
diverse range of prerequisites based around their 
individual requirements. This sees demand for 
both budget accommodation with shared facilities 
and twin-bed rooms through to studios and two 
bedroom fl ats. A small but signifi cant number of 
students also seek concierge services, including 
dry cleaning, hire cars and airport collection. It 
is not unusual for overseas students to advance 
purchase all the items they will require for living 
in their new surroundings. In short, today’s 
students want more than just a room. 

Universities everywhere  now look to support 
all aspects of the student experience more fully, 
including study, social life and rest. This is where 
facilities management service providers can really 
make a difference, working with universities and 
private developers helping to shape the future of 
student accommodation in the UK. 

Space 
to room
Universities are living through challenging times. There is 
increased competition to attract the best students against 
a backdrop of rising fees and a growing expectation of 
service delivery. Peter Taylor, strategic development 
director for education at Sodexo, explains what this means 
for the FM sector. 
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Over the last 15 years Sodexo, along with 
other FM service providers, has moved more 
and more into providing a comprehensive 
facilities management service in student 
accommodation for both universities and 
private developers, but the requirements 
are different from corporate clients. The 
operational structure of Sodexo’s Student 
Living business, for example, is tailored to the 
specific needs of the sector, requiring a much 
closer relationship with the students living 
in the residence and a different approach to 
security, reception and housekeeping services 
in particular. The students are with us for at 
least the best part of a year and it is vitally 
important that they can approach any of our 
staff for advice, share concerns, or just have a 
chat. All our staff are directly employed and 
receive extensive training in order to fulfil 
the pastoral elements of their role. 

The requirement of services in student 
accommodation is extensive, from marketing, 
bookings, lettings and finance management, 
student services such as reception, mailroom, 
pastoral care and helpdesk, through to 
facilities management, including grounds, 
preventative and reactive maintenance, 
waste management and housekeeping 
services, commercial operations including, 
catering, retail, bar and launderette, and on 
to utilities management. Owners of student 
accommodation are now seeking providers 
who can offer a one-stop shop.

This is not a new market for FM companies, 
but it is one which has not historically been 
a focus for many providers. The changing 
face of student life and the rise in the 
number of private developments for student 
accommodation has provided FM companies 
which are strong in the corporate sector the 
opportunity to take those services and use 
them in the higher education market. 

Whether a building is used for student 
accommodation or to house an organisation’s 
employees, you will always need someone to 
manage the services on site, whether cleaning, 
catering, mailroom, reception and helpdesks 
or security, grounds maintenance and gyms. 
Not forgetting technical services, such as the 
planned and preventative maintenance of the 
buildings and environmental services such as 
waste management.

The difference between the corporate and 
education sectors is the changing customer 
base. Corporate clients do not have a high 
turnover of people on their site, whereas 
university student accommodation is used 
for students for around 40 to 45 weeks of the 
year, frequently for first year students only, 
and then different groups and organisations 
use the space for the remainder of the time. 
These organisations can range from special 
interest groups, summer language schools and 
general bed and breakfast customers, through 
to a full range of conference and hospitality 
delegates with an expectation of quality 
hotel standards of service. In many instances 
these conferences will be taking place on the 
university campus, so a strong relationship 

between the accommodation provider and the 
conference office is vital.

FM providers already have the knowledge, 
the skillset, the technology and the 
procedures in place to be able to meet the 
needs of this market. What the sector does 
demand is flexibility, innovation and the 
ability to understand the pressures the client 
(and the university) are under and what 
today’s students need.

Students are no longer looking for just a 
room, they now want much more and more 
in keeping with what a young-professional 
would be seeking. Social space, leisure 
facilities such as gyms; concierge services as 
well as a modern environment where they 
can stay connected to friends and family 
with high-speed wifi access, and which is 
ultimately safe and clean.

It is interesting to review what happens 
in the US and Australia, where historically 
students paid more to go to university than 
anywhere else and the total living experience 

has been key to attracting students to 
study. This raised both expectations and 
the standards of service delivery, often 
with a much more comprehensive range 
of accommodation and services than was 
traditionally seen in this country.  Now that 
the UK is not far behind these other countries 
in the cost of higher education, it is wise to 
look to them for what UK universities need to 
be doing to attract students.

The overriding importance of the student 
experience, and the need for all our staff to 
engage with our customers results in a culture 
more akin to a good standard of hotel service. 
Time is invested in understanding not just 
the students, but also about the courses they 
are undertaking, the particular features of 
the university and its academic structure. All 
these things assist in improving the quality 
of life for our customers, and we can take 
lessons learned in student living back to 
other fields where we operate to offer a more 
complete package.



Paul and Kathy Blair, husband and wife and

co-owners of UK Gutter Maintenance Ltd were

delighted when the opportunity presented itself

in the Spring of 2008 to form their own

specialist gutter cleaning company and have

never looked back since. Despite the economic

doom and gloom theirs is a true success story.

Between them the couple have over forty

years experience working within specialised

service industries, over ten of which have been

dedicated to gutter cleaning activities. Both Paul

and Kathy have a passionate belief in what their

company stands for and a refreshingly

uncomplicated common sense approach to

managing their business. Their work ethic is

based on teamwork and by placing a greater

reliance and responsibility on those who work

with them they have succeeded in achieving a

consistently high and personal level of service

that they believe is unrivalled in the industry.

Kathy Blair Managing Director says “in an

industry where the end product invariably

cannot be seen it is of paramount importance

that clients have confidence in the company

they choose to employ. We instil that confidence

and trust by focusing on all aspects of our

performance. With our teams’ combined and

varied knowledge we have a unique

understanding and empathy with what our

clients expect from us and are committed to

meeting those expectations by ensuring that all

jobs are done properly and to the complete

satisfaction of our customers”. 

Placing utmost importance on Health and

Safety the couple chose to appoint a Health and

Safety Manager, Mr Martin Young whose sole

responsibility is to ensure that all works are

undertaken in a safe manner. Martin has had a

long and varied career, primarily within the

engineering sector and five years ago took the

decision to obtain a NEBOSH qualification and

focus on Health and Safety. Martin’s particular

expertise lies in working at height and he has

proven to be an invaluable asset to the company.

A flexible and complete service

Kathy Blair states “The structure and flexibility

of UK Gutter Maintenance means that we are

able to work throughout the country in just

about any location, at relatively short notice. We

also offer an emergency call-out service for our

national clients and work for several national

help desks on a call-out basis.. This is proving to

be an invaluable service and as far as we are

aware UK Gutter Maintenance Ltd is the only

company in the UK offering this type of service

on such a major scale.   

Due to the nature of these types of works, in

most cases leaks are experienced inside the

building and temporary repairs are required to

prevent a further ingress of water.  Inevitably we

find that these leaks are not necessarily a gutter

maintenance problem but could also be caused

by defective areas on the roofs.

In some instances the gutter and roof defects

we encounter need a permanent long term

solution.  This has resulted in our gutter cleaning

service and skills extending to incorporate the

treatment of leaking joints and badly corroded

gutters as well as undertaking full roofing and

skylight repairs, including the treatment of cut

edge corrosion.

Consequently over the years our experience

and expertise has evolved which now enables

us to offer a complete gutter and roof

maintenance service. This gives the Company

the distinct commercial advantage of being able

to offer a truly complete package.

All teams are supplied with liveried 16.5 m

boom vans as a standard piece of access

equipment and are fully equipped with specialist

safety equipment, particularly for undertaking

works on fragile roofs or where skylights are

present. Additional equipment is resourced to

suit each individual task and the 

appropriate team members are deployed 

to deliver a bespoke service to clients’ 

individual requirements.

Communication is seen as key to the

company’s ongoing success and clients are kept

fully informed of progress before, during and

upon completion of works. Before and after

digital photographs of all works are always

provided together with reports upon on any

major defects found or areas of concern.

Wherever possible, should there be any minor

defects found these are carried out before

leaving the site.  

Paul Blair states that “our clients acknowledge

that this procedure is very effective and the

provision of photographs is the only way that

they can actually see that the work has been

carried out. Unfortunately in our industry there

are too many people that do not do the work

they have been brought in to do. There have

been many occasions when we have surveyed a

job only to find that the company last employed

to do the gutter clean or repair work had not

done it properly, if at all”.      

UK Gutter Maintenance Ltd has a reputation

for honesty and trustworthiness and an ever

growing and loyal client list with household

names such as Interserve FM, FES FM, Facilities

Services Group, Topps Tiles, C Brewers & sons,

ATS Euromaster, Carpetright, Topps Tiles and

The Open University to name but a few.  

Kathy says “we are in the enviable position of

clients actually wanting UK Gutter Maintenance

Ltd to work for them. We have never been busier

and for Paul and I owning our own company

and being in control of our own destiny is the

best thing that could have happened to us. Our

business has been built on client relationships

and our motivation and success lies in the fact

that we personally know the majority of people

we work for and for whom we deliver a high

level of service which represents value for

money, professionally, efficiently and safely”.     

Services overview

•Major planned preventative maintenance

(PPM) gutter cleaning contracts.

• Fast reliable call-outs for national help desks.

• Gutter maintenance and repair works.

• Gutter waterproofing treatments

(up to 15 year guarantee) 

• Siphonic system repairs and installations.

• Roof and sky light repairs/replacements.

• Re-testing of safety wire systems.

For further information please contact us on tel: 01748 835454 or visit our web-site: www.ukgutters.co.uk 

All teams are supplied
with liveried 16.5m
boom vans

Clients receive a report
of work done and any
areas of concern

A bespoke service is
offered to all clients

UK Gutter Maintenance

COMPANY INSIGHT

http://www.ukgutters.co.uk
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One of the UK’s largest employers, 
the construction industry employs 
more than two million workers 

with an estimated 63,000 having had an 
accident in 2011/2012. Despite this, 
whistleblowing calls from the construction 
industry, as recorded by the Public 
Concern at Work advice body, only account 
for two per cent of the total number of 
calls received.  

On the surface it may look as though 
concerns about workplace safety 
procedures are few and far between 
in this industry however digging a bit 
deeper would suggest it is more a lack of 
awareness on the part of employees on 
how to ‘speak up’ than the former. 

‘Speak up’ policies should have been 
part of company handbooks across the 
country since whistleblowing legislation 
was brought in back in 1998 (introduced 
under the Public Interest Disclosure Act);  
yet the lack of calls recorded suggests 
a lack of transparent and communicated 
policies on the part of the employer. 

Whistleblowing legislation historically 
allowed employees to raise concerns about 
the workplace environment or practices 
yet be fully protected from loss of job or 
harassment.

Ironically, the old legislation made no 
provision for complaints to be made with 
public interest in mind, resulting in a wave 
of claims motivated by personal gain, and 
driven by other illegalities such as breach 
of contract. 

To address the corruption and protect 

employers more, amendments to the 
law were made in June 2013, with a 
clear provision that claims must now be 
made in the public interest before any 
protection from detriment or dismissal can 
be obtained. While no guidance has been 
given as to what constitutes a ‘public 
interest’, protection will be granted as 
long as the claimant reasonably believes 
it to be.

For business owners, the scope for 
illegal claims to be made is now narrowed, 
not to mention creating an opportunity for 
companies to revise their current policies 
and make sure they are in line with the 
most recent changes. 

In a sector that is rife with health and 
safety issues, companies and business 
owners now have a platform from which 
to promote employee awareness and 
proactively encourage a culture where 
employees speak up if they have a concern 
that may endanger themselves or other 
members of the workforce. For employees, 
it clearly outlines what protection is there 
for them should they need to take another 
step, having spoken up and found their 
concerns to fall on deaf ears. 

A further argument and motivator for 
companies to tighten their belts is another 
new amendment, which strengthens the 
move toward a public interest outcome but 
which is, unfortunately, less benefi cial to 
employers.

A crucial protective clause, which had 
previously called for all claims to be made 
in good faith to reduce claims driven by 

malice or personal grievance, has been 
removed. The argument for this is that if a 
disclosure is made in the public interest, 
then the motivation for such a disclosure 
shouldn’t matter.

Again, this signifi cant change to the law 
should act as the impetus for employers to 
not only amend their policies in document 
form but also change or update the way 
they communicate this to staff. By alerting 
all employees to the company procedures, 
employers can ensure they are the fi rst 
port of call for such disclosures.

The third and fi nal motivator for 
companies to act on these new 
amendments is the vicarious liability 
element to the legislation. Where 
an employee suffers a detriment for 
whistleblowing, the employer risks being 
held liable for the disclosure.

The best way of avoiding such a 
liability is for the employer to be able 
to demonstrate that they have taken 
reasonable steps to prevent the need for 
an employee to blow the whistle. A clear 
and well-communicated policy is the most 
obvious way in which to show this.

The new legislative amendments should 
not be viewed as a pain point; instead they 
should be viewed as a timely amnesty – a 
chance for companies with lax policies 
to get them back on the right track. They 
should be viewed as an opportunity to 
blow the whistle on out-dated policies and 
poor communication, and instead blow 
the whistle for safeguarding not only staff 
safety but company reputation. 

Stuart Neilson, employment law specialist at Pinsent Masons, advises on new 
changes to whistleblowing laws and why the facilities management sector 
should use this timely opportunity to educate employees and proactively 
encourage policy that makes the work environment a safe place for all.

Clean as a whistle



T: 0845 230 2253
E: enquiry@evacchair.co.uk
W: www.evacchair.co.uk
SMS: Text HELP to 60066

Evac+Chair International Ltd
ParAid House 
Weston Lane Birmingham 
B11 3RS

HOW WILL YOU 
EVACUATE 
SAFELY?

If you don’t know the answer then Evac+Chair 
can supply you with the right solution.

Evac+Chair is a universal evacuation solution for smooth
stairway descent during an emergency. Single user operation 
ensures no heavy lifting or manual handling is required  
during emergency evacuation procedures.

FOLLOW US ON FACEBOOK

www.facebook.com/evacchair
CALL US FOR MORE INFORMATION

CardiAid Automated External
Defibrillator (AED) is designed to make 
life-saving defibrillation possible for 
everybody and accessible everywhere!

Simple & Vital

mailto:enquiry@evacchair.co.uk
http://www.evacchair.co.uk
http://www.facebook.com/evacchair
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In 2010, senior management at the Co-
operative Group issued a frank statement 
to staff about the organisation’s document 

handling processes: “If documentation is to 
be considered the lifeblood of business, our 
organisation is hemorrhaging at the seams 
and on the verge of critical arrest.” 

The Co-operative’s decision to build a 
new, modern head office at 1 Angel Square 
in Manchester proved an ideal catalyst for 
resuscitating the existing processes ¬– staff 
were overly reliant on paper, document 
duplication was common, and paper waste 
was prevalent.  A target was set to reduce 
on-site paper storage in the new building by 
80 per cent.

Document management experts Swiss 
Post Solutions (SPS) were brought in as 
consultants and to take on all mailroom 
services. Stored documents were analysed to 
determine whether they should be disposed 
of, archived off site, scanned or retained. 
Paper coming into the business, mostly from 
customers and suppliers, was significantly 
reduced. Many business areas moved to 
magazine e-subscription and requested email 
correspondence from suppliers and customers 
where possible. And printed material and 
internal paper mail now mostly gets scanned 
and delivered through electronic channels. 

The result? Impressive. More than 1,500 
cabinets and around 13 million pieces of 
paper were removed, freeing up 1,500 square 
meters of office space for open plan offices 
and collaborative breakout areas. There 
has been a 71 per cent reduction in local 
document storage, a 77 per cent reduction 
in central basement storage, a 33 per cent 
reduction in off-site archival and circa a 45 
per cent reduction in local print volumes. 
Senior management are delighted and staff 
across the building have said that they are 
able to focus better, complete tasks faster 
and their stress levels are lower and their job 
satisfaction is higher.

Despite the Co-operative reducing paper 

storage by 80 per cent, and many other 
organisations setting similar tough targets, 
there will still always be a need for traditional 
paper storage solutions, says Richard 
Blackwell, UK sales and group marketing 
director of Bisley, Europe’s leading steel 
storage manufacturer. Some professions in 
particular, such as the legal profession, will 
remain heavily reliant on paper. “The tide is 
undoubtedly turning,” says Blackwell. “But 
I don’t think we’ll ever see truly paperless 
environments.”

Bisley products are still used extensively 
throughout the Co-operative’s new 
headquarters, points out Blackwell, with 
products serving as storage units and as 
striking design features in themselves. “If a 
business wants to reduce their paper storage, 
we are not going to try to persuade them 
otherwise,” says Blackwell, with a nod to 
the launch of Bisley’s paper filing cabinet in 
1980 as a milestone in the company’s history. 
“We work with them to provide the right sort 
of storage for other non-paper items. We 
provide lockers for individuals’ possessions 
and case cupboards and a variety of solutions 
other than paper-based filing cabinets.”

And it’s not just the private sector looking 
to reduce the amount of storage in their 
buildings and introduce better document 
management processes. In January, the health 
minister Jeremy Hunt announced that the 
NHS should go paperless by 2018 to save 
the NHS billions and improve services. All 
NHS trusts are expected to have their patient 
records online by 2014. 

In August 2012, Wincanton Records 
Management (WRM) began providing NHS 
Grampian with an on-site scanning service 
for their patients’ health records, which were 
taking up large amounts of storage space, 
were difficult to move and could be difficult 
to find in an emergency.

WRM converted the health records using 
an electronic scanning process into electronic 
files that get uploaded to an electronic 

management system. The benefits have been 
enormous. Now NHS Grampian runs paper-
light clinics without large, bulky patient files 
taking up space and causing difficulty when 
moved. The new system also reduces the time 
taken to store and retrieve records, which 
benefits both staff and patients.

Jon Fowler, managing director for the 
UK and Ireland at Wincanton Records 
Management, thinks that the NHS is actually 
miles ahead of the private sector in going 
digital, despite there being clear cost saving 
opportunities and other benefits of doing so. 
“If I look at my private sector clients over 
the last five years, they are not creating 
significantly less paper,” Fowler says, citing 
the fact that the records management market 
was rising by 6 per cent. This fell to 4 per 
cent over the last five years. “While some of 
the decline in growth could be due to going 
digital, some of it could also be due to the 
recession,” he adds.

The biggest barrier, thinks Fowler, is 
cultural. “The technology is there to do it, it’s 
relatively easy, and it’s not that expensive. 
Culturally people don’t want to move 
completely to digital-based documentation 
because they prefer paper. I think the 
Facebook revolution era will be more 
comfortable with everything being stored and 
accessed digitally. But that’s probably 10 to 
15 years away.”

Roy Parrish, managing director at Ranne 
Creative Interiors, agrees that a younger 
workforce can be more open to working 
without paper. Ranne was chosen to help 
bwin.party, the global online gaming 
company, relocate 180 staff ¬– mostly in 
their 20s, some even in their teens - from 
King William Street to nearby One New 
Change, a cutting edge new development on 
Cheapside in the heart of the City of London, 
and to design the new workplace from 
scratch.

Ranne, alongside facility manager Patricia 
Capper, set about categorising bwin.party 

Paper trials
With real estate in central London at a premium, and people working more flexibly 
by time and location than ever before, reducing the amount of storage in buildings 
is an ongoing trend. But how do facilities managers encourage people to ditch the 
security of their paper files, go digital, or change the way they store information 
completely? Marianne Halavage reports. 
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staff into heavy, medium and light paper 
users as a way of determining their storage 
needs. This began with a review of individual 
desk pedestals. “We soon realised that people 
weren’t using much paper anyway - even the 
people who classified themselves as heavy 
paper users were actually light users,” says 
Parrish. “Their pedestals were being used as 
containers for half eaten sandwiches and for 
a couple of pairs of shoes.” So, instead of 
wasting money on new pedestals, bwin.party 
implemented more efficient storage solutions, 
including communal storage at the end of 
banks of desks and lockers.

Despite staff being light paper users, there 
was still a lot of junk to get rid of before the 
move, so on select Friday afternoons, music 
was blasted from loudspeakers and staff were 
encouraged to down tools and get involved. 
“We went round with black bags six months 
before the move, then three months before, 
then the week before,” says Parrish. “We 
convinced people to get rid of an awful lot 
of rubbish, which made space for a selection 

of funky design break-out spaces and even a 
games room in the new building.”

Helen, workplace consultant at Advanced 
Workplace Associates, seconds the approach 
of starting as early as possible and repeating 
the process several times, especially when the 
clear-out is part of a bigger change project. 
“People start to become familiar with the 
process and get more adventurous with each 
go,” she says. “They get rid of a bit more each 
time because they realise that having less 
enables them to function better. They realise 
that they enjoy working in a clean and mess-
free environment and they know exactly 
what they have and how to access it.”

For staff more resistant to de-
cluttering, Guest recommends dividing the 
challenge into small tasks to avoid feeling 
overwhelmed. “Start by clearing out the top 
drawer of your pedestal, then clear out the 
next drawer, and the next one,” she says. 
“Team leaders should encourage everyone 
to do it as a team effort, and the FM should 
ensure that everything is in place, including 

plenty of rubbish bags, to make the tidy as 
simple and as straightforward as possible.”

And sometimes all it needs is a couple of 
willing candidates to go first, explains Guest. 
“Why not start with the FM department 
leading by example?” she suggests. “And as 
other teams and departments get on board, 
it becomes easier to affect change across the 
whole organisation. There is something about 
peer pressure. No one wants to stand out, in 
a bad way, as the team or as the individual 
refusing to cooperate.”

Introducing a clear desk policy is one thing, 
maintaining it is another, Guest admits. She 
recommends making someone responsible for 
the upkeep of the policy. “Some companies 
have building representatives who are tasked 
with raising issues and with organising 
tidying sessions. Other companies give the 
role of monitoring and flagging issues to 
FM. There’s no one solution. But to carry 
weight it definitely has to be driven by a 
senior business leader – who should also be 
practicing what they preach.”

According to Phil Hutchinson, joint 
managing director at BDG Architecture + 
Design, the perfect opportunity for changing 
storage and document handling processes is 
a relocation, a restructuring, or a move to a 
new way of working such as to open plan. 
And a proven formula for implementing that 
change is the rule of thirds. “A third of your 
storage can be discarded,” says Hutchinson. 
“A third can be more efficiently stored. And 
the last third should be retained.”

Of the storage that should be discarded, 
some will be duplicates and some will belong 
to staff who no longer even work in the 
building. “An audit usually uncovers several 
cabinets that are locked that no on can 
access any more,” says Hutchinson. “This 
comes from the era when filing was owned 
by a person. Under the modern principles 
of filing, storage doesn’t belong to a person 
- it belongs to a project team, an account 
or a part of the business, which limits the 
potential for issues and cabinets, taking up 
valuable space, that are not even being used.”

Hutchinson recommends engaging a 
filing specialist for any large change project. 
“There are experts who spend their life 
auditing filing,” he says. “They understand 
the processes and procedures and retention 
of files to a level of detail that is really 
important. Individuals only ever think about 
their one or two cabinets, but the experts 
scale this up to look at the organisation-wide 
perspective. And at that scale, the results 
can be quite shocking.” BDG Architecture 
+ Design’s filing experts of choice, ETM, 
analysed the storage of a recent client, an 
organisation with several hundred people. 
Hutchinson continues: “ETM found that the 
client’s volume of storage was three times 
the length of the Shard, the tallest building 
in the EU. Convert that into rentable space, 
and you’re talking about some very expensive 
storage not to mention wasted space that 
could be put to much better use.”
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Facility managers are at the heart of 
changes to the working environment 
and with demands to reduce costs, save 

space, operate sustainably and develop creative 
and fl exible working areas, there’s much to 
consider. One solution to these confl icting 
demands was once thought to be the paperless 
offi ce, a dream that is still just that for many 
organisations. But that doesn’t mean progress 
has not been made.

Over time, table computers will move beyond 
the executive offi ces to all members of staff. IT 
departments are trying to accommodate mobile 
devices or fi ghting to keep them at bay. But the 
impact on facilities managers is more than the 
number of wireless routers to be placed within 
the existing building infrastructure. The way 
people work and interact can change as they 
become more mobile within, as well as outside 
the workspace. It’s not uncommon now for 
modern offi ces to have relaxing seating areas 
and “coffee shop” style areas to work and meet. 

In the meantime, organisations are still 
clinging to their paper, especially when it 

comes to spread sheets, large documents or 
drawings. Establishing what can be stored, 
either physically or digitally is the fi rst step 
to creating a more fl exible, space-saving 
environment. Sometimes processes demand a 
‘wet’ signature of a pen for compliance reasons 
rather than anything electronic, in which case 
careful storage considerations can be made 
such as lateral or compact fi ling systems. 
Another choice is scanning documents or off-
site storage, which can offer more fl exibility, 
considerable cost savings and still meet 
regulatory requirements.

The journey from purely physical paper 
records to the digital future may take longer 
than many people expect, but companies 
like Crown Records Management can help 
make the transition smoother. If the working 
environment needs to be adapted to become 
more fl exible and allow for initiatives such as 
hot desking and mobile working, technology 
is often the most heavily investigated and 
planned part of any change.

These changes require careful consideration. 

Unfortunately it’s not advisable to just sweep 
paper off desks and empty fi ling cabinets into 
bins, as important information can be lost 
leading to legal and fi nancial implications. 
Without careful understanding of how a 
business and the documents and records within 
it currently work, and a clear view of the 
future goal, mistakes are likely to be made. 

The speed of technological advancements in 
the last few decades has been truly remarkable, 
but the speed of organisations’ environmental 
attitudes change has not. The concept of the 
“paperless” offi ce may never become a reality, 
but steps can be taken to work towards a “less 
paper” offi ce.

If you’d like advice on how to create a 
more fl exible working environment, please 
get in touch by visiting www.crownrms.com

THE PAPERLESS OFFICE – 
REALITY OR JUST A DREAM?

SPONSORED FEATURE

John Culkin, Director of Information Management at Crown Records Management
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These are challenging times for the third 
sector and particularly for charities. The 
prolonged economic dip has squeezed 

finances at the same time as demand for 
services has increased. According to a survey 
of over 1,200 charity professionals in The 
Guardian’s voluntary sector network, nearly 
one charity in 10 thinks it will not exist in 
five years. Yet more than 85 per cent expect 
demand for their services to increase and 35 
per cent predict a dramatic rise in demand.

Other research, by the New Philanthropy 
Capital think-tank, found that 90 per cent of 
charities faced a riskier future, with more than 
half reporting that they were using or planned 
to use their reserves to keep going.

It’s against this background that third 
sector facilities managers must do their job. 
On the face of it, the job of charity FMs and 
those working in similar roles, is the same as 
their colleagues in the for-profit sector. They 
need to ensure their organisations have the 
right facilities, resources and services in place 
to support their people.

Charity facilities managers would certainly 
not accept the idea that they should be 
seen as any less “professional” than their 
commercial counterparts. They are responsible 
for compliance with the same legislation 
and regulation as any other FM and seek to 
implement best practice.

Aileen Peverell, facilities manager with 
Oxfam, is well-placed to comment on FM in 
the third and other sectors. She worked in 
both the automotive and steel industries as 

well as the NHS. Previously an outsourced FM 
she joined Oxfam in 2004 and worked on the 
charity’s consolidation from nine buildings 
to one in 2006. The 85,000 sq ft Cowley 
headquarters accommodates 800 people.

“The main differences are culture and 
people,” says Peverell, “There’s a sense of 
community in the charities sector that I 
haven’t felt elsewhere.”

Charity FMs have to be frugal and any 
decision to spend money on anything other 
than the core mission is scrutinised for value 
but it’s not about lowering standards, says 
Peverell. “It’s still important to provide a 
good, beautiful environment for our staff. 
That’s as important, in terms of productivity, 
for charities as for commercial organisations.”

Lucy Black worked in facilities and risk 
management with Save The Children for nine 
years. She now runs Big Pond Consulting 
and is on the Ethical Property Foundation’s 
Register of Consultants. “FM in the third 
sector is not fundamentally different from the 
public or for-profit sectors,” she says, “You 
need to meet the organisation’s objectives. 
But there are certainly financial pressures and 
it’s important that the building or workplace 
doesn’t look flash.

“That said, as in any organisation it’s 
important that the workplace is effective. 
Many of those working in the third sector are 
doing stressful jobs, frontline counselling for 
example. They need a supportive workplace.” 

Is there pressure to provide lower standard 
(and therefore cheaper) facilities or services 

in the third sector? “Cheaper yes, lower 
standard no,” says Liz Adams, a consultant 
on sustainable practices who has worked with 
a number of charities and was previously 
property manager with the National Trust. 
“That said, a charity has a broader mix of 
workers than other sectors. For example, 
finance, IT, legal etc. may well have worked in 
large organisations where standards are high. 
The ‘activist’ positions tend to be the more 
earnest characters who push for a ‘make do 
and mend’ approach so there can be conflict.

“The pressure to maintain a high standard 
comes from managerial levels who know that 
the attractiveness of the workplace plays a 
part in recruiting and keeping high end staff 
when wages aren’t necessarily competitive.”

The third sector is as wide and varied as 
the commercial sector. The largest national 
charities, such as Cancer Research UK, NSPCC, 
Oxfam and the RSPCA have annual incomes 
of more than £10 million but these make up 
less than 1 per cent of the total. The majority 
of charities (54 per cent) are very small, local 
volunteer-run organisations with annual 
incomes of under £10,000. 

Annette McGill runs Charity Facilities 
Management, a resource for people who look 
after property and facilities management 
issues in the voluntary sector. She has noticed 
that FM in the voluntary sector has been 
cut back in the last few years. “People have 
lost their jobs or had their hours cut,” she 
says. “The argument is that it’s not really a 
profession and can be dispensed with.”

Is working in FM for charities and other third sector 
bodies fundamentally different from the role in 
commercial organisations? Richard Byatt reports

Culture and 
community
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It’s not unusual in smaller organisations for 
people to double (or even treble) up on roles. 
The “FM” may be someone who also does a 
shift on reception.

Black, McGill and Adams all agree that the 
relationship with volunteers and donors can 
make it more difficult to justify expenditure 
on facilities. “Donors give money to work on 
the organisation’s mission, rather than “nice” 
environments,” says McGill, “so a £600 office 
chair is probably a no no.”

Adams says charities have an accountability 
to givers “which is far more deeply felt” than 
say shareholders. “As a budget holder, you 
have to be seen to be spending wisely and 
be prepared to take the time to involve your 
team (paid and unpaid) in decisions and to 
explore all the options. This can be time-
consuming and there is an art to managing 
these situations so that work doesn’t grind to 
a halt!

The third sector ethos has negatives as 
well as positives says Adams: “The volunteer 
culture is fantastic when it’s correctly 
managed but there is often a question about 
whether a volunteer could fill certain roles in 
a team, which can be a tricky one to manage.”

For McGill it’s all about understanding 
the mission and what an FM needs to do to 
support it: “If, through smarter procurement, 
the FM saves money on energy, for example, 
then that’s valuable and needs to be 
communicated.”

“For every spending decision there are two 
questions,” says Oxfam’s Aileen Peverell, 
“How much does it cost and what’s the 
value?” She acknowledges that there is a 
real moral pressure on facilities managers 
in the third sector. “I’ve had to develop my 
communication skills, particularly around 
managing expectations.”

Specialised procurement networks such 
as the Charities Buying Group or discounts 
available through organisations such as the 
National Council of Voluntary Organisations 
(NCVO) can help FMs save money. Charities 
may also benefit from pro bono work and 
contributions in kind but procurement needs 
to be professional. “You can’t exploit your 
status as a charity but suppliers might go 
the extra mile once they get involved. It’s a 
valuable contribution to their CSR agenda,” 
says Lucy Black. Annette McGill agrees: “You 
can’t waltz into lawyers or accountants and 
expect free advice but advisors and suppliers 
will help.”

The employment practices of service 
contractors are in the spotlight just now with 
zero hours contracts hitting the headlines 
and the pros and cons of the Living Wage 
generating heated debate.

Charities tend to push harder on the 
ethical dimensions of procurement, 
says Aileen Peverell, including working 
conditions and the living wage. She was 
an ethical purchasing manager with 
Oxfam, even visiting China as part of her 
research: “Finding suppliers with the right 

culture is difficult. The supply side don’t 
really get it and many suppliers won’t 
move unless pushed.” She gives credit to 
Catermasters though who she says have 
been very supportive, including helping with 
fundraising.

At the National Council for Voluntary 
Organisations (NCVO), facilities manager 
Tracy Kiernan says she’s had a “mixed 
experience” with the London Living Wage: 
“A cleaning company approached us directly 
about it, whereas we had to instigate it with 
our catering supplier.” The NCVO’s ethical 
and environmental policy includes specifying 
eco cleaning products, purchasing “green” 
electricity and installing PV panels on the 
roof of the Society Building.

Third sector facilities managers become 
adept at getting the most out of space and 
equipment. Dave West, building services and 
facilities manager at Cancer Research UK, is 
responsible for the two sites at Potters Bar 
and Lincolns Inn Fields that make up the 
London Research Institute. “Every penny we 
don’t spend goes to research,” he says. “We’re 
cost-focused but we do what we have to. It’s 
all about managing lifecycle costs and we’ve 
got 1963 plant that is still running.”

Third sector facilities managers become 
adept at getting the most out of space and 
equipment. Dave West, building services and 
facilities manager at Cancer Research UK, is 
responsible for the two sites at Potters Bar 
and Lincolns Inn Fields that make up the 
London Research Institute. As a charity we’re 
cost-focused but we do what we have to. It’s 
all about managing lifecycle costs and we’ve 
got 1963 plant that is still running.”

 West started with the charity as a 
technician 25 years ago and continuity 
certainly helps to prolong the life of building 
assets: “We use external consultants as 
we need to but we have a broad base of 
knowledge within the team. There’s certainly 
no lowering of standards because we’re a 
charity and that’s evidenced by the research 
output.” 

The tax treatment of charities creates some 
perverse outcomes. For example, Oxfam 
pays just 5 per cent VAT on its energy. This 
extended the payback period for some energy 
saving measures to the point where they 
became uneconomic. 

Annette McGill warns of questionable 
practice by some landlords which could get 
charities into trouble. In June the Charity 
Commission opened an inquiry into a charity 
following a court case over business rates. 
The Commission has issued a warning to 
charities about the risks of getting involved 
in arrangements with landlords to enter into 
tenancy agreements and take advantage of 
business rates relief.

The inquiry follows a ruling by the High 
Court against a charity which installs 
technology in properties to transmit public 
safety text messages to mobile users in the 
vicinity. The charity claimed business rate 

relief, which is normally given at 80 per cent 
provided that the premises is used wholly or 
mainly for charitable purposes. 

The Charity Commission says it is aware of 
cases where charities are being approached by 
retailers and landlords of hard to let property 
to enter into tenancy agreements that would 
relieve the landlords of the requirement to pay 
full business rates. It can be advantageous 
for charities to enter such agreements and 
provide good opportunities for them to lease 
accommodation for charitable uses, for low or 
nominal rents.

They may also sometimes receive charitable 
donations from landlords that reflect a 
percentage of the business rates that they 
would otherwise be liable for. However, these 
arrangements can represent a significant 
risk for charities and trustees, concludes 
the Commission. As the recent court case 
demonstrates, if the charity does not make 
sufficient use of the premises for charitable 
purposes, it may become liable for full 
business rates.

The Commission says that before entering 
into any tenancy agreements to occupy 
empty properties, charity trustees must be 
assured that the tenancy agreement is for the 
exclusive benefit of the charity, that it will 
further the charity’s purposes and is in its best 
interests.

It’s common for charities with an HQ 
outside London to use shared space in the 
capital for meetings, says McGill. She believes 
there’s a “burgeoning market” for shared 
buildings. One example is Ethical Property 
which owns 15 centres across the UK (a total 
of 161,000 sq ft) providing office, event and 
retail space to charities, social enterprises, 
voluntary and campaign groups.

Development House in the City of London 
provides office space over seven floors for 
more than 20 organisations with a particular 
focus on international development issues. 
All together some 320 people work in the 
building. Office and services manager Edith 
Allan, always keen to try new ideas for staff 
and tenants, recently hosted a trial of free 
fruit in the workplace provided by Fruitful 
Office. 

The culture of third sector FM is 
characterised by commitment to the missions 
of organisations that have a moral imperative 
to spend money wisely. Despite financial 
pressures, third sector FMs are determined 
to do no less a professional job than their 
commercial counterparts. There’s also a 
real sense of community which, at its best, 
encourages sharing of both knowledge and 
resources.

Links 
Charity Facilities Management  
www.charity-fm.org.uk 
FM Charity Network Forum  
www.fmcharitynetworkforum.co.uk 
Charities Buying Group  
www.charitiesbuyinggroup.com

http://www.charity-fm.org.uk
http://www.fmcharitynetworkforum.co.uk
http://www.charitiesbuyinggroup.com
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ASTFacts

FMJ aims to support technical expertise in the FM market.

In this edition Gary Watkins, managing director of facilities and asset management 
software provider Service Works Group, explains the phases of a good asset management
strategy and how it can optimise operational performance, minimise whole life costs and
support an organisation’s corporate goals.

Asset management

Phase 1 – Planning and acquisition 
Good asset management starts by
developing an asset register, which
contains all pertinent asset information.
The register should feed into asset
management software, which holds
information about the asset’s maintenance
schedule, as well as helping to plan for
replacement and keeping a record for
insurance and auditors.

Creating and retaining an up-to-date
asset management plan allows facilities
managers to analyse performance of
models over a period of time. Life
cost analysis involves the
continuous monitoring of
asset performance and
maintenance during
operation, identifying areas
in which cost savings may
be made. This helps support
decisions such as whether
it’s better to replace an
asset with a more efficient
solution prior to the end of
its useful life, rather than to
continue with a poor initial
purchase decision.

Phase 2 - Operation
The operational phase of an
asset’s life is its longest and
most useful period – it is when the asset is
managed and used to deliver services to
support the core business; proactive asset
management is essential at this point.

With an asset register already in place,
an asset management procedure should be
set up to ensure that new items are added
when they are purchased/leased and that
any changes to the condition of the asset
are recorded. It’s also important to carry
out a regular audit. The frequency of this
will depend on the environment and the
nature of the assets. If there are a lot of
portable, high value assets (i.e. in a
hospital) the audit should be carried out
more frequently.

Other factors that should be considered
during phase 2 include; historic
performance of assets, intervention
strategies, risk assessment and business
continuity planning.

Phase 3 – Maintenance 
Proactive maintenance is at the very heart
of asset management. A well-thought-
through maintenance plan and the right
type of maintenance (i.e. preventative or
reactive/corrective) will extend the life of
an asset. The data contained in the asset
management software will help the facilities
manager to ascertain whether, for example,
investing 10 per cent more per annum in

maintenance costs would double the life of
an asset. 

Understanding the criticality of each
maintenance request, planned or reactive,
is also a key facet in proactive asset
management. Scoring these by priority (0 is
low priority and 100 is high) will help the
facilities manager appreciate the urgency of
jobs and develop an understanding of an
asset’s characteristics to make informed
decisions on the frequency of maintenance
or audits.

Phase 4 – Disposal
There comes a time when an asset reaches
the end of its useful life and should be
disposed of.

All assets disposed of must be recorded
on the asset register/software, to ensure
they are not included as part of the

organisation’s portfolio. An equipment
disposal form will allow the asset ‘owner’ to
explain how the asset was disposed of and
identify any residual value.

Technology to track and manage assets
Before implementing a technology solution,
it is essential to understand how software
can benefit the maintenance operation. This
will help with system selection and

prioritisation of functionality. 
Software can manage the

entire asset management
process; from asset discovery
and condition monitoring,
through to asset tracking and
condition management. It can
establish true operating costs
and support optimal life
strategies, as well as
improving auditability and
transparency of an
organisation’s asset base.

A key advantage of
implementing software is the
visibility of data. Accurate
data underpins good asset
management. For the data to

be useful, the organisation must have a
clear and consistent approach to

verification, correction and management. As
a result, it will be able to measure and
track performance in greater detail, which
will allow for adjustments to achieve
desired results.

A good asset management strategy can
deliver significant financial and
performance/service improvements to an
organisation. Every asset needs to be
managed and maintained to ensure that it
functions within its design parameters and
this can also make an FM’s life easier at an
operational level.

This article is based on the white paper
‘Effective Asset Management for 
Buildings and Equipment’ from Service
Works Group. To obtain a complimentary
copy, please email info@swg.com or call on
020 8877 4080.

CONTACT

For more information, visit www.swg.com

mailto:info@swg.com
http://www.swg.com
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Employing skilled
craftsmen and using
modern day
manufacturing techniques
including laser cutting,
Colwall Steel Fabrication
Solutions produce high
quality bespoke structures

in sheet metal and fabrications in stainless steel, aluminium and mild
steel, turning architectural metalwork designs into reality.

With many years experience in the industry, Colwall has
manufactured metal staircases, balustrades, gates, walkways, entrance
facades, verandas and featured art projects. In fact, all sorts of other
associated architectural metalwork can be custom-designed and built
to individual requirements. 

Colwall Steel Fabrication Solutions have continued to invest in
equipment to ensure quality of manufacturing, and its team is fully
trained in the health and safety responsibilities both on and off site. The
company offers a fully integrated service from initial discussions and
technical advice, through to design, manufacture and on-site
installation. With ISO accreditation, all our structures carry a full design
warranty and we maintain full professional indemnity insurance to
support our products and installations. 
www.colwallsheetmetal.com  01684 567900 

COLWALL STEEL FABRICATION SOLUTIONS TURNS
ARCHITECTURAL METALWORK DESIGNS INTO REALITY 

POOL MATTING PROMOTES SAFETY 

❯

As part of an ongoing refurbishment programme, Heronrib
matting has been fitted in the changing rooms and showers at
Wickford Pool in Essex, owned by Basildon Borough Council
and operated by Sports and Leisure Management Ltd.
Manufactured in the UK by Plastic Extruders Ltd, the matting
has been chosen to complement the new colour scheme and
replaces some Heronrib matting supplied over 15 years ago.
The old matting, which is still perfectly functional, is being
moved to the Plant room and other back areas.

Heronrib
matting is a
popular choice for
barefoot and
wetside
applications, the
surface is slip
resistant, warm and
comfortable to

stand on and minimises the risks associated with ceramic and
other floors which can be very slippery when wet.

Another benefit is that the matting is impregnated 
with anti-bacterial and anti-fungal additives which reduce 
the risk of cross-contamination, making it both safe and
hygienic for bare feet. 
www.heronrib.com  01268 571116

Glynde Place,
Sussex, is a
traditional
country house
dating back to
the 16th Century
and is home to
the Viscount of
Hampden. In the
past 12 months,
refurbishment
work has taken
place including
the provision of a new R Series light oil condensing boiler by Atlantic
Boilers of Ashton Under Lyne.

The R Series has an efficiency of between 92% and 99% GCV, it is
also environmentally friendly and carries the SEDBUK Energy Rating
“A”. Alongside the new boiler is one 50kW/500litres Expresso
domestic hot water plate heat exchanger package which meets the
full requirement of the House. The system is designed to changeover
at a later stage from the existing (fossil) light oil to B100 bio-liquid.

As well as a family home, the Manor House is open to the public
and hosts numerous events including the Love Supreme Jazz
Festival and annual Food and Drink Festival, both of which were held
this summer. 
www.atlanticboilers.com  Nabeela@atlanticboilers.com

ELIZABETHAN MANOR PREPARES FOR 
BIO-FUEL CHANGEOVER 

KNAUF METAL SECTIONS SIMPLIFY INSTALLING
CEILINGS AND PARTITIONS 

Providing the maximum performance with minimum fuss, Knauf
Metal Sections are easily installed in any modern interior or
refurbishment project to construct partitions and suspended
ceilings, in systems that are rigorously tested to meet a wide
range of acoustic and fire protection requirements. As part of an
integrated range of plasterboards and accessories, Knauf Metal
Sections offer designers a choice of configurations that will fulfil
the demands of the most complex projects.

Designed to offer fast ‘twist and fit’ installation, the range of
metal stud and track profiles are light and easy to carry, easier to
cut, quicker to install and produce less dust. These products are
complemented by the two systems in the Metal Sections range,
the ‘MF’ and ‘C-form’ suspended ceilings, the latter being perfect
for larger ceilings and long spans. All these products are not only
engineered to meet or exceed with EN14195, but are also backed
by comprehensive support. 
www.knaufdrywall.co.uk  01795 424 499

❯

http://www.colwallsheetmetal.com
http://www.heronrib.com
http://www.atlanticboilers.com
mailto:Nabeela@atlanticboilers.com
http://www.knaufdrywall.co.uk
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An innovative hygienic door handle which is proven
to kill 99.99% of germs has been launched by PHS
Washrooms to help combat a rise in spreadable
infections and viruses. SteriHandle is coated with the
antibacterial technology of SteriTouch which
harnesses the natural sterilising properties of silver.
Available in both push and pull options, SteriHandle
is permanently fixed to the door and incorporates a
replaceable component serviced every six months.

In independent trials, SteriHandle achieved an
impressive 99.99% reduction of MRSA and E.coli
within 10 minutes, reducing the number of
organisms typically found on a door handle from
over 140,000 to less than 10 in the same time period.

SteriHandle can be used as part of a hand hygiene
management

approach for all environments,
including schools, offices,
shopping centres, leisure centres
and public health and care
facilities, and will reduce cross
contamination, not just within
washrooms but throughout a
whole building, improving hygiene for staff and visitors. 
www.phs.co.uk/washrooms  029 2080 9090

STERIHANDLE OPENS DOOR TO IMPROVED HYGIENE 

The Lanes Rail
Division has been
given a Gold
Award by London
Underground in
recognition of its
continuous
improvement in
safety culture. The
awards recognise
work done over

the last two years to develop and implement two new safety systems,
the rail-anchored safety harness and the wall-anchor bolt safety
harness, both used for working at height.

Rail Division Health, Safety and Environment Manager Scott Tracey
said: “The rail-anchored harness replaced an anchoring device that
weighed 250kg that was inefficient to use and was an injury risk in its
own right. “Both these systems, and other ideas in the pipeline, are
designed to be simple to use and improve working conditions."

Last month, Lanes won the Construction News Health and Safety
Initiative of the Year Award for 2013. Judges praised the company’s
“relentless focus” on improving health and safety, and this year, the
company was awarded a RoSPA Gold Award for the fourth
consecutive year. 
www.lanesfordrains.co.uk

LANES RAIL TEAM WINS LONDON UNDERGROUND SAFETY
AWARD HAT TRICK 

PEOPLE & APPOINTMENTS – HEALTH & SAFETY

Norland, one of the UK and Ireland’s leading facilities management
providers, has launched a graduate trainee accountant scheme to
help support its continued growth. Authorised by the Institute of
Chartered Accountants for England and Wales (ICAEW), the
initiative forms part of Norland’s commitment to training and
development with an objective of taking on three graduates in its
first year. 

Advertised via the ICAEW, the University ‘Milkround’ and via
digital job boards, Norland received more than 150 applications
from graduates. Those shortlisted were then put through a series
of online, verbal, and numerical reasoning tests,
competency-based interviews and a final assessment day.

The three successful candidates will start in September 2013.
They will complete more than 100 study days over a three year
period covering modules in accountancy, finance and business.
These will be accomplished whilst the graduate is working for

Norland in a range of roles intended to increase their general business understanding and knowledge. After three years, and on successful
completion of their exams, the graduates will be eligible for membership of the ICAEW at which point they will become the finance manager of
one of Norland’s business units. 

Clive Colloff, Finance Director of Norland’s Corporate Services capability said: “Norland has a downstream model which means that our
individual business units are essentially run as businesses in their own right. So the ‘Finance Manager’ role is critical in helping the business unit
leader to grow their business sustainably. Our graduate trainees, once qualified, will be responsible for the financial management of their
contracts, provide financial control and discipline as well as own all reporting and management accounts. They are their business unit leader’s
‘financial strategist’. 

The graduate training scheme joins Norland’s successful Apprentice Training scheme which has trained 45 new apprentices to date. 
www.norlandmanagedservices.co.uk  020 7871 9100 

NORLAND LAUNCH ICAEW TRAINEE ACCOUNTANT SCHEME  

❯

http://www.lanesfordrains.co.uk
http://www.phs.co.uk/washrooms
http://www.norlandmanagedservices.co.uk
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Honeywell announced that it has installed three liquid-cooled
chillers at the York distribution centre of global food giant Nestlé,
whose popular brands include Nescafé, Kit Kat, Aero, Smarties, and
Shreddies. The 136,000 square-foot distribution centre is on the
same site as the Nestlé York production facility, one of the world’s
largest confectionery factories. 

Temperature and humidity in the distribution centre need to be
controlled to a very precise specification to preserve the quality of
Nestlé’s
products.
Under the
project,
Honeywell
replaced
the
centre’s
aging
chillers
with three
5-stage propane alternatives that perform more efficiently, offer
more accurate temperature control and are easier to monitor. 

“The installation of the new chillers, combined with the
improvement measures we are making in other areas of our
control regime, will enable us to further reduce our costs and
lessen our impact on the environment,” said Paul Roberts,
customer logistics engineering manager for Nestlé UK & I. 
www.honeywellnow.com 

HONEYWELL HELPS NESTLÉ UK & I IMPROVE
ENVIRONMENTAL SUSTAINABILITY WITH 
DISTRIBUTION CENTRE UPGRADE 

DIMPLEX RECESSED CEILING HEATER: NEW DESIGN 
AND TIME SAVING FEATURES 

Dimplex has updated its AC3CN recessed ceiling heater for
commercial buildings with a new white linear grille and hinged
access for easy installation and connection. Designed to provide
subtle heating where wall space is limited and fast response is
needed, the popular 1.5kW/3kW heater is recommended for
ceilings up to 2.3m in height.

A new hinged grille will increase the speed of installation and
ease of maintenance, and the existing grille has also been
updated with a new, white linear design which will blend in
better with ceiling installations.

Suitable for use as a ceiling heater or close to a door as a ‘warm
welcome’, the Dimplex AC3CN comes with wall mounted control
as standard and is BEAB approved for extra peace of mind. 

Twin heat settings together with a fan only mode ensure
output can be matched to changing heating demands, helping
to reduce energy consumption and running costs when less heat
is required. 
www.dimplex.co.uk/commercial  0844 879 3587 

ACMS UK, the asbestos risk assessment specialists, have been awarded
accreditation from safecontractor for their commitment to achieving
excellence in health and safety. safecontractor is a leading third party
accreditation scheme which recognises very high standards in health and safety management amongst UK
contractors.

Employing 11 people, ACMS UK currently serve a varied customer base with clients from local authorities,
retail and education sectors. ACMS UK’s most recent clients include major players such as New Look,
Superdrug and Travis Perkins.

The company’s application for safecontractor accreditation was driven by the need for a uniform
standard across the business. Managing Director, Steve Aldridge highlights, “Once again the team at ACMS
UK have worked hard to achieve a further accolade in reaching safecontractor membership. Achieving

safecontractor status ensures our clients are confident we are achieving the very highest standards when it comes to health and safety."
safecontractor is applicable to most sectors, although it is particularly relevant to food manufacture, property, facilities management, retail

and leisure sectors, all of which are big users of contracted services. John Kinge, Technical Director of safecontractor said, "Major organisations
simply cannot afford to run the risk of employing contractors who are not able to prove that they have sound health and safety policies in
place. More companies need to understand the importance of adopting good risk management in the way that ACMS UK have done."

Under the safecontractor scheme, businesses undergo a vetting process which examines health and safety procedures and their track
record for safe practice. Those companies meeting the high standard are included on a database, which is accessible to registered users only,
via a website.

Over one hundred and seventy major nationwide businesses, from several key sectors, have signed up to use the scheme when selecting
contractors for services such as building, cleaning, maintenance, refurbishment or electrical and mechanical work. 
www.acmsuk.com  0844 846 0565 

TOP SAFETY ACCREDITATION FOR ACMS UK
Steve Aldridge

http://www.acmsuk.com
http://www.dimplex.co.uk/commercial
http://www.honeywellnow.com
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Leading delayed
action float valve
manufacturer,
Keraflo is set to
impress visitors at
this year’s Health
Estates Conference
and Exhibition
where it will be
showcasing its
WRAS-approved
range. Their float

valves provide a swift open and close functionality where there is no
run-on, no dribble and therefore no water wastage. “It is vital for those
in the healthcare environment to efficiently manage resources, not
only in the form of energy but also water that is stored and used
within the building,” says Neil Weston, Keraflo Sales Manager.

Keraflo will also be showcasing Tanktronic at the Heath Estates
Conference, an integrated electronic solution for water storage tank
monitoring and management. For the health estates manager Keraflo
means an end to accessing the water tank in order to take readings –
doing away with the time and effort involved. It also removes the risk
of human error, providing a user-friendly, slick and reliable
measurement and monitoring tool. 
www.keraflo.co.uk  +44 (0)118 921 9920 

KERAFLO SETS TO IMPRESS AT IHEEM 

Honeywell has been awarded a three-year service contract at the
University of Manchester Innovation Centre (UMIC) to maintain
essential building services for the multi-building site, where more
than 60 companies maintain offices and laboratories. Its portfolio
includes 260,000 sq ft of bioscience incubator facilities, 16 turnkey
and four modular laboratory suites and high specification office
space, in addition to modern conference and events facilities. To
maximise plant and equipment uptime, a resident HBS engineer
will conduct daily performance-based maintenance on all of the
building’s business-critical assets and will respond to any
equipment failures.

“We pride ourselves on being able to meet the requirements of
our tenants and we needed a partner that we could rely upon to
ensure these expectations are met,” says Yvonne Loughlin, Head
of UMIC. “We have a long-standing relationship with Honeywell
and appointed them based on their ability to respond quickly to
our needs.” 
www.honeywell.com 

HONEYWELL AWARDED THREE-YEAR SERVICE CONTRACT
AT UNIVERSITY OF MANCHESTER INNOVATION CENTRE 

The CEN European Standard for Pest Management Services sets out the requirements and
skills pest control companies need, to deliver a professional service. A draft of the
standard has been published for consultation – and one of the experts responsible for the
document believes it is vital that sectors which buy pest control services have their say.

Rob Simpson, Managing Director of professional pest control register BASIS PROMPT,
said: “This is a real opportunity for the pest control industry to align itself with what FM
customers want and expect, but for that to happen, we need input from the industry’s
major customers. "What do FM providers want services to look like? "What are the critical
behaviours, skills and information they need from pest management suppliers? “I would
urge everyone who stands to benefit from the UK having a world-class pest control
industry to read the draft and to help shape the final version.”

The draft is on the British Standards website at
http://drafts.bsigroup.com/Home/Toc/51554. There is a simple registration process, after
which visitors can comment on every section of the proposed standard, known as EN
16636. The deadline for feedback is November 4, 2013.

EN 16636 makes recommendations covering the whole pest management process,
topics include Root Cause Analysis, Client and Site Risk Assessment, Formal Client
Proposal, Delivering the Agreed Service and Formal Report and Recommendations. Mr
Simpson was on the committee that helped draw up the document.

To be eligible for BASIS PROMPT, pest control technicians need to have achieved the
Level 2 Award in Pest Management or Pest Control, and registration has to be renewed
each year, so members will always be aware of the most up-to-date techniques, products
and legislation.
www.basispestcontrol.co.uk  01335 343945

FACILITIES MANAGEMENT FIRMS ARE BEING URGED TO HELP
SHAPE AN INTERNATIONAL PEST MANAGEMENT STANDARD           

❯

Rob Simpson, Managing Director of professional 
pest control register BASIS PROMPT 

http://www.honeywell.com
http://www.keraflo.co.uk
http://drafts.bsigroup.com/Home/Toc/51554
http://www.basispestcontrol.co.uk
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Leading provider of lift
safety and
communication
systems Avire, ran a
competition at this
year’s Liftex to
demonstrate how
quickly its latest
Memcom emergency
telephone can be
programmed.

Trevor Biggs, from Orona, won a brand new 43” plasma TV after
programming Memcom to complete an alarm call in just one minute
23 seconds. “The new quick-start menu has made Memcom even
faster to program,” said a grateful Trevor.

Memcom is the first emergency telephone on the market that can
be programmed without codes or a programming tool. Thanks to a
new interface programming the unit is a simpler and more intuitive
process. Research during product development showed that the most
common cause of autodialler returns was incorrect unit
programming, rather than actual hardware faults. The backlit LCD
display decreases this likelihood as engineers can clearly see what
they are programming into the unit, even in a dark lift shaft.
www.avire-global.com  faye.wilson@memco.co.uk 

COMPETITION WINNER THANKS EMERGENCY TELEPHONE’S
SPEED OF PROGRAMMING 

EASYSHINE ELEVATES THE CLEANING STANDARD 

❯

Using the very latest ultramicrofibre
technology (with fibres 70% finer than
conventional fibres) Vikan’s outstanding
EasyShine must be the most productive
cleaning tool to achieve cost-effective, long
lasting cleaning results on glass and
polished metal surfaces. EasyShine cleans
in a fraction of the time of conventional
spray dusting, thus improving productivity
and reducing labour costs by up to 75%. 

EasyShine can be used on
glass, mirrors, ceramics,
plastic, laminates, stainless
steel and other polished
metal and glossy surfaces,
simply spray the mop or
cloth with water and clean
for a streak-free finish. The
telescopic handle extends
to a length of 80 cm allowing easy reach up to 2.5 m. Each kit
comprises a mop frame, five window mops, a short telescopic
handle, five lustre cloths for detail work such as hand rails and a
useful spray bottle. All cloths and mops come with Vikan's
standard 500 wash and use guarantee. 
www.vikan.co.uk  01763 716760

❯

As the leading electrical training provider in the UK, Trade Skills 4U
are again at the forefront of the industry. The courses they offer
from their state of the art Gatwick Training Centres have been
awarded Centre of Excellence status by the Institution of
Engineering and Technology (IET). In order to make the grade their
teaching methods, course documentation and staff were subject to
rigorous scrutiny by the IET.

There will also be further recognition for their foundation
courses, they
recently
became the
only courses
of this type to
be accredited
by City &
Guilds in the
UK. Already
cemented as
the UK’s No.1

City & Guilds electrical training company, Trade Skills 4U show no
signs of letting up and continuously strive to be at the forefront of
the industry, and have announced the opening of a new training
facility in Warrington as well as plans for a national network of
training centres. 
www.tradeskills4u.co.uk  info@tradeskills4u.co.uk

TRADE SKILLS 4U ELECTRICAL COURSES AWARDED IET
CENTRE OF EXCELLENCE STATUS 

NEW POTTERTON COMMERCIAL COMBI BOILER IN 
CARE HOME HEATING SYSTEM REFURBISHMENT 
Baxi Commercial has supplied
a new Potterton Commercial
iHE stainless steel condensing
combination boiler for
installation in a heating
system refurbishment at
Coppice Lea Care Home in
Merstham, Surrey. Operated by
Caring Homes, Coppice Lea is
an elegant Victorian house,
sympathetically converted to
provide the highest standards
of residential and nursing care
for up to 50 elderly residents. 

A major factor in residents’
comfort is the provision of a
warm and comfortable
environment with sufficient quantities of domestic hot water.
With these criteria in mind, it was decided to upgrade the
heating system with the Potterton Commercial iHE model. This is
the only boiler of its type on the UK market and it has been
described by a member of Caring Homes’ Facilities Management
staff as “more efficient and economical than any other product
currently available”. Compact and lightweight in design,it has a
small footprint, making it easy to handle and to locate.
www.pottertoncommercial.co.uk  0845 070 1055 

http://www.avire-global.com
mailto:faye.wilson@memco.co.uk
http://www.vikan.co.uk
http://www.pottertoncommercial.co.uk
http://www.tradeskills4u.co.uk
mailto:info@tradeskills4u.co.uk
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Offering a wide variety of designs, from earthy and realistic wood
effects to bright primary colours, Forbo Flooring’s Eternal range of
general purpose vinyl has helped to create a fresh and natural
looking interior design at Salad Bowl, a striking new healthy-eating

fast-food outlet in
Liverpool City
Centre.

Crave ID Interior
Designers said: “We
were presented with
a ‘healthy food on
the go’ brief and had
to translate this
philosophy into a
brand and an interior
scheme. “We decided
to use products from
Forbo’s Eternal Wood
collection, in warm

chestnut, and from the Eternal Palette collection in the bright green
colourway Apple – to integrate Salad Bowl’s branding into the floor.”

They continued: “Forbo’s Eternal collection also incorporates an
R10 slip resistance that meets the requirements of ISO 10582 and EN
649 – ideal where there is the need to protect staff and customers
from the slip hazards associated with food and drink spillages.” 
www.forbo-flooring.co.uk/retail 

FOOD ON THE GO IN STYLE THANKS TO FORBO

INTRODUCING THE REVOLUTIONARY REFLEX 
SYSTEM, NOW FROM TORK 
The revolutionary Reflex system is now
part of the Tork product portfolio,
helping to cut consumption and offer
cost savings to the hospitality, healthcare,
education and facilities management
industries. Previously a Lotus Professional
best-seller, the exceptional Reflex system
has become a new addition to Tork’s
'Wiping & Cleaning’ range, following the
acquisition of Lotus Professional by Tork
manufacturer SCA.

The Tork Reflex Single Centrefeed is
not only hygienic and cost effective, it
saves customers time because it requires
fewer refills and less maintenance. In
addition to this wall-mounted option, we offer a portable solution,
which is the first of its kind to offer controlled dispensing on the go.

Amelia Baker, SCA product and segment manager explains: “The
process of welcoming Lotus Professional’s best-performing systems into
our own product assortment has given us the opportunity to ensure the
Tork offering is market-leading and can meet the varied demands of our
customers.” 
www.tork.co.uk 

TRILUX has been specified by Kirklees Council in West Yorkshire to
upgrade the lighting in one of its largest car parks, Huddersfield
Market Hall, in central Huddersfield. The resulting lighting scheme
has seen the existing inefficient sodium lamps replaced with over
200 Nextrema LED luminaires, which have been selected to
improve lighting levels and aid safety and security, as well as
reduce maintenance costs and provide significant energy savings.

By switching from 100W sodium lamps, which used a total of
123 watts to TRILUX’s Nextrema LED luminaires, which reduced
this figure to 55 watts – Kirklees Council will reduce its energy use,
lower carbon emissions and make a financial saving of over
£10,000 per annum.

Additional savings will be enjoyed as time switches were also
installed, meaning that the lighting is switched off between 0:00
and 6:00,whereas in the past the lights were switched on 24 hours
per day, seven days per week. 
www.trilux.com/uk 

SAVING ENERGY FOR KIRKLEES COUNCIL 

GDF SUEZ, through its
Energy Services
business line, has
announced the
purchase of Balfour
Beatty’s UK Facilities
Management business
– Balfour Beatty
Workplace. The
acquisition will give
GDF SUEZ, through its
primary brand Cofely,
a strong position in
energy services, technical services & facilities management in the UK.
It is also the UK’s largest provider of District Energy.

Balfour Beatty WorkPlace provides a range of services to many
facilities nationwide, including numerous hospitals, schools and local
government establishments. The business is expected to continue to
provide FM services to Balfour Beatty’s current portfolio of social
infrastructure PPP assets in the UK and to collaborate with the Group
on the development of its investments in the future.

Commenting on the acquisition, Jérôme Tolot, CEO of GDF SUEZ
Energy Services, said: “This acquisition will consolidate the Groups
significant European position in energy and facilities services and will
also create a strong position for GDF SUEZ in the UK." 
www.cofely-gdfsuez.co.uk  020 8221 6530 

GDF SUEZ ANNOUNCES THE ACQUISITION OF BALFOUR
BEATTY WORKPLACE 

BUILDING SERVICES – INTERIORS – CLEANING & MAINTENANCE – ENERGY MANAGEMENT

Before After

http://www.cofely-gdfsuez.co.uk
http://www.cofely-gdfsuez.co.uk02082216530%E2%9D%AFFOODONTHEGOINSTYLETHANKSTOFORBOfast-foodoutletinLiverpoolCityCentre.CraveIDInteriorDesignerssaid:%E2%80%9CWewerepresentedwitha%E2%80%98healthyfoodonthego%E2%80%99briefandhadtotranslatethisphilosophyintoabrandandaninteriorscheme.%E2%80%9CWedecidedtouseproductsfromForbo%E2%80%99sEternalWoodcollection
http://www.forbo-flooring.co.uk/retail
http://www.tork.co.uk
http://www.trilux.com/uk
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Galtronics Corporation Ltd's in-building
antennas provide the ultimate coverage
solutions and are available in tailored and
off-the-shelf configurations. Galtronics, a
leading antenna provider, offers innovative
solution utilising both technologies, either
two spatially separated SISO antennas or one
co-located dual-polarised MIMO antenna.
These strategies have proven invaluable for
coverage delivery and crucial data capacity
immediately to today’s data hungry mobile

communication end users seeking 4G/LTE services. 
The PEAR in-building DAS antenna product line offers true omni

and first-class directional SISO and MIMO indoor antennas with high
gain and superior PIM performance.

The EXTENT product line is comprised of outdoor DAS antennas
along with narrow-beam width antennas for high-capacity venues
such as stadiums, convention centres, and transportation terminals.
The antennas are made of high quality materials and meet the
highest requirements such as halogen-free, low smoke, RoHS, etc...

With over 35 years of experience, Galtronics’ antennas ensure 
the ultimate experience via an extraordinary design and high 
quality interface. 
www.galtronics.com  +1-480-496-5100 

GALTRONICS IN-BUILDING ANTENNAS FOR 
ULTIMATE COVERAGE 

BENDERS INCREASES CAPACITY FOR ITS SUPER
INSULATED CUPS 

❯

Leading paper cup company, Benders Paper Cups is relaunching
its Super Insulated hot cups having recently increased
manufacturing capacity to meet growing demand. With a high
quality print finish in matt and gloss and contemporary design
options, the cup is designed to combine operational benefits
with superior insulation performance, stronger walls and a
sturdy, premium feel. It has been designed to deliver top of the
range performance and provide the best experience for today’s
discerning coffee drinker.

The patented
manufacturing process,
which is exclusive to
Benders in Europe, means
that the cup retains its
rigidity with no crushing of
the air gap between the
inner cup and the smooth
printed exterior surface.

The new manufacturing capacity, which was commissioned
last month, consolidates Benders’ position as part of the biggest
European cup manufacturing group. With further plans for
capacity increase later this year, the company has big plans for
its manufacturing output in 2014. 
www.benders.co.uk  01978 855661 

Fire Fighting
Enterprises has
upgraded its Fireray
5000 optical beam
smoke detector with
separate fire and fault
relays for two
detector heads
attached to a single
controller unit. This
means that one ground-level unit can control two heads but
any alarm or fault signal will be located to each specific head. A
history log has also been added, and power consumption has
been reduced even lower than on the original model.

In response to customer feedback separate fire/fault relays
were added; this feature will also enable systems to identify
which of the detector heads has been triggered. The separate
heads are independently configurable, with separate range,
alert threshold and delay settings possible.

This upgrade is fully backwards-compatible with existing
systems, and the new event history log stores up to 50 detector
events such as alarms, servicing and power status changes.
These new features complement the already advanced
detector’s laser-guided setup, motorised auto-alignment and
automatic gain compensation technologies.  
www.ffeuk.com  (0)1462 444 740  

MULTI HEAD UPGRADE FOR FIRERAY 5000 ADVANCED
OPTICAL BEAM SMOKE DETECTOR

NEW SERVICE OFFICE GIVES 
GEZE UK A HEAD START 
GEZE UK, one of the world’s leading manufacturers of door and
window control systems, has opened its new London North
service office. Based in Leighton Buzzard the service team will
support GEZE customers in the area from central London (W, WC,
EC postcodes) to Norwich, Oxfordshire and Milton Keynes,
offering quotations, technical advice and faster response times.

The new office complements the service teams based in
Glasgow, Newcastle, Bristol, Farnborough (London South) and the
Midlands team based at the company’s head office near Lichfield.

Their service director Steve Marshall said: “I am pleased we are
making this
investment in
service for our
customers.
From here we
will be able to
service our full
range of
products
including,
smoke and heat

extraction systems (RWA) and automatic operators as well as
those manufactured by other companies. The team will support
facilities managers in meeting the many and varied European
and UK standards and legal requirements." 
www.geze.co.uk  01543 443000 

❯

http://www.galtronics.com
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Following Derby City Council’s success at winning the national LGC
award for Business Transformation, they recently hosted a Conference via
sponsorship from OPEX whose postal processing and scanning systems
certainly played their part in this achievement. The ‘one Derby, one
council’ programme drove the upgrading of the council website and the
creation of new central teams like Business Support. It has saved the
Council £32 million by working more efficiently and also increased
customer satisfaction. 

The conference attracted over 100 delegates from as far away as
Portsmouth, Caernarfon in Wales and Gateshead. The aim was to
encourage other Councils to ask questions, share experiences and look at
lessons learnt. With the current economic climate and reductions in local
government budgets it is vital that Councils collaborate and share ideas. 

The OPEX portfolio embraced the AS7200i for fast and accurate
processing of incoming mail with single pass benefits to eliminate many
handling and sorting processes and the specialist DS2200 scanning unit
for capturing defined batches by subject and also secure sensitive
content. The combined solution has not just allowed Derby to go from
manual handling of mail to electronic distribution but has also offered efficiencies around the scanning of revenue and benefits packs,
digitisation of sensitive CYP documents and land registry archive, and allowed the scanning of the HR records library in the period of time
the equipment is not being used for inbound mail processing.

Paul Bayliss, Leader of Derby City Council, said: “‘one Derby, one council’ has been the catalyst for change in the Council. The success is
undoubtedly due to our strong leadership, a clear vision and the support and involvement of staff. Even in these tough financial times, we
have been innovating, finding better and smarter ways of doing things and we are proud to share these experiences with other Councils.” 
www.opex.com  01204 388838

OPEX SPONSORS PRESTIGIOUS DERBY CITY COUNCIL NATIONAL TRANSFORMATION CONFERENCE 

DOCUMENT AND RECORDS MANAGEMENT ADVICE 
Whether you are in a small or
large business, your records
are not usually at the forefront
of your mind, however, better
control of your documents or
data will give you benefits you
may not realise. 

Off-site dense secure
storage gives better working
environments and more
productivity in your business.
Rapid retrievals of your
documents avoid wasted
searching time, “that was
quick” is a frequent comment.
Management of records
ensures they are only kept as
long as necessary. Don’t just

think of a “box of documents” but of the service embodied in the
management of that box and its contents. As an alternative to
physical file retrieval the file could be scanned on demand to a pdf
format and e-mailed. 

Where are the disks of the software loaded to your computer? What
happens if disaster strikes; theft, fire or flood, do you have a remotely
stored disaster recovery box? 
www.anglianarchives.co.uk  01604 670964                                     

Partner companies HWM
and ASL Holdings will be
showcasing the latest
wireless communications
technologies for M2M and
smart metering
applications at The Energy
Event 2013. Visitors to
stands E05 and F04 will be
able to see the most
advanced, practical and

economical telecommunications products to suit almost any
application from two of the market’s leading remote data
monitoring specialists. 

HWM manufactures the Radio-Tech brand of radio-based
cost-saving water and energy monitoring products, and a range of
Radcom battery-powered dataloggers for smart metering
applications. ASL Holdings Ltd, which joined HWM in March, has
been a leader in machine-to-machine communications technology
for over a quarter of a century. Its products are already used in a vast
range of remote data monitoring applications, including smart
electricity and solar power meters.

With them working together, customers can expect to see new
levels of expertise, ease of use and functionality brought to the
facilities management market. 
www.hwm-water.com  (0)1633 489 479

WIRELESS ASSET MONITORING AND MACHINE-TO-
MACHINE COMMUNICATIONS AT THE ENERGY EVENT 2013 

BUILDING SERVICES – ENERGY MANAGEMENT – SOFTWARE & IT
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http://www.anglianarchives.co.uk
http://www.hwm-water.com


Complete Asset Protection

Marking

Mark, label and track all types of valuable assets 
within your organisation

Labelling Tracking

Ideal for managing the asset 

tracking needs of the organisation

Robust barcode scanners and 

hand-held computers to update 

 asset data remotely

Easy to use software interface, 

install and scan

Conforms to the government’s

control of asset guidelines

Uniquely numbered labels

Highly durable and suitable

for many types of surface

Use as part of an asset

tracking system

A range of tamper evident, void 

and barcode tracking labels to 

choose from

Permanent visible marking

for ICT and AV equipment

Instant identification

of property

Recommended by the Police

and Insurance companies

as a proven theft deterrent

UK Police preferred product*

For more information visit

www.selectamark.co.uk
or contact 

+44 (0)1689 860757

DA0106/1

Selectamark Security Systems plc, 

 1 Locks Court, 429 Crofton Road, 

Locksbottom, Kent, BR6 8NL. UK.

Selectamark is a registered trademark of:

* Selectamark visible marking is a Secured by Design accredited product

http://www.selectamark.co.uk
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