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Navigate the trends that will affect the
business...




What’s happening in the world around us?

»

Facilities &
Technology

Workplace »




Challenges facing the Future of Work

Only

25%

feel connection
to mission

Over 50%

of desk are
empty at any one
point in time

Lack of
engagement
drives up
costs




From input focus...

OUTPUT OUTCOME

to outcome focus...



Putting the workplace
(and thereby FM) In
the right context — its
about driving
business
transformation

Optimization

Mass customization Personalization

Maintenance Management

Business efficiency



The evolution of the workplace
™

Corporatist office Activity based office

Taylorist office Birolandschaft office Experience based office




The workplace now covers...

The office

Co-working

Situational d

Public places

eterminants

y

\_

Working from
home




Central role of the Workplace

Workplace strategy

Supporting
facilities

Brand,
People and
Culture

=
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Service management system
Technologies

REWEIS
Values
Assumptions
Attitudes
Behaviours



The key drivers of change
affecting the FM Industry



Key drivers of change in FM
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From cost
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people centricity
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Workplace
Experience vs.
Assets
Management

Digitalization of
the FM Delivery
model
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Opportunities for Digitalization

Humidity

Air

Connecting People with Buildings: i

» Data Connectivity e
— Real-time & Historical

« Data Insight
— Analysis & WO triggers

Automated
Engagement

- Data Prediction R :
— Usage and workplace optimization |

___________________

Availability Temperature



“Plugging in” the Service Experience

via Technology and IoT

Building Service
usage delivery
. WO Predictive
SRace Sustaina- i d .
Manage- bilit riggere mainte
ment R by Usage nance
Occupancy Energy usage # of visitors Technical
(room and tables)  based on usage to the toilets equipment
and weather i 2
Benchmarking ~# of people Refill me
Benchmarking in the building

COST

PURPOSE

User
engagement

Work-

place
analysis

User touchpoints ~ Map and analyse

through out a day workplace

in the building e.g experience and

ISS Concierge app efficiency
EXPERIENCE



Using Cognitive buildings to Improve Service Experience

by predicting capacity needs...

Challenge Predictive User
resourcing communication



Key drivers of change in FM
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on
Investment in

Away from a

Requires a shift focus on cost
In how we think
about our
physical and
digital assets

Decreasing a workers productivity by Increasing employee productivity
SiXx minutes can negate cost savings by eight minutes can pay for their
from eliminating office space entire occupancy cost

Source: Lister, 2016



Bridging the gap between HR and FM/CRE >,
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Office Space, 1€




Global state of Employee Engagement

15%

of employees are
engaged at work.

18%

of employees are actively
disengaged at work

6/%

of employees are not
engaged at work.

Employee Engagement Worldwide

80

72

64

Manager / Executive / Official: Professional: doctor, lawyer,  Service worker: maid, taxi ~ Farmer / Fisherman / Other Clerical/ Other office worker / Construction/Manufacturing/

in a business or the
government

® Engaged %

engineer, teacher, nurse, etc. driver, maintenance or repair

agricultural laborer Sales worker Production worker

worker, etc.

mNot engaged %  m Actively disengaged %

Employee engagement results
per region

US/Canada

Latin America
Post-Soviet Eurasia
Southeast Asia
Sub-Saharan Africa
Eastern Europe
Australia/New Zealand
Middle East/North Africa
South Asia

Western Europe

East Asia

0 20 40 60 80 100

mEngaged % ®mNotengaged % mActively disengaged %



Breaking down organizational silos
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Bridging gaps between
Building Collaborative supporting functions
Ecosystems in the through FM
workplace using FM as
the facilitator

IT



Key drivers of change in FM
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The way we look at assets and operations

|

Real Estate

Transactions
Property & Lease Management
Rent Payment Management
KPIs & Reporting
Operations & Maintenance Site Selection Space

Preventive & Corrective Maintenance Space Management
Resource Planning Strategic Facility Planning
Asset Management Move Management
Facility Condition Assessment Reservations

Securi ) Portfolio Management
ty Organized through ! g

an IWMS/CAFM
(assets repository)
system

Sustainability Projects

Green Opportunities Program Management
LEED/BREEAAM Certification Scheduling
Carbon Footprinting Budgeting & Capital Planning
Emission Tracking Quality Management
Utility Meter Tracking Resourcing
Waste Disposal

is being challenged....



Co-working spaces are disrupting the industry
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The way we work,
and hence the workplace,
will be radically different in
the future...




Service
Excellence is
about “The
People Factor”
and creating
WOW in the
Touchpoints



Architected Service Experiences (Service Design)

Service Design can
create the Workplace
Experience by
focusing on the
end-user

* Analyse

* Be co-creative

* Preto-typing

* Implementon
the go’




Arriving
at work

* Parking and
outdoor areas

Entering

the building

* Reception,

lobby & foyer

* Team entrance

and speedgates

+ Security

I .

Being in

the building

+ Cleaning of

common areas

+ Multi-function

room or area

* Service centre

* Toilets

* Gym

» Leisure facilities

Elevators
Stairs

Getting
hot drinks

* Hot drink

machines

* Waiting areas
+ Cafés

Working
in the
building

+ Working area

cleaning

+ Functional

working
environment

* Floor host

= "y

Going for
lunch

» Canteens

& cafés

Having
meetings,

conferences,

events

* Meeting rooms
* Catering for

meetings

« VIP restaurants
* Meeting centre

« Mail & packages
+ Office support

Receiving &
sending mail
& packages

Leaving
work

* Lobby
+ Parking and
outdoor areas

By
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The Power of the Human Touch
- combined with BIG Data
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