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Last month, the Royal 
Institution of Chartered 
Surveyors (RICS) took 
the gloves off in its 
battle with the other 
professional bodies 
to represent facilities 
management in the 
UK and worldwide. 
Launching its new 

Global standard for strategic facilities 
management (FM) guidance note at its 
impressive Parliament Square headquarters, 
the organisation set out its stall to be the 
one body to represent FM. 

The guidance note aims to help drive 
professionalism in the sector worldwide, 
and cement FM’s role in the achievement 
of wider corporate objectives. It offers best-
practice guidance to FMs and corporate 
real estate professionals on developing, 
implementing and evaluating a strategic 
property management plan. Sections in 
the document cover the understanding of 
corporate vision and adapting strategies 
to wider business objectives. This will 
ensure FM practitioners are given the 
skills to contribute directly to business 
plans and therefore become valued leaders 
in their fi eld. 

The note was put together by RICS’s 
Strategic Guidance Working Group, 
with input from UK and global bodies 
including the British Institute of Facilities 
Management, CorenetGlobal UK Chapter, 
Abrafac (the Brazilian FM organisation), 
the Business Services Association and the 
Hong Kong Institute of Housing, all of whom 
have small logos on the front cover of the 
heavily RICS-branded document. BIFM chief 

executive Gareth Tancred and operations 
chief James Sutton attended the launch, 
together with Facilities Management 
Association chief Chris Hoar (whose own 
organisation is about to disappear into the 
newly merged, but as yet unnamed FM 
body) and a host of FM press to see RICS 
assert its position. 

As if the guidance note wasn’t enough 
of a demonstration of RICS’s superior 
position, Johnny Dunford, the organisation’s 
global commercial property director, also 
announced its partnership with Workplace 
Law to produce a series of case studies on 
the FM industry. The case studies, which 
have been discussed for some time by other 
professional bodies and individuals within 
FM, will aim to demonstrate to people 
outside the sector the contribution that 
strategic FM can make to corporate aims 
and objectives. 

David Sharp, Workplace Law’s managing 
director, said there is widespread agreement 
within FM management circles that FM 
needs to prove its value. The case studies, 
which aim to educate and inspire, will tell 
the FM success story to business. They will 
be launched in January. 

With the FMA, Cleaning and Support 
Services Association (CSSA) and Asset 
Skills in the fi nal process of merging – a 
process the BIFM withdrew from earlier 
this year – there will be a period of 
understandable navel-gazing for the new 
organisation as it fi nds it feet in the market. 
This leaves the way open for the BIFM 
and RICS (which of course is a chartered 
body) to battle it out for the FM vote. 

While RICS has, without doubt, 
won the early rounds, the 

BIFM’s announcement that Julie Kortens, 
head of corporate services at Channel 4, 
will become its new chairman as of next 
summer might just prove to be its smartest 
move yet. Kortens is a well-respected (and 
universally well-liked) advocate of FM, a 
former BIFM FM of the Year and a senior 
volunteer, with considerable professional 
experience of the sector. 

Kortens could be the one to save the 
institute’s fortunes and help to put it back 
on track – if Bishop’s Stortford listens 
to her counsel. But there are six months 
before Kortens takes on the BIFM’s reins, 
and RICS is not going to rest on its laurels 
waiting for the BIFM to fi ght back. 

This is your fi nal FMJ for the year. Your 
next issue, out on 4 January, will feature 
a brand new look and even better content. 
In the meantime, we all wish you a 
very merry and restful Christmas and a 
prosperous new year.

RICS going for FM gold

 Comment
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WORKPLACE WEEK 2013 CONVENTION
12 Freelance journalist Jane Cahane reports 
from this year’s Workplace Week 2013 
Convention, held at PricewaterhouseCoopers’ 
(PwC’s) Thames-side headquarters in More 
London, part of a week-long showcase 
of innovations in working and workforce 
organised by Advanced Workplace Associates 
all in aid of UK children’s charity Children  
in Need. 

CASE STUDY: BARCLAYS BIKES 
18 It’s now a familiar sight to see cyclists 

weaving in and out of stationary traffic in 
central London. But since the Barclays Cycle 
Hire scheme was introduced, the clunky 
blue frame of the ‘Boris bike’ is steadily 
overtaking other bikes on the streets. 
Competitive cyclist James Cornford tries 
out the bikes and looks at the FM operation 
behind the scheme 
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22 This year’s winner of the BIFM Award 
for Excellence in Customer Service was 
Chiswick Park. So what does customer 
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Next month we will be talking  
to Sarah Bentley from the  

newly-merged FM association, and  
also taking a look at CAFM, Health 
& Safety, Office Relocation and 
Benchmarking. So if you have any 
thoughts or feedback please send your 
details to cathy@kpmmedia.co.uk

�
THE JANUARY 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.

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

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

SOCIAL MEDIA
14 Social media expert Katie King 
talks about the need to use clever 
online content to ensure offl ine 
purchasing success.

FM INSIDER
17 Tim Hoiles, chief operating offi cer at 
Trade Interchange, steps into the facilities 
manager’s shoes.

KPI SURVEY
16 In the latest FM Index KPI Survey, 
compiled by FMJ and Causeway, we take a 
look at some of the trends the survey has 
identifi ed since it began, with a particular 
reference to the use of technology

LEGISLATION UPDATE
30 George Adams, president of Cibse, 
explains the benefi ts, stages and 
challenges of offi ce refurbishment

FAST FACTS
38 GSH head of energy specifi cation 
and design Alex MacGregor explains the 
company’s forensic auditing approach, 
and how it can help you to make the 
right building management and energy 
decisions

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

Regulars

18

14 2612

satisfaction really entail? Freelance journalist 
Jackie Bennett Shaw talks to experts in their 
fi eld to learn how FMs can raise service levels 
to achieve customer service excellence 

INTERNAL LANDSCAPING
26 Kenneth Freeman, head of innovation 
at interior landscape company Ambius, 
advises facilities managers to use bespoke 
and nature-infl uenced Christmas decorations 
to add festive cheer to the workplace, 
and to help increase employee wellbeing 
and productivity
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Commercial property occupiers are not 
receiving sufficient accounting disclosure from 
their landlords around an estimated £8.4bn 
in service charges due to the commercial 
real estate (CRE) sector being unregulated, 
according to new research.

 The latest working paper from the 
commercial service charge consultancy 
Property Solutions, carried out by accounting 
professor Dr Andrew Holt of the Metropolitan 
University of Denver (a fellow at Kingston 
University, London), finds that accounting 
for UK commercial service charges, estimated 
at £8.4bn a year in total, varies substantially 
due to a lack of regulation. This has resulted 
in widespread poor practice, and prevents 
occupiers from carrying out meaningful 
planning and budgeting.

The research revealed that none of the 
leases formally mentioned whether the service 
charge accounts should be prepared on a cash 
or accruals basis or specified what should be 
reviewed as part of the audit of the service 
charge year-end certificates; not all leases 
included specific provisions that outlined the 
accounting requirements for the service charge; 

an inconsistent set of requirements/provisions 
in relation to the preparation of service charge 
certificates was evident; while none of the 
accountant’s reports contained a description of 
activities undertaken by the accountants.

 The report recommends that the industry 
adopt standard lease terms to ensure best 
practice in service management. It calls for 
regulation to offer protection to occupiers 
who often do not have access to specialist 
advice or comprehensive information. And 
it recommends education and training to 
ensure standards are maintained and are in the 
interests of all parties.

 David Barrass, managing director of 
Property Solutions, said: “Without clear 
guidance, there is a lack of consistency in 
disclosure of accounting principles and 
financial information in commercial service 
charge management. This prevents commercial 
occupiers from a fully transparent and 
meaningful analysis of and budgeting for 
service charge costs.”

 To download the full paper, visit: property-
solutions.co.uk/research-and-benchmarking/
accounting-and-service-charges/

CALL FOR SERVICE CHARGE REGULATION

• 27-28 January 2014
The Facilities Management Forum 
Radisson Blu Hotel, London 
Stanstead  
www.forumevents.co.uk

• 11 February
Workplace Futures  
Conference 2014  
The Crystal London  
www.workplace-futures.co.uk

• 4-6 March 2014
Ecobuild 
ExCel, London 
www.ecobuild.co.uk 

• 5-6 March
FM Ireland Conference & Exhibition 
RDS, Dublin  
www.fmireland.com

• 11-13 March 2014
Facilities Management 2014 
NEC Birmingham  
www.easyfairs.com

• 6-9 May 2014
ISSA Interclean 2014
Amsterdam
www.issainterclean.com

• 14 May 2014
ThinkFM
Kings Place, London
www.thinkfm.com

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

• 17-19 June 2014
The Facilities Show
ExCel, London
www.facilitiesshow.com/

• 26 June 2014
World FM Day 

• 17-19 September 2014
IFMA World Workplace
New Orleans, USA
www.worldworkplace.ifma.org

DATES FOR THE FM DIARY:

Commercial real estate services  
and investment firm CBRE has  
acquired hard services specialist 
Norland Managed Services for 
£250million. The pricetag could be 
upped by a further £50 million should 
Norland meet pre-defined contract 
terms and time specifications. The 
acquisition will add market-leading 
capabilities for CBRE to self-perform 
building technical engineering services 
in its UK and European Global Corporate 
Services (GCS) business, providing 
its client base with fully-integrated 
outsourcing services in the region.

Norland, founded in London in 1984, 
provides facilities and building technical 
engineering services to commercial real 
estate owners and occupiers primarily 
in the UK and Ireland and also has a 
growing roster of customers in the 
United States and Singapore. Norland is 
particularly well known for its expertise 
in critical environments, such as data 
centres and trading floors – a growing 
market segment requiring specialised 
knowledge and experience.

Norland’s 4,000 employees in 14 
offices serve more than 300 clients, 
including several blue-chip clients, 
many of which are also served by 
CBRE, such as Bank of America Merrill 
Lynch and State Street Corporation.

Flexible working is becoming 
increasingly the norm in Western 
Europe, with England leading the  
field, and Germany and the  
Netherlands following close behind, 
a new survey has found. The 
International Comparative Flexible 
Working Survey 2013, in which 400 
HR professionals in Germany, England, 
the Netherlands and Belgium were 
questioned, found that 64% of English 
organisations implemented flexible 
working more than a year ago; that 
figure fell to 57% in Germany and 48% 
in the Netherlands. Belgium lagged 
behind with 38% but it is predicted to 
catch up with its peers, as the survey 
shows it has the most companies 
currently in the middle of rolling out 
flexible working.

In the Netherlands, the most 
important motivation for flexible 
working was making cost-savings 
on buildings, accommodation and 
workstations. Conversely, in  
Germany, ‘higher staff satisfaction’  
and ‘changes in the external 
environment’ were the most important 
reasons for implementing flexible 
working, whilst in Belgium and 
England, organisations wanted to 
satisfy the needs of their staff for 
flexible working.

NEWSINBRIEF

FMJDATA  NEWS
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By law, you need to be licensed 
to play music at work.

You probably haven’t thought much about it. You’ve just got music on for your staff or customers. But did 
you know you need permission from the music’s copyright owners if you play music, TV or radio aloud 
at work? It’s the law. But don’t worry, to get that permission you simply need a licence from PRS for Music* 
(and in most cases, one from PPL** too). PRS for Music is a membership organisation that acts on behalf of 
songwriters and composers to ensure they’re paid for the use of their work. So if you have music playing, 
ask  PRS for Music  how  you  become  licensed  to  listen  today.

Contact PRS for Music on 0800 694 7344
or at prsformusic.com/musicatwork

*PRS for Music licences cover the vast majority of music originating from the UK and all over the world.  However, if you play music that is outside of PRS for Music’s control, you may need an additional 
licence from the relevant copyright owner(s). You will require a TV licence as well if you are using a TV in your premises. You do not need a licence from PRS for Music in the unlikely event that all the music 
you play is out of copyright or is not controlled by PRS for Music. **PPL collects and distributes royalties on behalf of record companies and performers. Further info at ppluk.com. All music licences are 
required under the Copyright, Designs and Patents Act 1988 which stipulates you must gain the permission of the copyright owner if you play music in public (anywhere outside the home environment).

http://www.prsformusic.com/musicatwork
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The London Worktech 2013, hosted 
by Unwired in the alternately freezing 
and warm Clore auditorium of the 

British Museum on 19−20 November, 
featured international thought leaders 
Jeremy Myerson, Dave Coplin, Frank  
Duffy, Charles Handy, Ben Waber, Philip 
Ross, Erik Veldhoen, Greg Lindsay and 
others, who offered insights on how 
revolutions in technology and work are 
shaping our future. 

Marking the 10-year anniversary of 
Worktech, held throughout the year in 
cities around the world, this year’s London 
convention was the biggest-ever event, 
with between 270−300 attending over 
the two-day programme. Benugo supplied 
the feasts to fuel the programme, skilfully 
demonstrating how a café ambience can 
contribute to collaborative conversation –  
a key ingredient in the workspaces of 
the future. 

Day 1 focused on the issues of 
collaboration, technology and people, with 

Jeremy Myerson, director and Helen Hamlyn 
chair of design the Royal College of Art, 
chairing and poet-in-residence Matt Harvey 
wittily delighting the audience with poems 
on the things we love and loathe about 
work. Future Work author Alison Maitland 
chaired Day 2, which featured world-leading 
Anglo-Irish social philosopher and author 
Charles Handy’s series of ‘conversations’ 
on the future of work and life.

 
Towards new ways and spaces for working 
Microsoft UK’s ‘chief envisioner’ Coplin and 
Ross, chief executive of Unwork, opened 
the event on Day 1 by discussing the 
reasons “why work isn’t working”, touching 
on the twin themes of productivity and 
commercial real estate. 

Author and Sociometrics Solutions 
founder Waber, an MIT scientist, explained 
how we generate data through social 
media, and how metrics derived from these 
reveal our engagement and productivity 
levels. He shared case studies of global 

banks and Yahoo! to prove that real 
interactivity – hence, productivity – often 
happens during lunchbreaks or meetings 
in corridors, revealing the need for social 
connections across physical and virtual 
workspaces that include the crucial face-
to-face element. 

Next, Philip Vanhoutte of Plantronics 
talked about the ‘Trouble with technology’ 
and the ‘Trouble with people’. Echoing 
earlier gripes about broadband and email 
crashes, and the issue of human ‘partial 
attention disorder’, he prophesied that 
email will be dead in 10 years, and urged 
using a single central communication 
network to resolve connectivity tone-
of-voice ergonomics improve meeting 
engagement levels. 

Simon Ward of Cushman & Wakefield 
spoke on the lessons from the technology, 
media and telecomms (TMT) sector. He 
said buildings’ primary purpose is to serve 
interaction – therefore, they should provide 
an attractive, flexible, workspace ‘home’ 

WORKTECH 2013: 
WIRING UP TO THE FUTURE  
OF WORK AND THE WORKPLACE

FMJDATA  NEWS

Delegates listening to the panel debate on Day 1
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that conveys an organisation’s brand 
and values, in the same way the central 
nervous system connects arteries. He  
also spoke of the ‘rise of the introvert’  
and the need to design buildings to 
facilitate their contributions. 

After lunch, delegates divided into 
two auditoriums featuring a range of 
speakers and panel debates on the future 
of HR and corporate real estate and 
mobility. Speakers representing Glimma, 
HermanMiller, Cipd, Cisco, Arcadis, 
Unilever, Steljes, Mitie, Marketing Doctors, 
ZZA and Regus shared solutions such 
as using Lync and SMARTroom systems 
to enable remote workers to participate 
in face-to-face meetings, and making 
‘empty’ or unused building space work (for 
example, a car dealership increased its 
revenue by 50% by adding a Wifi workspace 
to its waiting room). They also emphasised 
the need to value the diversity of the 
workforce, and argued for cohesion in  
the interface between FM, HR and  
the workspace. 

Adryan Bell from Johnson Controls 
and Jim Newton from McLaren Applied 
Technology then spoke on how to capture 
and analyse real-time building data, and 
included lessons from managing the rapid-
change operations behind Formula One.

You-Topia author Veldhoen concluded by 
describing the virtual workspace. He said 
the old paradigms and ways of working, 
with a safe 9–5 job and hierarchical 
structures, are being replaced by 24/7 
connectivity, creating greater opportunities 
to carve a work-life balance. This makes 
the virtual space the real ‘home’ for 
activity, signalling the end of the corporate 
commercial centre and the rise of 
autonomous, locally based ‘craftsmen’.

Discussions continued at the following 
networking drinks reception and a  
VIP dinner. 
 
Shamrocks, doughnuts,  
Pollock and portfolios 
The Day 2 session kicked off with a short 
talk from the British Museum curator 
relating past historical innovations to the 
present. Then Handy addressed the crowd 
with talks concerning the new workforce, 
the new lives and designing the future. At 

the end of each topic, the audience  
were asked to discuss questions  
triggered by the talks among themselves, 
and invited to join Handy in the ‘empty 
chair’ on stage.

Handy began by describing the 
current workforce as a shamrock, with 
the leaves representing three types of 
workers – from the ‘core’ staff on the top 
leaf to contractual staff on the second 
and specialist temporary help on the 
third – and then as a jam-filled doughnut 
representing a core staff surrounded by a 
flexible workforce. He said technology was 
driving the shift from mysterious leaders in 
corporate glass towers to a more globular, 
doughnut-like rule, with power devolved to 
external workers and the core overseeing 
a Jeffersonian federation of doughnuts. 
Future society will resemble a Jackson 
Pollock painting, with multiple lines 
representing swarms of connectivity.

Handy also described the ‘disappearing’ 
middle as more people adopt a ‘portfolio’ 
pattern of work, including everything from 
full- and part-time/specialist consultancy 
work to ‘home work’ and voluntary 
activities. True fulfilment is no longer about 
a career, but about achieving eudomonia 
(Greek, meaning fulfilment), which is 
ultimately “doing your best with what 
you’re best at for the sake of others” with 
the mantra of ‘passion – people – profit’. 
He then discussed the need to prepare 
for one’s own career sigmoid curve in the 
remaining 30 years of life so as not to 
become another ‘used to be’, but a  
‘hope to be’.  

Serendipity and the city 
After Handy’s enlightening series, CBE 
Frank Duffy introduced the theme of 
‘Justifying place in an increasingly virtual 
world’, which focused on cities and the 
multiple opportunities for serendipitous 
connections they offer. 

Claudia Hamm-Bastow of Jones Lang 
LaSalle followed with her talk on the ‘god 
particle’ of measuring productivity in the 
workplace. She discussed the differences 
between what Gen Y and Z want from 
work, and said workspaces should be 

designed 
around 
processes, 
with 
engagement 
and business-
critical 
functions as 
priorities. 
The concept 
of designing 
around 
function 
was then 
illustrated by 
Studio O+A’s 
Primo Orpilla’s 
presentation, 
which showed 

how various building designs in the West 
Coast had created a seamless blend 
between work, play and lifestyle to achieve 
a 24/7 productivity and reflect the lack 
of boundaries in the Gen Y/Z mind. These 
workspaces increasingly blurred the line 
between café and office, pointing to a 
global trend already in evidence in offices 
such as PwC’s More London building.

Then there was a panel debate on the 
future of the financial workplace featuring 
Martin Evetts from Haworth, Les Peters 
from Morgan Stanley, James Maddock from 
DTZ and Tim Yendall from RBS Choice. 
While many banks are endeavouring to 
adapt a more flexible way of operating to 
attract staff and customers, others were 
still stuck in stiffly hierarchical modes.

The last speaker was FastCompany 
journalist Lindsay, author of Aetropolis: The 
Way We’ll Live Next, who expanded on the 
theme of urban serendipity – defined as 
“finding things you didn’t know you were 
looking for” – and how to engineer this. 
The sheer proximity of buildings in cities 
creates opportunities for a “maximum 
amount of collisions between people” 
that spark innovations. He also mentioned 
advances in technology, such as facial 
recognition software and LiquidSpace, 
which alert you to the proximity of your 
connections and the availability of meeting 
rooms in a location.

In closing, chair Alison Maitland 
summarised some of the main highlights 
from the two days, which were no doubt 
as many and varied as each delegate 
attending.

Chair Jeremy Myerson opens Worktech 2013

Bridget Hardy takes to the empty chair 
with a burning question for Day 2  
speaker Charles Handy
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people
The

Michael Cant awarded honorary fellowship

The British Institute of Facilities Management has 
confirmed that Julie Kortens, head of corporate 
services at Channel 4, will be the 12th chairman 
of the Institute. Ian Townsend, business director 
at Norland, is to be the new deputy chair. Both 
start their two-year tenure in July 2014.

Highly regarded within 
the FM industry, Kortens 
is head of corporate 
services at Channel 
4. Her responsibilities 
include FM and 
corporate real estate, 
as well as the Channel 
4 indirect procurement 
function; business 
continuity; corporate 
responsibility; 
and the archives 
& document 
management team.

The chair and 
deputy chair are 
voluntary roles.

BIFM confirms Julie Kortens 
as new chairman and Ian 
Townsend as deputy 

Interserve has appointed Caspar Ridley as 
national director for health across its  
support services business in a move that 
recognises the increasing scope and range  
of the company’s services to the health and 
care sectors.

Caspar has a wealth of experience in the 
healthcare sector, including roles as chief 
executive and strategy director at two NHS 
Acute Hospital Foundation Trusts. He will 
have direct responsibility for facilities and 
estates management across 29 acute and 
community hospitals, 95 mental health units 
and 96 primary care centres across the UK, 
including the University College London Hospitals NHS Foundation Trust. 

Interserve has been delivering healthcare and social care services to 
the NHS and private sector for more than 20 years. 

Interserve appoints new  
national director for health

Dennis Hogan has been appointed 
as managing director for Compass 
Group UK & Ireland, effective from  
1 January 2014. Dennis replaces  
Ian Sarson, who is moving to a new 
role as director of healthcare & 
senior living for Compass Group in 
Europe & Japan. Both Ian and  
Dennis will report directly to Andrew 
Martin, Compass Group chief 
operating officer, Europe & Japan.

Hogan joins the UK & Ireland 
business from Compass Group North 

America. He has been with Compass for 17 years in a number 
of operational and finance roles.

Building Services Research and 
Information Association (BSRIA) 
has announced that Julia 
Evans will take over the role as 
chief executive in May 2014 
when Andrew Eastwell takes 
retirement from the company.

Evans is presently chief 
executive of the National 
Federation of Builders, which 
campaigns on issues impacting 
the construction industry. She 
represents the industry at  
high-level government and 
industry forums, and is an 
active media commentator  
and policy influencer.

BSRIA appoints new chief executive

Michael Cant, chief executive 
of Larch Consulting, has been 
awarded an honorary fellowship at 
Glyndwr University in recognition 
of his contribution to the university 
and to the field of facilities and 
infrastructure strategy.

Cant recently completed a term 
as chair of the board of governors. 
His relationship with the university 
began when it was still North East 

Wales Institute of Higher Education. His work as a strategic 

and executive board advisor – involving assessing corporate 
structure, governance, and building and  
campus operations as the organisation made its journey to 
university status – quickly saw him invited onto the board.

During Cant’s time as chair of the board, the university 
took some radical decisions about its approach to estate and 
infrastructure. This included buying the Racecourse Ground 
in Wrexham, the oldest international football ground in the 
world. The bold repurposing of this space means the university 
now has a whole range of new facilities, and can host major 
international sporting events, as well as supporting academic 
and student residential needs.

Compass Group UK &  
Ireland appoints MD
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CONTRACT WINS AND PARTNERSHIPS

FMJDATA NEWS

Specialist cleaning contractor Julius Rutherfoord has been selected to clean the 
Royal Botanic Gardens, Kew, London’s only Unesco World Heritage Site and one of the 
world’s eminent centres for research and conservation in plant biodiversity.

A total of 30 operatives will clean the offices, laboratories and public areas 15 hours 
a day across the large and varied 300-acre site. This requires experience in a number 
of cleaning specialisms to manage the scientific research sites, galleries, and 40 
listed iconic buildings – including Kew’s famous glasshouses – which are enjoyed by 
over one million visitors each year.

Part of Julius Rutherfoord’s successful bid involved the deployment of bicycles with 
trailers for fast, efficient and environmentally friendly movement of cleaners across 
the large site, and an electric buggy for the distribution of supplies. All equipment, 
including 30 green Henry tub vacuums, will be individually asset-marked to ensure no 
cross-contamination within the site.

A ROYAL WIN FOR JULIUS RUTHERFOORD

Charlton House has won the bid to cater 
for The Maidstone Studios, the UK’s 
largest independent TV studio facility.  
The contract includes providing breakfast, 
lunch and snacks, plus full hospitality 
services for up to 800 staff, film crew, 
cast members and studio audience.

Fosse Shopping Park in Leicester has 
reappointed Regent Samsic to provide its 
cleaning and security services, including 
maintenance and park presentation 
services.

Compass has been awarded a five-year 
contract to supply the catering at The 
Queen Elizabeth II Conference Centre 
(QEIICC) in London. The five-year deal, 
worth in excess of £20m, will see 
Leith’s, a Compass sport, leisure and 
hospitality brand, work in partnership 
with the centre to create a new delegate 
experience by introducing a new range of 
food concepts and creative menus. 

Mitie has secured a five-year contract 
with the Bank of Ireland to deliver 
services including engineering 
maintenance, cleaning, landscaping, 
waste, pest control, reception and 
mailroom across sites in Ireland and 
Great Britain. 
 
Norse Commercial Services subsidiary 
Suffolk Coastal Services has been 
reawarded the waste management 
contract for the Hutchinson Ports (UK-
owned port of Felixstowe). The three-
year agreement includes road and site 
cleansing, weed control, interceptor 
services, gully cleaning, general waste 
management, recycling and hazardous 
waste management.

Macro has won a three-year contract 
with Siemens Real Estate to manage 
the facilities services of its entire UK 
and Ireland property portfolio of over 80 
Siemens properties. 

Carillion has been selected by the 
investment bank Nomura for a five-year, 
£20m contract to provide engineering 
services to its operations in the UK. 
This builds on the existing eight-year 
relationship between the organisations.
 
Sodexo has extended its contract with 
Birmingham City University for a further 
two years.
 
For the latest contract wins and 
partnerships visit www.fmj.co.uk or  
follow us on Twitter @fmjtoday

Mitie has been awarded a 10-year, £177m contract with Hammersmith and Fulham 
Council to carry out housing repairs and maintenance to over 17,000 properties 
across the London borough. As part of the contract, Mitie is delivering a 24/7 contact 
centre that provides a flexible appointment system enabling residents to select 
convenient times for repairs to take place. Mitie’s approach to service delivery is 
expected to save the borough £20m on its repair bill over the next 10 years.

 Cllr Andrew Johnson, cabinet member for housing, said: “The council carries out 
around 50,000 repairs a year, and when we ask residents what matters most to them, 
repairs comes out on top time and again. We look forward to a long and successful 
partnership with Mitie that will further improve standards and achieve the best value 
for money deal for residents possible.”

This is the second strategic partnership Mitie has with the council, having being 
awarded a three-year, £30m cyclical painting contract earlier this year.

MITIE AT HOME IN HAMMERSMITH AND FULHAM

ALL HANDS ON DECK FOR THE CANAL AND RIVER TRUST
The Canal and River Trust has agreed improved contracts with its existing providers 
of day-to-day maintenance services across the national network of canals and rivers. 
Fountains, part of the OCS Group, will continue to provide vegetation and environmental 
services including grass cutting, maintenance of hedges and trees, cleaning of facilities 
and floating litter collection from some of the country’s busiest urban waterways.

Biffa will handle all waste and hazardous material from the trust’s mooring sites, 
facilities blocks, offices and operational depots. More recycling bins will be introduced, 
and there will be increased sorting of waste disposed of in regular bins. A minimum of 
50% of waste disposed of in bins and skips will be diverted from landfill.

The contracts, between them worth over £10m a year, will ensure greater consistency 
in standards across the network and will deliver savings that can be invested in other 
important maintenance works.

©RBG Kew

http://www.fmj.co.uk
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Around 60 delegates attended this year’s 
Workplace Week 2013 Convention, held 
at PricewaterhouseCoopers’ (PwC’s) 

Thames-side headquarters in More London 
on Tuesday 5 November and organised by 
Advanced Workplace Associates (AWA). The 
convention was part of a week-long showcase 
of innovations in working and workforce, 
with 90-minute visits at leading organisations 
including Innocent Drinks, RBS, Network Rail, 
Department for Education, BBC and Lloyd’s of 
London, and various fringe events at KPMG, 
Kinnarps, HermanMiller, Asos and Colebrook 
Bosson Saunders, all in aid of UK children’s 
charity Children in Need.

The convention, entitled ‘Driving 
productivity through the connected 
organisation’, focused on achieving a 
connected or ‘kinetic’ organisation within the 
key service areas of finance, infrastructure, 
change management, intellectual capacity, 
facilities management and HR, with an 
additional emphasis on employee happiness 
and social networks. PwC’s UK head of 
facilities Paul Adams hosted the event, and 
Karen Plum of AWA led the programme.

The talks began with IBM’s head of 
financial services research Keith Saxton 
speaking on ‘the connected bank’. Saxton 
said a key factor in the global banking crisis 
was an over-reliance on outmoded legacy 
systems and IT, and explained the ways IBM 
is modernising its financial services through 
utilising Cloud computing and interactive 
videos. He acknowledged that despite the 
challenges of digitising the entire financial 
system, the main challenges were cultural and 
linguistic – particularly for senior managers. 
Saxton prophesied that banking will be 
unrecognisable within 10 years as banks are 
‘born in the Cloud’.

BDO’s communications director, Nick 
Wright, standing in for chief operating officer 
Mark Sherfield, spoke on ‘Transitioning to the 
connected organisation’. In BDO’s experience, 
this was catalysed by the two main drivers of 
planning for the Olympics and their merger 
with accountancy firm PKF, which created the 
need for BDO to add another 400 staff to the 
existing 800 and move into a single office at 
55 Baker Street within nine months. 

A main component in their successful 
transition to more ‘agile’ working was the 
appointment of 15 ‘change champions’ from 
across different work and geographical areas 
to convey management objectives, dispel 
office ‘myths’ and smooth the way with 
peers. Sherfield also added by video that it is 
essential to make the data change transparent.

After coffee, AWA’s managing director, 
Andrew Mawson, delivered the keynote 
address on ‘Managing Intellectual Capacity 
and the Kinetic Organisation’. He explained 
that managers need to recognise that people 
have a limited intellectual capacity, and not 
overload them – hence the need for a more 
‘kinetic’ organisation. This involves making 
the most of the human capital, streamlining 
resources, becoming fluid rather than moving 
from one form of ‘stability’ to another, and 
replacing a ‘silo’ or hierarchical management 
structure with a collaborative approach

Mawson advocated identifying various 
key people within a workplace, including a 
‘wise owl’ (centre of knowledge) and ‘agility 
controller’ who could help to integrate the 
individual ‘tribes’ within an organisation and 
maintain its overall agility. 

Louise Marshall, head of infrastructure 
and services at Brother, backed up Mawson’s 
theoretical model with a case study of how 
Brother successfully transitioned from being a 
hierarchical, silo-based organisation with an 
assembly-line manufacturing mentality to a 
more people-based, kinetic one. 

She led a group exercise in organisation 
and workplace change, in which convention 
participants were asked to identify and 
prioritise the main factors in implementing 
these changes. Marshall then explained how 
Brother had effectively altered its culture by 
utilising champions, changing the language  
to be more about colleagues and customers, 
and rolling out new technology for meetings 
and social interaction such as Yammer  
and Sharepoint.

After lunch, The Royal Institute of 
Chartered Surveyors’ (RICS) global 
commercial property director Johnny  
Dunford spoke on ‘The Role of FM in the 
Connected Organisation’. Dunford shared 
his ideas on sustainability and the need 
for greater collaboration between facilities 
management professionals, and explained  
that RICS’ involvement in FM was about 
equipping FM professionals for an 
increasingly strategic role in shaping the 
workplace of the future, a reprisal of his talk 
at the RICS launch of its new guidance note, 
Strategic facilities management.

The focus then shifted to the connected 
workforce, with Jessica Pryce-Jones, founder 
of the iOpener Institute, speaking on ‘The 
science of happiness’ in the workplace. Her 
research revealed that retention figures were 
misleading, with intention to quit increased 
to within 18 months; she also commented 
that the ‘spillover effect’ of unhappiness from 
work to home was greater than the converse. 

Liz Nottingham, regional HR director for 
Starcom MediaVest Group, talked about 
attracting, inspiring and retaining talent, and 
gave examples of how Starcom had used 
various ‘outside the box’ strategies (such 
as employing a Buddhist monk to teach 
meditation techniques) to help staff become 
more focused, energised and productive. 
Nottingham also advocated using Relate-
style sessions to help bridge the gap in values 
between Generations X and Y.

Lastly, Roland Openshaw of Innovation 
Workplaces, formerly Pfizer’s global leader for 
workplace strategy, spoke on analysing social 
networks and email traffic to see whether 
people are communicating across disciplines. 
He identified various key figures within an 
organisation and urged harnessing those 
who can span disciplinary boundaries and 
therefore act as ‘change agents’. Openshaw 
also commented that just moving everyone 
into cool new buildings without changing 
the actual management structure would not 
achieve enhanced productivity.

Rounding up, Plum and Adams reported 
the results of the survey, which showed 
delegates elected professional productivity, 
collaboration and innovation as their top 
three topics for further study for AWA’s 
current research project. They then handed 
out the prizes from the raffle tickets – 
including an oversized stuffed Pudsey, sold 
to raise money for Children in Need, and 
delegates adjourned for drinks at nearby 
London & Partners’ The Best Room in London. 
• By Jane Cahane, freelance journalist

Preparing for a connected future: 
Workplace Week 2013 Convention

WORKPLACE WEEK 2013

Making connections: Delegates  
networking at Workplace Week 2013



• Fixed Wire Electrical Test and Inspections
• Portable Appliance Testing
• Load Monitoring/Recording
• Thermographic Surveys
 
As a leading key service provider we operate throughout the UK and 
Channel Islands providing a very competitive “best value” service 
which has become very well recognised throughout the Facilities 
Management market
 

Please contact us for immediate attention 

Email:  qcltd@quantectest.co.uk

Phone: (01634) 865750

Fax:     (01634) 861195

www.quantectest.co.uk

The electrical inspection
and testing specialists 

At the heart of the facilities 
management industry

www.facilitiesshow.com/fmj

The world’s largest dedicated facilities
management event, Facilities Show, has
moved home and will be at the award winning 
London ExCeL, 17-19 June 2014.

It’s never too early to start planning your visit 
- save the date and get ahead of the crowd by 
planning your trip now!

Don’t miss out, visit the website for 
exclusive hotel deals and travel advice...
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@facilities_show
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SOCIAL MEDIA
IN MY VIEW – KATIE KING

With more and more people ‘window shopping’ online, retailers need to use clever content to 
entice customers to make purchases offline. The same is true for facilities managers, says 
Katie King, managing director of Zoodikers

Latest stats suggest 
that 81% of people 
search online before 
making a purchase 
offline – I know I do, 
and I’m sure you do, 
too. Although it is 
important, it’s no 
longer just about 
searching to be  
sure that we are 

getting the best price. We also want to  
see what other products or services  
are out there to be discovered, and what 
people are saying about them. For facilities 
service providers and managers, it’s an 
important consideration.

Positive word of mouth has always been 
highly sought after by marketers, as the 
opinion of others is an incredibly powerful 
influencer. This word-of-mouth scenario is 
now playing out online, where people discuss 
products, provide their reviews and ratings, 
and also air their complaints on everything 
ranging from stationery to broadband 
services. These opinions and reviews  
directly influence what we buy, whether 
online or offline. 

The convergence of offline and online 
purchasing is already well under way at 
some of the UK’s best-known brands. 
For example, the much-loved John Lewis 
Christmas ad has already hit the TV screens, 
as well as permeating online and mobile 

platforms. Yet this is no accident. The team 
at John Lewis actively sought to make the 
company the nation’s favourite retailer. 
They established early on that 60% of its 
customers researched products online before 
visiting a store, so they decided to make the 
interactions seamless across in-store and 
online channels. They pioneered the concept 
of the seamless customer experience, and 
their efforts are now paying dividends

The same logic applies to FM. Business 
customers are even more prolific devourers 
of online content, and it is important to  
be seen where your customers are  
looking – at just the right points in the 
purchasing process.

Advertising is expensive; therefore, to 
really enter into the subconscious of our 
minds, brands need to repeat their message 
over and over again. Messages from brands 
in the form of advertising are outbound 
through TV, radio, print, email or direct mail. 
Advertising was traditionally designed to be 
disruptive, to interrupt our day by extolling 
the brands virtues, and so enticing us to buy.

Times have changed. Big brands still have 
big budgets, but even they realise the value 
of social media and shared content. Social 
media channels are not disruptive in the 
same way as advertising, as people are only 
going to look at what appeals to them. The 
animated John Lewis ads featuring the bear 
and the hare are not only appealing to the 
customers the retailer expects to attract, 

but also evoke the emotion of consumers 
around Christmas time in order to start a 
discussion around the brand.

Developing interesting content is where 
FMs need to think beyond the products and 
services they provide. They need to delve 
into how to reach people in a way that 
impacts them. This could start with  
a discussion around hospital food or in 
airport facilities during the Christmas 
season, for example.

Smaller, smarter and more innovative 
companies are levelling the playing field by 
adopting social media. Being clever with 
online content and making it engaging, 
informative and optimised will make sure a 
wider prospective audience discovers it.

As John Lewis’s managing director, Andy 
Street, says: “Customers research in one 
place and shop in the other, and they can 
buy in one place and pick up in the other 
– the art of sales is consistency across 
channels, so the whole approach is to 
make it channel-agnostic. They’re not even 
supposed to know, see or realise which 
channel they’re using because it’s one 
overall customer offer.”

People do not like to feel that they are 
being sold to, so adopt a subtle approach 
and develop some enticing content. It’s not 
an exact science, but it never really has 
been. It’s simple enough to look at what 
works and use that – even if it turns out to 
be a video of a bear and a hare.

Appealing content is a bestseller

John Lewis Christmas 2013 television advert still
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ROUND UP
KPI Survey

In the latest FM Index KPI Survey, compiled by FMJ 
and Causeway, we take a look at some of the trends 
the survey has identified since it began, with particular 
reference to the use of technology

IN THE NEXT ISSUE
Next month’s report in FMJ will continue to review resource management, taking a closer look at management processes.

�

In the latest FM Index KPI survey, 74% of respondents were  
in-house FMs or FM providers with responsibility for a single client 
organisation, with the remaining 26% made up of FM service 
providers with responsibility for more than one organisation.

In looking at the management of bookable resources, we focused 
on those respondents in the first category to gain an insight into 
how individual organisations approach this task. These comprised 
46% from the public sector and 54% from the private sector.

Since the survey began, there has been a general increase in 
the types of resources that staff are able to book. The figures for 
core resources such as meeting rooms, conference rooms, etc, are 
illustrated in figure 1 (we didn’t ask about hot desks in 2006). 

This broadening availability corresponds to the increased 
sophistication of the systems used for managing bookings, with 
82% of respondents now using software for this purpose.

We also asked FMs about which of these resources were 
experiencing increased demand, and these are shown in figure 2.

In addition to wider availability of the core resources described 
above, there has also been a broadening of the types of resource 
that can be booked, and again this can be attributed to the 
increased functionality of booking systems. The survey has been 
exploring these additional resources since 2010 and the data is 
shown in figure 3. 

During the challenging economic conditions of the last few years 
many organisations have began to appreciate the value of space 
as a resource and to manage it more effectively. This has often 
resulted in a re-structuring of space allocation, often with the 
objective of reducing the overall size of the property portfolio by 
increasing staff densities.

This trend is reflected in changes the survey has revealed in the 
proportion of portfolio allocated for different purposes, a metric 
that has been included in the survey since 2008. Since then, 
the percentage of portfolio allocated to general office space has 
increased, while allocation of other spaces has diminished. These 
figures are shown in figure 4.

Resourceful management

James Atkinson 
director, Causeway 

Bookable spaces are valuable resources that need to 
be managed efficiently. So it makes sense to utilise the 
software tools that are available to make bookings easier 
for customers while also facilitating strategic reporting  
for FMs.
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INSIDER

Facilities Management Journal:  
How does it feel to be in the facilities 
manager’s position?
Tim Hoiles: It’s clearly very different from 
my current role at Trade Interchange but 
my experience and our work with FM 
providers give me some insights. In many 
ways facilities managers are custodians of 
their organisation’s brand and, where FM 
is outsourced, their clients’ brands - that’s 
a big responsibility. The FM role has a wide 
remit, encompassing compliance, health 
& safety, environment and more but the 
fundamental challenge is risk management. 
It’s important to be able to work at all 
levels, to have knowledge across the 
organisation and to remain flexible.

FMJ: What experience do you have  
prior to this?
TH: If my career had taken a slightly 
different path I could have moved into FM. 
I worked in the hotel industry for a while, 
including in front of house roles, before 
joining food service company Brakes. 
I moved from product management to 
purchasing. So I can certainly appreciate 
one of the toughest facilities management 
challenges – providing great food and 
customer service to a strict budget. I now 
work very closely with some major brands 
and market leading businesses at TI.

FMJ: What skills do you think are imperative 
to the facilities manager’s role?
TH: FMs must be able to communicate with 
everyone from a cleaner to a CEO. They 
need to be able to juggle many different 
tasks and probably a few hot potatoes as 
well! They are often described as jacks of 
all trades and masters of none. It’s true 
that FMs will call on experts and those 
with different skillsets to supplement their 
own knowledge but they must know enough 
to go to the right people and to be able to 
question the advice they receive. A good 
sense of humour is also vital given the weird 
and wonderful things that can happen in FM.

FMJ: What major challenges do you 
envisage facing?
TH: The key challenge must be to manage 
governance and compliance across the 
facilities management remit against the 
background of changing legislation in the 

UK, the EU and globally. The economic 
environment, which is still uncertain, means 
that budgets are still constrained so FMs 
are under pressure to make the best use  
of all assets, from space to plant. 
Negotiating really good contracts with 
suppliers and keeping them under review  
is part of the response.

FMJ: How are you going to deal with the 
reality of a reduced budget?
TH: Managing suppliers effectively, with 
better information will be central. I’d want 
to give visibility to the process for different 
parts of the organisation. I’d provide a 
“dashboard” that’s relevant to the person 
viewing it, so they get just the information 
they need, in the way they like to view it.

I’d look to reduce the silos of information 
that are created when different parts 
of the business gather information for 
their own use. I’d also seek to relieve 
the administrative burden of information 
collection. Too much time is spent 
requesting and chasing information. A 
good supplier information management 
system (SIM) enables suppliers to provide 
what’s needed directly themselves. A live 
SIM can adapt to changing requirements 
so, for example, if there’s an issue with 
contamination of the food supply chain you 
can quickly see who’s responsible for what 
and whether their certifications and systems 
are up to date. 

FMJ: Is there anything you would like  
to change?
TH: I’d like to see greater professionalism in 
facilities management and wider recognition 
of the role – two things that go together. FM 

needs to have greater visibility, both  
within organisations and the wider  
business community.

FMJ: How can you influence the company 
from your new position?
TH: By implementing systems which ensure 
the company has the most relevant and 
timely information on the suppliers that 
support it. That way I can minimise or 
mitigate risks and help the business to hit 
its objectives.

As an FM I can also influence the success 
of the company by seeking out best practice 
and learning from other sectors. If customer 
service is deficient then there may be  
some ideas in the hospitality world that  
can be applied.

FMJ: How can suppliers better serve FMs?
TH: Suppliers need to be agile and flexible; 
they need to be transparent and to 
respond to feedback. They certainly need 
to innovate. All of this is helped by longer 
contracts that help to build a relationship 
and engender commitment. Trade 
Interchange has worked with some clients, 
such as WM Morrison Supermarkets plc, 
for more than ten years and Sodexo for the 
past three so we’re developing partnerships 
rather than just contractual relationships. 

FMJ: What would your big idea be?
TH: I can put it in three letters – SIM! 
Supplier information management has not 
been adopted as quickly or as widely in 
facilities management as in other sectors. 
Our experience is that many FM providers do 
not maintain information on their suppliers 
in a rigorous or easily accessible way. 
Information may be held in a number of 
semi-manual systems that cannot be easily 
updated, cross-referenced or searched.

A properly implemented SIM system can 
transform the way facilities professionals 
work with suppliers, to the benefit of 
both. It gives you a 360° view of supplier 
information, helping you to reduce risk and 
ensure compliance. Ultimately it helps to 
protect your brand and reputation, which is 
where I came in!

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?T im  Ho i l e s

Tim Hoiles is chief of operations at Trade Interchange, a provider of supplier  
information management systems to major companies in a number of sectors, 
including facilities management. 

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

Procurement risk is a topical issue 
on many managers’ agendas, with 
companies requiring more clarity 
and awareness over the areas and 
levels of risk they’re exposed to. 
One way companies are looking to 
manage supply chain vulnerability is 
by improving vendor governance and 
implementing supplier information 
management (SIM) software.

mailto:cathy@kpmmedia.co.uk
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Over the past 15 years, I’ve raced BMXs, 
downhill and road bikes, but I’ve never 
pedalled a Boris bike. Yet, like millions of 

commuters, last month I joined a snaking queue 
of people exiting London Bridge station to hire my 
first Barclays bike for my journey into the City to 
meet the team behind the successful scheme.

Barclays bikes, more commonly known to the 
general public as ‘Boris bikes’, were introduced 
by Mayor of London Boris Johnson and Transport 
for London (TfL) as the Barclays Cycle Hire (BCH) 
scheme on 30 July 2010. The brief was to provide 
the public with a low-cost, affordable, sustainable 
and environmentally friendly mode of transport. 

The inner-city bankers were quick to see the 
benefits of the scheme, and global financial 
services giant Barclays contributed £25 million 
spread over five years to have the company 
brand name on each of the bikes, changing the 
official name to Barclays Bikes. The Barclays bike 
scheme is available for everyone to use, either 
through becoming a member of the scheme and 
receiving a quick-access key, or for infrequent 
users, paying for rides via a debit or credit card. 
Journeys under 30 minutes are free, with fees 
varying from £1 per day to £90 a year.

 
DESIGNED AND IMPLEMENTED BY LEADENT 
SOLUTIONS, RUN BY SERCO 
Although the two-wheeled scheme is mainly 
associated with the shaggy-haired mayor and the 
City banking sector, it is actually contracted to 
and operated by Serco Group, an international 
service group headquartered in Hook, North 
Hampshire that delivers services for many key UK 
public sector bodies. This puts the operation of 

the mammoth pedal-powered task into the hands 
a company whose sole purpose is process and 
service management, allowing the mayor’s office 
and TfL to concentrate on their core businesses.

In a change to their more usual model of 
handling purely operational tasks, Serco worked 
with Leadent Solutions to supply a fully integrated 
solution (design, implement and then run) and 
used Leadent’s Rapid Deployment Method, to 
complete the task in a time span of just nine 
months. Quite a task in anyone’s books, but  
as with most public sector contracts, speed is  
of the essence!

Serco staff members handle the day-to-day 
running of the BCH scheme through three key 
teams: the control centre, the mechanics and 
electricians, and the distribution team. Each  
team is essential to the smooth running of  
the operations.

The control centre acts as the eyes of the 
operation, with everything being monitored and 
run from one centralised room. Screens dot the 
walls displaying the real-time status of every 
docking station across London. Colour-coded icons 
allow for fast recognition of the current state 
of play, while operatives monitor the jobs being 
logged on the system. The yellow icons depict the 
empty bike-docking stations, the black icons show 
the full ones, and the blue icons show the bikes 
and docks that are available.

Serco’s mechanics and electricians are the 
key to keeping the fleet of Barclays bikes up and 
running. The team is made up of depot-based 
personnel who handle the larger repair jobs and 
the initial assembly of the bikes, and a team of 
AA-style mobile operatives who fix beside-the-road 

Helping Londoners  
get on their bikes

It’s now a familiar sight to see cyclists weaving in and out of stationary traffic in 
central London. But since the Barclays Cycle Hire (BCH) scheme was introduced, 
the clunky blue frame of ‘Boris bikes’ is steadily overtaking the variety of mountain 
bikes, racers and foldable bikes on the streets. Competitive cyclist James Cornford 
tries out the bikes and looks at the FM operation behind the scheme 
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problems such as seat posts, reflectors 
and brakes, as well as faulty docks.

The bikes have been extremely reliable 
and, to date, no frames have been written 
off from wear and tear. Also, there has 
never been a locked-in bike stolen from a 
dock – something that can’t be said  
about those using their own bikes around 
the capital!

Working alongside the staff in the 
control centre is the redistribution team. 
It is this team that travels around London 
in their BCH vans to ensure the correct 
level of docking spaces and bikes are 
maintained across the city.

Jeremy Wormington, Operations Director 
at Serco, said; “We are constantly looking 
for ways to improve moving bikes from one 
location to another to support customer 
expectations. The process of redistribution 
is dependent on so many factors, 
particularly the huge morning and evening 
commuter spikes, which means it is always 
a challenge. But we have made significant 
improvements at improving bike availability 
since June, focusing on accurate data to 
determine which stations are likely to be 
full or empty during specific periods of the 
day, and planning redistribution activity to 
support these customer flows”.  

THE RIGHT TOOLS FOR THE JOB 
Working tirelessly away in the background 
to support the Serco team’s operations is 
Leadent Solutions. Leadent put in place 
ClickSchedule by ClickSoftware. The team 
at Leadent undertook complex technical 
configuration to ensure this software met 
TfL and Serco’s specific requirements.

Ultimately, this software helps helps 
to automate and manage the supply and 
distribution of the bikes, maximising 
changes that bikes are always available 
for rental, along with places to dock them 
– a stark contrast to a similar cycle-hire 
scheme run in Paris, where the providers 
do not monitor redistribution.

If the bikes are to be reliable as a regular 
form of commuter transport rather than 
just for the whimsical fancy of a passing 
tourist, their users need to know they will 
be able to hire a bike at the beginning of 
their journey and dock it at the end. The 
Serco team is constantly evolving their 
operating model to deal with the tidal flow 
of regular commuters as they move from 
main stations to their work placesin the 
daily rush hours. 

In contrast, their Parisian counterparts, 
Vélib, have instead taken a fit-and-
forget approach, relying on the tourists 
to circulate the bikes, with no external 
manipulation or catering provided for  
the users.

Not only has the software helped Serco 
meet the distribution needs, but it has 
also helped automate processes that had 
previously been manual and extremely 
time-consuming. It has helped reduce the 
amount of administrative work, and the 
need for on-the-spot judgement calls has 
also been removed since the software 
plots the most efficient solution and sends 
it directly to a digital device. 

As Dave Kemp, project manager at 
Leadent Solutions, explains, “Leadent took 
the scheme from the manual world to the 
automated. We trained them and talked 
them through the system before evolving it 
into an advisory and support role.”

This improved efficiency has seen a 
reduction in Serco’s control centre staff, 
with many of these employees moving on 
into advisory roles. The extra capacity that 
this provided enabled the original scheme 
to be increased by a third for the Olympics. 

 
MANUFACTURE, MAINTENANCE  
AND DISTRIBUTION 
The bikes are manufactured in Quebec, 
Canada by high-end bike company Devinci 
Cycles, whose rider Stevie Smith won the 
2013 UCI Downhill Mountain Bike World 
Cup series. Devinci was established in 
1987 to create road, mountain and hybrid 
bikes, and in 2009 it added the Bixi (a 
combination of the words bicycle and taxi) 
bike for the first urban bicycle-sharing 
project in Montreal, Canada. The company 
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now produces them for similar schemes in 
other major cities across the globe. This 
means the brand can claim to have created 
the fastest bikes down the toughest 
mountains in the world, as well as helping 
you get to your train on time.

The bikes arrive semi-assembled from 
Canada before going to the team of Serco 
mechanics in London, who complete 
the assembly, add tracking tags and 
then add them to the network. Although 
originally designed for recreational users 
and tourists, Barclays bikes are now used 
primarily by commuters. This has meant 
that the distribution model has changed, 
as the outskirt zones of the London 
scheme are busiest at the beginning of  
the day, with the inner city becoming 
saturated by 9am. 

These business users then need to go 
from the inner city and back out to the 
outskirts at the end of the working day. 
This means that all other usage throughout 
the day needs to work towards black 
stations in inner London for the end of the 
working day, with yellow or blue stations at 
key hot spots such as Waterloo station.

Although heavily monitored and 
manipulated by staff on the ground who 
redistribute the bikes, there are certain 
areas and times where distribution is 
a fluid natural process. Key tourist and 
leisure areas, such as Hyde Park, generally 
take care of themselves, with steady  
to-and-fro traffic keeping distribution 
even. On a similar note, with the reduced 
commuter traffic at weekends, the system 
is closer to the originally proposed idea of 
serving the tourist and leisure users.

Where the distribution is monitored and 
manipulation is needed to ensure that TfL’s 
key performance indicators (KPIs) are met, 
the Leadent software reports every few 
minutes on the amount of bikes/spaces 
at each docking station. Each station has 
set capacity thresholds; once the supply 
of bikes/docking points is outside of 
preset parameters, a job is raised on the 
softwares threshold system. 

The system then prioritises jobs based 
on the importance and ease of access, 
which is based on predefined rules. It is 
done in this way rather than purely by 
importance so the team can produce a 
job list in the most efficient manner, and 
thereby improve overall productivity and 
reduce fuel costs while still adhering to  
the KPIs. If a station is full or empty for  
too long, it can impact the KPIs put in 
place by TfL. 

Prior to implementing the software, 
Serco’s control centre resembled a Second 
World War aircraft monitoring station, 
with models being moved around on a 
board. On-street telemetry and regular 
‘milk rounds’ by the mobile operatives flag 
up repair jobs for Barclays Bikes so the 
mechanics can keep the fleet rolling. 

All docking points feed data back to the 
control centre software, which uses a fault 
button to report the number faults, as well 
as bikes and docks. Each docking station 
has a red fault button that users can  
press in order to report problems with  
the machinery.

Faults are fed directly to digital devices 
held by the mobile operatives as triage 
jobs, rather than stocking jobs. These 
reach staff on bikes that can act quickly 
and repair them. If it appears to be a major 
repair or electrical fault, then a collection 
job can be logged on the system in real 
time, and the faulty bike or dock will be 
picked up by a van on a nightly collection 
run. In order to stop the public booking 
faulty bikes, TfL or Serco staff can remove 
a bike from a dock with an activated  
red light. 

 
GOING THE EXTRA MILES 
A scheme as vast and open to change as 
the London-wide cycle-hire scheme has 
its own unique challenges. The workload 
is highly volatile and unpredictable – the 
set trends can all be altered by outside 
influences such as a coach party, a change 

in the weather or a delayed train. The 
demands of the work vary tremendously 
depending on the time of day, and between 
the week and the weekend, both in terms 
of volume and location. It is only through 
the constant built-in monitoring and the 
large array of dedicated staff that these 
demands can be catered for.

The capital itself brings its own 
complications, as most docking stations 
are on red routes with restricted parking, 
and despite a clear parking space for 
each station, parking tickets still occur, 
which can generate lots of associated 
administrative work.

As with anything that can be moved, 
bikes aren’t always put back in the correct 
place. Abandoned bikes form the largest 
of the administrative challenges and drains 
on the workforce. Serco relies on being 
notified about abandoned bikes, mainly 
from the police, but also – thanks to the 
capital’s adoption of the scheme – from 
the general public.

The bikes have been hugely popular, both 
with the city’s daily commuters, and with 
tourists and leisure users. Thanks to the 
productivity improvements made through 
the Leadent/Serco partnership, the 
scheme, which grew by a third during the 
Olympics, is now set to expand in future 
by a further 2,400 bikes, opening a further 
180 stations in the Wandsworth, Putney 
and Hammersmith area. Along with the 
extension, new docks are constantly being 
added to the existing squad of docking 
stations. A second Serco depot has also 
just been opened to provide a quicker 
turnaround for distribution, and to reduce 
the amount of mileage and the associated 
costs incurred by the mobile operatives.

It may be lacking in the carbon,  
titanium and handmade steel of my fleet 
bikes at home, but the Barclays bike is 
quickly becoming a stable component of 
my two-wheeled adventures and weekly 
fitness regime.

stats & facts 

Barclays bikes: 
180,000 registered users
567 docking stations**
15,000 docking points**
9,000 bikes available**
47,000 hires in August* 
*Current record for London hires
**From December 2013
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This year’s winner of the BIFM Award for Excellence in Customer Service was Chiswick 
Park (pictured). Through its Enjoy Work programme, Chiswick Park’s onsite facilities 
management team in the West London site has created a sustainable workplace 
with massively enhanced productivity and over 99% occupancy through high levels 
of customer service. So what does customer satisfaction really entail? Freelance 
journalist Jackie Bennett Shaw talks to experts in their field to learn how FMs can 
raise service levels to achieve customer service excellence

At your service
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Chiswick Park’s Enjoy Work programme has created a range of 
events and services to encourage a strong sense of community 
among the park’s tenants or ‘guests’. This includes wellbeing, 

creative thinking events and evening classes, along with onsite 
services such as dry cleaning, car and bike maintenance, and grocery 
delivery, all of which are offered within the service charge. 

This example clearly demonstrates that connecting to customers 
on an emotional level is essential for establishing successful client 
relationships – you must go beyond simple service delivery to develop 
a strong bond with the customer. Alan Williams, founder and director 
of thought leader and change agent Servicebrand Global, further 
explains: “If you’ve been to a restaurant and are satisfied, when a new 
place opens across the road, you will go to it. But if you have loyalty 
to a restaurant – that is, if you’re their ‘friend’, you will stick with 
them and only go to the other to help spy on the competition.” 

For Williams – author of ‘31 Practices’, a tool for 
organisations to release the power of their values – advocacy 
and emotional engagement is all about shared values: “A 
clothes retailer can have fashionable, value-for-money 
products with excellent online and in-store distribution, but if 
they’re using cheap child labour, most people will choose not 
to buy from them. 

“Values take us to a place we should go in service. For 
example, one utility company puts a strong focus on the 
environment; the language they use around this powerful, and 
they claim to go beyond legislative requirements. However, 
their car park is full of the senior directors’ gas-guzzlers, 
and they use foil sachets that are virtually indestructible and 
harmful to the environment in their coffee machines. Facilities 
Management can have an impact on an organisation like this, 
and should take proactive responsibility to help ensure values 
are translated into the workplace experience. We need to be 
more conscientious about helping take the client to a place 
where they should or could be.”

A lead judge on the BIFM Awards panel with a key role in 
the Customer Service Excellence award, Simon Esner, director 
of BaxterStorey, the UK’s leading corporate restaurateur and 
co-founder of specialist front-of-house services Portico, has 
witnessed major changes in the traditional customer service 
model: “Getting a nice coffee with a smile is now just a 
normal experience. We have seen a shift to an experiential 
approach, where the customer wants to feel good and trust 
the company delivering it. All the elements need to be in 
place – the brand, the ethics behind it, the pre- and post-
engagement, the enjoyment of the product and the interaction 
by the person delivering it. Companies that deliver excellence 
in customer service bring all these positive elements together 
to deliver an intangible, but very prevalent, energy to their 
services on a consistent basis – appealing to all customer 
senses to deliver an experience rather than just good service.”

 
How to improve customer service 
The three main components to customer service, as outlined 
in BIFM’s Good practice guide to customer care by author 
Anne Lennox-Martin, independent consultant and BIFM 
Training trainer, are: customer need – delivering to service-
level agreements and key performance indicators; customer 
expectation – an individual perception; and customer care 
– how the customer feels. So, ultimately, customer service 
quality is “judged by how well the FM’s service delivery meets 
the recipients’ perceptions and priorities”. 

Incentive FM Ltd uses its own simple three-stage process to 
achieve this. Managing director Martin Reed says: “It’s about 
knowing what your customer wants and having stakeholder 
engagement all the way through the process – before, during 
and after service delivery. The first step is knowing what 
they want: clarify it, nail it down and develop it to fit their 
needs, not yours; some service providers tend to use ‘inside-

out’ delivery rather than fully understanding the client need and 
employing an ‘outside in’ mentality. “Second is the delivery piece. We 
break this down for our people delivering the service into manageable 
chunks so that they can understand and make everyone responsible 
for the bigger picture. 

“The last stage is about never stopping. Once you’ve worked 
through the process, go back and start again. If you’ve upgraded to 
white soap, put pearl soap in next time! Set new benchmarks and 
expectation levels, and keep measuring, evaluating and developing. 
Our customer service culture is developed from Jim Collins’ book, 
Good to great – taking a triangular framework with the stakeholder at 
the top point, and price and compliance on the others – we encourage 
complete freedom within this. Everything is possible for management 
to front-line staff. You can learn from any mistakes, but if you don’t 
try, you’re never going to make things better.”
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When discussing customer service 
excellence with the experts, people are a 
recurring theme. Lennox-Martin elaborates: 
“What elevates a good customer service to 
excellent is people. The people delivering the 
service should understand that they touch 
the organisation even if they never see the 
customer. They have to provide the service 
in a special way so that the customer feels 
listened to. 

“Don’t walk past anything that needs 
attention. Smile. Contribute to the customer 
experience. This is particularly important if 
things have gone wrong or if the answer is 
‘no’. It’s about how you communicate this 
in a way that makes the customer feel good. 
And managers need to remember that staff 
are customers, too. The way you treat your 
staff infl uences the way they deliver service. 
You can’t deliver excellence without a role 
model for how to treat other people.”

Service at the forefront
When it comes to front-line customer service 
delivery, ServiceBrand Global’s Williams 
advocates an empowerment approach. 
“Coming from a hospitality background 
where I was the managing director for a 
fi ve-star hotel, I’ve seen a difference between 
that environment and FM. FM is traditionally 
run on a ‘command and control’ approach, 
and there is the standard ‘you must do it like 
this all the time’ with very little slack. It’s 
better to develop inspired employees who feel 
comfortable making their own decisions. 

“One client once turned up at reception 
with a little dog! The receptionist lifted up the 
dog, asked what its name was and gave both 
a name badge. It went down brilliantly. You 
can’t put this sort of thing in a manual, so 
trust your staff to anticipate and delight!”

Business relocation specialists Harrow 
Green, who were awarded for their Leadership 
in Customer Service at the Docklands 
Business Awards and by their client UBS 
as ‘Vendor of the Year’, also believe in 
investing in their staff as customer service 
‘ambassadors’. “We need to be fl exible,” says 
managing director Nigel Dews, “and our 
fl exibility comes through our people. In our 
business, it’s important that the foremen are 
empowered to make decisions and to take 
quick and decisive action to deal with the 
situation on the ground, acting professionally 
and keeping on schedule.” 

Dews continues; “Our culture is about 
going the extra mile and, as we can’t get the 
level of focus we require externally, we have 
created a bespoke programme of training 
delivered by training managers who have 
come through the ranks and have experienced 
all the issues themselves. FM can be driven 
by process, but service is about people.”

Technology can also play a major part 
contributing to customer service excellence, 
Kajima Community received special 
recognition by this year’s BIFM Award judges. 
Chris Smith, head of community for Kajima 
Community, which promotes and manages 

the use of schools and other facilities as a 
community resource, explains: “As there 
can be a long lead time between bookings 
and on-site events, we have developed a 
cost-effective automated administration 
system that can effectively meet customer 
requirements and enable as much staff time 
as possible to be spent with clients in the 
later stages when it is most important. This 
ensures that staff-customer interaction is very 
focused and ‘satisfying’, rather than using 
this to fi ll in forms or make payments.” 

Where the corporate requirements of the 
client and the needs of the customer or 
end-user could cause confl icting customer 
service priorities, innovative technology has 
also provided a solution. Richard Singleton, 
commercial director for property and FM 
company SGP says: “Most large multi-site 
service contracts are negotiated centrally 
with corporate objectives in mind, while the 
service itself has an impact on customers or 
users. This poses a challenge to suppliers as 
we balance the expectations of the client, 
aligning priorities and defi ning outputs, and 
also take into consideration the experience of 
our on-site customers. 

“It is our responsibility to ensure that the 
customer experience features as part of the 
contract negotiations, rather than retrofi tting 
customer service standards once the contract 
has been mobilised. We have addressed this 
issue with retail store managers through 
our ‘Fixmy’ web-based maintenance 
reporting system. The system is confi gured 
to the corporate standards agreed for cost, 
compliance and quality, yet enables the 
local customer to retain control over service 
response and, in some cases, supplier. This 
can be achieved by allocating a budget to 
each property, which the customer (in this 
case, the retail manager) allocates according 
to priority, enabling them to pay for, say, 
faster response times when required.”  

Summarising BIFM’s customer orientation, 
Lennox-Martin says: “Customer care is not 
a one-off event; it is a continuous process. 

It starts by knowing the business’s corporate 
needs and wants, and recognising that these 
can be different – and sometimes in confl ict 
with – departmental and individual needs 
and wants. The FM’s task is to apply 
fl exibility and creativity in seeking solutions 
that support the organisation’s core business 
with tact and diplomacy in managing 
individual expectations.”

From good to great
Anthony Bennett, co-founder of bespoke 
hospitality service Bennett Hay, gives 
concluding advice to FMs who are striving to 
make their good customer service great. 
He says: “Measurement is vital – we take a 
360° approach to measuring the success of 
our guest service experience – but so is 
reward. You must be able to capture when 
excellent service has been delivered and 
acknowledge it. “Training plays an important 
part in setting the scene and ensuring our 
colleagues have the right skills and attitude, 
but the continuum of service excellence is all 
about behaviours. Behaviour is reinforced by 
leaders at all levels, and leading by example 
and being consistent are both key, so that 
all colleagues understand the standards as 
a minimum. 

“We need to understand our customers, 
and building relationships with as many 
guests as possible each day is part of our 
everyday business. This includes gathering 
likes and dislikes, both formally and 
informally; always looking for feedback from 
guests; and owning each and every guest 
experience personally. 

“One of our most impactful transformation 
training modules is called ‘Making a 
difference to the guest’. This helps our teams 
try to fi nd out constantly how they could 
make a difference to their guests’ wellbeing. 
In other words, what would make their life 
that little bit better, or more comfortable or 
relaxing? We strive to go beyond minimum 
standards and tailor-make customer service 
excellence experiences.”

Caring: The way you treat your staff infl uences their service delivery
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The celebratory season can be a great time to raise employee 
morale, providing staff with the opportunity to decorate the 
offi ce and add personality to their workspace. But creating 

an ideal corporate Christmas environment that successfully 
balances professionalism with festive fun can prove quite 
tricky for facilities managers.

Here are some current trends and key tips to help guide you 
when creating the perfect Christmas atmosphere this year. Some of 

the ideas outlined are not only designed to fi t the appearance 
of the offi ce, but are also benefi cial for employees’ wellbeing 

and productivity.

Trending: unique and natural ‘deskorations’
Natural ‘deskorations’ (the art of decorating 

your desk) is a new trend this season. 
Deskorations can be formed of plants 

and foliage, which employees can choose and place around their 
workstations to add their individual take on the festive spirit. Bespoke 
decorative baubles mixed with foliage or colourful ribbon can also 
be fi tted inside glass bowls to enhance and lift an area. This sense 
of personalisation and expression in the offi ce is important, as it 
allows offi ce staff to embrace and express the Christmas season in 
their own way. 

Everyone wants to be different, so why not add unusual materials 
such as metallic, neon or copper that will make your decoration 
stand out from the crowd? Themed decorations are also popular this 
year. Whether you stick to a traditional theme or choose something 
unique – for example, black trees and porcelain mask decorations for a 
masquerade-style ball – to ensure your design fi ts in with the colours 
and tone of the offi ce. 

The tree is often the focal point of many holiday displays. Another 
trend popular this year is the use of more live trees, which often look 

more inviting and create a pleasant fresh ‘Christmas’ fragrance in 
the offi ce. Real trees and plants have also been shown to boost 
positive feelings in the offi ce and reduce stress among workers. 
Larger trees are usually placed in atriums and reception areas to 

Deck the halls
Kenneth Freeman, head of innovation at interior landscape company Ambius, advises facilities 
managers to use bespoke and nature-infl uenced Christmas decorations to add festive cheer to the 
workplace and increase employee wellbeing and productivity

with wellbeing in mind
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create a dramatic first impression for visitors, 
while smaller ones will be better suited for 
corners of the office.

Do remember that plants and live trees can 
be difficult to maintain, and their survival 
will depend on the indoor environment. 
The amount and frequency of plant or tree 
watering will need to be assessed on a case-
by-case basis in relation to the amount of 
heat and light the plants receive. 

 
Scents and sensibility 
However, there’s more to decorations 
than meets the eye – using scents can add 
another dimension to the creation of an 
office Christmas ambience. Smell is the most 
powerful and evocative part of our sense 
memory, as humans are able to recognise 
10,000 different odours. Impressively, we can 
recall smells with 65% accuracy a year after 
we smell them, in contrast to only 50% of 
visuals after only three months. 

Introducing subtle scents into buildings, 
especially in social and public areas, through 
employing modern, hi-tech programmable 
ambient scenting technology (rather than 
using old-fashioned aerosol systems) can 
be uplifting. Suitable scents for the festive 
season this year include ‘Christmas Tree’ and 
‘Chocolate Chip Cookie’. The scent of a pine 
tree could be added to your artificial tree  
for a better effect, or even the aroma of 
peppermint candy. 

 
Employee cheer and wellbeing 
Studies have shown that giving employees 
the freedom to express themselves and realise 
something of their own identity through the 
way workspaces are organised and decorated 
has been shown to improve productivity 
and lead to greater job satisfaction. Also, 
enriching spaces with plants and greenery 
can enhance employee wellbeing, and lead 
to increased engagement and a sense of 
positivity in the office. Allowing staff to 
choose the type of enrichment can be even 
more powerful.

Research carried out by Craig Knight 
and Tom Postmes and colleagues at the 
universities of Exeter (UK) and Groeningen 
(the Netherlands) has shown that enriching 
spaces with items such as plants and art or 
fragrances helps people realise a sense of their 
own identity. Furthermore, allowing for a 
degree of choice by office workers in the way 
that such enrichment is implemented raises 
productivity and wellbeing even more. So, 
even the small gesture of enabling employees 
to decorate their own desks or add something 
personal to the company Christmas tree could 
make a difference to their outlook at work 
and their overall job satisfaction.

Wellbeing may be a difficult concept for 
some people to grasp, but it is possible to 
break down the ideas into areas for practical 
application. Martin Seligman, a well-known 
psychologist, has explained the concept as 
having five key elements: positive emotion, 
engagement, relationships, meaning and 

achievement. Most of us will recognise 
these concepts, and it’s not inconceivable 
to recognise how they affect life in the 
workplace. Positive wellbeing at any time of 
the year is important, but particularly during 
the Christmas period, as it can be seen as an 
added bonus or perk from management that 
makes the festive season a bit more special.

 

Winter health, safety and wellbeing 
Along with empowering employees to create 
an uplifting festive atmosphere in the office, 
it is also essential to ensure that the working 
environment is designed and managed in 
such a way as to encourage people to thrive, 
and above all, to remain healthy and safe. 
No one wants to be ill or be injured through 
an accident over Christmas, and facilities 
managers need to do their best to ensure 
absenteeism levels are kept down. Therefore, 
implementing a few simple changes and 
putting a few safe practices in place could 
help to reduce sickness and stress, and  
ensure the office Christmas spirit isn’t  
ruined unnecessarily.

For example, if employees are keen to do 
their own decorating around the office, make 
sure there are sufficient stepladders in place 
to avoid accidents from people standing 
on desks trying to hang decorations on the 
walls and ceilings. Also, while it may be 
unnecessary to conduct a portable appliance 
test (PAT) every year, FMs should check for 
any obvious signs of damage and replace any 
faulty Christmas lights or loose wires before 
employees switch them on, as well as making 
sure employees know the lights are kept as far 
away from flammable materials as possible. 

In general, winter brings some particular 
challenges to workplaces. The lack of 
daylight, the difference in temperature 
between outside and inside, changes in the 
way building ventilation systems operate 
and the lack of an opportunity to enjoy a 
lunchtime walk due to bad weather can all 
lead to feelings of depression, ill health and 
symptoms often associated with Sick Building 
Syndrome (SBS). The contrast between 
daylight and the artificial light in offices, 
together with the absence of a view through 
a window for those working in deep-plan 

offices, can create a significant sense of 
alienation from the real world and general 
feelings of malaise or illness.

There is a huge body of literature showing 
that complaints associated with symptoms 
of SBS are often dramatically reduced when 
plants are brought into buildings. This was 
initially thought to be due to the physical 
characteristics of plants, such as their ability 
to remove pollutants and help regulate 
temperature and humidity, but the real (and 
measurable) benefits appear to be mostly 
psychological, including a sense of being 
valued (because someone has cared enough  
to put something nice in your workplace)  
to an almost instinctive need to reconnect 
with nature. 

This was first shown in American biologist 
Edward O. Wilson’s ‘Biophilia’ hypothesis, 
defined as “the innate affiliation people 
seek with other organisms, and especially 
the natural world”. Wilson identified the 
key elements of an environment that is 
instinctively required by all of us, and that 
can be recreated indoors to an extent. 

Evidence increasingly suggests that a 
reconnection with nature in our increasingly 
artificial workspaces delivers significant 
benefits in terms of employee health and 
wellbeing, which confirms the practical 
rationale for decorating the office halls and 
walls with festive greenery. Any FM with 
a responsibility for the health, safety and 
wellbeing of the people in their buildings can 
make a positive difference by adding touches 
of nature to the workspace, with the added 
bonus of not breaking the bank or taking too 
much time and effort.  
 
The jolly season and beyond 
Other than the usual risk assessments, there 
is no downside from an HR perspective to 
be concerned with in adding distinctive and 
natural festive decorations. Without changing 
space layouts, furniture stock, lighting or 
climate control, organisations can let office 
workers realise something of their own 
identity by having some say in the way that 
their workspace is organised. 

Creating a healthy and nature-connected 
working environment will pay dividends 
in terms of well-being, productivity and 
business effectiveness, not only during this 
festive period but also in the longer term. 
As more staff feel their income squeezed 
and the cost of living increased during these 
times of austerity, small gestures like adding 
unusual and natural festive decorations with 
an individual touch can be an inexpensive 
and extremely effective way of keeping your 
staff happy and banishing any gloomy ‘bah 
humbug!’ spirit around the office.

Make a conscious effort this Christmas 
with your office decorations, and allow your 
employees to express themselves – you may 
be surprised at the effect a Christmas tree  
(or other seasonal plants) and personalised 
décor will have on your office festive spirit 
this year. 
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Delivering bespoke recycling and waste
management solutions for your business.

• Free waste audits
• Waste reduction & handling equipment
• Recycling of all waste streams
• Legal compliance & Duty of Care
• Management Information
• Environmental & recycling reporting

MT Waste Management is one of the UK’s leading waste management and
recycling service providers; our portfolio of services include:

MT Waste Management Limited
Countrywide House, Unit 3 Dunfermline Court

Kingston Business Park, Kingston
Milton Keynes MK10 0BY

Tel: 0845 643 5070 Fax: 0845 643 5080
Email: info@mtwaste.co.uk

www.mtwaste.co.uk

YourWaste and Recycling Partner

We will reduce your costs • We will divert your waste from landfill - great for improving your CSR
We will recycle your waste • We will ensure your compliance and fulfil your duty of care.

Part of the Countrywide
Waste Management Group

mailto:info@mtwaste.co.uk
http://www.mtwaste.co.uk
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LEGISLATION UPDATE

Refurbishment is not only an 
opportunity for change, but a chance 
to improve the services and daily 

experiences offered in the workplace. 
This can be achieved through improved 
communication between engineers, FMs 
and occupants. Chartered Institution 
of Building Services Engineers (Cibse) 
president George Adams recently called for 
more communication and interdisciplinary 
working between architects, engineers 
and FMs in his inaugural speech, ‘Whole 
Life Thinking’.

Engineers can make a significant 
contribution to planning a refurbishment, 
aided by new guidance from Cibse.  
Cibse’s TM53: refurbishment of non-
domestic buildings provides detailed 
guidance on the complex issues to 
be addressed when planning office 
refurbishments. 

 
CAREFUL CONSIDERATION  
Every building’s 
materials, 
design, function, 
employees and FM 
arrangements are 
different. This makes 
every refurbishment 
unique, and therefore must 
be approached in the appropriate 
way. For example, the process may 
need to be undertaken in stages when 
it is not possible for the establishment to 
be shut. This is particularly difficult for 
jobs such as a major transport hub, as 
experienced by anyone using Kings Cross 
station in the recent past.  

Architects need to work with the 
existing fabric and dimensions; engineers 
need to protect and preserve the  
existing services while installing new 
ones. These demands are amplified in 
listed or heritage buildings. In addition to 
this, the FM needs to be involved in the 
planning of work, and advising the team 
of peak times for the business, or of areas 
that must be available at certain times. 
They also need to work with the team on 
communications with staff customers and 
other visitors. These are just some of the 
challenges during a refurbishment of an 
occupied building.

Improved lighting, office layout or 
heating, ventilation and air conditioning 
systems can ease daily experiences 
of staff or customers if for example, in 

offices, the lighting is not glaring off their 
screens, or they are not sat next to a 
heater or cooler they can’t control. But it 
is not just about technical performance. 
Improving occupant comfort can also help 
increase productivity in workplaces and 
the experience of the retail environment, 
so is a worthwhile consideration. 

When engineers, clients and their 
occupants discuss what is needed from 
the refurbishment and the use of the 
building, a more considered approach 
can be taken to create a beneficial 
refurbishment and workplace. 

Geoff Prudence, Chairman, Cibse 
Facilities Management Group commented: 
“Refurbishment is the ideal opportunity to 
consider existing and future maintenance 
requirements and associated risk in order 

to make the upgraded space 
work more effectively.” 

Communication is just as important at 
the end of the project, as FMs will require 
knowledge of the systems to be able 
to identify any issues and then enable 
occupants to have as much control  
over their environment as possible. 
Building services engineers will help 
optimise facilities management with  
the increasingly complex systems  
being introduced. 

On major projects, there are statutory 
requirements for commissioning of the 
systems and for providing logbooks that 
explain what is there and how it works.

 
IMPROVING EFFICIENCY 
With our climate changing, population 
increasing, energy prices rising steeply 
and the spare capacity in UK energy supply 

at its lowest in decades, there has never 
been such a critical time to reduce energy 
use. There are also several statutory 
schemes requiring measurement and 
reporting of carbon and other greenhouse 
gas emissions, including the Carbon 
Reduction Commitment (CRC), mandatory 
company greenhouse gas reporting 
and, from 2015, the Energy Savings 
Opportunity Scheme. 

We still need to educate and inform 
end users about energy efficiency and the 
scope to cut bills and carbon emissions. 
We also need to look at buildings and to 
make them more resilient for the future, 
and seek to decrease the effects of urban 
heat islands. Buildings consume almost 
50% of our energy in the UK, and it is 
recognised that around 20% of the energy 
used in buildings is wasted. As new-builds 

represent approximately only 1% of each 
year’s building stock, it shows the 

importance of refurbishment, energy 
efficiency and efficient facilities 

management to meet EU carbon 
targets. With the dependence 
on systems for buildings to 

operate, it is beneficial 
for FMs to have some 
engineering knowledge or 
training to be able to help 
them solve the problems 
they face on a daily basis.  
 

FORWARD THINKING 
By encouraging behaviour 

change and improved processes, the 
building stock can be refurbished in a way 
to benefit FMs, engineers, occupants and 
landlords. Replacing inefficient systems 
with efficient ones makes business sense 
to cut bill costs, but it is also the more 
holistic thought process of communication 
between occupants and engineers that can 
really increase productivity by making staff 
or customers’ lives more enjoyable. 

Considering future needs, for example 
using green roofs, will help reduce the 
effect of urban heat islands, carbon 
emissions and climate change. It is also 
important to factor in the whole life cycle 
of objects by considering their embodied 
carbon and how they are disposed of. 
Industry recycling programmes such as 
Waste & Resources Action Plan (WRAP) 
can help reduce your company’s carbon 
footprint by ensuring the systems are 
recycled correctly.

George Adams, president of Cibse, explains the benefits, stages and 
challenges of office refurbishment

Out with the old
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facilities
MANAGEMENT

Discovering innovation at the heart 
of the facilities industries 

NEC, Birmingham
11 – 13 March 2014

Facilities Management 2014 
will provide you as a facilities 
professional with the most 
practical and cost effective 
solutions all under one roof.

Register now
easyFairs.com/facilitiesmanagement 

Supported by

www.robertpearson.co.uk  | T: 01985-850954

Automatic Water
Saving Controls

3 The Courtyard, 
Gaulby Lane, Stoughton,

Leicester LE2 2FL
Tel 0116 241 2600

07795 084 540
07920 061 534

www.pegasusenviro.co.uk
email:info@pegasusenviro.co.uk

We offer specialist services to 
monitor the indoor environment

WHEN IS YOUR LEGIONELLA 
RISK ASSESSMENT DUE?

Legionella Risk Assessments
Site Log Books
Water Monitoring / Sampling
LEV Testing
Indoor Air Quality Testing
Vent Hygiene Surveys
Pipework Surveys (CAD)
Pipework Dilapidation Surveys

http://www.robertpearson.co.uk
http://www.pegasusenviro.co.uk
mailto:info@pegasusenviro.co.uk
http://www.easyfairs.com/facilitiesmanagement
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FOCUS      FM RECRUITMENT

After half a decade of caution and slow 
growth, the FM industry is set to 
explode with new development and 

renewed optimism as companies begin to 
take up more ambitious expansion plans in 
the new year. In the face of the economic 
downturn, FM companies are seeing 
steady gains and returning to determined 
plans for employment, expansion and long-
term advances. The change is refreshing, 
heralding an increase in both activity and 
demand across the industry that looks set 
to continue through the long term.

Keeping tabs on the pulse of the 
industry are the recruitment agencies, 
acting as the front line in assessing 
the latest expansion though observing 
companies’ hiring practices. Specialist 
Job board Jobsinproperty.com reported 
continued growth and increased market 
activity through the latter half of 2013, 
with steady rises in both the numbers 
of jobs registered on the site and 
applications submitted for the last 
six months. 

The FM employment market entering 
2014, however, is not the same pre-
downturn market we left behind in 2007.  

While jobsinproperty.com reports seeing 
more candidates returning to the market 
– the most since 2007, in fact – there has 
been a shift from the previous pattern of 
contingency-based hiring to aspirational 
and growth-led expansion, indicating 
the way companies view and utilize 
their existing resources has changed 
dramatically in the interim. Additionally, 
newly job-led markets such as Energy 
and Surveying are showing a shortage 
of candidates for the number of roles 
being offered. Business Development 
Manager at jobsinproperty.com, Gary 
Sewell, notes, “There has been a month-
to-month increase not only in the number 
of roles we’re seeing advertised, but in 
the number of candidates registering on 
our site, which is at an all-time high. There 
are more candidates returning to the 
market this year, making a strong case for 
recovery across our market that will be 
sustained throughout 2014.” 

With an era of cautious capital lockdown 
over, companies are beginning to shift 
their focus away from retaining present 
holdings and starting to seek expansion 
on an ambitious scale. Global giant CBRE 

sets a strong precedent for FM industry 
growth with their recent £250 million 
acquisition of Norland Managed Services, 
Ltd. Norland’s complementary work with 
CBRE’s existing platform allows the 
company to advance their outsourcing 
offerings through the European market 
effectively, while aiming to create an 
unparalleled suite of real estate services 
across the region. This confi dent move 
is set to breed success, both in modest 
short-term gain and in producing 
sustainable, steady long-term growth 
to be echoed by the FM industry. The 
acquisition itself marks the shift from the 
cautious back to the ambitious for many 
companies as the tentative growth from 
the last year increases into rapid gains, a 
sign of things to come.

These continued performance increases 
appear ready to continue as we head into 
the new year; with the market at a 5-year 
high, these prevailing conditions may lead 
to the fi rst infl ation-beating wage rises 
seen in that period. 

Partnering with FMJ JobsInProperty.com 
bring you the largest and most varied rage 
of live FM opportunities in the market.

FAREWELL TO 2013, A HEALTHY START TO 2014

Please apply for any of the above roles by emailing apply@cobaltrecruitment.com  
or call 0207 478 2500 to speak with Claudio Rojas or Ryan Coombs quoting the  
relevant reference number.

Offices globally  www.cobaltrecruitment.com

The power of people

Senior Operations Manager  
London • £60,000-£70,000 + package 
We are looking to recruit a Senior 
Operations Manager to join an FM 
Provider’s new transport division. You 
will be seasoned within the transport 
sector and have good knowledge of 
FM delivery within aviation, rail and 
buses. You will work alongside the 
business development team at bid stage, 
attending meetings with prospective 
clients and being the key contact for 
mobilisation and operations. You must 
be smart, well presented, commercially 
astute with the drive to grow a business 
from its beginnings. 
Ref: 243011

FM Principal Consultant   
London • Up to £50,000 + car allowance 
An established Cost Consultancy seeks 
an FM Principal Consultant to be the 
number 2 and report into the Associate 
Director. You will be assigned a portfolio 
of clients within the public (60%) 
and private sector (40%) as you take 
responsibility for a range of strategic FM 
reviews, benchmarking, procurement, 
project management of FM change 
programmes, FM performance 
management and supply change 
management. You must be degree 
qualified with a proven track record in a 
similar role, ideally with one of the main 
cost consultancies in the industry. 
Ref: 239771

Building Manager   
Kent • Up to £35,000 
A Building Manager is sought for a 
multi-tenanted commercial property 
on a business park in Kent. The role will 
cover all elements of the day-to-day 
running of the property including service 
charge budget management, health and 
safety and compliance, management 
of outsourced contractors across hard 
and soft FM service streams, FM related 
project management and tenant liaison. 
Suitable applicants will have had previous 
exposure to managing multi-tenanted 
commercial property on behalf of a 
managing agent organisation and will be 
IOSH certified (NEBOSH is preferred).
Ref: 243511

Looking for career progression in 2014?

http://www.cobaltrecruitment.com
mailto:apply@cobaltrecruitment.com
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Innovative Recruitment Solutions for the Built Environment

Building Services Manager
£48,197 to £58,218 per annum 
Central St Martins, Kings Cross
Why choose us?
University of the Arts London is a vibrant world centre for innovation, 
drawing together six Colleges with international reputations in art, design, 
fashion, communication and performing arts.

The Role
As the Building Services Manager you will develop and maintain, design 
and operational policies, procedures and protocols for building services 
operations in conjunction with FM Managers, the Projects Team and the 
Energy and Environmental Manager to provide effi cient and sustainable 
buildings and services across the UAL estate. By regular reviews of 
designs and inspections of existing and installed services and providers 
you will ensure that installations and operations are being carried out to 
specifi cation and budget with a particular emphasis on energy effi ciency 
and sustainability.

Central to the Estates Department, you will develop standards that 
ensure estates and maintenance staff work to recommended industry 

standards, ensuring UAL is operating Mechanical and Electrical equipment 
safely, effectively and effi ciently. You will also propose, monitor and direct 
seasonal programming of Building Management Systems, lighting systems 
and HVAC equipment to match College requirements.

Your Profi le
Educated to degree level or equivalent in Mechanical/Electrical/
Environmental Engineering, you also hold membership of a relevant 
professional body (CIBSE or similar).  You have demonstrable experience of 
successfully managing large scale, complex building services operations 
in a multi site environment and the proven ability to introduce strategic 
and tactical environmental solutions at a senior level. Utilising strong 
infl uencing skills, you have established a track record of presenting 
compelling arguments to infl uence and negotiate satisfactory outcomes 
and have experience of managing teams, encouraging contribution and 
involvement from staff and customers at all levels and recognising and 
rewarding individual and collaborative achievement.

Closing date: 3rd January 2014

Build Recruitment have been retained to handle all applications for this post. All third party applications will be passed on to them. 
Please contact Coleen Cloherty, Alfi e Buisson or Sara Teymoor on 0203 176 4790 for a confi dential discussion. 

Please note that CVs submitted without and application form will not be considered.

Website: www.buildrec.com       Email: ual@buildrec.com

University of the Arts London aims to be an equal opportunities employer embracing diversity in all areas of activity

FACILITIES MANAGEMENT JOURNAL

To advertise your 
Facilities Mangement 

jobs with FMJ.CO.UK and 
JOBSINPROPERTY.COM 

please contact Danny or Rob on 

01322 662289
danny.grange@kpmmedia.co.uk    

rob.alder@kpmmedia.co.uk

mailto:danny.grange@kpmmedia.co.uk
mailto:rob.alder@kpmmedia.co.uk
http://www.buildrec.com
mailto:ual@buildrec.com
http://www.fmj.co.uk
http://www.jobsinproperty.com
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ASTFacts

FMJ aims to support technical expertise in the FM market.

In this edition of FASTfacts, GSH head of energy specification and design Alex MacGregor
explains the company’s forensic auditing approach and how it can help you to make the
right building management and energy decisions

Forensic auditing

CONTACT

For more information, visit www.gshgroup.com/uk

What is the underlying philosophy of 
forensic auditing? 

People sometimes overlook the fact that
the energy consumption of a building is
attributable to far more than merely its
plant and controls. A forensic energy audit
considers the building as a holistic,
interlinked function of its physical factors,
human interaction and external influences
– for example, local climate characteristics
– to present a true picture of the
relationship between all of these elements.
This helps determine the overall cumulative
energy consumption, and shows where cost
reductions can be made.

How do you start the process?
The first step actually involves looking 
into the past. After obtaining, verifying 
and weather normalising the energy 
data, we build up a profile of seasonal
consumption and the energy
characteristics of the building.

For example, step changes in energy 
use can indicate staff relocations,
refurbishments/extensions, or changes to
the building services or hours of operation.
This type of analysis helps rationalise the
energy data and provide some insight to
the historic relative efficiency of the
building – an important consideration when
striving to draw meaningful conclusions
from the data.

Do you then benchmark this data?
Utilising methods prescribed in the
Chartered Institution of Building Services
Engineers’s Guide F, Energy efficiency in
buildings, benchmarking the energy
consumption data against other UK
buildings of the same type gives an early
indication of the area-weighted and relative
performance of individual sites. For
portfolios of buildings, the technique can
be used to generate league tables, which
will aid perspective and encourage
stakeholder involvement.

What is the key aim of the process?
A forensic audit aims to capture all
aspects of the building’s energy-
consumption characteristics and explore
every possibility for energy, carbon and

water reduction. As such, we deploy a
team of experts covering various
disciplines.

The audit will typically result in a wide
range of recommendations. At this stage,
we employ a ‘green light’ philosophy
whereby all potential energy conservation
measures identified during the survey are
put forward for consideration.

How do you quantify these opportunities?
The three headline metrics we use as the
foundation of an energy investment
business case are: energy cost savings,
capital expenditure and carbon savings.
Quantifying energy savings is a detailed
process that involves careful application of
the physical laws affecting the building and
its systems. Further consideration must be
given to the operational aspects of the
building and the energy tariff structure.
Estimating capital and running costs are
crucial to developing the business case.

What other techniques are used?
Where the thermal and energy flows are
deemed too complex for accurate manual
calculation – for example, passive
technologies and renewables – we employ
building performance-modelling techniques.
This allows us to create a virtual ‘twin’ of
the real building, calibrated to closely
match energy consumption, equipment
specification, thermal and operational
properties, and governed by the same
physical laws as the actual site. 

Variations of the model are made with
future energy-saving initiatives in place –
the algorithms of powerful energy and
thermo fluids can determine the 
predicted savings.

What is the next stage?
A rigorous process of peer review is applied
to all proposed initiatives, their predicted
costs and energy savings.

Feasibility is discussed from both a
technical and financial perspective, 
with risk matrices being applied to each
project under consideration. Only those
initiatives mutually agreed to be technically
sound with an acceptable level of risk 
are put forward for presentation as a
business case.

How do you develop the return on
investment (ROI) and business case?

The development of an investment-grade
business case goes well beyond simple
financial payback calculations. We conduct
life-cycle assessments and incorporate
market analysts’ energy price predictions
to ensure that our Return Of Investment
calculations are based on the net 
present value.

Further external financial
drivers such as Carbon
Reduction Commitment
(CRC), tax breaks and
various incentives available

through government
schemes are built into the

proposal. Investment decisions
are not based on estimated

financial return alone. An iterative
process of matching opportunities

with the client’s objectives and risk
management ensures we deliver a strong,
customer-focused business case.

Does one size fit all?
We have been delivering performance-based
energy contracts for over 30 years, and so
have developed robust, proven analytical
techniques to shape sustainability strategy
and provide our customers with bespoke,
risk-managed solutions that align with 
their culture and corporate social
responsibility objectives. 

While the technical solutions available in
the market are widely known, the solutions
GSH provides for customers is bespoke and
specific to each client.

http://www.gshgroup.com/uk
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HEALTH & SAFETY – BUILDING SERVICES – FIRE & SECURITY

Some of England’s most famous football clubs are using Hanovia’s UV
disinfection technology to purify their hydrotherapy pools. Water of
exceptionally high quality is required as the clubs cannot afford for

their players to fall ill as a
result of water-borne
pathogens like
Cryptosporidium or
Giardia.

James Hadley, Hanovia’s
UK Sales Manager, says:
"UV technology is
becoming an extremely
important part of the

water treatment system for many top English clubs’ hydrotherapy
pools. Being effective against chlorine resistant micro-organisms and
by controlling chloramines, has led to Hanovia’s UV systems being
installed in many hydrotherapy and swimming pools across the world.

"Not only that, UV is much cheaper and safer than the other
non-chlorine treatment method, ozonation. The Victoria Park
Swimming Pool Complex in Hong Kong has installed over 20 of our
UV systems and they report that, compared to ozone treatment, 
UV is up to five times cheaper to maintain and takes up only 1/10th 
of the space." 
www.hanovia.com  01753 515300    

ENGLAND’S TOP FOOTBALL CLUBS GET THE 
HANOVIA UV TREATMENT 

RECORD ORDER LEVELS FOR FOREMANS SINGLE 
MODULAR BUILDINGS HELP MORE BUSINESSES EXPAND 

❯

The increasing demand for flexible, self-contained portable
buildings has resulted in the doubling of orders over the past year
for Foremans Relocatable Building Systems, the UK’s largest
supplier of refurbished Portakabin buildings. Having already
acquired a Foremans building around eight years ago, Flaretec
Alloys & Equipment had a requirement for two additional single
modular buildings to accommodate its growing business.

Commenting on the project, Ivan Manuel, managing director at
Flaretec Alloys & Equipment, said, “The quality, availability and cost
of Foremans’ portable buildings meet our needs. They offer a
good selection of building types for us to choose from, backed up
by a good level of service.”

The buildings are easy to site and install with low foundation
costs, and the approach radically reduces cost and programme

times by up to 70 per
cent. It is also one of the
most environmentally
friendly methods of
construction and a
highly sustainable
alternative to new build
because the buildings
are recycled. 

www.foremansbuildings.info  01964 544 344 

Keysource, the leading data
centre design and build
specialist, has appointed a
chartered health & safety
professional to its senior
management team, in a
move designed to support
the continuing growth of the
business.

Justin Busk joins the
organisation as the Head of
Safety, Health & Environment,
and brings with him over 10
years management

experience with various blue chip clients. He will be responsible for
developing Keysource’s H&S culture, vision and values, along with its
polices, standards, arrangements and procedures.

Justin has a proven track record in effective H&S management and
industry leading culture. During his career he has been involved with
multi award winning construction projects, which have set industry
leading standards for construction related safety, health and
environment KPI’s. These award winning projects included: EDS – Data
Centre; Transport for London – Palestra; Network Rail – St Pancras
International; Shell – Renewal; MOD – Aspire Defence; and the Olympic
Delivery Authority – Olympic Park Velodrome. 
www.keysource.co.uk  0845 204 3333   

KEYSOURCE MAKES SENIOR H&S
MANAGEMENT APPOINTMENT 

ADT SAFEGUARDS THE NEW JEWEL IN CORK’S CROWN 
ADT Fire & Security has
been specified by Suir
Engineering to deliver an
intelligent fire detection
and alarm system as part of
a £15 million development
of the new Mater Private
Hospital in Cork, Ireland.
From the outset of the
hospital's development,
they worked closely with
Suir to design and install 
a fire detection and alarm
system that would meet 
the unique requirements 
of the facility.

David Myers, regional
managing director, UK
south and Ireland for ADT commented: "Crucial to the successful
implementation of the system was the fact that our system offered
dedicated modules to control and monitor the safe operation of
the 280 site fire dampers. We were able to offer a bespoke solution
to damper control, and provide automatic control of each and
every damper in the building. So should a fire occur – our dampers
close automatically to stop the spread of smoke gases and fumes
into adjacent areas." 
www.adt.ie

❯

http://www.hanovia.com01753515300RECORDORDERLEVELSFORFOREMANSSINGLEMODULARBUILDINGSHELPMOREBUSINESSESEXPANDTheincreasingdemandforflexible
http://www.foremansbuildings.info
http://www.keysource.co.uk
http://www.adt.ie
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The hub of all of the mail which flows through Birmingham’s public
services is the city council’s corporate postal and scanning division
located in Erdington – and the newly installed hub of this office is the
OPEX 72 Rapid Extraction Desk.

Some 6000 items of mail arrive every day and an ongoing link is
maintained between 30 separate council premises and 220 service
areas across a permutation of delivery, processing and collection. As
you would expect from a major local authority, it takes pride in
ensuring that incoming items are clarified and reach the correct
department for action as quickly as possible, often before most of us
in the outside world have sat down with our first cup of coffee! Of
particular importance are sensitive or financial documents such as
cheques, parking payments, benefit requests and passports which
naturally have to be handled with care and accurately processed.

Something like a third of all incoming post is processed via the
OPEX 72 system by virtue of its ability to meet the above criteria for
critical items. Team manager Robert Lancastle is very impressed by
the degree to which the OPEX Rapid Extraction Desk has met his needs "It was perceived as being superior to anything else on the market
and so it has proved. "The two particular advantages are the comfort of knowing that it is very flexible whilst guaranteeing opening and
extraction rates compared to manual methods, and secondly by virtue of knowing exactly how long any given type of envelope or content
will take we can set the system up for prioritised batches. "Overall we also have the benefits of a statistics trail and excellent ongoing support
and attention from OPEX. Suffice to say that as we integrate our services within the council and consolidate the satellite locations then we 
will certainly consider ordering more of the same, providing it realises financial as well as performance benefits." 
www.opex.com  01204 388838 

THE HUB OF THE MATTER  
CLEANING & MAINTENANCE – BUILDING SERVICES

❯
25TH ISSA/INTERCLEAN AMSTERDAM LAUNCHES
DEDICATED STEAM CLEANING PAVILION 

At ISSA/INTERCLEAN
2014 (6-9 May) a
dedicated Steam
Cleaning Pavilion is
being launched
where steam cleaning
companies will be
conveniently located
to service visitors at

the show and make it easier for them to get the most out of their visit.
Thomas Stuecken, Chairman of OSPREYDEEPCLEAN and CCO of the

new OSPREYFRANK group explains, “As the leading group in developing
and manufacturing mobile and stationary dry-steam cleaning
technologies we are experiencing a significant market growth for highly
efficient and detergent-free cleaning solutions in the field of industrial
degreasing, for example before painting and coating, and also in the
field of sanitation of conveyor belts in the food processing sector.”

Massimiliano Menichini, CEO of MENIKINI confirms the growing
interest in steam cleaning in recent years, ‘’As international leaders in dry
steam technology, we see a significant increase in our markets and are
pleased to be part of this new Steam Cleaning Pavilion where we will be
presenting out latest innovations.” 
www.issainterclean.com 

Interserve, the international support services and construction
group, has won the Best External Pedestrian Area and Street
Furniture award at Kimberly-Clark Professional Golden 
Service Awards 2013, for its work at Paternoster Square in 
the City of London.

The awards recognise and reward service excellence for
contract cleaning companies and in-house cleaning teams. They
are acknowledged internationally as the hallmark of quality and a
powerful tool in the promotion of excellence.

Scott Saunders, client services director at Paternoster Square
commented: "They work hard in supporting the site, not only to
provide the key services expected of an estate cleaning team but
to enhance the experience for all visitors. This award recognises
the effort put into maintaining this iconic City location.”

Tony Sanders, managing director – commercial at Interserve,
said: "This is a fantastic achievement for the team, this award
further demonstrates our commitment to working with our
clients to maintain a high standard of cleanliness in such an
important environment."  
www.interserve.com

INTERSERVE SCOOPS GOLDEN SERVICE AWARD 

❯

http://www.opex.com01204388838%E2%9D%AF%E2%9D%AF25THISSA/INTERCLEANAMSTERDAMLAUNCHESDEDICATEDSTEAMCLEANINGPAVILIONAtISSA/INTERCLEAN2014
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ENERGY MANAGEMENT – HEALTH & SAFETY – INTERIORS – WASTE & RECYCLING

As part of its
commitment to
architects and
contractors,
Heckmondwike FB has
released an eight page
sample card
demonstrating its new
entrance and transition
area colours.

Abby Chandler, Marketing Manager of Heckmondwike FB, said: “We
introduced these exciting new colours to complement our existing
carpet and tile ranges and provide even greater choice. We have had a
great response to these new designs and expect the sample cards will
further enhance their popularity with schools and for commercial
environments.”

Heckmondwike FB carpets and carpet tiles are available with full
technical support, as part of the service. All fibre bonded products are
manufactured by Heckmondwike FB at its base in West Yorkshire,
where the company is fully certified to ISO 14001, as part of its
commitment to sustainability.

They are one of the leading carpet suppliers to the education,
commercial and public sectors and are well-known for the excellent
value, durability and high performance of their products.
www.heckmondwike-fb.co.uk  01924 413637  

EXCITING NEW ENTRANCE AREA SAMPLE CARD RELEASED HONEYWELL AND STOR GENERATION TO CUT ENERGY USE,
BOOST REVENUE FOR PUBLIC AND PRIVATE ORGANISATIONS 

❯

Honeywell has announced it is working with power-management
company Stor Generation Ltd to help organisations automatically
adjust energy use in their buildings, creating virtual power plants
(VPPs) to help stabilise the electrical grid. Stor will use Honeywell’s
automated demand response (ADR) technology to connect with
facilities and aggregate energy savings tied to temporary
adjustments in heating and cooling equipment. They will provide
aggregated electricity reductions from many buildings to
programmes like National Grid’s Short Term Operating Reserve
(STOR) initiative. "To take part in STOR and receive the financial
benefit, organisations must be able to offer at least 3 megawatts of
demand reduction or generation, exponentially more energy than
most businesses can
afford," says Scott Petersen,
director for Honeywell
Smart Grid Solutions. "Stor
Generation can aggregate
power from dozens of
facilities, provide the
reserves to National Grid
and share the incentives with its customers – gains that could
mean tens of thousands of pounds each year for an organisation." 
www.buildingsolutions.honeywell.com/eu  
+44 (0)33 33 45 54 99 

Westfield Stratford City,
Europe’s largest urban
shopping centre, has
won top honours at
the 2013 Chartered
Institution of Wastes
Management (CIWM)
Awards for

Environmental Excellence, which recognise and reward good
practice in sustainable waste and resource management.

The RWM Sustainable Facilities Management Award,
sponsored by RWM 2014, was presented to Westfield Stratford
City and waste management contractors WasteSolve for their
proactive partnership approach to reducing the centre’s
environmental impact, which to date has seen 2,014 tonnes of
waste sent for re-use or second life reprocessing.

Alyson Hodkinson, General Manager, Westfield Stratford City,
commented: “We are delighted to win this award in recognition
of the true partnership approach taken between Westfield,
Wastesolve and our tenants, to reduce our environmental
impact and promote best practice. Through a combination of
communication, education and competition we have
encouraged 100% of our food and beverage tenants to
participate in the ’Green Academy’ and supported all 
tenants to maximise their waste recycling volumes." 
www.ciwm.co.uk

EUROPE’S LARGEST URBAN SHOPPING CENTRE 
SCOOPS SUSTAINABLE FM AWARD

EUROSAFE SOLUTIONS ON THE RAILS
AT READING STATION 
Contractors and staff carrying out refurbishment work on the
£850m redevelopment of Reading station were given extra peace of
mind after Eurosafe Solutions supplied a comprehensive fall
protection solution. The fall protection systems were required to
support contractors who were building a passenger walkway above
the platforms, carried out whilst the station was still fully operational. 

John Boyle, director of Eurosafe Solutions, said: "This was an
important contract, which ensured that personnel working on the

refurbishment of the
station were offered
maximum
protection from falls.
We are pleased to
report that there
were no incidents
during the
construction of the
site and the systems
will further enhance

safety for those carrying out maintenance work in the future."
Eurosafe Solutions provided training to installers in the safe use of

the systems, which included creating a considered response in
emergency situations. The company also supplied permanent fall
protection and access systems for the future inspection and
cleaning of its rooflights. 
www.eurosafesolutions.com  01142 507411 

❯
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BUILDING SERVICES – HEALTH & SAFETY – PEOPLE & APPOINTMENTS

❯

In line with its strategy
to provide first class
people services and an
outstanding customer
experience, Elior has
launched Ellipse – a
brand dedicated to
the delivery of
contracted reception
services.

Ellipse provides
highly professional,
bespoke reception

management services for organisations that want to excel at the front
desk. It offers a range of integrated services including reception desk,
switchboard, meeting room management and concierge services.

The service is aimed at new and existing clients, building upon the
£3m worth of reception contracts currently managed by Elior in the UK.

Carl Morris, Director of Marketing and Corporate Communications,
Elior UK, says: “We all know a great reception when we enter one. The
warmth of the greeting, the air of efficiency and the care taken – it
speaks volumes about the company we are visiting. Ellipse brings
together Elior’s award winning customer service programme and 
our extensive reception expertise to deliver an outstanding 
reception experience.” 
www.ellipsereception.co.uk 

ELIOR UK LAUNCHES ELLIPSE, A DEDICATED 
RECEPTION SERVICES BUSINESS Pentair Thermal Management has recently been specified to

provide its Raychem Winterguard frost protection and HWAT
water temperature maintenance system to 20 Fenchurch Street
(The Walkie Talkie).

The building’s hot water services are based in a hybrid system
with recirculated pipework in the risers with a single pipe on each

floor to the outlets.
2500m Raychem’s
HWAT-R has been
used to maintain
the water at a
temperature of 55°
degrees and 30
HWAT-ECO
controllers were
employed to

ensure accurate temperature control, economy setback features
as well as the option of a periodic legionella prevention cycle.
Frost protection on the exposed pipework on the rooftop is
provided by Raychem Winterguard with Eco 10 controllers.

Designed by world-renowned architect Rafael Viñoly, 20
Fenchurch Street has been constructed with maximum efficiency
in mind and developed by a joint venture partnership between
two of the UK’s leading property companies; Canary Wharf Group
and Land Securities. It provides 675,000 sq ft of top quality offices
with unrivalled views of London. 
www.pentairthermal.co.uk  0800 969013 

OVER AND OUT …

❯
COMMUTERS IN SAFE HANDS THANKS TO 
FORBO’S NUWAY TUFTIGUARD 
Forbo Flooring System’s
Nuway Tuftiguard entrance
matting system has been
installed in phase one of the
redevelopment of
Birmingham New Street train
station, to help minimise the
risk of slips and trips. 

The refurbishment project
required a heavy duty
entrance barrier matting system that could remove dirt and moisture
from the soles of shoes – a crucial requirement to protect travellers
from accidents and help maintain the appearance of the interior floor
coverings, another key requirement for the flooring was its load
bearing capabilities as heavy and frequent traffic throughout the
station includes wheeled vehicles and heavy suitcases.

Alan James, contracts director at SDS Matting, an approved Forbo
Entrance Systems Specialist Installer (FESSI), said: "We have installed a
large number of Forbo’s products over the years, and because of this
we were confident that its range of entrance matting systems would
meet the high performance characteristics required, in terms of slip
resistance, durability and strength."
www.forbo-flooring.co.uk/nuway

Landmarc Support Services, the international provider of
training and sustainable infrastructure solutions, joins the ranks
of just five per cent of 'Investors in People' companies to achieve
the bronze award for going above and beyond in the way they
develop, support and motivate their staff. The Investors in People
framework, which is suitable for organisations of any size and in
any sector, transforms business performance through people,
helping companies to achieve their objectives by targeting
specific priorities within the organisation.

Steve Utley, project director at Landmarc Support Services,
said: "It is a great testament to our company that we have
achieved this bronze standard. To be part of only five per cent of
Investors in People recognised organisations, to receive this

award is truly
an impressive
achievement."

Companies
that have
achieved this
standard

generally have lower staff turnover and sickness rates. In
addition they tend to have increased levels of profitability,
employee engagement and productivity. 
www.landmarcsolutions.com  01980 636500 

LANDMARC SCOOPS COVETED BRONZE INVESTORS 
IN PEOPLE ACCREDITATION 

http://www.ellipsereception.co.uk
http://www.pentairthermal.co.uk
http://www.forbo-flooring.co.uk/nuwayLANDMARCSCOOPSCOVETEDBRONZEINVESTORSINPEOPLEACCREDITATIONLandmarcSupportServices
http://www.landmarcsolutions.com
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ENERGY MANAGEMENT – FIRE & SECURITY

Vimpex Limited, the specialist supplier of fire detection, alarm and
evacuation solutions, has introduced an innovative wireless magnetic
door holder to its range of products. The battery-powered unit is
triggered acoustically when the fire alarm sounders are activated, and
advanced, intelligent, digital technology learns the sound of the
building’s fire alarm, meaning
false activations are all but
eliminated. No external wiring is
required and a pair of standard
'C' cell batteries provides power
for more than a year. 

With the addition of this new
model, the Vimpex range of EN 1155 approved electromagnetic door
holders offer the installer the broadest choice of mounting styles,
holding power and installation accessories. Mounted onto a fixed
surface, Vimpex door holders ensure retention by means of a smart
metallic keeper plate. Interfaced with the fire alarm system, the door
holders are de-energised as soon as the fire is detected thus releasing
the door without any harmful delay.  
www.vimpex.co.uk  01702 216999     

VIMPEX LAUNCHES A PROGRAMMABLE WIRELESS 
ACOUSTIC DOOR HOLDER 

ADVANCED FIRE DETECTION PROTECTS 
TESCO DISTRIBUTION CENTRE  

❯

A total of 24 PRO•SENS
units were installed in a
1˚C and a 12˚C cold
store and separate
recycling plant. The
system draws air
samples continuously
from the monitored area
through a pipe system

fitted with sampling holes at regular intervals. The airflow is then
analysed for smoke particles and an alarm is raised if smoke is
present. The TITANUS ASD detection module uses a high-power
LED light source as opposed to a conventional laser, providing
additional benefits including the ability to operate down to -40˚C. 

"In addition to its low temperature performance the TITANUS
range also offers other advantages," explains Paul Loveridge,
leader systems design manager. "The WAGNER systems are very
well engineered, offer excellent design flexibility and have proven
reliability. We had no hesitation in recommending the products to
our largest client, Tesco."

The TITANUS range is supported by PipeXpress, WAGNER’s
system design tool, which ensures the pipe network delivers
equal performance across the whole monitoring area.
www.wagner-uk.com  0870 333 6116 

In a bid to create more energy efficient railway stations, Virgin Trains
has tasked Lorne Stewart's Facilities Services Division PLC to find ways
to reduce energy consumption at stations maintained by Virgin. In the
latest phase of this project, they have used AVA branded LED lighting
products to light up parts of Birmingham International Railway
Station, achieving a 90 percent reduction in power consumption,
when compared to outdated lighting technologies.

They are looking to roll out this energy saving initiative to several
other railway stations, including the recent refurbishment of Stafford
station car park. Over the course of their operational lifetime, AVA
products will pay for their upfront investment cost via large energy
and maintenance savings. 

Craig Lewis, chief executive of Novah Ltd, which manufactures 
AVA LED lights, commented: “We're delighted to be working 
alongside Virgin Trains and our long-term operational partner, 
Lorne Stewart in a bid to significantly reduce energy consumption
across train stations nationally." 
www.avalights.co.uk  0151 357 1799  

AVA LED PRODUCTS ARE CHOSEN BY VIRGIN TO ENSURE
GREENER RAILWAY STATIONS

FAST RESPONSE FROM FIKE FIRE SYSTEM SAVES LIVES 
Significant
structural
damage and
potential loss of
life have been
avoided
following the
fast and orderly
evacuation of a
block of five
apartments in
Blackpool,
following a fire.

The Fike TWINFLEX smart 2-wire fire detection system instantly
raised the alarm, and its powerful alarm confirmation facilities
ensured a fast and safe evacuation of all the tenants before the
escape route became compromised. The fire detection system was
designed and installed by DD Fire Alarms, a company specialising
in providing alarm systems for houses of multiple occupation
(HMOs) and hotels. The control panel is mounted in the entrance
hall and is connected to 26 Multipoint detectors, which are
installed in the five apartments and communal areas. 

"The building is wired on separate zones with alarm
confirmation delays programmed so the alarm in the rest of the
building is only raised if there is a genuine fire in one of the flats,”
said Darren Johnson, managing director of DD Fire Alarms."
www.fikesafetytech.co.uk  01633 865 558 

❯

http://www.vimpex.co.uk
http://www.wagner-uk.com
http://www.avalights.co.uk
http://www.fikesafetytech.co.uk


41fmj.co.uk | MONTH IN FM

❯

❯

Severn Trent is one of the world’s leading commercial suppliers of water and waste water
treatment services and products, and in the UK it provides high quality services to more than 4.2
million households and businesses in the Midlands, with a key facility being the Minworth
treatment works near Birmingham. A key aspect of maintaining a safe and efficient operation
revolves around the Testo instrumentation technology, which enables the 10 engineers to
monitor and control the 50 machines located across the 30 satellite locations.

At Minworth the common targets are methane gas and nitrous oxide emanating from the
many different types of waste liquid, from sources as varied as agriculture, coatings, municipal and
photographic materials, processed via nine machines of different configurations and output,
including four in a dedicated huge room which were converted from diesel to gas, aptly named
Bell, Brunel, Faraday and Stephenson. This enables Severn Trent to not only generate its own
electricity but export the surplus as a business source.

Dave Joyner of Severn Trent is pleased to observe the many benefits of Testo’s expertise, "The
portable and compact nature of the testers
makes them the ideal kit for all of our
engineers, as does the calibrated flexibility
of the technological options, which enable us to constantly and easily check the
performance of the machines and backed by the ready print out. Just a minus one
per cent shows up. In between the 1000 hour service pattern we can see at a glance
whether there are any problems with temperature, plugs or valves for example and
we are always watchful of the build up of siloxane compounds which can affect
compression ratios. "The large colour graphic display and detachable control unit are
major features, and given that the Environment Agency checks us every six months
we always have to be at our best."
www.testolimited.com  01420 544433 

TESTO TURNS WASTE INTO POWER 

NEW APEX BOILER ENERGY MANAGEMENT 
SYSTEM FUELS ENERGY SAVINGS 
Up to 20% savings can
be achieved using the
new intelligent Boiler
Energy Management
System (iBEMS) from
Apex Energy UK. The
easy-to-install unit has
been introduced to
reduce the problem of
dry or short-cycling in
commercial gas, oil and LPG boilers with an output of ≥30KW/100,000
BTU. This is caused when a boiler fires to compensate for a reduction
in core temperature brought on by ‘standing losses’, regardless of
whether or not there is a genuine demand for heating.

Maintenance free, quick-to-install and cost effective, the Apex
iBEMS can be retrofitted in less than one hour alongside existing
building management systems and HVAC control and temperature
sensors to monitor electricity and minimise waste. 

The system constantly monitors system flow and return
temperatures without relying on fixed values, and Apex estimates a
return on investment can be achieved within two years. The product
is also maintenance free and comes with a five year warranty.
iBEMS@apexwiringsolutions.co.uk  0191 378 7900   

Anglian Archives are specialists in all
aspects of professional paper
document off-site storage and data
management including electronic
media tape/disk back up rotation and
scanning of documents including
large format scanning for
architectural plans and similar.

Anglian Archives is able to provide
cost-effective, tailormade solutions for
all data storage and management
requirements including rapid file and box retrieval as needed via a
barcoding system. Additional services include secure document
shredding, cataloging and scheduled destruction of your files to
whatever date you set.

We work with a number of blue chip companies from construction
and engineering, financial and insurance, solicitors, surveyors and
architects, local government and public services, education and
training, recruitment and many in between! 

All our staff are subject to stringent security checks and sign a
confidentiality agreement so your documents are stored securely and
safely. We pride ourselves in our quality of customer service, flexibility
and courtesy, so why not put us to the test? 
www.anglianarchives.co.uk  info@anglianarchives.co.uk 
01604 670964

BUSINESS DATA MANAGEMENT SOLUTIONS:
IMPROVE YOUR OFFICE WORKING ENVIRONMENT 

ENERGY MANAGEMENT – BUILDING SERVICES

http://www.testolimited.com01420544433%E2%9D%AF%E2%9D%AFSevernTrentisoneoftheworld%E2%80%99sleadingcommercialsuppliersofwaterandwastewatertreatmentservicesandproducts
mailto:iBEMS@apexwiringsolutions.co.uk
http://www.anglianarchives.co.uk
mailto:info@anglianarchives.co.uk
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CATERING & VENDING – CLEANING & MAINTENANCE – FIRE & SECURITY – CLEANING & MAINTENANCE

Dining furniture and seating
has been supplied by
Knightsbridge Furniture as
part of the extensive
redevelopment of the
in-patient unit at Kirkwood
Hospice in Dalton, just
outside Huddersfield. The
new furniture contributes to
the light, modern feel of the
facility, with the colours,
fabrics and finishes selected

from the latest Knightsbridge Collection. An independent hospice and
registered charity, Kirkwood opened in 1987 and provides specialist
care – free of charge – to adults from the surrounding area.

The 16 bed in-patient unit has been carefully designed to meet the
complex needs of patients and their families, with chairs and settees
from their traditionally-styled Jasmine range nestling alongside the
more contemporary profiles of Maddie club chairs and high-back
armchairs from the company’s Arran range. Harvey timber-topped
tables are used in the dining area, Palma tables in the patients’ lounge
and multi-bed bays, Polo and Ascot tables in the activity rooms and the
Ventura lamp table in the beverage bay.
www.knightsbridge-furniture.co.uk  01274 731900                   

KNIGHTSBRIDGE FURNITURE COLLECTION CONTRIBUTES 
TO HOSPICE REDEVELOPMENT  

❯

Grotech Production, the
specialist formulator and packer
to the speciality and general
chemical industries, have
introduced the Evercare brand,
the UK’s most sustainable
commercial powder-concentrate multi-purpose cleaner, and have
taken on the brand, trademark and IP rights. Grotech aim to grow
the current distribution of the Freshclean products, as well as
introducing a complementary range of products, including an
environmentally friendly powder concentrate and a specialist
strong de-greaser and TFR (Traffic Film Remover), ‘Superkleen’ and
‘Superkleen TFR’ currently going through final stages of testing.

Martin Usher, MD and founder of Grotech, is delighted with his
company’s latest product, and excited about the development of
complementary innovations; “Whilst there is usually little to get
nostalgic about when it comes to cleaning products, Freshclean
has a wonderful, rich history. "Since its development in 1961 by
Stanley Blum for Evercare, the formulation has never been
changed – testament to the great cleaning power of this effective
and efficient product."  
www.evercare-products.com  01405 761746 

Henry Squire & Sons Ltd is
the first manufacturer to
be accredited to a new
quality standard set by
LPCB (Loss Protection Certification Board, part of BRE Global) for
its high security Stronghold padlocks. This means specifiers,
facilities managers and suppliers can be confident that Squire’s
LPCB certified Stronghold padlocks offer effective levels of
deterrence against physical intervention, burglary, 
vandalism and terrorism.

Made from solid steel for maximum strength and durability,
Squire’s CEN grade Stronghold padlocks benefit from
state-of-the-art manufacturing and production technology. This
ensures the tightest tolerances, reliability and the highest
quality. They are recommended for use on perimeter gates,
warehouses, heavy goods vehicles, trailers, garages and high
security doors.

Managing director John Squire said: "We are proud to be the
first independent lock manufacturer to achieve this important
quality assurance standard. "This accreditation is yet another
example of Squire's ongoing commitment to best practice and
ensuring our purpose designed products offer exceptional
resistance against a sustained attack." 
www.squirelocks.co.uk  01902 308050 

SQUIRE’S STRONGHOLD
PADLOCKS SET NEW 
LPCB STANDARD 

THE FUTURE FOR COFFEE STATIONS STARTS HERE: 
AIMIA FOODS LAUNCHES POUR MOI CAFÉ EXPRESS 
In what represents the most
innovative coffee station launch of
the year, Aimia Foods has unveiled its
new Pour Moi Café Express concept
to the UK vending industry. Available
now, Pour Moi Café Express is
specifically designed for
environments including universities,
colleges, hospitals, leisure and retail
sites where expectations are high and
traditional vending machines simply
don’t meet customer needs. The
concept provides fresh bean-to-cup
Fairtrade coffee, hot chocolate and
tea in a contemporary station format,
served in beautiful fluted 12oz cups
with lids, as well as having has reduced maintenance and
downtime thanks to longer intervals between fill ups.

The station makes use of clever technology including a choice
of payment systems. There are options for coin or debit/credit
cards and even a contactless payment option using the latest
generation of wave and pay cards, which is a real breakthrough
with many sites reporting 40 per cent increases in sales versus
coin only options. 
www.pourmoicoffee.com  enquiries@pourmoicoffee.com 

GROTECH PRODUCTION TAKES ON FRESHCLEAN
RIGHTS AND LOOKS TO DEVELOP COMPLEMENTARY
CLEANING PRODUCTS 

❯
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http://www.evercare-products.com01405761746%E2%9D%AFSQUIRE%E2%80%99SSTRONGHOLDPADLOCKSSETNEWLPCBSTANDARDHenrySquire&SonsLtdisthefirstmanufacturertobeaccreditedtoanewqualitystandardsetbyLPCB
http://www.squirelocks.co.uk01902308050THEFUTUREFORCOFFEESTATIONSSTARTSHERE:AIMIAFOODSLAUNCHESPOURMOICAF�EXPRESSInwhatrepresentsthemostinnovativecoffeestationlaunchoftheyear
http://www.pourmoicoffee.com
mailto:enquiries@pourmoicoffee.com


Twitter messages can now be displayed large! Messagemaker has increased
the interactivity of its digital LED signs and displays with new TwittLED, a range
of moving message displays that can now stream live Twitter feeds. Instantly
connect with staff, visitors, prospective customers, event attendees to an event
etc by broadcasting a Twitter stream to bring them breaking news and offers,
alternatively use as an in-house communications channel. You can even use
TwittLED displays to relay positive customer comments and endorsements
back to your staff.

Managing the Twitter feed couldn’t be easier. Content can be controlled
from a PC or mobile phone, with access restricted as required. Tweet, retweet or
moderate messages from anywhere at any time.

Comments Harry Filer, MD of Messagemaker Displays: 

“The introduction of the new range of
Twitter-compatible signs is an exciting
new development for us and one which
we hope will offer added value to our
clients as well as giving them a 
competitive edge.”
www.messagemaker.co.uk/twitter-sign  
01737 774738                                   
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❯ALTRO ENJOYS CELEBRITY STATUS AT 
NEW COOKERY SCHOOL 

BUILDING SERVICES – INTERIORS – SOFTWARE & IT – WASTE & RECYCLING

❯

Lanes Group has carried out a major survey of a surface water culvert
running through one of the biggest seaside resorts on the south coast
to check its condition to manage flood risk. Engineers based at the
Lanes depot at Sevenoaks in Kent inspected and cleaned the entire
length of the 1.8 mile long culverted watercourse through Eastbourne
for East Sussex County Council.

Six engineers
worked on the project
using a jet vac tanker, a
CCTV camera van and a
portable camera unit,
used to reach stretches
of culvert not
accessible from roads.

John Oakes, the
Lanes Group Area
Development Manager,
said "This was a
technically challenging

project that required engineers with the right skills, using the right
equipment. Maintaining excellent communications with the client and
the public was also essential. "The fact that it went smoothly reflects
positively on how the whole team - Lanes Group, East Sussex CC and
other agencies - worked together to get the job done."
www.lanesfordrains.co.uk 

LANES CHECKS FLOOD DRAINAGE ASSETS IN 
MAJOR SEASIDE RESORT 

The Cookery School, run by celebrity chef Rosemary
Schrager, situated in the historic heart of Royal
Tunbridge Wells, Kent, opened its doors in Spring 2013.
It is located in a three-storey Regency-style building and

includes a domestic
school, professional
school, a deli and café,
as well as event space.

Executive chef, John
Rogers was tasked
with project

managing the creation of the new school and this
included sourcing the very best materials for both the
domestic and professional kitchens. “I contacted Altro
and explained that we wanted a natural wood effect
safety flooring in the domestic kitchen to create a
homely, yet stylish look; but it also needed to have
superb slip-resistant properties. Ease of cleaning was
also a must.”

For the school’s professional kitchen, he specifically
asked for Altro Stronghold 30 safety flooring and Altro
Whiterock wall cladding. The installation of the Altro
floors and walls was carried out by Elite Interiors in
around four weeks with a team of four fitters.
www.altro.com 

Kimberly-Clark
Professional is
embarking on a
drive to help its
customers better
understand the
concept of
‘closed loop
recycling’ and
how it can help

them to minimise their impact on the environment. Closed loop
recycling is a production system in which the waste generated by
one product is used to make another. 

Lori Shaffer, Sustainability Marketing Manager at Kimberly-Clark
Professional, said: "Many of our customers are already able to
recycle enough office waste paper to produce the tissue products
they consume, thereby creating a closed loop, where our customers
are not able to achieve this, we want to help them do so. “In an ideal
world, we would recycle their waste for them. But in many cases it’s
not realistic for us to do this, so offering practical support is the 
next best solution."

The company is also offering subsidised Kimberly-Clark Paper
Saver waste paper collection bins, which are designed to store
recyclable paper waste for collection and re-processing.
www.kcprofessional.co.uk 

KIMBERLY-CLARK PROFESSIONAL TO LEAD THE WAY IN
HELPING CUSTOMERS ACHIEVE ‘CLOSED LOOP’ RECYCLING 

NEW TWITTER TICKER MESSAGEMAKER INTEGRATES
TWITTER MESSAGING INTO LED TICKER DISPLAYS 

The culvert outfall, where it meets the Horsey Sewer.
The standing water here did not prevent completion 
of a full survey along the culvert’s length.

http://www.kcprofessional.co.uk
http://www.lanesfordrains.co.ukKimberly-ClarkProfessionalisembarkingonadrivetohelpitscustomersbetterunderstandtheconceptof%E2%80%98closedlooprecycling%E2%80%99andhowitcanhelp%E2%9D%AFALTROENJOYSCELEBRITYSTATUSATNEWCOOKERYSCHOOLNEWTWITTERTICKERMESSAGEMAKERINTEGRATESTWITTERMESSAGINGINTOLEDTICKERDISPLAYSTwittermessagescannowbedisplayedlarge!MessagemakerhasincreasedtheinteractivityofitsdigitalLEDsignsanddisplayswithnewTwittLED
http://www.messagemaker.co.uk/twitter-sign
http://www.altro.com


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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