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One of the joys of the FM sector is its huge diversity.
Working in facilities management can require maintaining
              
host to London Fashion Week and it can mean making sure
you’ve got the best methods for keeping washrooms clean.

T

his wide ranging remit – which I’d argue is far more diverse than
other related disciplines such as IT or HR – can mean that facilities
management has struggled to define itself to the wider business arena.
Which is where the two leading FM institutes – RICS and BIFM play
an incredibly important role in supporting the needs of members and
representing a profession which is still sadly little understood outside its own
sector. So it was encouraging to see representatives of both Institutes share a
platform for the first time at the Workplace Futures conference in February.
The session however, received a mixed review, as the BIFM, which was
fielding an interim CEO due to the unprecedented departure of three
previous incumbents over the last few months, didn’t in my opinion do
enough to reassure members with a clear strategy on how to deal with the
challenges ahead.
With this mind we aim to talk to BIFM over the coming months to get their
thoughts on how the institute plans to move forward.
For RICS’, Rory Murphy commercial director, VINCI who is on the RICS FM
Professional Board, outlined the enormous effect digital disruption will have
on the way in which property and people are managed in the future. He takes
up some of themes discussed in his first blog for us.
For some further insights into the direction of travel, you can learn more
about the ways technology is already impacting on M&E and the latest
predictions for the future of CAFM.
And talking of changes, I’m now taking over from Charlie Kortens as editor
of FMJ. Some of you might know me already from my coverage of FM over the
last couple of decades.
As ever with FM, the more things change…
As always, we’d welcome your feedback about any aspect of the magazine,
together with your insight into what’s happening in the FM sector.

 sara.bean@kpmmedia.co.uk
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9Total waste management including collections
9Purchase and export of recyclables
9Precision engineered compactors, balers & liquid drainers
9Full servicing & repairs, parts stockist
9Company or site tailored waste strategies
9Strategy implementation, site environmental campaigns
9Progress/monthly reporting
9On-site operator & waste management training
9Full range of site waste equipment, logistics
9An Innovative, transparent company

One supplier. One invoice. One point of contact.
01732 85 22 44
info@compactandbale.com
www.compact-and-bale.com
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inc VAT

Check out our website for more great deals:
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**Some products are up to 55% cheaper than our competitor’s prices.
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 Next Edition
Next month’s issue includes our visit to AECOM’s
UK headquarters at Aldgate Tower in London.
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thoughts or feedback please email:
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UNIVERSITY OF BRADFORD WINS
TOP PRIZE AT CIBSE BUILDING
PERFORMANCE AWARDS
The University of
Bradford has been
crowned Building
Performance
Champion at the
Chartered Institution
of Building Services
Engineers (CIBSE)
Building Performance
Awards 2017, for its
pioneering Ecoversity
programme.
The university’s department of estates and facilities won the top award
for its transformational work on its aging estates infrastructure over the
last decade – reducing its carbon footprint by 35 per cent, and becoming
the only university in the world to maintain three ‘BREEAM Outstanding’
rated buildings in its portfolio.
The University also claimed victory in the Facilities Management Team
Award category, with its entry commended for its approach to tackling
inherent problems within its large stock of legacy buildings dating
from the 1960s and 70s, including poor thermal performance, asbestos
and large expanses of single glazing. Having overcome a number of
challenges, the University has cut utility costs by 27 per cent in a market
that has risen 90 per cent, and saved £8 million over 10 years.
Other winners on the night included AECOM in Building Performance
Consultancy of the Year (over 1000 employees), Elementa Consulting
in Project of the Year – International, and HLM in Project of the Year –
Residential. The new Test of Time category, which rewards continued high
performance in a previous winner, was claimed by British Land, who have
demonstrated continued high performance since their win in 2012.

NEW STUDY REVEALS WORKPLACE DESIGN
IS FAILING KNOWLEDGE WORKERS
A new study commissioned by Sodexo in
partnership with Quora Consulting has revealed
the crucial factors affecting productivity,
engagement and retention in the knowledge
worker sector, one of the UK’s biggest and
fastest growing employment sectors.
According to the in-depth study ‘Creating a
workplace that maximises productivity’ which
sought the views of 2,800 knowledge workers, twothirds (67 per cent) claim to have left their last role
because their workplace was not optimised for
them, presenting a wake-up call for organisations
not to put cosmetic design over substance.
The report revealed that in terms of engagement
just 36 per cent thought that their organisation cared about their wellbeing and
just under half (48 per cent) trusted their managers’ to ‘do the right thing’ by them.
Office noise, bad lighting and access to quiet space were all cited as crucial
factors affecting productivity, with 69 per cent of knowledge workers stating that
their workplace design directly impacted their effectiveness.
In the UK today, knowledge workers represent 60 per cent of the overall labour
force and are the single fastest growing segment. The needs and expectations of
knowledge workers in relation to their work and working environment are unique
and it is essential that organisations reliant on this group consider their unique
needs if they are to drive productivity, retention and engagement.
More than half of those questioned (51 per cent) claimed that reducing
unnecessary noise was the single most important factor to improving their
effectiveness, while a third (35 per cent) of respondents stated that access to quiet
space was key to increasing productivity.
Ensuring access to daylight and good lighting was a close second to noise with
just under a half of respondents stating that it was a major disruptive factor.
Workplace nutrition was also highlighted as playing a significant role in worker
performance, with more than half (53 per cent) of those questioned claiming that
quality of food is important, but only a third (37 per cent) felt well catered for by
their organisation.

CANARY WHARF RECYCLING INITIATIVE

MAKES IT A ‘CLEAN COFFEE ZONE’
C

anary Wharf Group has launched its first
ever coffee waste initiative, ‘Wake Up and
Smell The Coffee’, making the entire 128 acre
Canary Wharf Estate a ‘Clean Coffee Zone’.
The campaign will see coffee cups, lids and
coffee grounds generated by over 300 shops, bars
and restaurants across the Estate being recycled
with the use of designated bins. They will be given
second life uses, thereby repurposing hundreds
of tonnes of waste generated from coffee drinking
each year.
To help increase awareness of waste recovery,
those who take part will be rewarded with
coffee vouchers for Change Please, an initiative
which provides a barista training programme for
previously homeless individuals. To encourage
people to pledge support, KeepCup, makers of the
World’s first barista standard reusable cup, will
be rewarding the first 10 pledges each day with a
6
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KeepCup. Café Brera will also offer a free coffee to
anyone who returns five empty coffees within a
fortnight.
The campaign is being delivered for Canary
Wharf Management Limited (CWML) by the
Cawley Group, the waste management company
for the Estate and Veris, the sustainability and
communications partner.

Kate Cawley, director of Veris Strategies,
pioneered the commercial use of food
waste to anaerobic digestion in the UK, and
has championed the connection between
sustainability and social causes in the retail
sector since working with Waitrose in 2007.
Such initiatives introduced Simply Cups to
Canary Wharf Group, which will recycle the
coffee cups and lids, as well as bio-bean Ltd,
which will turn the coffee grounds into biofuel.
She said: “It’s all about proving that an
individual action will genuinely add up to
something worthwhile. What’s exciting about
Canary Wharf is being able to effect change
on a massive scale: half a million cups a year,
300 tonnes of coffee grounds reducing Canary
Wharf’s carbon footprint considerably, with
local community schemes like Change Please
benefitting too.”
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Interserve has released its annual
results for the year ended 31


mixed year for the company.
Group revenue remained constant
at £3.2 billion, with growth from
 
a modest decline in UK Support
Services which saw a three per


£1,775.0 million.
!""
of £124.2 million was down on
2015 (£145 million). Interserve
saw strong performances
from Equipment Services and
Construction International with
resilience in Support Services UK,
#"
Construction UK.
The Support Services division
contribution to the Group’s total
""
13 per cent from £100.4 million
in 2015 to £87.0 million in 2016.
Support services within the UK
represent £80.8 million of this
$ "
2015).
The group has cited a strong
#%&'  
"#
in Construction International.

Mitie dispose of
    
Mitie Group has announced that
it has disposed of the Group’s
UK social care division for a cash
consideration of £2.
In addition, the Group will
contribute £9.45 million to the
funding of trading losses and the
cost of the turnaround plan.
*%+ '-
in costs.
In November, Mitie’s half-year
results showed a £100 million loss,
"%:"
a year earlier, which it blamed on
;#<'
It said at the time that it was
withdrawing from the home
#"
healthcare unit “under strategic
=<'
Shares in Mitie jumped almost 10
per cent following news of the deal.
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BIFM UPDATES FM
PROFESSIONAL
STANDARDS TO
INCLUDE BIM

DATES FOR THE

T

07-08 MARCH 2017

he British Institute of Facilities Management (BIFM)
has incorporated Building Information Modelling (BIM)
into the Facilities Management Professional Standards to
reflect the growing impact it has on the working practices
of FM professionals.
The latest addition follows a survey conducted by BIFM in
late summer 2016 in conjunction with UK Construction Week,
which revealed that 85 per cent of respondents support
opportunities to fully integrate FM throughout the building
project life cycle.
The majority of those who took the survey also agreed
that BIM can help support the ongoing delivery of facilities
management beyond initial construction, suggesting that
the sector is astute to understanding the value that BIM
technology adds to construction projects.
Launched in 2014, and forming a global competence model
for the industry, the FM Professional Standards define the
key functions performed by FMs, the main components of
each functional area and the competences required to be a
proficient professional when carrying out those functions. The
competences are defined for each level in a FM’s career and
can be used to benchmark skills, knowledge and competence
for those working at all levels in the FM profession.
According to BIFM, the update to include BIM recognises the
need to meet the requirements of FMs as the industry adapts
to the challenges and opportunities that it will bring to the
profession.
BIFM acting chief executive Linda
Hausmanis said: “As an Institute committed
to excellence in facilities management,
this latest addition to the FM Professional
Standards is crucial in acknowledging the
ever-evolving FM landscape.
“BIFM has long recognised the importance
of BIM to the working practices of our members and we have
made great strides in positioning FM as a key player in the
progression of BIM and the whole construction project life
cycle.
“Our first FM Leaders’ Forum recognised our role as
custodians of future building information and since then
we’ve been advocating BIM in FM projects and have published
our own BIFM Operational Readiness Guide, with a Good
Practice Guide to The FM Role in BIM Projects.
“It’s therefore fitting we now have BIM within the Property
Portfolio Management functional area of the FM Professional
Standards, which have been endorsed by leading employers
in the sector, to ensure FM maximises and protects the value
of property assets
and ensure all new
building projects
and refurbishments
are fit for purpose.”
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Facilities Management Ireland
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07-09 MARCH 2017
Ecobuild
ExCel, London
www.ecobuild.co.uk

14-16 MARCH 2017
The Cleaning Show
ExCel, London
www.cleaningshow.co.uk

25-27 APRIL 2017
EFMC 2017
Teatro Goya, Madrid, Spain
www.cifmers.com/efmc2017/

09-10 MAY 2017
World Workplace Asia 2017
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www.ifma.org
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World FM Day
Enabling positive experiences
www.globalfm.org/events/world-fmday-2017/

25-27 SEPTEMBER 2017
FM Expo
Dubai World Trade Centre
www.fm-expo.com

09 OCTOBER 2017

BIFM Awards 2017
Grosvenor House Hotel, London
www.bifmawards.org
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www.ifma.org
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GLOBAL FM – LEGAL

LEGAL VIEW - EMPLOYMENT
WHEN IS AN EMPLOYEE
NOT AN EMPLOYEE?
By Tar Tumber, HR Consultant
International Workplace
Recently the Court of Appeal dismissed an
appeal by Pimlico Plumbers by upholding
">?#@
" #B
access to reasonable adjustments and holiday pay. The case of
Pimlico Plumbers and Charlie Mullins v. Gary Smith is the latest
in a long line of rulings on the so-called ‘gig’ economy, and
## 
high-paid trades and professions.
Smith brought the case to the Employment Tribunal (ET) in
2012, claiming that he was unfairly or wrongfully dismissed by
DDF
#H
'?#DDJ=
between August 2005 and April 2011. The case follows similar
#L =O?" 
have also found in favour of the Claimant.
Arguments over employment status have been around for
many years in the UK and it can be a confusing area of law. Pam
QQVW;Q
"#"
result in unforeseen costs for the unsuspecting or naively
optimistic ‘employer’ and potential exposure to legal claims.
“A truly self-employed contractor has no employment rights
but is protected by laws designed to ensure health and safety
#"='V
this sense is little more than a commercial entity, engaged in a
business-to-business transaction. They perform a contract for
services, rather than being a party to a contract of service.
;V#"="=
relationship which carries with it many more rights and
"'X#
Y ="Z#X
[#
#J:- 
"'X#
minimum level of paid holidays each year. They are protected
\YV #
from a protected characteristic.
;X#" "=
]#""'
This adds the right not to be unfairly dismissed after two
years’ service and the right to be compensated if they are made
'<
X"#
#B "=^
FZ "#" 
should ring alarm bells for companies who are using selfemployed people as part of their service provisions. Should we
#"""_Z  
""#
 " #@"'
But the Tribunal outcome doesn’t mean that all companies will
#kX
#=B
employment status.
As a business, understanding whether you employ someone
and on what basis, is vital. It determines your overheads, your
J"J"#'* 
 "'
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SERVEST SCOOPS PPP FM AWARD IN
SOUTH AFRICA
Servest has been named winner of
the SAFMA (South African Facilities
Management Association) Public
Private Partnership Facilities
Management Award of the Year.
The accolade was presented to
Servest for its ability to exceed
expectations, deliver measurable benefits and demonstrate a positive impact
through the provision of an integrated facilities management service for the South
African government’s Department of Statistics.
More than 200 dedicated Servest employees offer a multifaceted FM solution
to the 90,000 m2, purpose-built government facility in Pretoria, which has a five
Star Green Building rating. Servest self-delivers every service, including cleaning,
catering, security, interior landscaping and grounds maintenance, to the building
that houses 2,500 staff.
Servest won the contract last year due to the Group’s impressive track record with
similar PPP contracts in Botswana, and the ability to self-deliver every element of
the offering. The public private partnership will run until 2041.

ISS SECURES GLOBAL IFS DEAL WITH SHIRE
ISS has won a five-year integrated
facility services contract with global
biotechnology company Shire.
The contract award builds on an
existing customer relationship between
the two firms and has been expanded in
both scope and geographical footprint
to include more than 40 countries.
With a phased-in commencement
from 1 June 2017, the contract will
allow Shire to focus on its core business
while ISS focuses on optimising and
standardising select non-core processes
within integrated facilities management, maintenance, and engineering.
The services cover catering, janitorial, building maintenance, waste
management, pest control, landscaping, cleaning, uniforms & gowning, security,
and other facility services.
ISS has a large customer portfolio within pharma and biotech companies. ISS
Germany recently announced it had signed a five-year facility services deal with
global pharmaceutical company, Teva Pharmaceuticals Industries.

SERVICE WORKS GROUP LAUNCHES GLOBAL PPP SURVEY
Facilities, property and workplace management software provider, Service
Works Group (SWG), has launched a new survey exploring the operational
phase of PPP (public-private partnership) projects, in collaboration with
industry journal, Partnerships Bulletin and its sister publication, P3 Bulletin.
PPP contracts now play a prominent role in a large percentage of public
infrastructure projects. PPP arrangements seek to have a mutually beneficial
effect on the market by helping to reduce the financial and operational burden
on public authorities, while also simultaneously helping private industry
gain a foothold in large scale and long-term infrastructure projects. Unlike
traditional procurement, the public sector integrates all components of a
PPP project into one performance-based contract. It’s this often complex
arrangement that has provided the rationale for SWG’s latest piece of
market research.
The survey is open to industry professionals to gather insight and identify
trends on the optimisation of operational and contractual procedures for
future PPP projects.
The results from the poll are due to be published in April 2017.

THE
WORLD’S
MOST
ADVANCED
DRINKING
WATER
APPLIANCE

SPECIFY THE ZIP HYDROTAP FOR PURE TASTING,
INSTANT BOILING, CHILLED, SPARKLING WATER
Improve the health and wellness of staff with Zip’s market-leading
HydroTap – the safe, energy-efﬁcient and highly functional appliance,
with models to suit a range of business sizes and needs.
Visit zipcommercial.co.uk or call 0345 6 005 005
to request a brochure and to arrange a free consultation.

ZIP HYDROTAP | PURE TASTING | INSTANT | BOILING | CHILLED | SPARKLING
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WORKPLACE FUTURES CONFERENCE

OUTSIDE THE BOX
Sara Bean reports from i-FM’s Workplace Futures conference which took
place on the 7th February at The Crystal in London’s Royal Victoria Docks

A

cursory look into the world
of facilities management
would suggest that the discipline
operates exclusively in corporate
offices. Fashionable tech giants
like Google and Facebook have
ploughed tremendous resources into
reimagining the office space, which
has led to certain ubiquitous images;
think beanbags instead of chairs,
baristas instead of instant coffee and
foosball tables next to desks.
The event began however, with
sessions that focused on the wider
influences which could impact on the
sector in the coming years.
“We’ve been looking at digitisation for
20 years, we’re now in that moment,”
said professor John Hinks who explained
that there is a whole new series of meta
level organisations that are taking data,
drawing out analysis of organisations
and workplaces and building a picture
which could seriously influence the
service experience that people receive.
“That’s makes us, even within the
corporate workplace part of a picture
rather than the controlling picture”, he
explained, “which shifts power to the
democracy of the network in the way

10
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you work”.
This presents a “threat of
disintermediation by digitisation” for FM;
whereby despite the many advantages
to the sector in employing the latest
technologies, from the Internet of Things
to the utilisation of artificial intelligence,
also means that the next generation FM
must be prepared to help in the delivery
of data led service operations.
In his overview of the Stoddart Review
and its overriding purpose for being
a new conversation starter for the
businesses FM is trying to help do better,
Ian Ellison, partner, 3edges agreed with
professor Hinks on the effect of digital
disruption. However he also pointed
out that data and facts don’t always
influence how people think and our risk
as an industry is neglecting to think more
critically about the information and the
data we gather; having conversations
and working collaboratively to increase
our knowledge and wisdom.
In his presentation on how the
consumer impacts on the workplace,
Ian Shorthose, customer experience
director at Interserve explained that by
understanding the customer experience
from end to end you can identify the

touchpoints which impact on the users,
and how much can go right or wrong.
He also argued that services need to go
beyond meeting functional needs by
touching the emotional needs of end
users.
BIFM & RICS took the stage together
in a joint session on supporting the
development of FM. Rory Murphy, RICS
FM Professional Group began the session
on a positive note by talking delegates
through the themes which most concern
the sector, including the importance
of innovation in FM and the need for
collaboration.
He explained; “We’re seeing business
models now where five public sectors
bodies are coming together to buy one
service, and we’re seeing much more
integration across the chain.”
He also touched on issues such as
the social value of FM, the increasing
emphasis on improving productivity
across UK PLC and the ongoing war
for talent.
Unfortunately Linda Hausmanis,
acting chief executive, BIFM was less
positive about the future, beginning
her presentation with the statement,
“we’ll just do what we’ve been doing

for the last 10 years”, which did not
exactly inspire an audience which had
been hearing all day about the need for
innovation and preparedness for digital
disruption.
However, in the following Q&A session
she did respond to the question on
RICS and BIFM collaboration with
the assertion that “there is more that
unites us than divides us,” a sentiment
echoed by RICS Paul Bagust, director,
UK commercial property professional
group RICS who said: “RICS recognises
the value of collaboration…we meet
with BIFM frequently and have had very
constructive dialogues.”
After tackling some of these wider
issues the conference moved on to the
presentation of a range of case studies
that illustrate how FM can bring benefits
to diverse environments.
An incredibly unusual FM story was
that of ISS Facility Services relationship
with the Sunborn Yacht Hotel, where,
along with the usual FM-related services
of cleaning, security and concierge –
also requires ISS to arrange regular hull
scraping and organise local government
negotiations for site access. This
partnership explained Karen Thomson,
director of hotels, ISS and Hans Niemi
executive director, Sunborn Corporation
supports the ideal that “businesses do
not do business, people do it”.
In the final case studies sessions, Chad
Reilly, business development director,
public sector, Bouygues Energies
& Services took delegates through
the challenges of providing FM in an
educational sector; while Mark Downes,
Director, heritage & leisure, ENGIE
described the particular issues involved
in providing FM in the heritage and
leisure sector.
For her sum up Lucy Jeynes of Larch
Consulting urged delegates to take up
some of the overriding themes of the
day, including focusing on what the
customer actually wants, being a trusted
FM partner and challenging the status
quo. We should not be doing what we’ve
been doing for the last 10 years she said;
“I want us to be better than that, we need
to be better than a safe pair of hands,
otherwise there isn’t any value to what
we are doing.”
We need to become exemplary she
concluded and the way to do that is
look at each client and look at ways of
working more collaboratively together;
which ultimately is the 21st century way
of challenging conventions that the
younger generation are bringing into
the workplace.
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CONTRACT WINS & PARTNERSHIPS

Water utilities company, Severn Trent, has awarded
EMCOR UK with a three-year deal to provide total
facilities management services across its UK property
portfolio. EMCOR UK will be responsible for providing
all of Severn Trent’s 450 UK sites. The contract
commenced January 2017, and is the third water
utilities company contract awarded to the facilities
management provider in the last three years.

AXIS SECURITY SECURES DEAL TO
PROTECT ICONIC LONDON LANDMARK
Axis Security has been awarded a contract to provide manned guarding services to St
Paul’s Cathedral, one of London’s most iconic landmarks.
A team of security officers with a supervisor have been employed to help secure
the Cathedral seven days a week, with duties including visitor bag checks and mobile
patrols. While St Paul’s Cathedral is one of the most famous and most recognisable
sights of London, receiving hundreds and thousands of visitors every year, it is primarily
a place of worship and so a discreet and customer-focused service is essential.
The contract was awarded to Axis Security as a result of the company’s excellent
reputation in providing manned guarding services at neighbouring Paternoster Square,
where the estate security team is part of the business security forum supporting the City
of London Police.

NEW CONTRACTS FOR
BARTLETT MITCHELL

Independent caterer, Bartlett Mitchell has signed
two new contracts, worth approximately £7
million in total turnover.
The contracts, with Fidelity International and
Rabobank London, will see the company provide
a broad range of catering services for the two
high-profile businesses.
At Fidelity International, Bartlett Mitchell will
be offering vending, hospitality and events
services for its London office, having already
worked with the company at its Kent and
Surrey sites.
As part of the new contracts, Bartlett Mitchell
will also be offering staff dining, deli bar,
hospitality, events and reception services
at Rabobank London. The Lower Thames
Street head office is home to approximately
1,000 employees.
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INTERSERVE
EXTENDS LEWISHAM
AND GREENWICH
NHS TRUST DEAL
Interserve has secured a twoyear account extension with the
Lewisham and Greenwich NHS Trust,
with whom it has been working with
since 2012.
The contract extension will see
the international support services
and construction group continue to
provide catering, logistics, cleaning
and portering services with a
help-desk solution at the 500-bed
University Hospital Lewisham and
five community health centres,
which provide community services
such as district nurses, midwives
and dental services, across the two
London boroughs.

Cordant Services, part of Cordant Group, has secured
a multi-million pound contract to deliver a range of
=L}D^##~

based across London, the South East, and the East
\'L=@ 
Cordant will provide cleaning, security and other
support facilities services at 72 properties, including
UK Powers Networks’ headquarters in Central London.
V""J =
transferred to Cordant under TUPE regulations.
ISS has bagged a contract with ‘pure play’ British
online supermarket Ocado to provide an integrated
=~
! 
!'X*??"=
number of services including catering and hospitality,
building maintenance, cleaning, waste, energy and
environmental management and health and safety
management.
Real estate adviser, GVA has been appointed to provide
property management services to Birmingham’s
#:!['O" :
Y
ft, the building is situated on one of the City’s main
arterial routes and is home to the Secretary of State
and a number of professional services businesses.
Under the contract terms, the Property Management
OF~
>V
will provide a full range of property and facilities
management and accounting services to the building,
reviewing the service charge and ensuring that tenants
are receiving the highest levels of customer service.
Levy Restaurants UK has been awarded a 10-year
~
"
DQX!"O
£750 million stadium, which is due to open in 2018.
The sports, arena and events catering company has
been engaged to design, develop and deliver world
class and innovative hospitality and catering with the
]=#X!"
the Club’s ambition of revolutionising the match day
experience for all its visitors to the venue.
Bouygues Energies & Services (Bouygues) has had
its facilities management contract with University of
the Arts London (UAL) renewed for a further three
years. Bouygues has been in charge of UAL’s electrical,
mechanical and fabric maintenance, cleaning, security
"] @
="]'X
time the contract has been awarded to an incumbent
service provider.
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TAP INTO TECHNOLOGY
Has the kettle had its day? Hazel Randell from Omni Search believes that water
         
        

O

ffice tea break. One staff
member leaves his desk early to
put the kettles on. Five minutes later,
colleagues troop into the kitchenette
and take turns to make their drinks.
The kettles are passed along the
counter, handed from one person to
another. Someone opens a window
to let out the steam – and there are
complaints about the cold. The boss
grumbles over the lost heat.
The electric kettle has been around
for more than a century, an invention
driven by Homo sapiens’ taste for
infused Camellia sinensis leaves. We
all love a cup of tea. In ancient China,
soldiers boiled water in kettles over a
fire, adding green tea leaves for flavour,
while in Europe the added flavour
came from cereal grain – a precursor
of malt beer. It was, however, the
ancient Mesopotamians, inventors
of agriculture, mathematics and the
wheel, who were the very first to use
kettles.
cold tank

incoming
fresh water

compressor

pre heated water
boiling tank

scale reduction
filter kit
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In Australia, the earliest water heater
was the billycan, a word that some
say derives from ‘billa’, the Aboriginal
word for water. But it’s more generally
accepted that the word derives from
the large cans that were used for
transporting ‘bouilli’, or bully beef, on
Australia-bound ships. When the beef
had been consumed, these containers
were modified for boiling water over
a fire.
The old stovetop kettle and its
modern counterpart, the electric kettle,
have served us well. But imagine a
water heater unit that is tucked away,
out of sight, with only an elegant tap on
show – a tap that dispenses up to 100
cups of hot, filtered water per hour. A
tap that also dispenses chilled water.

RECYCLING THERMAL ENERGY
The under-counter water heater,
operated by sophisticated heat
exchange technology, is becoming a
familiar feature in high end offices all
over the world. Costeffective, eco-friendly,
chilled
and time-efficient, these
oulet
innovative filtered water
systems require no grilles
or ventilation space.
Thermal energy is
recycled all around us:
boiling
in domestic boilers,
oulet
industrial plants, the
internal combustion

engine. A heat exchanger enables the
transfer of heat between fluids (liquids
and gases), usually without any direct
contact. Spent thermal energy is
harvested and put to use within the
machine that produced it.
The Billi heat exchange system
is a unique process that makes
maximum use of surplus by-product
heat generated from the compressor,
regenerating it efficiently. When any
refrigerator runs, it generates unwanted
heat that needs to be dealt with. Some
refrigerators use a fan and ventillation,
others have a large, unsightly
condenser on the back of the unit. But
the Billi system recovers that heat and
uses it to pre-heat the water coming
into the boiler.
This has three benefits. First, it
massively reduces the power required
to heat the water. When heating a litre
of water, 90 per cent of the energy
is used to heat the water from cold
to 50oC. The water coming off the
compressor is around 50oC, so 90 per
cent of that energy is immediately
saved.
Second, it rapidly reduces the
recovery time. It’s like refilling your
kettle with water that is halfway to
boiling point. And third, because the
water is heated only in the final stage
to boiling, more litres of boiling water
can be produced in an hour than other
systems, even though less energy is
used. That’s a win-win.
By engaging heat exchange
technology, designers of corporate and
domestic water dispensers have hit on
the ideal solution for providing a spacesaving, eco-friendly, cost-effective
and aesthetically pleasing drinking
water supply. These units occupy a
small space under a counter, produce
a minimal carbon footprint, and
represent a sound financial investment.

EASY ON THE EYE
The aesthetic quality of these sleek,
contemporary-style taps should also
appeal to businesses. When hosting
a corporate event, every aspect of
the venue counts in making a good

impression. The clean, minimalist
appearance of the units is as important
to a firm’s image as the crystal-clear
taste of filtered water, or the intelligent
design of taps with adjustable
temperature controls and regulated
flow.
The heat exchange technology
helps make this kind of boiled and
chilled water dispenser compliant
with corporate social responsibility
(CSR) guidelines. CSR is defined by
The Financial Times as ‘a movement
aimed at encouraging companies to
be more aware of the impact of their
business on the rest of society.’ These
units also contribute to a high score
with the Energy Savings Opportunity
Scheme (ESOS), a mandatory
energy assessment programme for
organisations in the UK.
Many companies have opted for
under-counter water heaters that
use heat exchange technology. The
combination of functionality and
pleasing aesthetics, the machines’
ability to dispense through peak
periods, and their low environmental
impact are just a few of the factors
to consider when contemplating
conversion to this new method of
producing boiling and chilled water.
The after-care programme offers
further benefits to business users.
Regular maintenance and filter changes
are important to the smooth running
of these hard-working appliances, and
comprehensive after-care provided by a
professional maintenance service offers
peace of mind.
So let’s look at a different kind of
office tea break. This office has an
under-counter water heater, with
only an elegant black and chrome tap
visible. It takes just a couple of minutes
to prepare hot and cold drinks for the
15 staff members. Refills are quick and
easy, and morale is high as the chatter
continues, unhindered by restrictive
cables, empty kettles and accidental
spills.
The boss is happy. He knows that this
refreshment system is using 802 watts
per hour, as opposed to the 3,500 watts
per hour that were being used up by the
kettles. The cost of powering this unit is
10p per day – a drop from the 42p per
day that the kettles were costing him.
The little water heater/chiller works
hard throughout the 12-hour day. As
the staff leave the office, it goes into
sleep mode, saving its energy until it’s
next needed.

Instant boiling, chilled
ambient and sparkling
ﬁltered water.

Change the way you hydrate.

Get your Billi Tap
today with FREE
installation and
commissioning.
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REMOTE CONTROL
FMJ AIMS TO SUPPORT TECHNICAL EXPERTISE IN THE FM MARKET
Managing remote teams is a new skill facilities managers need to acquire if service
levels to clients are to be maintained, says Gillian Hayter

T

he way of working within facilities
management has changed
beyond recognition. With the growing
trend towards outsourcing, shorter
response times and the increasing
cost of space, many organisations
have teams that are based nationally
and internationally with rare faceto-face contact with co-workers and
managers. This means that the old
rules of management no longer apply.
If you see a team member less than
bi-weekly, you probably consider them
a remote worker. They may be based
within your office or on the same site,
but if your contact is mainly by phone
or email, you need to learn new skills to
manage remotely.
Facilities management is a special
case because it frequently involves
large numbers of teams based off-site.
The exponential growth of outsourcing
is leading to more staff working on
clients’ premises in dedicated facilities
teams, often wearing the client’s
branded uniform and working different
shift patterns from co-workers on other
contracts.
You may be the line manager of staff
based at a partner’s premises, but they
wear that partner’s uniform, respond
to the site manager there, and see the
partner’s staff on a day-to-day basis.
Issues can arise over budget spend,
attendance, the need to return to the
parent office for meetings and training,
and holiday arrangements.
These factors may be less of an issue
if you have a well-established contract
or staff have been subject to a TUPE
agreement, but even that can cause
issues within the team. When problems
arise at a distance and out of sight, it
takes good skills to manage the remote
team well.

OUT OF SIGHT, OUT OF MIND
‘As long as they are doing their job.’
How many times have you heard this
from managers of remote and flexible
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workers? It may demonstrate trust, but
it doesn’t demonstrate responsibility
– and a hands-off approach may be
missing problems as they develop. If
you haven’t set standards and targets,
it’s hard to manage and measure
performance, particularly if problems
do develop. If you don’t understand the
way your remote teams work, it is also
hard to spot changes in behaviour.
Managing remote teams involves
all the skills you use to lead your local
team. It’s the way you apply these skills
that makes the difference.
Remotely-based staff have to deal
with a range of preconceptions. It only
takes a few missed calls for others to
believe you are not working. Remote
staff often feel outside the team –
out of sight, out of mind. It can also
mean missing out on professional
development and other opportunities.
Remote workers closely associated
with specific contracts are often
overlooked by senior management and
can miss out on promotions or further
training. All these things can make team
members feel isolated and affect their
decision-making.

TOP TIPS FOR MANAGING TEAMS
For an outsourced team, regular
communication is the key to
understanding issues with partners
and celebrating success. So make
every contact count. As you may
not be communicating with remote
team members regularly and in
person, all contact time is important.
If most team meetings are via phone
or videoconferencing, make them
worthwhile and productive. Set meeting
standards and stick to them.
Use available technology for
meetings, scheduling, and reminders.
Ask for discussion topics in advance
and circulate them. Stick to the agreed
agenda. Do not allow people to be sidetracked, or one individual to dominate.
It will simply bore others and cause

distractions. Virtual meetings are now
commonplace, so if you have a team
member who consistently fails to
dial in or regularly has problems, you
need to resolve these and set your
expectations of attendance.
Understand the workload. It may be
that the workload for a new contract
is higher than anticipated or changes
in established SLAs have gradually
increased over time. This can lead
to declining performance, missed
deadlines, increased workload and
stress. Again, regular contact is the
key, and if you can’t adequately
address issues virtually, you need to
pay a visit or get a team member with
experience to visit and discuss issues,
and possibly share ways of resolving
issues.
Create a sense of team. You can
form a great team bond, even from a
distance. This shouldn’t just be you
and direct reports, but the whole
team together. You need to look at
your office team and find a way to
replicate socialisation. Create virtual
watercooler moments by having chat
rooms, or daily posts that are not
work specific. Celebrate personal
landmarks, just as you would in the
office. Learn about your team, their
cultural needs and pastimes so that
news can be shared.
For team meetings, open the
meeting 15 minutes early to allow
people to have a discussion that’s
not on the agenda or maybe not even
about work.
Include
‘check-ins’
that give
people a chance to
talk about how
they
are
doing,
both at

work and privately.

MONITORING IS NOT SPYING
You are the manager. Your team has a
job to do, and so do you. One of your
roles is to manage. Problems start to
arise if you haven’t set agreed targets or
fail to monitor, or you are not checking
attendance. You are not showing a lack
of trust by checking attendance. You do
this for office-based workers, so do the
same with remote team members.
It helps to check if your organisation
has a remote workers policy that
includes performance measurement
– usually it’s based around health and
safety requirements. The policy needs
to be detailed and allow you to monitor
and fairly manage your remote team.
It’s important to be consistent,
particularly when managing a mix of
office-based and remote workers. You
need to avoid any suggestion of bias
and inequality.
The office-based team may believe
(wrongly) that the remote members
of the team take advantage of
unmonitored arrival times and take
time off, particularly on a Friday.
The reality is probably that the team
members have to struggle with
demanding clients and increased
responsibilities. Consistency in the way
you manage is vital, and the key is to
set standards and agree expectations
for both remote and office workers.
The next time you arrange a meeting
with your offsite team, consider if
your way of managing is suited to
the requirements of your team, and
what you need to do to improve
performance and the wellbeing of your
team. Then make sure these changes
are built into future meetings.
Gillian Hayter is a director at training
and development consultancy Reboot.
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to flourish so that knowledge
transfer can happen. It’s
important that people aren’t
inhibited when it comes
to sharing their ideas, and
workplace management plays a
key role in that pursuit.
Before we set metrics, we
need to ensure that the workplace
doesn’t get in the way of people
being able to work effectively. Distraction

Measuring the productivity of
office occupants has become
something of a holy grail
in FM as a way of providing
evidence that the quality of
the workplace environment
enhances performance. But is
it really possible to measure the
output of a knowledge worker in
the same way you'd expect from say
those in manufacturing?

In FMJ's regular monthly column, our team of FM experts answer your
questions about the world of facilities management
THE EXPERT'S VIEW
ANDREW MAWSON,
FOUNDER AND MD,
ADVANCED WORKPLACE ASSOCIATES (AWA)
The quick answer to that is
no you can’t.
In order to be able
to understand how to
organise the workplace
(and everything associated
with it) to maximise
knowledge worker
productivity, we have
to review the concept
of “productivity” as we
Andrew Mawson
would understand it in
the manufacturing world.
There’s not a simple formula when it comes
to measuring the output of employees
working in the knowledge industries.
The work that knowledge workers
are involved in is more complex;
and the outcomes are, therefore,
less defined.
So rather than directing all
our efforts on how to measure
performance, I think we should
instead focus on maximising the
performance capability of each
individual by creating the right
conditions. To do that, we need to
recognise that the primary tool of a
knowledge worker is their brain. Then we
need to manage the workplace accordingly
so that we provide the services and conditions that
can unleash the potential of each and every individual on
the payroll. Once we’ve successfully done that, the next step
is to think about the community – what can we do to help it

There’s not a simple
formula when it comes to
measuring the output of
employees working in the
knowledge industries."

– Andrew Mawson
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from excessive noise or poor levels of temperature, light
and air quality, for example, can all impinge a person’s
performance. The technological infrastructure should also
be in ship-shape condition; it should be slick and easy to use
– an enabler, not a burden! If we do everything in our power
to ensure that our employees are physically and cognitively
fit, then that should have a positive knock-on effect on
overall performance.
You can measure the workplace offering by conducting an
assessment, running a company-wide survey, or by having
the candid conversations necessary to gauge whether
people have the things they need to be able to be the best
they can. However, measuring actual productivity – the
value of a person’s contribution – is a trickier beast. The
productivity of a knowledge worker is largely measured by
the ability to solve a problem, or the time in which it takes
to complete a task. As such, performance is often gauged by
the perception the leader – “you’re doing a good job here,
you need to improve this” – and that’s, of course, subjective.
All we can do is create the best conditions that we can
based on the best science we have available. AWA has
conducted bullet-proof research that reveals the
factors that can impact cognitive performance and
knowledge worker productivity. This will help
leaders get the best out of the people that they’re
hiring by providing the framework necessary
for people to be able to do their best work in a
socially cohesive environment. 

THE CONSULTANT’S VIEW
SIMON HEATH,
CONSULTANT, HR GURU
When an issue like productivity gets covered in the
kinds of publications that CEOs actually read you know
it won’t be long before you can hear the rumbling of the
circling bandwagons of the various workplace disciplines,
accompanied by the exhortation of the snake oil salesmen,
the purveyors of miracle cures and the polishers of silver

FMJ.CO.UK

ADVICE & OPINION

FM CLINIC

bullets. Disciples of the “no
email” school fill up the
time clawed back with an
ever-expanding ecosystem
of productivity apps and
gadgets. Businesses that
recognise the time hoover
that is the detested meeting,
rename them huddles
or scrums rather than
removing them altogether.
Our measurement and
Simon Heath
tracking tools are shiny
and attractive but the whiff
of scientific management
follows in their wake. The eminence grise with the clipboard
could be certain of a worker’s productivity when there
were assembled widgets rolling off the production line. The
ephemeral nature of much knowledge work means that is not
so readily measured. And what exercises economists and policy
makers is not productivity but Productivity.
We have a more highly educated workforce working longer
hours than ever before but it’s not feeding through into
the kind of economic growth that raises wages and living
standards. There is no guarantee that removing blockers to
productivity will have any effect on Productivity. That is not to
say that we shouldn’t look to remove them. Those involved in
the design and management of workplaces can certainly have
a hand in enabling that process.
Neil Usher, Sky’s workplace director, has long propounded
the Elemental Workplace, an unscientific yet entirely correct,
common sense approach to providing the kind of environment
in which people, individually and collectively, can get their
work done in the best possible manner for the type of work
they need to do in the configuration of their choice with
technology that works and is appropriate to the job whilst
taking care of their fundamental needs (greenery, fresh air,
natural light, healthy food etc.). This is the kind of place in
which we could rightly expect people to be productive. And,
in the Leesman Index we have analysis of qualitative selfreported data against a single question to suggest that these
types of workplace make people “feel” productive. Of course,
feeling productive doesn’t necessarily mean you are productive
(or, indeed, Productive). As workplace professionals we can

provide people with great workplaces. It’s not so easy for us to
determine what will happen in the space we provide.
Poor job design is another factor in productivity. So is poor
management and a lack of the right personal development
opportunities. And still knowledge work retains a nebulous
quality that defies easy measurement. Perhaps it’s a fool’s
errand in any event. As William Bruce Cameron noted, not
everything that can be counted counts; not everything that
counts can be counted. Perhaps the UN’s World Happiness
Index might be a better place to look. In that context, selfreported productivity might be a more useful indicator. But
that is not our current reality and it’s not likely to be the
reality for some time to come however much we might wish it
otherwise (and I often do). 

THE CHAIRMAN'S VIEW
JEREMY WAUD,
CHAIRMAN,
INCENTIVE FM GROUP LTD
Traditionally I would have said
no, it is not really possible.
However, I recently met
with Tim Oldman, CEO of
Leesman, and we discussed
the Leesman Index in-depth
and this led me to think that
there is a refreshing new
Jeremy Waud
angle. Tim explained that it
is near impossible to derive
a consistent and transferable measure of productivity across
the extremes you mentioned, even for those that exist within
the same organisation. However, he explained it is possible
to consistently ask whether the workplace provided by the
employer allows the employee to "work productively".
This involves a simple question with a simple yes or no
answer. "My workplace enables me to work productively." You
can ask that of the receptionist or the chairman.
Essentially, Tim explained it is almost impossible to measure
employee productivity, in this regard. But it is possible to
measure the fitness for purpose of the space and infrastructure
provided. I believe that Tim makes an extremely valid
argument. 
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THE FACILITIES SERVICES PROVIDER'S VIEW
TIM HANCOCK,
CHIEF EXECUTIVE,
O&G
As a service provider, an FM’s
objective is to provide the
critical support services that
our clients can’t or should not
be concerned with. What we
do frees them to focus on core
business, their end users, their
own vision and values. But
that means what we do must
Tim Hancock
also help make them and their
people more effective. How
you define that is the problem. Is effectiveness about efficiency?
If it is, how do you define that? Is it about saving money or doing
about things right, aligned to an organisations vision, values
and long term objectives. Or is it about productivity?
The ‘p’ word (as says, Simon Heath one of the other pundits
responding) is almost impossible to pin down. The OECD
argues: Productivity is commonly defined as a ratio of a volume
measure of output to a volume measure of input use i.e. doing
more for less. What does this mean in practice? Take the
example of a call centre. The clients might seek a measure on
improvement to call waiting times and processing more calls.
Hence if staff are fielding more calls it implies productivity has
risen. However, what if they are simply picking the phone up
and hanging up without saying anything? These actions might
well make staff feel better, it might well mean more calls are
processed but it is not affecting productivity positively and nor
is it being effective.
A nicer environment (however it is arrived at) does make
people feel better. Natural light, well selected planting,
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collaborative and shared spaces (yes, I’d advocate open plan
working where appropriate for most organisations) all enable
people to be happier, content and therefore more productive.
But how do we know for sure? The research and data says so,
but how reliable are they?
The only obvious option is an online employee satisfaction
survey. They are not ideal, often very subjective and open
to misinterpretation. Also, its actual impact on productivity
is questionable. Online questionnaires risk confusing
effectiveness with productivity. Indeed, just because someone
feels good, doesn’t always mean there is a direct link to
productivity and therefore to someone being more effective.
Fixed measures can be misleading. Hence the best way is
a combination of surveys, fixed tests and talking to the staff
themselves. So, probably the best way to truly get close to an
accurate measure of productivity is to use collective or group
intelligence and simply ask questions on how staff feel before
and then post any project or change with regards to their own
personal productivity.
This is all well and good and generates some useful data. But,
it only goes so far.
An organisations culture is the real test for its productivity.
You can’t measure an atmosphere in a workspace, but you can
sense if that place is functional, happy and productive. There’s
a gut feel that as a senior manager you know to be true, albeit
it might change from one day to another. The truest test is if
an individual reaching the end of their planned job schedule at
3.30pm on a Friday volunteers to take on another job.
That willingness is the best measure of productivity and that
is derived from an excellent culture. There’s no data available to
explain that gut loyalty to colleagues and an organisation.

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

DEVONSHIRE SQUARE

The art of
management
Devonshire Square in the heart of the City of London aspires to be much more
          ! #      
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or the commuters pouring out of Liverpool
Street station and numerous underground
stations in the City of London, their destination
might be any one of the glass and chrome
structures or behemoth buildings scattered
throughout the district. But some will head off
the main Bishopsgate drag into the relative calm
of Devonshire Square, a 58,000 m2 piazza-style
campus comprising of 12 primarily historic
buildings incorporating a mix of office, retail and
22
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residential space.
The estate is imbued with the exotic history of
the area as the home of the famous East India
Company’s warehouses, which were built to store
raw silk, tobacco, spices and other luxury goods in
the late 18th century. Fast-forward 300 years and
3-11 Devonshire Square, East India House and The
Tapestry Building, which make up the modern estate,
have been redeveloped into a multiuse campus.
The project included construction of a high-level

roof over the estate’s historic Western Courtyard,
installation of an innovative lighting system to
complement the existing brick façades, and the
creation of new ground floor retail units facing
into the courtyard. New Street, which leads into
the square, has been pedestrianised with the
same contemporary Yorkstone that covers the rest
of the campus. In addition, further warehouses
along New Street have been opened up for retail
use on the ground floor, with modern residential
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accommodation from the first floor up.
The renovation work took care to preserve
as many of the original features as possible,
including beautiful stone stairs, while iron
and wood columns have been restored
to highlight their period beauty. The
redevelopment also included the careful
remodelling of each of the commercial office
building reception areas, complete with
artwork that reflects the buildings’ original
contents. Different blocks have different
themes; for example, block six is silk, block
seven is rose tea, block nine is spices and
block 10 a tea plantation.

CULTURAL HUB
The estate is distinguished from the
surrounding area not just in terms of its
attractive traditional architecture combined
with access to coffee shops, restaurants and
retail outlets, but in its overriding concept of
bringing art to the financial district to create
a cultural hub in the heart of the City. To this
end the square organises a range of cultural

CASE STUDY

to ensure that essential services such as
events throughout the year, including
housekeeping, maintenance, security and
London Fashion Week events. Following
safety are maintained to the highest levels
the success of shows in 2015 and 2016,
for occupants, visitors, and those just passing
Devonshire Square partnered with Oxford
through the campus.
Fashion Studio for a third time in February
Explains Thorburn: “All of our main hard
to stage two runway shows in the Western
and soft FM services are contracted out,
Courtyard.
but this doesn’t mean we lose sight of the
Other events include a monthly
cultural aspects of the place and what is
international street food market and regular
called “our DNA” to provide real service,
cultural and artistic events. In December,
real people, awareness, quality, community
for example, an ‘Art for Love’ Christmas
and effectiveness. All of these elements
Fair, a four-week programme of artistic
combined apply to everything we do, and
events, was conceived and organised by the
it’s why we were one of the first to adopt a
Devonshire Square events team to highlight
one-team approach with, for instance, our
social causes, using the power of the arts
security and reception teams working in
to support The Connection – the busiest
close partnership, rather than as separate
homeless charity in London.
disciplines.”
Ashley Thorburn is general manager
at Devonshire Square Management, the
specialist team of property management
MANAGING EXPECTATIONS
professionals that manages the estate.
He explains: “The cultural ethos is a very
Lexington Reception Services came on board
important part of the environment of
in May 2016 to manage all of Devonshire
Devonshire Square, to encourage and
Square’s reception services with the aim
maintain an environment that is unique to
of “providing the same five-star customer
this area.” This, he says, was the reason for
experience that guests receive in many
the construction of the roof and the provision top hotels”, according to Jane Streat, head
of a range of retail sites to bring more people
of client services at Lexington. “While our
into the square. “We do all this because our
main responsibility is the three commercial
reasoning is to create a vibrant environment,
buildings that we look after, and managing
which attracts both commercial property
the expectations of tenants within those
tenants and customers to the retailers.”
buildings, the team also manage the events
Unusually for an office estate, one of the
held here as well. That is an area which we
buildings has recently been taken
have to manage carefully, as there
over by the Devonshire Club,
must always be a buy-in
a private members club,
from all of the tenants
which has invited
to see the advantage
tenants to join at
of driving people to
All of our main hard
a special rate –
the area.”
and soft FM services are
giving them the
The events
opportunity to
team is
contracted out, but this
hire meeting
managed by
doesn’t mean we lose sight of
rooms for
Patrizia Sechi,
events. Also due
Lexington’s
the cultural aspects of the
for completion
customer
place and what is called
and delivery
experience and
later this year are
events manager for
‘our DNA’.”
refurbishments of two
Devonshire Square.
of the office buildings
She explains that she
on the estate. Building 11
has access to the necessary
is intended to offer approximately
resources to increase levels of
2,700 m2 of office space across six floors,
staffing when required for large-scale events
via Lexington’s support team. Reflecting
and Building 8 will offer around 12,000 m2 of
the one-team approach, and to ensure
office space across 10 floors.
continuity of service, all of the support team
Managing such a diverse and busy
go through a Devonshire Square training
campus in the heart of an international city
programme before they go on site to ensure
requires real dedication from the FM team
MARCH 2017
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!         $        # 
as it is in the heart of London, the safety of the site is a primary
 %                 &
they understand the wider values and ethos
of the estate.
Interestingly, many of the facilities and
customer experience teams have an interest
or background in the arts. One is a former
opera singer while another is a photographer.
“Art is the thread running through the
community here,” says Sechi. “Everyone
working in the Devonshire Square team is
so passionate about people and art. We
put all our energy into creating a fabulous
experience – from managing the front desk
and making sure security is high, to creating
the shows. It all contributes to our occupiers’
and visitors’ experience.”

A TEAM EXERCISE
Although there is some crossover in services,
the main areas covered by the facilities
team at Devonshire Square are covered by
specific teams. Front Desk is a conciergestyle one-stop shop for advice, requests,
repairs, enquiries and the like. Billed as an
information hub for all things Devonshire
Square, the Front Desk team is primed to
help occupiers and visitors find what they are
24
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looking for – whether it’s something practical
or fun.
The customer experience team is trained
to welcome clients and their visitors to
Devonshire Square, provide extensive
information about the local area and the
history of the estate, create partnerships with
external service providers aimed at offering
occupiers special discounts and benefits, and
support local retailers’ marketing campaigns.
Security is provided around the clock every
day of the year. Based as it is in the heart of
London, the safety of the site is a primary
concern, which is why the team continually
reviews security measures. There is also a
dedicated response team which can be at the
scene of an emergency in seconds.
The engineering and fabric team is on
hand both to maintain the historic building
fabric and ensure the modern facilities are
maintained to a high standard. Finally, a
housekeeping team is present to manage
both the outside campus and the internal
buildings as visitors, occupants and
customers flow continuously through the
site.
The one-team ethos permeates the
entire estate. As a first-time visitor to the
square I was impressed by the courtesy
and helpfulness of a security guard who
saw me hesitate, asked if he could help and
directed me to the correct building. Later,
while waiting in reception, I noted that the
receptionist saw that someone outside was
asking a passerby for directions and took the
trouble to walk over to the window to direct
her to the right building.
Sechi says that this reflects the wider
cultural and service aspirations of the
estate. “You have a historical site you want
to preserve as much as possible and modify
where needed, but at the same time you
want to offer modern facilities. I think
Devonshire offers a great balance between
history and modernity, as well as a strong
structure of facilities and services which
makes it a fantastic offering.”
www.devonshiresq.co.uk
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TECHNOLOGY

STEPS UP

CAFM has helped propel facilities management to a position of
importance within the corporate structure. But is the technology
keeping pace with changing needs and expectations?
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omputer-aided facilities management
has long been an essential tool for
facilities managers in monitoring the
performance of staff, contractors and
assets, maintaining legal and regulatory
compliance, and reducing costs. The
technology is evolving fast to support
emerging trends – for example, mobile
apps are appearing which not only give
FMs fingertip control of assets, but can be
integrated with a wide array of software,
from building management systems to
building information modelling (BIM).
But is it enough to meet customers’ high
expectations and maintain FM’s pivotal
role?
FMJ asked three experts to explain recent
developments in CAFM software, what the
new advanced capabilities mean for those
responsible for managing buildings and
facilities – and what still needs to happen for
technology to fulfil its promise.

GARY WATKINS
CEO, SERVICE WORKS GROUP
It’s true that FM is beginning to reap the
rewards of an open-minded approach
to digitisation of the workplace, but the
industry is far from realising the true scale of
transformation at its disposal.
Nowadays, FMs can have software systems
in place that simultaneously manage
workload, schedule maintenance, track
expenditure and occupancy at any one time,
while also overseeing major projects – and
this is just one example. Mobilisation and
integration, alongside even more powerful
processing and storage capabilities, have
pushed the boundaries of what is possible
for the workplace, in terms of management,
measurement, auditing and maintenance. In
short, the optimising capacity of FM software
has only just begun.
Smartphones and tablets have given
everyone access to processing capability
that 10 years ago was only available through
a desktop computer. This is a powerful
development for the FM function, giving
managers access to all manner of data on
the move and in real time, changing the
very nature of day-to-day activity for many
organisations. Optimising the business
function is no longer a laborious process
requiring meticulous planning
and strategy directed from
the board room; with
mobile tech and FM
software working
collaboratively,
it’s now a frontline possibility.
Far from
disrupting
management
structures,
this capability
actually gives
decision-makers
a more accurate
and readily available
insight into the realities of
typical business processes. Data allows
those in charge to direct in a transparent
and evidence-based fashion, and FM is
beginning to embrace this fact. That said,
the challenges of how best to utilise certain
types of information remains. ‘Big data’
offers insight into any number of workplace
variables, but how this knowledge is to be
used strategically alongside existing systems
is yet to be fully understood.
The power of FM software lies in both its
broad applicability and specialised delivery;
the solution that works well in a typical office
environment can also be used effectively
in more critical environments, such as
hospitals. Service Works Group (SWG)
recently launched a white paper detailing the
experiences of a number of hospitals around
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the world using QFM, SWG’s CAFM software.
The future challenge for FMs appears to be
striking a balance between the latest tech
innovations and existing, proven solutions.
This is crucial, particularly when reports such
as the Carter Review show that productivity
and modernisation need to be embraced in
equal measure throughout public estates.
Workplace software should be used to target
specific challenges and implemented with an
eye to the near future, ensuring that the tool
is future-proofed to see maximum return on
investment.
Dialogue is required between vendors and
customers to reach a solution that succeeds
in meeting immediate business demands
and future tech innovations. The software of
today needs to be receptive to the changes
of tomorrow, particularly if industry is to fully
enjoy the transformative potential that is
increasingly available at its fingertips.

COMPTON DARLINGTON
BUSINESS DEVELOPMENT DIRECTOR, FSI
(FM SOLUTIONS)
Technology helped FM to realistically argue
its worth as a business-critical management
function. But CAFM procurement should not
be viewed as a tick-box exercise without a
complete understanding of the
wider business objectives. It’s
time for an industry-wide,
big picture reappraisal
of where we go next
and how we get
there.
One of the
notable new
tech gifts last
Christmas was
the voicecontrolled
Amazon Echo.
Hard on the heels
of Apple’s Siri and
Microsoft’s Cortana (with
their touch-screen backup
environments), this Amazon device marks
another advance in the way people interface
with the devices in their homes. This raises
the bar in terms of what people expect from
FM-related technology. FM might have entered
the app world over the last few years, but the
gap is widening between what is possible at
home and what is available in the workplace.
Technology is taking quantum leaps – FM
needs to do the same.
There needs to be a greater willingness
within the industry to engage with leadingedge technology and remain aligned with new
developments. It’s not enough to relax in the
knowledge that the engineers are equipped
with purpose made, ruggedised devices that
tell them which plant to service next. Or that
users have recourse to a clunky helpdesk that,

There needs to be a
greater willingness within the
industry to engage with leadingedge technology and remain
aligned with new
developments.”

MARCH 2017

27

FEATURE

CAFM

SEEING IS BELIEVING
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through a three-minute interaction, will get
them a new lightbulb in their office. Despite
the apps, this is still pretty much the reality.
FM service providers and tech businesses
should be driving customer expectation.
Unfortunately, the reverse is happening. It
is the customers, faced with new pressures,
who are laying their requirements at the door
of their suppliers. End-user CEOs, through
their own personal experiences, have higher
expectations of what business technology
should look like. If FM can’t deliver, it will
be sidelined as a subsidiary consideration
within other, more up-to-date enterprise
management systems.

CLAIRE VISSER
CAFM DIRECTOR, CAFM EXPLORER
We are finding that customers want more and
more functionality on the move. Traditional
CAFM activities such as updating work
orders and viewing helpdesk requests are
no longer enough to aid the role of facilities
managers. Clients want mobile access to more
information and more core tasks that are
typically available in their CAFM system.
As such, mobile capability is high on the
CAFM agenda.
We have responded by introducing several
enhancements to CAFM Explorer, from QR
code scanning, retrieval of work orders, asset
history and associated documents to dynamic
risk assessments, signature capture, stock
assignment, cost allocation and live time
capture.
A key demand has been access to a wider
range of data at the point of service, and here
the availability of SFG20 schedules for planned
maintenance has proved invaluable. Several
of our customers have taken advantage by
integrating SFG20 data; some have reported
saving weeks of time by automatically
uploading their SFG20 maintenance schedules.
At the point of service, engineers can access
28
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OEM manuals (rather than print or carry hard
copies), create meter-reading recordings and
view historical data and critical trend analysis.
The expansion of QR code functionality has
also enabled customers to record the seamless
and accurate logging of customer issues, and
benefit from guaranteed engineer attendance
at the right assets. All this critical information
triggers real-time reports and alerts, ensuring
that management has instant access to all
critical information, forecasting and trend
analysis.
These mobile developments offer a holistic
view of a facility’s costs, processes and
management. Facilities managers have the
information they want, when and where they
want it, enabling them to respond quickly
and effectively to potential issues. But
our core CAFM software is also evolving to
accommodate FMs’ changing expectations.
Dynamic risk assessments, for example, can
now be produced within the core product,
ensuring that all data is captured – including
signatures at the point of activity.
With financial control such a high priority,
more and more customers, particularly
those who are service providers, want their
CAFM software to integrate with their finance
systems. Real-time capturing of time, stock and
other costs with automatic links into contracts
and budgets ensures our customers can see a
detailed breakdown of all financial spend.
Integration with building management
systems continues to expand. Many customers
take advantage of automatic work order
generation, and further automatic notifications,
along with higher visibility and reporting, are
on the way.
Finally, we are supporting many customers
in shifting administration to their service
provider. This gives the service provider
controlled access to the CAFM system,
allowing them to update relevant information
while the customer maintains overall control of
the process.

ohn Gorman, marketing manager at
Anders+Kern UK, looks at how digital
signage software can help keep employees
engaged and fully informed
A key part of being a successful FM
professional is effectively communicating
information to employees. The PADS4 family
of high-end digital signage software ensures
that messages are displayed when and where
needed.
It enables the corporate signage network to
be controlled from one central point. Important
messaging can be delivered to employees on
any display, on any location worldwide. The
software can also be used to display messages
across multiple devices, whether it be a video
wall in an entrance lobby, a desktop PC in a sales
department, an LCD display in a breakout room,
or a marketing manager’s tablet.
PADS4 HTML5 Viewer runs on multiple
platforms, meaning the final signage message
can be made accessible and delivered to
employees however they consume their
information. And Desktop Viewer allows staff
to be informed passively through the PADS4
screen saver, or actively with desktop alerts
that automatically pop up. A read receipt can be
requested to get detailed feedback about who
has seen the message.
PLAYipp, a cloud-based digital signage
platform, extends digital signage functionality
to mobile devices, helping to streamline
internal information flow. Through Mobile View,
employees have immediate access to urgent
messages, news, discussions, KPIs, and all other
important company information – no matter
where they are.
Important updates reach everyone quickly
and employees have constant access to policies,
routine protocols and shortcuts to important
tools such as intranets, reporting systems
and more. The app can be branded to suit the
individual company’s graphical profile.
Concierge Booking is a room and resource
booking system with features that take much of
the hassle out of organising meetings. Reserving
a room is just the start. The software can order
equipment and supplies, arrange catering,
invoice suppliers and send confirmation
notification emails. Its digital signage facility can
print badges for visitors as they arrive, provide
help with wayfinding, and display relevant
information outside the meeting room.
A useful feature is that it does not require
an SQL database or installation on Microsoft
Exchange or Internet Information Server. The
software slots in without requiring adjustment
to existing configurations, and is therefore more
likely to receive the IT seal of approval.

The market leading Facilities Management software solution
CAFM Explorer is one of the UK’s most widely used facilities management solutions - cost effective software that is
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FROM THE TOOLS:

THE MAKING OF
THE MANAGER?
Many facilities managers work their way up from a frontline job, while others arrive as
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<   $          
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raditionally many people in the FM sector have ‘fallen into’ the
industry and have ‘risen through the ranks’, working their way up
to senior positions from frontline jobs in cleaning, catering, engineering
and security. The industry still values this approach, but now also puts a
strong focus on developing a career path through recognised professional
qualifications. And, for succession planning, FM is increasingly looking for
bright young talent coming out of schools and universities to develop the
leadership pipeline.
A successful and productive business depends on the quality of its
employees, and one of the most important contributing factors to employee
success is the people who manage them. Researchers at the University of
Sheffield Research Institute of Work Psychology have reported that, among
manufacturing businesses, 18 per cent of variations in productivity and 19 per
cent of profitability were attributed to people management practices.
Managers need to create an environment where staff feel passionate and
engaged with their work, demonstrating the behaviours that are needed to
drive positive results. Strong managers are crucial to the business bottom line
and for nurturing happy, motivated and loyal employees; after all, it’s often said
that employees leave their managers, not their company.
Every team should have a great manager, but first companies need to find the
people with the skills and attributes to fit the role. A 2014 Gallup poll defined
the talents required by a good manager as motivating every single employee
to take action and engage them with a compelling mission and vision; having
the assertiveness to drive outcomes and the ability to overcome adversity and
resistance; creating a culture of clear accountability; building relationships that
create trust, open dialogue and full transparency; and making decisions based
on productivity, not politics.

THEORY VERSUS PRACTICE
Does promoting the successful cleaner, security guard, or maintenance
engineer, who has worked their way through the ranks, knows the job back to
front, and knows the teams, therefore create a better management fit? Or does
it make more commercial sense to appoint the graduate with the latest theory,

knowledge and understanding of business functions?
Duncan Short, HR director for G4S, can give many examples in the business
where people who did not gain the relevant educational qualifications have
gone on to become very successful managers. “They may have simply missed
out on the academic certificates because of their personal background, or they
may be late developers, or school may not have provided them with the right
environment to thrive,” he says. “There are a host of reasons why people, who
have subsequently moved up the ranks and flourished in management, can be
held back.
“When they become managers, one of the main advantages they have is an
increased understanding of what happens on a day-to-day basis on the shop
floor. It’s not easy to pull the wool over their eyes and they gain credibility as a
leader with the team trusting in their knowledge of the job. The manager with
the professional qualification, however, may lack the same intuition, especially
early on in their career.”
Where Short believes qualifications may have the management edge is by
bringing a deeper understanding of business theory with a broader perspective
of ‘why things are done in a certain way.’ Whether they’ve worked their way up
from the bottom or started at the top, for Short the most important element
in finding a good manager is getting the right fit for the organisation. “Katie
Sparrow is one great example. She’s burst into life and blossomed, putting
herself forward with energy and enthusiasm, and a complete commitment to
her career and to our business.”

CLIMBING THE CAREER LADDER
Sparrow’s rise to duty manager for G4S FM Healthcare didn’t happen overnight,
but has been a 10-year process of overcoming personal challenges and
climbing her way from operations up the career ladder through hard work,
initiative and ambition. “It’s been a long journey,” she says.
“As I’ve moved from domestic to management level, my experience and
understanding of each role has helped massively. I wouldn’t have my current
management style without understanding the shop floor, what makes people
tick and how to get the best out of them. Understanding FM at all levels of the
MARCH 2017
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business, working shoulder-to-shoulder
on a daily basis with the people on the
ground who really understand what
matters to the end user, helps to manage
client relationships.”
Moving up from a grassroots role is not
without its difficulties too, according
to Sparrow: “When you take over the
driving seat, it can take time to make
the transition from earning respect
as a manager rather than a colleague.
You have to establish yourself at a new
level and become detached in order to
delegate.”
At Lister hospital, 90 per cent of the
facilities managers have come from
operations. Sparrow believes “it’s good
to have people who can personally
identify with the challenges of the
operations team,” but that working
alongside academically qualified
managers brings the optimum mix. “We
need people who can detach themselves
and bring a rounded view of the
situation.”
OCS’s head of cleaning, Yvonne Taylor
began her career in FM as a pot washer in
a service station in 1995. She moved into
catering, into a healthcare FM role and
then into a multi-service soft service role
“doing catering, cleaning, and you name
it…” After being given the opportunity
to undertake two management
development courses, Taylor was
appointed to consultancy, business
improvement and head of service roles.
“I’ve always kept a foot in operations,”
she comments, “and have kept the staff
at the coalface at the forefront of my
mind when doing anything.”
She continues: “I understand their roles
and difficulties, and any new methods
of working or processes have to be of
absolute benefit to them. Every idea
and solution is tested in live operations.
There’s not just a ‘me’, there’s a team.
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Buy-in from your staff is essential,
otherwise, no matter how good your
idea, you’re not going to be successful.”
Taylor stresses the importance of living
the job. “Don’t just rely on classroom
knowledge and never be afraid to go
back and see what it’s like on the front
line.”

MUTUAL RESPECT
David Kentish, director of peoplechange experts Kentish and Co,
encourages managers who come from
different directions and different
backgrounds to show respect
for each other. “They have
both earned the right to be
there,” he says, “and both
styles of management
can work equally well.
However, going into
management from the
tools is not just a step
up in responsibility,
it requires a mental
adjustment and a
different mindset and
approach. It can be a very
difficult transition period
for everyone. To achieve it
successfully requires help, training and
support. If a company values someone
enough to put them into a managerial
role, then it is their duty to provide that
support.
“Many managers who have been
promoted from an operational level will
work towards qualifications so that they
feel they are being taken seriously,” he
continues. “The qualification gives them
an additional belief in themselves and
an external verification of their ability.
When managers have qualifications, but
do not have the practical, on-the-job
experience, there’s a different mindset.

They feel confident and competent to get
on with the job.”
By contrast, when Francesca Smith
started working in her family’s specialist
cleaning company Bright Hygiene at the age
of 26, before starting to work in the office
and taking over the managing director role,
she wanted to earn her stripes and become
a better manager by first learning every job
in the company.
“I wanted to find out why, understand
the business better, find out where the
‘hit and miss’ was taking place, and find
the route to improving customer service.
Learning everyone’s job meant that there
was complete transparency and trust. I
can’t be fooled and the staff respect that I
know what I’m talking about. I then went
on to study for business management
qualifications. This, and talking to other
managers, helped to reaffirm that I was
doing things right.”
Smith explains: “It makes me a better
manager. I understand exactly how the
client sees the business and the key
customer touch points. There’s a strong
team connection and I’m more likely to
get to know if there’s a problem. I still go
back and clean on a very regular basis.
But everyone has their own groove. Some
people are scholarly and others are hands
on. My advice to anyone for being a good
manager is to trust your gut and have
great people around you.”

ATTITUDE IS THE KEY

One of our key
objectives was not just to
     %
holistic environment, but to use
     
      ”

David Kentish agrees
that good management
is largely about
attitude. “Where
businesses want to
find a talent pipeline
with great managerial
and leadership
skills, whether the
applicant has good
qualifications or has
several years’ experience,
the one key attribute that either
candidate must have is a mindset that
embraces collaborative co-operation and
communication to drive the organisation
forward. The people skills can be nurtured
with the right training, but the attitude
that enables the learning to be absorbed is
crucial.”
Duncan Short concludes that the best
model for management is having people
who have worked their way up the business
and then gained professional qualifications
to broaden their base and increase
their opportunities, while graduates are
encouraged to get a practical grounding:
“Marrying the two is extremely powerful.”

BOILED, CHILLED
OR AMBIENT
FILTERED
WATER, IT’S
YOUR CHOICE
Our range of Aquataps can deliver boiling,
chilled or ambient ﬁltered water. They come
with free commissioning and the option to
purchase service plans. Plus they can help
save your business money.

FREE PRODUCT COMMISSIONING
EXTENDED WARRANTY FOR UP TO 5 YEARS
WHEN PURCHASING A SERVICE PLAN

To ﬁnd out more please contact

0330 333 5037 | advertising@heatraesadia.com

heatraesadia.com
*
MADE IN
THE UK

5 YEAR
WARRANTY

5
*When additional plans are purchased
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SMART
WORKS
Glen Cardinal explains why today’s maintenance engineer is more likely to need a
laptop than a spanner, and what this means for facilities management

M

echanical and electrical (M&E) maintenance used to be a very physical
discipline. Engineers in boiler suits with a large bag of tools and a
greasy cloth grappled with huge pieces of mechanically-driven plant. But
over the past two decades, that’s all changed. Today’s plant is much smaller,
electronically-driven with fewer consumables and controlled by screw
compressors, which has led to major changes in the way that equipment is
maintained.
At the same time, building management systems (BMS) have been developed
to control equipment from heating, ventilation and airconditioning (HVAC) to
lighting, CCTV and lifts. These systems allow the FM to understand exactly how
the building is operating, optimise performance to create the best working
environment, and enable cost and energy use benchmarks to be set for
different buildings. Where pieces of kit would often sit in isolation, they are now
increasingly linked through the BMS and other tools.
Clients’ needs are also changing. There is now a greater understanding of
the impact of plant downtime and rising energy costs, and also the role a good
workplace can play in staff morale, engagement and productivity. Organisations
have become far more data driven, requiring real-time statistics and analysis to
improve the business case for operating expenses and capital spend – and to
demonstrate that the facilities are working at their best.
In response, the equipment that engineers need to carry has dramatically
changed. Gone are the heavy tool bags. Today’s engineer will plug a laptop
into the control panel to bring up the necessary data about the equipment and
perform the relevant diagnostics. This is far less intrusive than the previous
labour-intensive method of stripping down the piece of equipment, cleaning it, or
even physically changing it.

CONDITION-BASED MAINTENANCE
With maintenance costs on the rise (BICS, the Building Cost Information Service
of RICS, has forecast a three per cent increase in 2017), efficiency has never
been more important. This has led to plant being maintained on a predictive
basis based on real-time monitoring of its condition, using sensors rather than
the traditional preplanned schedule of maintenance approach. Many pieces of

plant and equipment are continuously monitored for vibration, temperature and
acoustics, identifying failures before they occur. For specialist environments,
such as swimming pools, there are also sensors that can automatically read
conductivity, pH, redox and chlorine levels, for example. In this way, maintenance
analysis is becoming increasingly automatic.
Pushing the boundaries of the standard SFG20 approach (the principal
standard for building maintenance) through a more flexible and data-driven
model (maintenance by exception) reduces maintenance cycles and therefore
spend on less critical assets. It also extends their life, while also ensuring that
critical assets are maintained in tiptop condition. Plus it removes the risk of
unscheduled downtime when plant fails, ensuring that downtime can be planned
around business needs – for example in the evening, at the weekend or in quieter
periods such as the Christmas break, without interrupting the core business.
The engineer can use a performance trend over time to predict when the
plant or equipment might fail and when it needs maintenance. In addition to
the money saved from less downtime, it is a more cost-effective approach to
maintenance as the plant and equipment is only maintained when necessary.
This creates a meaningful maintenance programme which takes account of
specific use and environmental conditions.
Years ago, engineers would walk into a plant room and they’d listen, they’d
smell, they’d stick their ear against the kit – that was their sensor probe. Now, the
machinery will be telling the engineer on a real-time basis how it’s performing
and what needs doing.
This approach also places more control in the client’s hands. With the
increased insight real-time monitoring offers, they can decide how and when
to repair assets and spend their budget more wisely. This level of transparency
between the client and their maintenance partner also builds trust.
In the past, some disreputable maintenance companies would recommend
maintenance or replacement of plant and equipment based on a desire to
increase revenue rather than actual need based on real-time information. That
kind of behaviour has been largely eradicated by condition-based maintenance.
Clients no longer have to accept what their maintenance partner is saying; they
can analyse the data themselves and make decisions based on their appetite
for risk.
MARCH 2017
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NEW SKILLS REQUIRED
Of course, this has created a requirement
for the FM to acquire different skills.
Although management of the maintenance
contractor is still important, it has taken on
a more collaborative approach where the
engineer and FM work together to analyse
the data and agree actions. The FM who has
embraced condition-based maintenance
needs to have a deeper understanding of
plant performance and how this impacts
on the core business – what plant is
critical and what could be allowed to
fail. An appreciation of data analytics
is also essential as the FM needs
to be able to both sell the concept
to senior management and also
present maintenance data on an
ongoing basis.
All this change has led to an
adjustment in career paths and job
roles for both FM and engineer. Back
in the 1970s a typical building services
role would be a drawing office manager,
a draughtsman or a borough engineer. Now
job specs such as digital engineer, energy
manager or IES modeller are common,
reflecting the increasing digitisation of
building services. Engineers need more
electronic and controls-based experience,
not just the training to know what to do with
a spanner.
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They also need to have a broader set of
skills than in the past, so they can look at
a building holistically and create the most
efficient and effective place to work. It’s not
just about tinkering with the equipment.
This has increased the need for engineers
to be multiskilled and qualified. Where
once engineers would typically be
trained in a key specialism
such as electricity or gas,
that has changed.
Softer skills are
also becoming
an important
part of the
mix. No
longer does
the engineer
disappear
into the plant
room for hours
on end. Instead,
they are required
to discuss plant and
equipment performance
with the FM and possibly
explain performance or usage
issues to end users. Communication skills
and the ability to present data in an easilyunderstandable way is essential, and most
engineering training programmes now focus
on people skills.

The use of technology
to improve the delivery
of facilities services will be
a key game changer over
   <  &

CHANGING THE GAME
The use of technology to improve the
delivery of facilities services will be a
key game changer over the next five
years. Phrases such as the internet
of things and building information
management are being bandied
around with increasing frequency – but
not always with the greatest level of
knowledge.
There are already examples of facilities
where different assets constantly talk to
one another and adjust their performance
and operation based on set parameters
as well as human intervention. The
concept of personal comfort, where
different teams and departments control
environmental factors such as ambient
temperature, lighting and oxygen levels,
is spreading. However, while these are
still the exception rather than the rule,
they are an indication of where M&E
maintenance is going.
Big data and analytics are here, but
the key is how organisations interpret
and act on that data. Only then will the
organisation benefit from the work of
today’s increasingly technology-savvy
engineers.
Glen Cardinal is managing director
of Platinum Facilities and Maintenance
Services.
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5 WAYS THE AVERY PROTECTION & SECURITY RANGE COULD MAKE LIFE EASIER
Avery has introduced the Protection & Security range, a series of industrial grade labels suitable for use in a range of workplaces.
Designed to be durable and long-lasting, you just might be surprised by how helpful these labels can be.
GHS compliance made easy
Avery have a Design & Print GHS Wizard making it easy to create and print
your own GHS and safety labels from pre-designed templates. You can create
labels on demand from your desk at any time, following the simple step-bystep process. Design & Print from Avery includes all the pictograms and GHS
compliant statements needed for GHS labelling and allows customisable text as
well as the insertion of a company logo or other images.
Labels that last
A faded or illegible label is the same as no label at all. Avery Ultra Heavy Duty
labels are designed to be durable, even in extreme conditions. These labels
are chemical resistant, tear resistant, abrasion resistant and constructed with
a marine-grade adhesive that is waterproof and passes a 90-day seawater
submersion adhesion test (BS5609 part 2 certified). Unlike other labels, which
crack and harden in harsh conditions, they are UV resistant with 2+ years of
outdoor UV life. They are also temperature resistant, can be applied as low as
0°C, and used between -40°C to +150°C.
Protect your property
Something as simple as labelling company property can help to deter theft. Avery
offers tough Anti-Tamper Labels for securing property and marking electronic
equipment. If there is any attempt to remove these secure labels, a pre-printed
residue is left behind, making any tampering immediately obvious. There are
also Avery No Peel Labels, as the name suggests these are virtually impossible to
remove and should anyone try, the material disintegrates.

Warning signs that work
Workplace hazards must be properly signposted, to help with this Avery offers
Durable Signs that are oil and dirt resistant, tear proof, water and weather proof,
UV resistant and temperature resistant from -20°C to +80°C. What’s more Avery
Design & Print has a wide variety of warning sign templates ready for you to print.
These templates can be customised with your own tailored safety messaging or
company logos and contact details. Your signage designs can be saved securely
online or to a computer, so you can re-print them as often as needed.
Worker wellbeing and productivity
Did you know that the average worker spends
around 13 minutes a day looking for
essential items? 85% of workers also
said that having a clear filing system
and knowing where everything is would
make their job less stressful. So, whether
it’s important paperwork, stock or tools
of the trade – make sure you use labels
to keep workplace storage
in order.

 See the full range at www.avery.co.uk/industrialsolutions
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White Paper
Integrating CAFM With Other
Organisational Systems
CAD

BIM

Accounting
Software

ERP

EMS

BMS

CAFM

Geolocation

Space
Planning

H&S

HR

Key topics include:
• CAFM and its role in today’s FM market
• The benefits of integration
• How to successfully manage CAFM integration projects
• The future of CAFM software integration

To request a complimentary copy
please email info@swg.com
www.swg.com
020 8877 4080
info@swg.com
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population spend a large amount of their
time at work, so creating a comfortable and
convenient environment for them should be
a priority. Properly equipped and functional
washrooms have a role in preventing
sickness and reducing the spread of
infections.
A study of office workers by Cogent
Research in 2013 found that 78 per cent
of respondents associated germs with
the workplace toilets, while 69 per cent
suspected toilet door handles. Further
research published in Medical Construction
and Design in 2013 suggests that 73 per cent
of the business community believe that
a bad toilet environment indicates poor
overall management.
The Elevated Washroom Online Survey of
1,000 office workers, carried out by Global
Marketing in 2014, revealed that 71 per cent
thought an office washroom reflects on the
facilities manager. Around 80 per cent of
FMs appreciated that their office restrooms
influence tenants’ satisfaction.

BACK TO BASICS

A

sk employees to name their
biggest bugbears about workplace
washrooms and you’ll hear about empty
soap dispensers, loo paper strewn across
the floor, or half-full, smelly urinals. Some
might suggest there are more important
things to worry about in the workplace,
but the fact is washroom hygiene is no
trivial matter. There really is an onus
on bosses to establish a workplace
washroom that is at least on a par with
the facilities they enjoy at home. After all,
if the boss doesn’t care about the calibre
of the washrooms, what else are they
turning a blind eye to?
It’s also a fact that poor bathroom
hygiene impacts on staff productivity
and attendance. Most of the working

The facilities manager plays a vital role in
ensuring a decent washroom experience
for staff. There’s no need for flashy designer
basins or state-of-the-art music systems. It’s
about getting the basics right and ensuring
the office washroom is clean, inviting, and
fresh-smelling. This is all the more pertinent
given that RICS research has found that
facilities managers spend over half their
time on operational issues, such as dealing
with customer complaints.
So how do you maintain the highest
possible standards while continuously
striving to improve the bathroom
experience?
According to the research in Medical
Construction and Design, the leading
washroom complaints are: bad smells (82
per cent), clogged or not-flushed toilets
(79 per cent) and a dirty, unkempt overall
appearance (73 per cent). The best way
to reduce such complaints is to prevent
them from arising. That means providing
high-quality washroom consumables and
tackling maintenance issues promptly.
The typical office worker visits the
washroom three to four times a day. Within
an average-sized facility, that equals more
than 1.1 million annual satisfaction or
complaint opportunities. For FMs, this
represents an opportunity to significantly
improve client satisfaction with the
premises.

ASKING THE RIGHT QUESTIONS
We recommend taking a three-stage
approach to discover, compare and improve
washroom standards. The first question FMs
MARCH 2017
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FLUSHED WITH

SUCCESS
Andy Burton, marketing
manager at Thomas Dudley,
looks at innovations in
sanitaryware which save water
and promote good hygiene

W
should ask themselves is: how do we measure
up? Compare washrooms with best practice
benchmarks, focusing on the five areas
where most issues arise: cleanliness, hygiene,
efficiency, sustainability and satisfaction.
Start by collecting and analysing data
on current washroom standards. This
will provide the information enabling a
comparison to be made between your
washroom and industry benchmark
standards, and highlight areas of
improvement. Tools that can assist with the
process include devices such as door counters
to measure traffic, producing information
that can maximise the effectiveness of your
cleaning rotas. ‘Happy or not’ terminals and
employee surveys are good ways to gather
data on user satisfaction and suggestions for
improvement.
Find ways of engaging with washroom
users by, for example, installing a whiteboard
for messages or a sign with the FM’s contact
details. This will not only help highlight
problems and gather ideas, it will help people
to feel valued.
Suzanne Halley is FM segment marketing
manager, Kimberly-Clark Professional, UK &
Ireland.

odours effectively. Users feel welcomed
by the scent rather than repelled by an
unpleasant stench.
A prime cause of bad smells is urine,
from bacteria in drains or splashback on
the floor. It’s not enough to drop a scented
blue block into urinals and hope for the
best. By including the right enzymes in
products, odour-controlling ‘good’ bacteria
can eliminate malodorous ‘bad’ bacteria
which feeds on urine. This removes the
smell at source and is far more effective and
environmentally friendly than urinal blocks
or harsh chemicals.

SCREENING FOR PROBLEMS
It’s also important to reduce splashback so
that urine doesn’t end up on the floor. With
the best new urinal and trough screens,
95 per cent of splashback can be stopped.
Innovative protrusions catch everything
that heads their way, including bits of
tissue, chewing gum or any other debris
that might otherwise block pipes. This has
the added benefit of reducing the need for
maintenance, and avoiding the cost and
hassle of clearing blocked drains.

SOMETHING IN THE AIR
Dave Carson of P-Wave explains how
products that tackle bad smells can also
reduce the need for maintenance.
Even when washrooms are equipped to the
highest specification and cleaned regularly,
one problem may be left unresolved – an
unpleasant odour that can put people off
using the facilities, or give the impression
they aren’t as clean as they should be. This
is particularly true of men’s washrooms. A
bad smell can also discourage people from
hanging around long enough to wash their
hands properly.
One solution is to use air fresheners with
strong, pleasant fragrances that mask bad
40
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Screens are available that provide a
one-stop solution, combining enzymes
with protrusions and pleasant, long-lasting
aromas. They can last up to a month and
include a clock system to signal when they
need replacing. Such screens can be 100 per
cent recyclable and low in toxins, such as
volatile organic compounds (VOCs).

ater savings and improved
hygiene are not only desirable
goals for the facilities manager, they
are key targets for technological
innovation. In terms of toilet
design, for example, sanitaryware
manufacturers are continually
developing WC pan designs that can
operate with lower volumes.
Cisterns and cistern components are
also subject to new developments for
more efficient use of water. One recent
development is the use of delay-fill
inlet valves. Previously, float valves
began refilling a cistern while it was still
flushing. Use of a valve with delay-fill
options mean that water is only allowed
to refill the cistern once flushing has
finished.
The trend towards ‘touch-free’
washrooms offers clear hygiene
benefits. Infrared WC sensors are
now commonplace in high-traffic
applications such as motorway services.
The latest generation of products can
interact with users, with LED displays
indicating when full or reduced flushes
have been delivered and when the
cistern is refilling.
Electronic taps and soap dispensers
also encourage water saving and
improved cleanliness. Taps can be
configured to deliver one litre of
water or less per use, and cannot
be left running. With the electronic
function, no touching is required,
reducing bacteria and the risk of crosscontamination.

SAVE
YOUR
ENERGY

The Most Energy Efficient, Environmentally
Friendly Hand Dryer On The Planet
The XLERATOReco ® Hand Dryer dries hands fast while using only 500 watts of
energy, making it the most energy efficient, environmentally friendly hand dryer on the
planet. It offers a 95% cost savings over paper towels, completely eliminating their
labour, maintenance and waste. Get on the cutting edge of green technology and design
with XLERATOReco.

Choose properly.

44 80 0046 5823
xlltd.co.uk
sales@xlltd.co.uk
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DULUX TRADE TO UNVEIL
‘HALO’ AT ECOBUILD 2017
Tuesday 7th – Thursday 9th March
Stand C161
With increasing pressure on
reducing costs, maintaining quality and
improving sustainability, facilities managers are
continually looking for brands they can trust to
deliver the results they need.
In times of uncertainty, austerity often means
budget cuts, so it has never been more important
for decision makers to use innovative sustainable
solutions that can break though maintenance
challenges.
Dulux Trade is set to exhibit a wide range of
sustainability products, innovative services and
useful tools at this year’s Ecobuild 2017, the leading
exhibition and conference for construction design,
specification and energy in the built environment.
Join Dulux Trade on the stand to find out more
about Halo, a new specifier tool designed to

help professionals easily meet their
everyday sustainability needs, view live
demonstrations of innovative products,
including the durable Dulux Trade
Diamond range, which has unique stain
repellent technology, and of course, meet
Herbert, the famous Dulux Dog.
Dulux Trade representatives will be
on hand to discuss current initiatives
including time-saving apps which can
help you choose the right colour, finish
and product within a few clicks, as well as
hot topics, from extending maintenance
cycles to sustainable specification and
cutting waste costs.
Follow @DuluxTrade on Twitter for live updates
from the Ecobuild stand.

For further information on Dulux Trade
specification services, visit the website.

 www.duluxtradepaintexpert.co.uk

COMMUNITY CENTRE ENCOMPASSES
EVERYONE’S NEEDS (IN MATTERS TOILETING
AT LEAST!)
Objectives of developing
confidence and selfesteem are being achieved
with a holistic approach
to people’s needs at a
Midlands community
centre.
East West Community
Centre, in Leicester, is the only Centre of its kind in the city, and county, to
now offer a Changing Places assisted accessible toilet. Supplied by Clos-oMat, Britain’s leading provider of such facilities, and installed by F Stimpson
(Leicester), the room gives 12m2 of space, with a ceiling track hoist, peninsular
toilet, height-adjustable washbasin and adult-sized changing bench.
The project, which involved refurbishment and remodelling of the building funded by Leicester City Council - to accommodate the space on the ground
floor, and give unimpeded, level access, was shortlisted for a regional design
award.
"It has definitely made a difference, helping to attract many people from
the local community to use our facilities. Since installation the spacious and
modern toilet and hoist facility has made our centre more inclusive; It means
a lot of people who otherwise be housebound and isolated can come and
enjoy time here and socialise with others as we provide various services: Day
Care, Luncheon Club, Women's Group, Exercise Sessions, etc." says manager
Ushma Mehta.

Managing a fleet can mean missing out on time to read important news
and some fleet news simply isn’t covered in mainstream media. That’s why
fleet managers are welcoming Fleet Matters: the regular, free online e-book
containing timely advice on key issues that might affect their business.
The Fleet Matters series of e-books from Fuel Card Services sifts through the
constant torrent of news to find the most important topics for fleets. It then
summarises the key issues, providing clear advice on any necessary action that
should be taken.
The latest edition of Fleet Matters covers specific recent news concerning
possible changes to truck driver hours, penalties for using a mobile behind the
wheel, the pros and cons of leasing, a look at rising fuel costs, and how to get
your fleet ready for winter.
Fleet Matters gives invaluable guidance for every size and type of fleet,
including ownerdrivers with single
vehicles. It offers
information of
relevance to both
private and public
sectors and is equally
useful to owned,
leased, ‘grey’ and
mixed fleets. A single
edition covers five
important, current
topics individually.

 www.clos-o-mat.com

 www.fleet-matters.co.uk

 info@clos-o-mat.com
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Engineering excellence
for 150 years

In 1867 Joseph Stannah began engineering
lifts and cranes for London’s dockyards. Five
generations on, this family owned, British
business still uses its engineering expertise
to move millions of people and goods across
the country. Read the remarkable story at
www.stannah.com/150

Meet some of the family
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TOSHIBA TEC PARTNERS WITH DOCUWARE TO
DELIVER ENTERPRISE
CONTENT MANAGEMENT
SOLUTIONS

MAKITA BACK-PACK VACS FAST-TRACK
GREATER ANGLIA TRAINS

Toshiba TEC has announced the launch
of a suite of Document Workflow software
that simplifies integrated document management. This software allows the
smooth integration of the e-BRIDGE Next series of Toshiba Multifunctional
Products (MFPs) into the industry-leading document management system,
DocuWare. The smart, digitalised document processing improves overall
efficiency, eliminating the need to maintain paper-based document workflows.
Based on Toshiba’s Open Platform MetaScan technology, the new software
connector allows the scanning, indexing and archiving of any documents in one
seamless process directly via the MFP. Scanned documents, including Meta-data
in XML format, are automatically transferred to the central DocuWare document
pool for further processing.
All document management and distribution processes within a company
can be accomplished directly via the MFP, leading to improved staff efficiency,
increased process performance and securing a better ROI from a long-term
investment in MFP technology.
The benefits include:
• Integrates with all DocuWare supported office workflow
• Appropriate for all document types: letters, faxes, reports, etc.
• Easy configuration and intuitive graphical user interface
• Supports MetaScan (XML) and Enhanced Scan Templates of Toshiba e-BRIDGE
Next MFP
• Simplifies indexing & searching of documents

Fast turnaround of rolling stock is
essential to maintain the busy rail network
schedules operated by Greater Anglia
Trains across the East of England with key
commuter links to London.
Makita’s back-pack battery powered
vacuums have recently been introduced
to speed up the cleaning process and
to reduce the physical burden on the
cleaning staff previously equipped with
cumbersome mains powered vacs.
“It is essential that our trains are cleaned
to a very high standard at Greater Anglia.
The new Makita back-pack vacs are giving
us improved cleanliness levels, faster coverage and much easier operation.
We are able to be more detailed when we clean especially areas like seats
and edges,” reports Jonathan Shakallis, presentation operations manager
for Greater Anglia.
Makita’s extensive knowledge of air flow and vacuum science, coupled
with the proven Lithium-Ion battery platform, is integral in the new twin
18v Back-pack vacuum cleaner, which can be used with 3.0Ah, 4.0Ah
and 5.0Ah Makita batteries with respectively 22, 36 and 45 minute rapid
recharging periods.
Greater Anglia has introduced an initial consignment of 11 machines for
their train cleaning operations and testing the vacuums with other services.
See us on stand B10 at The Cleaning Show

 www.toshibatec.co.uk

 www.makitauk.com

 0843 2244 944

 info@toshibatec.co.uk

ERIC WRIGHT PROFESSIONAL SERVICES
SAVES LANCASHIRE HIGH SCHOOL TIME AND
MONEY
Eric Wright
Professional
Services, Eric
Wright FM’s
dedicated property
management
and maintenance
offering, has
helped Ashton
Community
Science College
to reduce
administrative
hours and optimise
budgets with a programme of campus maintenance work and upgrades.
The team is delivering ongoing consultancy services and completed a
significant security and safeguarding project, involving upgrading several
of the main entrance doors on the school estate. Eric Wright Professional
Services prepared the tender package, procured the contractor and project
managed the works. The security upgrade was so successful that the team
has been tasked with managing a roof repair and upgrade programme.
The consultancy also provided a dedicated contact who spent time
getting to know the school campus and culture to add value with advice on
pre-emptive maintenance and prioritisation.

Two of London’s most
exclusive restaurants
are now protected by
industry-leading fire
panels from Advanced.
Both The Ivy and
Sexy Fish in Berkeley
Square, owned by
Caprice Holdings, have
been fitted with MxPro
4 fire panels from
Advanced. The Ivy has
recently been subject
to a full refurbishment, overseen by the Martin Brudnizki Design Studio. The
work included an overhaul of the building’s fire system by experts from Sussexbased ROC Solutions, who also installed the brand-new system at Sexy Fish, as
well as the existing fire panels in The Club at The Ivy.
Dean O’Brien, director at ROC Solutions, commented: “The Ivy project was
not only high-profile, but also logistically challenging, working around the
quick refit schedule and interfacing with the neighbouring The Ivy Club, which
remained open. In comparison, installation of the new system at Sexy Fish was
not quite so complex, but still just as vital."
The Ivy system which is integrated with the existing EMS radio system in
Ivy Club, covers both the public and private areas of the West End restaurant,
including the dining rooms, kitchens and other back of house areas, while the
brand new fire system at Sexy Fish covers all areas of the Mayfair restaurant.

 www.ericwright.co.uk/facilities-management

 www.advancedco.com

 psinfo@ericwight.co.uk
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Trusted.
We make the world safer...
Securing the places where
people thrive.

DUDLEY SAVING
TIME, WATER AND
MONEY

Why risk non-compliance
when it comes to your door
safety and security?
Briton have been protecting and
securing buildings nationwide for
over 100 years.

ĵ Bathroom products that are simple to install
and service
ĵ Reduced water consumption and costs
ĵ Exceptional reliability and spares readily available
to minimise whole life costs

Š

Call our door hardware experts today
and make your building compliant...

www.dudleybathroomproducts.co.uk
sales@thomasdudley.co.uk | 0121 530 7000

3

year
Reassuring
warranties*

Made in
the UK

 
and service

*To qualify for your warranty, register the purchase of this product within 14 days of purchase at: www.dudleybathroomproducts.co.uk

T +44(0)121 380 2400
E contactuk@allegion.com
www.allegion.com/uk
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VEXO INTERNATIONAL (UK) LTD
STRENGTHENS THE TEAM WITH KEY BDM
APPOINTMENT IN LONDON & SE REGION
To keep pace
with our
continued
growth and
range of Water
Treatment
Products &
Chemicals,
Vexo are very
pleased indeed
to welcome on
board Matthew
Skinner as
business
development
manager for the
London & SE
region.
Matt joins us from Flamco UK Limited where he was regional sales manager
and prior to that technical sales engineer at Witt Gas Techniques.
Matt has a wealth of both technical and sales experience and using these
skills will continue to work closely with BSS Industrial our national distributor
in addition to MEP design consultants & contractors, FM specialists, developers
and end user clients.
 www.vexoint.com

 07500 776073

Sussex-based Big Foot Systems was crowned as a winner of the “Dominic de
Sousa” Award for Innovation for its range of non-penetrative support frames.
Big Foot was successful at the awards since its type of non-penetrative
system has not been used in the region before and marks a real step-change
in rooftop plant support. For the Dubai construction market, Big Foot’s
non-penetrative rooftop support systems tick all the right boxes since they
are quick and easy to assemble and provide excellent support for HVAC
plant and safe access systems whilst maintaining the integrity of modern
roofs. They offer many benefits over alternatives including allowing easier
coordination on site as the frames are the responsibility of MEP consultants
and contractors only. Plus they offer environmental benefits: more sustainable
than concrete supports, the frames are also recyclable - if rooftop plant is
ever to be reconfigured they can simply be moved and put together again in
the new configuration; and the anti-vibration mats that go under the feet are
manufactured from
recycled car tyres.
Big Foot Systems’
innovative nonpenetrative,
repeatable support
structures are
configurable in that
they can be adjusted
according to the
demands of each
individual project.
 www.bigfootsupport.com

 01323 844355

 matthew.skinner@vexoint.com

 enquiry@bigfootsupport.com

SARACEN SUPPORTS PIONEERING ROCK
PHYSICS SOFTWARE AND SERVICES
PROVIDER

OCS KEEPS ON CATERING FOR THE GLA

Leading workplace
consultant, Saracen
Interiors has supported
Ikon Science’s move
to larger premises
in Surbiton with the
completion of a fit out
project two weeks ahead
of schedule. Saracen fasttracked all works for the
oil and gas technology provider, taking into account Christmas and New Year
holidays and activities, to finish the project ahead of time and within budget.
Work was completed in January and comprised the installation of
partitioning and mechanical and electrical services. Extensive work carried
out in the communications room included the installation of all new air
conditioning and a new power solution to ensure all requirements were met.
Group IT director for Ikon Science, Dan Wilson comments: “Saracen’s team
did a great job of working with us. The move went smoothly and the team’s
‘can do’ attitude was appreciated. Moves like this can bring a great deal of
disruption but our global business went entirely unaffected.”
Over the past decade, Saracen’s status has gradually changed from a South
East fit out concern to a national full service enterprise. Its four divisions –
Saracen Interiors, Saracen Facilities, Saracen Small Works and Saracen Move
Management – offer a set of seamless service options.
 www.saraceninteriors.com
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BIG FOOT SYSTEMS WINS INNOVATION AWARD
AT CLIMATE CONTROL MIDDLE EAST AWARDS
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The Greater London Authority (GLA) has awarded a minimum six-year catering
contract to OCS. OCS has provided food services at the GLA, home to the Mayor
of London, since 2006. Under the new contract, the company will continue
to provide catering in City Hall’s café and the Café on Trafalgar Square; a full
hospitality service to clients in the GLA’s entertainment, meeting and office
spaces; tea point supplies throughout City Hall; and external sales, lettings and
marketing of the City Hall and Chamber catering spaces.
Over the next six years, OCS will invest in the GLA catering and kitchen
facilities, support the marketing of the London Kitchen café, on the ground
floor of City Hall, and continue to contribute to the GLA’s sustainability goals.
Sheila Newton, OCS’s MD for the Government Sector, commented: “We are
proud to continue the strong relationship that we have built with the GLA’s
FM team.”

 www.ocs.co.uk
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HARROW GREEN HAS SIGNED UP TO THE
ARMED FORCES COVENANT
Harrow Green is proud to announce that it has
signed up to the Armed Forces Covenant to
demonstrate our support for the armed forces
community.
The Armed Forces Covenant is a pledge between
the government and people of the UK and all
those who serve or have served in the Armed
Forces and their families. It supports current and
ex service personnel and their families through
policy, projects and services. The intention is to
ensure their sacrifices and duty are respected
and that they face no disadvantage compared to
other citizens. The government is encouraging
businesses, local authorities, charities and the
public to sign up to the Covenant to show our
support for all our servicemen and women.
Nigel Dews, managing director of Harrow Green
said: “We are very pleased to have joined over
1,000 other businesses and organisations who have
signed the pledge. In signing the Armed Forces
Covenant we have stated that we are an armed
forces-friendly organisation. In 2015 we were
awarded a three-year contract to provide relocation

and storage services for Service Family
Accommodation for the MOD. It was a
natural next step to sign the Covenant
to further cement our commitment to
supporting the armed forces and their
families.”
Harrow Green has made several
important commitments by signing
this pledge:
• supporting the employment of
veterans young and old
• striving to support the employment
of Service spouses and partners
and endeavouring to offer a degree
of flexibility in granting leave for
Service spouses and partners
before, during and after a partner’s deployment
• promoting Armed Forces Day and Reserves
Day within our Company and encouraging our
employees to participate in fund-raising efforts
Several Harrow Green employees are ex service
personnel and they bring extremely useful and
relevant skills to the removals industry. Many

 www.harrowgreen.com

of them are already experienced in HGV driving
and they all have excellent abilities such as
leadership, planning, team working and excellent
communication skills. They are a natural fit for
the removals industry which requires military
precision timings and planning. We look forward to
developing our relationship with our armed forces.

 www.armedforcescovenant.gov.uk

GP PRO DEBUTS COMPLETE ACTIVEAIRE SYSTEM
Since when did the washroom become the
coolest room in the building? Since right now.
We spend 400 days in a washroom over our lifetimes.1 Shouldn’t it be a good experience when
we go? Well maintained public washrooms have
benefits that can affect your bottom line. Customers
say it communicates a perception of quality,
safety and overall cleanliness, and influences their
likelihood to return.2
The Premium Washroom Collection from GP PRO
is a coordinated suite of products that offers a new
level of design and elegance. But, they don’t just
look nice. These dispensers were designed to make
your washroom work for your business, rather than
against it.

washroom complaint is odour. Smell has such a
primal impact, it actually transforms perception.
Sixty-five per cent of people will tell someone if
your washroom smells bad.4 If you have an odour
problem, you need to diffuse the situation with
ActiveAire products by GP PRO ASAP.
So, what do you say? Is it time your washroom
got an upgrade?
More information is available at: office.gppro.
com/premiumrestroomcollection

Research conducted in the U.S.
1. 2015 Consumer Washroom Behavior Study
conducted by GP PRO among a random sample
of 507 adults
2. GP PRO Restroom Pain Points Research, 2015
3. GP Consumer Soap and Dispenser Survey, Nov
2010
4. U.S. online survey by Harris Poll on behalf of
Georgia-Pacific in March 2016 among 2,007 U.S.
adults ages 18+

Let us explain.
Touchless dispensing helps control usage, resulting
in reduced waste of product. Not to mention, 78 per
cent of people prefer touchless dispensers.3 We’re
not talking touchless air dyers here. We’re talking
soap and paper towel dispensers. Besides, do you
know how many germs those air dryers spread?
Now let’s get to the stinky part. Yes, we mean
washroom odour. It may be a bigger deal than you
know. Behind dirty toilet seats, the number two

 gppro.com/activeaireproducts
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TAKING THE CHSA ACCREDITATION SCHEMES TO
THE CLEANING SHOW

FILON FIXSAFE IS ‘FIRST CHOICE’ FOR
INDUSTRY-LEADING ROOFING CONTRACTOR

The Cleaning & Hygiene Suppliers Association (CHSA) will be spreading the
word about its Accreditation Schemes at the Cleaning Show, joining the British
Cleaning Council (BCC) on stand number B30.
“Our Accreditation Schemes for Soft Tissue, Plastic Refuse Sacks and
Industrial Cotton Mops are recognised as driving up standards,” explained
Mike Stubbs, chairman of the CHSA Accreditation Schemes. “Supported by a
rigorous auditing process, they make sure that what’s on the box is in the box.
“This year we launched an Accredited Distributors Scheme and invited
all our distributor members to apply for membership. We’re delighted to be
able to give them this opportunity to apply for a marque that will signal their
commitment to supplying product that can be relied upon to meet the Scheme
Standards and the CHSA Code of Practice.”
Although the Schemes improved standards significantly, four years ago
the Scheme Management Panels decided to further enhance them. This has
resulted in even greater compliance. The Soft Tissue manufacturers are now
achieving near 100 per cent compliance, with members of the Plastic Refuse
Sack and Industrial Cotton Mop Schemes achieving similar conformance.

Weatherproofing
Advisors Ltd, one of the
UK’s leading industrial
and commercial
roofing contractors,
has made Filon
Fixsafe a key part of
its stringent Health &
Safety programme.
Weatherproofing
Advisors attaches the
greatest importance to health and safety. The company has even created
a memorable marketing campaign around safety super-hero ‘R.U. McSafe’
– to highlight its zero-tolerance approach to safety on-site. When director
James Turner was made aware of the Fixsafe System for safe replacement of
roofing sheets, a trial was immediately set up.
He explained: “Fragile roofs are one of the biggest safety hazards facing
construction workers, accounting for almost one fifth of all the fatal
accidents which result from falls from height in the construction industry.
“Filon’s Fixsafe system removes the need for operatives to access fragile
roofs, be-cause the entire process can be carried out from below, using
a scissor lift. This makes the whole process significantly safer and more
controllable. Our initial trial confirmed that Fixsafe is also very practical and
simple-to-use on-site …and it allows whole the process to be carried out
without the additional time and costs involved in setting up scaffolding and
safety nets. We have now initiated a policy of ‘Fixsafe first’ for all our projects."

 www.chsa.co.uk

 www.filon.co.uk

LCC HAMMERS HOME NEW CONTRACT

SPACEINVADER
PREPARES FOR
LANDING IN
LEEDS

LCC Support
Services, the
national cleaning
and support services
contractor has
renewed its contract
with The Hammers,
West Ham United FC
(WHUFC).
Following 10 years
of cleaning its Upton
Park stadium and the
Club’s Essex training
ground, LCC has won
the contract for the
WHUFC leased areas
of the new Queen
Elizabeth Olympic
Ground at Stratford,
East London.
Stadium cleaning includes all offices, players’ lounge and meeting
rooms and is a six day service with seven days service at the Club shop
and the Rush Green Road, Dagenham first team training ground. This
covers changing rooms, management offices, medical room, gym and the
media room.
Bob Vincent executive chairman of LCC, a lifelong supporter of The
Hammers said: “It gives me great personal satisfaction to move to this
prestigious site and expand the contract for my team.”
 www.lccss.co.uk
 info@lccss.co.uk
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Manchester based
interior design specialist,
SpaceInvader, is expanding
across the Pennines with
a substantial new office
in Leeds. The office is the
company’s third, adding
to its Manchester base and
London studio.
SpaceInvader has
enjoyed a great deal of
success in Leeds recently,
with standout projects
including SkyBet’s offices in Wellington Place and ongoing work with Zenith at
Kirkstall Forge.
John Williams, director of SpaceInvader, said: “As the amount of business
we’ve won in the city has grown, it’s become increasingly important for us to
create a home for ourselves. The closer proximity to our ongoing and future
projects will allow us to ensure that we provide the best possible service for our
clients. Becoming part of the Southerns Group has allowed us to considerably
accelerate the move and shows the strength of support for SpaceInvader.”
SpaceInvader anticipates it will create 30 new jobs at the Leeds studio in
the future.
 www.spaceinvaderdesign.co.uk

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

SYSTEM
BENEFITS
INCLUDE:

•
•
•
•
•

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

•
•
•
•

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

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

For further information please visit our website www.whiﬀaway.com
or contact 0800 783 4883 or send email to info@whiﬀaway.co.uk
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TRAKA GETS ON TRACK WITH RAILTEX
Traka will be at Railtex
2017, demonstrating
how its latest BIM
accredited intelligent
key management
and locker systems
can enhance safety
processes and
decrease downtime
to ensure the smooth
operation of the rail
industry.
On stand T55, the leader in innovative key and asset management systems
will present its sophisticated Touch key management system.
Visitors to the stand will see live demonstrations of Traka’s lockout-tagout
system, which operates when maintenance work needs to take place. It ensures
all power is off and cannot be reactivated until engineers have completed the
task and returned their keys, removing any risk of human error.
Traka’s intelligent Touch Locker system will also feature as part of a scalable
range, designed to securely house expensive equipment such as tools and
laptops with the added benefits of full audit control capability, charging
facilities and customizable designs. Traka Touch can operate as a standalone
‘plug and play’ solution that requires no IT network or server to manage the
database.
Traka provides intelligent key management and equipment management
access control to better protect important assets.
To find out more, please visit Traka’s stand 9 – 11 May 2017 at The NEC,
Birmingham
 www.traka.com

SENTINEL
COMMERCIAL TEAM
CONTINUES TO GROW
Sentinel Commercial’s lifetime boiler
and system protection solutions are
clearly winning over the commercial
building market; the water
treatment specialist has welcomed
another area manager to its team
to cope with rising demand. The
appointment follows shortly on from
two new area managers in 2016.
Russ Walliss joins as commercial sector manager for the South, and is
responsible for providing effective technical sales services to meet the
individual needs of a range of commercial clients including specifiers, local
authorities, healthcare providers and design and build contractors. Russ will
be familiar to many in the heating industry, having occupied senior roles
in the sector for more than 35 years, including management positions with
Hamworthy Heating and Colt International.
The valuable experience and expertise offered by Russ is being fully
utilised by Sentinel Commercial, as his new role includes the assessment
of suitable water treatment solutions using the company’s chemical
applications and limescale prevention device, KalGUARD. Specifically,
Russ will form value propositions for end-user clients, liaise with boiler
and component manufacturers to ensure end-to-end solutions, and work
alongside consulting engineers and contractors to provide specification and
onsite advice. He will also deliver best practice training via CPD seminars.
 www.sentinelprotects.com

 01928 704330

 customer.services@sentinel-solutions.net
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KINGSPAN CLEANROOM SYSTEMS
PRESCRIBED FOR DUBLIN HOSPITAL

ACHIEVE CLEAN AND HEALTHY AIR WITH
HYGROMATIK HPS AND LPS SYSTEMS

Kingspan UltraTech
Precision Cleanroom
System has helped to
create an innovative new
Aseptic Compounding
Unit (ACU) at St James’s
Hospital, Dublin.
As the largest academic
teaching hospital in
Dublin, itl is dedicated to
being a place in which education and research in health science can thrive
for the benefit of both its staff and patients. In line with this commitment,
the new ACU, designed and built by BAM Ireland, provides the hospital with
the facility to manufacture chemotherapy and biological preparations that
are specially tailored to an individual patient’s requirements.
The Kingspan UltraTech Precision Cleanroom System was specified
by BAM Ireland to produce a modular cleanroom within the hospital’s
Pharmacy Department. The system comprises of high performance
insulated panels with a flat non-porous surface to both sides. This surface
aids cleaning and is resistant to mould, moisture ingress and bacterial
growth, ensuring a controlled, sterile environment which minimises
airborne particles and microorganisms.
All the surfaces of the cleanroom are coated with Kingspan CLEANsafe 55
to meet the demanding cleaning protocols of the hospital. The chemically
inert polyethylene terephthalate (PET) film and polyester (PE) paint makes it
suitable for any humid and chemically aggressive internal environment.

With
approximately
14,000 new
cases of
breathing and
lung problems
each year
caused or
made worse
by work,
according to
the Labour
Force Survey,
25.9 million
days were
recently lost
due to work-related illness, affecting the UK economy.
One effective way to achieve a clean air and reduce health issues is through
humidity control. Increasingly this is becoming an essential element in the
preservation of a healthy environment in spaces that require a very high degree
of hygiene. Offices, clean rooms and public areas are examples of sensitive
locations that should be a major concern for building and facilities managers.
HygroMatik’s HPS and LPS adiabatic high and low pressure nozzle systems
for air conditioning and ventilation units were designed to provide the highest
level of hygiene. Using HPS or LPS systems in conjunction with reverse osmosis
will deliver demineralised water, ensuring that only the cleanest air is delivered.

 www.kingspanpanels.co.uk/cleanroom-systems

 www.hygromatik.com

 info@kingspanpanels.com

 info@hygromatik.co.uk
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NEW DESERT AIRMASTER OFFERS THE BEST OF
BOTH WORLDS: ORGANIC BEAUTY AND IMPROVED
INDOOR AIR QUALITY
Desso, a leading brand in high-end and innovative
carpet flooring, is extending its most distinctive
carpet tile collection, DESSO AirMaster, with the
launch of Desert AirMaster. Bringing together
the subtly layered organic designs of the Desert
range and all the health and wellbeing benefits of
AirMaster with EcoBase backing, Desert AirMaster
creates free-flowing patterns for dynamic flooring
while creating an improved indoor air quality.
Inspired by nature, Desert AirMaster has a diffused
pattern to give a marbled effect to the floor.
Thanks to the random pattern and the use of two
colours, every carpet tile is different – providing
endless design opportunities. Offering a broad range
of neutral colours Desert AirMaster can be used to
achieve a soft and calming environment.
When you consider we spend around 90 per cent
of our time indoors, it is critical that the inside air
is as clean as possible. Tests already demonstrated
that DESSO AirMaster is eight times more effective

in capturing and retaining fine dust than smooth
flooring solutions (PM10) and four times more
effective than standard carpet solutions (PM10).
The latest test performed by the independent
German test institute GUI, which specialises in the
analysis of indoor and outdoor air quality, shows
that DESSO AirMaster with EcoBase backing
has even more health-supporting benefits. For
this particular product combination we have
carried out an additional test to assess the product’s
performance on three strict test criteria:
• Suitability for allergy sufferers because of the
ingredients
• High fine dust binding capacity
• Low Volatile Organic Compound (VOC) emission
properties.
The new Desert AirMaster, like all other DESSO
AirMaster with EcoBase backing, meets all of the
above mentioned criteria, and is therefore the first
and only carpet product in the world to be certified

with the GUI Gold Plus label.
Ludwig Cammaert, design & technical
development director, Desso, comments: “We
designed Desert AirMaster with the evolving
workplace in mind. The growing awareness that
healthy workplaces can improve the wellbeing
of staff has led to changes in the way offices
are designed. The DESSO AirMaster range has
allowed architects and designers to bring together
functionality and creative design, and this is further
demonstrated with the new Desert AirMaster."

 www.desso.co.uk

ANDREWS BOILER
HIRE GIVES
STUDENTS AN EARLY
MOVE-IN DATE

BIG FOOT SYSTEMS SHORTLISTED IN H&V
NEWS AWARDS FOR COCA-COLA EUROPEAN
PARTNERS GB PROJECT

In spite of their considerable
experience in installing temporary
heating solutions, engineers from
Andrews Boiler Hire often come across a new challenge as was the case
when called upon to provide a hot water and heating solution to part of a
Scottish University campus.
A new-build construction project at a Kilmarnock college included
additional student accommodation, which opened in advance of completion
of the overall project. Although a permanent boiler was on-site, an
unconnected gas supply prevented its commissioning. This meant that the
student accommodation could not be used unless an alternative heating
source could be found.
Short-term boiler hire was the answer. It was decided a 500kW boiler
together with a 3,000 litre fuel tank was required to ensure an adequate
supply of heating and hot water.
On-going groundworks nearby prevented the Andrews boiler being
installed inside the designated plant room, an alternative location had to
be found. Unfortunately it was on the opposite side of a main construction
site access road. By erecting scaffolding across the road, Andrews’ engineers
were able to run water hoses directly into the campus plant room and tap
into existing pipework.
The solution ensured students living in the accommodation enjoyed
comfortable living standards throughout the three-month hire.
 www.andrews-sykes.com
 s.salescentre@andrews-sykes.com

 0800 211 611

Sussex-based Big Foot Systems, which leads the way in non-penetrative
rooftop support solutions for building services and safe access equipment, is
delighted to announce that is has been shortlisted in the prestigious H&V News
Awards for its project with Coca-Cola European Partners Great Britain (CCEP
GB). Named as a finalist in the ‘Retrofit Project of the Year’ category, Big Foot
supplied a custom Safe Access solution and HD Beams rooftop plant support
to a project at CCEP GB’s Wakefield manufacturing plant.
Big Foot Systems will now present their entry directly to the judges in March.
The winners will then be announced at the esteemed H&V News Awards on
20th April 2017 at the Grosvenor House Hotel on Park Lane, London.
“We are thrilled to have been shortlisted in such prestigious awards on
such a high profile project. It was a complex project at what is the largest soft
drinks manufacturing
plant, by volume,
in Europe” explains
Sam Birch, Big Foot
Systems’ product
manager. “We were
able to provided the
preferred solution
whilst ensuring
minimal disruption
to the Wakefield
manufacturing plant.”
 www.bigfootsupport.com

 01323 844355

 enquiry@bigfootsupport.com
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BLOG/CHARITY 
BLLOG FROM RORY MURPHY, COMMERCIAL DIRECTOR VINCI FACILITIES

NAVIGATING THE

TECHNICAL REVOLUTION

R

esearching how technology will enhance
the delivery and direction of FM in the
future has led me to fill my Twitter feed
with like-minded FM professionals, clear thinking
futurologists and enthusiastic property tech
experts from around the globe. Does that mean
my news feed is a reassuring echo chamber,
punctuated by the latest top 10 listing of this or
that technology that will disrupt our sector in the
future? Or am I being better informed?
Workplace Futures 17 (WPF17) in February
convinced me that my twitter feed is a reasonable
barometer of the technical revolution that
confronts our industry. The next question is how
do we respond as a sector and what personally
should we be doing? At WPF17 professor John
Hinks said: “We’ve been looking at digitisation
for 20 years, we’re now in that moment.” He
further explained that there is a whole series of
meta level organisations taking data, drawing
out analysis of organisations and workplaces and
building a picture which could seriously influence
the service experience that people receive. Social
scientist, Iain Ellison of 3edges agreed with
professor Hinks on the effect of digital disruption,
but also pointed out that data and facts don’t
always influence how people think.
We can’t take the data on face value. We would
be negligent if we were not more critical about
the information and the data we gather; having
conversations and working collaboratively to
increase our knowledge and wisdom. How do we

do that and enhance, embrace and benefit from
the technology available to us right now? We have
some choices.
Upskilling ourselves on the latest augmented
reality or is virtual reality and all the hardware
that goes with it the place to be? Maybe looking at
investing in robots for the delivery of our services
or will drones be the key player in the market
place going forward? Or utilising the power of
Artificial intelligence whilst recognising the threat
of machine learning to the embedded knowledge
we all hold dear.
But ask yourself this, once we’ve navigated
the complex web of hardware and software
opportunities that are available in the FM or
PropTech world, then what about the influence
of FinTech and new ways of trading such as
blockchain and a whole new world of transacting
in the future.
This technology stuff is almost never ending.
This is our dilemma. FM will be technology led,
data driven and will increasingly be focussed on
the needs and requirements of the end user. The
consumers of our services are becoming more
engaged and connected with the services that
are being delivered and are being empowered to
feedback and adapt the delivery they receive. So,
yes, use the technology, but we need to listen (not
just hear) to what end users are saying – not just
data about them. We can’t allow the idea of the
technology to get in the way of that interaction.
A new world of reality where technology is

Rory Murphy, commercial director, Vinci Facilities
a driver and an enabler, confronts us. We need
to look forward to a world which embraces,
combines and exploits the technology at our
hands for the improvement of the services we
deliver and the betterment of the people that
work within our sector.
The FM industry has always been incredibly
innovative and we now have the opportunity and
tools to really drive ourselves forward with pace
and power.
I don’t think the cautious, incremental
approach is necessarily what is needed. FM would
be left behind. This is a time for pioneers, for
leaders in our sector to transform our delivery
and excite both our deliverers and the end users
about the impact FM can have on their daily lives.
Facilities management has never been a more
exciting place to operate and we should see a
future where our sector appeals to and attracts
the very best of talent to come and develop
innovative and exciting solutions across all areas
of the built environment.

COMPASS GROUP’S LGBT & ALLIES NETWORK PARTNERS WITH HIV CHARITY

T

he Lesbian, Gay, Bisexual and Transgender (LGBT) & Allies Network at Compass Group UK & Ireland has announced HIV charity, Terrence Higgins Trust,
as its charity partner.
The LGBT & Allies Network was set up in May, when the business worked with leading LGBT charity Stonewall and professional network OUTstanding, to help
develop its workplace strategy and practices to further support LGBT colleagues at work. The network has now revealed its committee as part of its commitment to
encourage diversity and inclusion, which includes a selection of personnel from Compass Group UK & Ireland.
The LGBT & Allies committee will be responsible for rolling out the network’s plans and will focus on the
following four pillars to deliver their agenda: Communication, Development, CR, as well as Networking and
Events.
To create awareness around the network and its commitment to further develop an inclusive workforce,
the team holds regular listening groups, giving colleagues the opportunity to feedback and shape the
agenda. The network is also planning to host fundraising events to support Terrence Higgins Trust, with the
first being a charity gala event which was held on World AIDS Day and raised £8,385 altogether on the night.
Oliver Cock, committee executive sponsor and managing director of Foodbuy and executive board
member, Compass Group UK & Ireland, said: “I am passionate about ensuring that we, at Compass Group
UK & Ireland, continue to foster an inclusive working environment whereby our colleagues feel free to bring
their true selves to work. As executive sponsor and an ally for the network I see the importance of rolemodelling the right behaviours to enable this. I am delighted that we have selected Terrence Higgins Trust
as our 2017 charity and we look forward to supporting them over the next twelve months.”
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ISS’ LEANNE WILLIAMS WINS FM
YOUNG MANAGER OF THE YEAR AWARD
Leanne Williams, ISS’ sustainability
& social value manager, ISS
Healthcare at The Royal Liverpool
and Broadgreen University
Hospitals NHS Trust has been
crowned the winner of the FM
category, Young Manager of the
Year in The Worshipful Company of
Pattenmakers Awards 2017.
The Worshipful Company of
Pattenmakers is one of the historic
Livery Companies of the City of
London and has become the Livery
home of the facilities management
industry and of professionals
from across the built environment
sector. The organisation presents its annual Young Manager’s Award
schemes which provide career development support to deserving
young managers – including one each year from the facilities
management and built environment sector.
Williams was chosen from a range of candidates, put forward by their
employers, as managers who have shown promise during their training
and early employment stages. She received the award for her drive to
enhance her community environment through her work in FM.
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AXIS SECURITY CREATES NEW
COMMERCIAL MANAGER ROLE
Axis Security has appointed David Rolls to the
newly created position of commercial manager to
specifically cover the Thames Valley and South West
regions.
Rolls, who has over 20 years experience as a
business development manager spanning across the
security, construction and automotive industries,
joins the London team with responsibility for
building on the manned guarding and electronic
security group’s growing presence in the South West.

LAW APPOINTED MD AT CHURCHILL
Anthony Law has recently been appointed managing
director of Churchill’s London business, responsible for
further developing its existing portfolio.
Law leaves outsourcing provider Mitie after 15 years’
service to join the national support services company,
and brings with him his experience of working with large
corporate businesses where he has had a direct impact in
the innovation of the workplace. His most recent position
at Mitie was as a director of its FM business, a title he has held since 2013.
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CAREER LADDER

FM is known to be a career that people fall into
Name: Colin Kenton

from other sectors. In this regular column, FMJ

Current role:
Managing Director
FM Services, KBR

chats to a facilities professional about how they

Born: Durban, South Africa

path. This month we talk to Colin Kenton managing

Lives: Surrey

director, FM Services, KBR

? What was your first ever job?
I was a structural steel draughtsman
for a South African company known
as Dorbyl. I started as a learner
draughtsman and produced detailed
fabrication drawings for large industrial
buildings. As part of my learnership
programme, I studied structural design
at the local technical college and
learnt a lot about how buildings were
designed. I can’t say that this role had
any influence in establishing a career
in FM, but I learnt at a young age that
I wanted to move into a management
role rather than sitting behind a
drawing board for the rest of my life. I
did however learn that you could be
more productive working as a team
rather than trying to do it on your own,
something that is critical if you want to
be successful in FM.
? What was your first job in the
FM sector?
I was general manager for KBR
delivering the London Borough of
Ealing (LBE) hard and soft FM contract.
I managed the full range of business
disciplines and the P&L, delivering
planned and responsive maintenance
to social housing, education and
public buildings covering mechanical
and electrical, building fabric, fire
alarm and emergency lighting, energy
conservation, tree management and
transport services. I was fortunate to
identify a number of initiatives which
resulted in significant cost saving
efficiencies and took the business
from a loss-making operation into
profitability within six months, while
at the same time improving customer
service delivery. I was also responsible
for transitioning our engineering
operatives to handheld devices for both

planned and reactive task management
which saw an increase of around 30 per
cent in productivity. I am a firm believer
in using technology to support the
delivery of FM and also for monitoring
performance and service quality.
? What made you choose FM
as a career?
When I started researching what FM
meant, I thought that the breadth
and depth of FM services would offer
a significant career challenge as you
need to have an in depth knowledge
of all the services that fall under FM
to be an effective manager. I liked
the sheer variety that a career in FM
offered together with the opportunity
to develop knowledge in areas as
diverse as social housing, educational
and healthcare facilities, public
buildings and corporate offices. I was
also attracted by the idea of being
able to make a positive contribution
to some of the lives of the people we
were delivering services to, especially
those in the forces when I went on to
working on our MoD contract. We had
a statement on the MoD contract of
“Making Soldiers Lives Better”.
? How did you progress through
the profession to your current role?
I have only really been in FM for 10
years and have been fortunate to
progress quite rapidly into my current
role. After my 18-month stint at the
London Borough of Ealing, I worked
as a garrison facilities director on
KBR’s Project Allenby/Connaught,
an £8 billion, 35-year, PFI contract
with the MoD where we deliver TFM. I
was responsible for the strategic and
operational hard and soft FM, managing
eight direct reports, 320 staff and some
900 contract staff. This experience
provided me with a thorough
understanding of FM and I use this

got into the sector and takes a look at their career

experience in my current role as MD for
KBR FM Services.
? What is your greatest
contribution to the FM sector, or
your current role?
I believe that the emerging FM
Integrator model, that I have strategic
responsibility for growing, has
something unique to offer clients and
can be considered quite a disruptive
model to the traditional FM models that
we see available. The Integrator model
is a matured and adapted version of
the managing agent model, where one
outsourced organisation is responsible
for offering the client a cohesive
solution by integrating process,
technology, reporting and performance
measurement/management across all
service providers in the supply chain. I
am really encouraged by the clients that
we have secured in a short period of
time and the benefits that the Integrator
brings to our clients is being recognised
within government agencies with a
high rate of interest being shown when
talking to prospective clients.
? What’s changed most since you
started in FM?
The pressure on clients’ budgets which
has unfortunately driven down prices
which in turn has resulted in a lowering
of service standards in some sectors.
? If you could do one thing
differently in your career in FM,
what would it be?
If I started in FM earlier on in my career,
I would definitely go through a formal
qualifications path and combine this
with hands-on site-based experience.
While FM can be regarded by some
as a non-complex operation, I don’t
find this to be the case with FM now
moving into a more strategic offering.
It can take quite a few years to gain

sufficient knowledge to be able to make
a difference and to understand what
works best for a diverse client mix and I
think that a formal education in FM can
speed up this understanding.
? What would make the biggest
difference to the FM sector? And how
can that be achieved?
The FM sector is typically party to a
great deal of data but often does not
effectively analyse that data in order to
make strategic decisions for the core
business. I see the use of data helping
FM suppliers understand how their
business and how the estates that they
are providing FM to could be better
utilised and managed. I also see an
imminent surge in the investment in
improved monitoring through BMS
and IoT sensors and being able to
move to a more predictive approach
to FM where algorithms will improve
the predictability of an event or failure
where we can take proactive steps to
prevent this from happing. I believe this
will deliver savings to clients without a
drop in service standards.
? What advice would you give
to young people coming into the
profession now?
Undergo a formal training path in FM.
? What qualities should a good
FM possess?
Hands on skills with the ability to
predict when something is going to
occur but also to be able to respond
quickly to a reactive event.
? What are your long term goals for
the next 7-10 years?
To further develop the FM Integrator
services and create a data analytics
service that sees the better use of
technology to deliver improved
property services.

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