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Foreword

ISO (the International Organization for Standardization) is a worldwide federation of national standards
bodies (ISO member bodies). The work of preparing International Standards is normally carried out
through ISO technical committees. Each member body interested in a subject for which a technical
committee has been established has the right to be represented on that committee. International
organizations, governmental and non-governmental, in liaison with ISO, also take part in the work.
ISO collaborates closely with the International Electrotechnical Commission (IEC) on all matters of
electrotechnical standardization.
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Introduction

This document is intended for owners, operators and service providers (internal and/or external)
at a facility. It identifies the different ways in which facility improvements can positively influence
behaviours which can increase the contribution of the facility to the demand organization. While
behaviours are subjective, guidance on how these can be clearly specified and measured will enable
a collective, collaborative and common objective to be reached by all parties. Influencing behaviour
should be seen in the context of the ways in which individuals act or conduct themselves.

Efficient and effective facility management (FM) will ultimately fulfil the demand organization’s
requirerrent—fer—optimal—performance—and—alew—for—a—more—agHe—organizational—approach. The
orgahization should be able to determine the potential impact that its approaches have-oh|meeting the
demgnd organization’s mission so that the organization can align and deliver its serVicés faccordingly.
This|document provides guidance on the appropriate operation of the facility so that its contribution to

meetling the demand organization’s mission and goals can be clearly specified and measured.

Anngx A provides examples and more guidance related to the specific clauses.

© IS0 2023 - All rights reserved v
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Facility management — Influencing organizational
behaviours for improved facility outcomes

1

Scope

This document gives guidance on the ways in which a facility management (FM) organization can
influpnce—orgamnizatiomat behaviourstoachieve Tmproved facitity Outcomes, Iciuding
engage, empower and influence users, service providers and other interested parties with
for inproved outcomes and user experience while interfacing with the built environment.

Consequently, and simultaneously, these behaviours can be harnessed to contribute'to the §
of the demand organization’s objectives and goals in an organizational sensejregardless o
orgahization or built environment involved. This is the fundamental link to the role of FM 4§
ISO 41001.

This|document is intended to build upon the requirements in ISO 41001, which adheres to
Checdk-Act methodology.

This|document is applicable to organizations both large and small.

NOTE1  For the purposes of this document, the term “organization” refers to the FM organi
otherjwise stated.

NOTE 2  The terms “facility management” and “facilities management” can be used interchangea

2

The

Normative references

following documents are referred:to in the text in such a way that some or all of t

constitutes requirements of this document. For dated references, only the edition cited
unddted references, the latest edition of the referenced document (including any amendme

ISO 41011, Facility managemént— Vocabulary

Terms and definitions

For the purposes‘efthis document, the terms and definitions given in ISO 41011 and the foll

[SO dnd IEC miaintain terminology databases for use in standardization at the following add

31

ISO’Online browsing platform: available at https://www.iso.org/obp

how it can
one another

hchievement
f the type of
s defined in

he Plan-Do-

ration unless

bly.

heir content
applies. For
hts) applies.

bwing apply.

Iresses:

EC Electropedia: available at https://www.electropedia.org/

organizational behaviour
result of how interested parties interact with one another and the built environment within a demand
organization

Note 1 to entry: These interactions subsequently influence how the demand organization itself behaves and how

well

3.2

it performs.

outcome
final result or consequence of an output (3.3)

Note 1 to entry: Outcomes and outputs may affect each other through a circular process.
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end product or service of a process

Note 1 to entry: Outputs and outcomes (3.2) may affect each other through a circular process.

3.4
value drive

r

factor that has perceived worth to the demand organization or interested party

4 Conte>

t of the organization

4.1 Gene

The organiz
behaviours
should iden

These may 4

4.2 Unde

The organi3
demand org

ral

lation supports the demand organization in circumstances determined substantial
n the demand organization. To deliver value to the demand organization, the organiz
Lify, align with and give prompt priority to demand organization needs and initia
rise from external or internal issues.

rstanding the organization

ation has a direct role in the delivery of outputs supporting the core business o
anization. It also contributes to the outcomes and campetitive advantage of the de

organization. The organization is situated to influence demandcerganization behaviours, action;

decisions tH
productivity

The organiz
carrying ou
have potent
and consistg

The organiz,
its FM stratg

vision;
values;
infrastn

worksp

missiony

at can affect the achievement of demand organization goals in areas such as ecor]
p, resilience and reputation.

ation should determine the potential impact that FM processes and activities ha
F the mission of the demand organization. It should recommend policies and processeq
ial for successful performance within the constraints of the demand organization cor
nt with demand organization cultufe:

ation should communicate to the'demand organization the context in which it operate
boy, and the FM impact on elements such as:

ucture;

NCe,

process

eS;

y by
htion
ives.

f the
nand

and
omy,

Ve in
that
text,

5 and

finance;

marketing relationship;
attracting and retaining talent;
people development;
communication;

sustainability;

health and safety;
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— risks and opportunities;

— compliance;

— performance;

— executive team;

— productivity;

— culture;

In addition, the organization should map the external and internal issues.that can impact
the demand organization. These factors can include the following:

— 1
f

To m
orga
polid

The
dem{
the f

4.3

4.3.1

The
toac
and {
them
goalf
orga

innovation.

1 1
LllllUlUSy )
uality;

eopolitics;

xternal context: economic, social, spatial and environmentaliissues, as experienced by
resent and in the foreseeable future.

nternal context: people (user experience, organizational culture), place (image, c
lexibility, cost) and process (productivity, reliability, innovation) issues.

pp the external and internal issues that apply to FM and the impact outcomes sought by
hization, the organization should remaincaware of current demand organization
ies, strategies and initiatives

brganization should periodically identify how external and internal issues impact aj
ind organization behaviours and actions, and facility user experiences and outcomes
hcility life cycle and across strategic and tactical levels of operation.

Identifying organizational strategic goals and objectives

General

prganization showld identify the demand organization goals and objectives that can b
hieve positive’etutcomes and user experiences. The organization should determine goal
argets, including factors critical to success, their measurement and the environment fi
. To do>se, the organization should remain familiar with and align with demand
and ‘Objectives, and the interested parties affected. The demand organization should
hjzation with information pertaining to its goals and objectives.

or influence

end users at

llaboration,

the demand
principles,

hd influence
throughout

e influenced
s, objectives
br achieving
rganization
support the

4.3.2 Aligning with organizational goals

In preparation for influencing behaviour, the organization should map how its business approaches,
activities and practices can affect the achievement of demand organization goals and objectives. It
should then recommend changes, as necessary, to ensure that FM can provide effective support.

Changes to organizational policies, processes or procedures should be considered whenever a
misalignment between goals and anticipated results becomes evident. The organization should also
consider incidental impacts on existing outputs when proposing a change. The effectiveness of this
provision can be enhanced by the use of scheduled reviews.

©ISO
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When working with goals, objectives, operating principles and approaches, the organization should
adopt the same business terminology as used by the demand organization. This also applies to
subsequent control, planning and monitoring activities.

4.4 Demonstrating and communicating value

Before the organization can influence organizational behaviour, it should demonstrate its value as a key

interested p

The organiz

arty to the demand organization.

ation may demonstrate value as a key interested party by:

— aligning

— negatin

— reducing direct costs;

— improvi

— deliveri
busines

5 Influe

5.1 Gene
The organiz

The organij

organizatioh needs and expectations. Then, it can identify how to influence behaviour to meet the

5.2 Abilif

Changes in
reaching ob
consider hoy
change and
change in m|

The organiz
— how thd
— profess

— the leve|

OUtpUtS altd OUtCOIMES acleved Wit organizational goats, targets and ODjectives;

b, mitigating or transferring organizational risk;

ng efficiency and productivity;

hg intangible or indirect value by enhancing reputation through-/facility appear
5 conduct and interactions with the community.

hcing behaviour

ral
ation should align itself with the demand organization’s goals.

vation should acquire and maintain a clédr and thorough understanding of der

y to influence

conditions, processes, provisions, policies and attendant behaviours are often involv
ectives at all levels. Whenp-a'need for change is identified, the organization should care
v to approach implementation. Methodologies should be appropriate in scale to the de
should facilitate the ability to adopt the desired behaviour. Clause 6 discusses plannir
ore detail.

ation should récognize that influence is founded upon:
organizatignal culture shapes decision-making and behaviour;

onal attitudes, motivations and skills;

hnce,

nand
m.

ed in
fully
sired
g for

| of maturity of the organization;

— the relationship of the FM staff with facility users and others with a stake in facility operation.

The organization should self-assess to identify its level of maturity and competence to influence
interested parties. Principal areas to develop are key relationships (see 5.3), principles of behavioural

change (see

5.4), perception of value (see 5.5) and identifying opportunities to influence (see 5.6).

5.3 Developing key relationships

Often, the ability to influence behaviour is dependent on the relationship between the influencer and the
interested party. This relationship determines the degree to which interested parties can be influenced
and the extent to which the behavioural change can be achieved.

© IS0 2023 - All rights reserved
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The influencer (i.e. the organization) should be perceived as authentic, trustworthy, reliable, responsive,
relatable and knowledgeable.

Information and communication are key to developing relationships of influence. The information
should communicate the purpose, desired outcomes and benefits, as applicable to the demand
organization and relevant interested parties.

The organization should identify and map relevant interested parties and other requirements that can
impact the demand organization’s ability to achieve its strategic goals. These can include, but are not
limited to:

—  functional areas within the demand nrgnni7;\1'inn inr]nding-

+ leadership;

1+ finance;

1+ procurement;

+ human resources;

1+ information technology (IT);

+ risk management;

+ environment and sustainability;

+ publicrelations;

1+ legal and regulatory requirements;
+- government and community officials;
1+ service providers;

1+ customers and clients.

The ¢rganization should focus on.developing relationships with key interested parties to epsure that:
a) it understands the motivations and drivers of each interested party;

b) :I;terested partiesinderstand how the organization can support the achievement of shlared goals.

Thesle interested party relationships are key to achieving behavioural change when a higher level of
engagement is necessary to achieve the desired outcome.

5.4 | Behavioural change

Behavioural change occurs when an interested party demonstrates a change in thinking and approach
to a situation to achieve a different outcome.

The organization should consider how its own business approaches and practices can facilitate the
adoption of desired behaviours. By doing so, the organization can ensure that it is not placing undue
burden for change on the interested party.

The organization should consider, for example, the following:

— Can the desired outcome be achieved through automation? If so, this does not require action on
the part of the interested party. However, the organization should communicate the value to the
demand organization as a result of the processes.

— Can the desired outcome be achieved by changes to the physical environment? Even subtle changes
can influence individuals to act in a desired manner. Environments free of debris and signs of

© IS0 2023 - All rights reserved 5
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deterioration prompt individuals to maintain the desired state. Appropriate signage supports
wayfinding. Again, communicating the value of these initiatives increases the understanding of the
FM value among interested parties and, as a result, expands its ability to influence future change
efforts.

Does achieving the desired outcome require a high level of engagement from the interested
party(ies)? In this case, a change management process can be necessary. The organization should
assess its competency in this area.

The change management process should consider what motivates the behaviour of end users and other
interested parties. When the motivating factors are understood, the ability to alter the current situation

L. + 3 3 Lifiodl
as part ofa Frraftge Matrage et processTs—SHmprire:

Whether the change sought will be mandatory or optional can affect the form, timing and lleyel of

engagement when planning and implementing a change.
5.5 Value drivers

5.5.1 Genleral

Value drivers can be considered as factors that motivate or influence thé)demand organizatior} and

associated ihterested party behaviour.

By aligning|processes and practices with value drivers, the organization can increase its ability to
influence b¢haviour to achieve valuable objectives and desired)outcomes. Being clear about yalue
drivers enables behavioural change to be focused on results, leading to the outcomes envisaged bl the

demand orgpnization.

This document suggests 15 value drivers for use by’ the organization to influence the demand

organization or interested parties, see Table 1.

Table 1 — Value driversfor organizational influence

Category Value driver Realization examples

People

1. Satisfaction Establishing and maintaining reliable, accessible, even-handed,
eonsistently applied, smoothly integrated, progressive, and objective
policies and processes.

2.Image Advancing positive perceptions, internal and external, among
interested parties, the public, the media and other organizations
including competitors and government.

3. Culture Demonstrating human-centred culture by encouraging knowledgg,
proficiency, communication, collaboration, resilience, inclusion and
diversity. Preferring process analysis and improvement over politfcs
of blame. In interactions, communications and policies, emphasizipg
knowledge, proficiency, collaboration, resilience, inclusion and
diVCl Dity. Uti}ibillé ClllCl}_)’ Dib aud pl ULTSS illllJl UVClllCllt tU CllclcC\.t hU V

people experience the facility.

4. Wellness and safety in |Establishing and maintaining active health and safety policies and
the workplace programmes responsive to staff, customers and contractors/
suppliers, and anchored in mission.

a

NOTE The value drivers are adapted from Reference [5].

Product is synonymous with service.

© IS0 2023 - All rights reserved
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Table 1 (continued)

Category

Value driver

Realization examples

Process

5. Risk and compliance

Recognizing, profiling and managing hazards as risks, prioritizing as

to likelihood and severity.

6. Productivity

Establishing and maintaining smoothly integrated system

processes. Shepherding staff in the use of time and energy.

Encouraging collaboration.

s and

7. Performance

Substantially involving staff in process design and implementation,

especially leading indicators and due responses.

d 8. Governance Establishing and maintaining practical steadv fair open and
an 5 &PLe - y-tairop
producta transparent governance, conveniently engaged.
9. Quality Building a culture and capabilities of quality and reliability. Adopting
technical provisions and engaging staff across disciplines
10. Agility/adaptability Maintaining active awareness of changing demands, circumstances,
priorities, opportunities, problems and challenges, within|and outside
of FM and demand organizations.
11. Innovation and Encouraging individuals and collaborations that bring forward
creativity innovations and ideas. Tracking those-implemented and the results.
12. Financial matters Managing all costs attentively, adjusting spending, evaluafing present
options and informing budgeting.

Ecorfomy |13, Value of assets Calibrating all aspects of asset operations and maintenange (0&M)
against market values, depreciation, whether critical for business,
replacement cost and‘availability, and found reliability.

14. Sustainability Developing, managing, promoting and monitoring throughput of
energy and materials and sustainable practices. Communicating with

Soci¢ty interested.paities and maintaining liaison with the local gommunity.

15. Corporate social Becominga prominent community member and demonstrjating good
responsibility corporate citizenship with programmes, events and spongorship.

a2 HBroductis synonymous with service.

NOTE The value drivers are adapted from Reference [5].

5.5.2 Working with value driyvers

Dempand organization strategic objectives represent aims and targets for the organization) guiding the

seledtion of value drivérs to promote to the demand organization and associated interepted parties

to in

The prganization can determine the likelihood of success by identifying the critical sug
(CSF$) ariddapplying relevant and appropriate metrics, deriving key performance indicator]
ing service level agreements (SLAs) stemming from value drivers.

ado

luence behaviour) The organization should prioritize and determine the scope of in
imprjovement and-change based on value drivers. (7.3 gives extensive FM examples.) Recd
applying multiple-value drivers furnish additional opportunities to influence behaviour.

itiatives for
gnizing and

cess factors
s (KPIs) and

5.6 Opportunities to influence

Working with value drivers, the organization should identify specific factors that can influence the
demand organization to take advantage of opportunities for positive outcomes. In aiming to achieve
the desired outcomes, the organization should manage expectations. In instances where individual
perspectives do not reflect the views of the organization, the organization can focus on aligning/
influencing user expectations towards the outcomes sought.

Opportunities to influence will be evident at one or more levels and should lead to planning by the
organization as follows:

Strategic level: aligned with the key objectives and direction of the demand organization including

vision, mission, values, planning, guiding principles, objectives, policies and structures.

© IS0 2023 - All rights reserved
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— Tactical level: aligned with the organization’s strategy and the demand organization’s strategy for
operational performance.

— Operational level: aligned with the organization’s strategy and tactical levels and the methods used
to respond to interested party interests.

Organizational responsibilities vary widely by region, culture and other factors. The organization
should identify business functions within its influence, consider opportunities for improvements to
achieve the desired outcomes of the demand organization, and manage expectations for doing so.

When implementing change initiatives, the organization can make effective use of influence founded
upon value drivers and managing expectations for r‘h;mgp outcomes

6 Planning for change

6.1 General

Organizatiohs should consider and develop an integrated and systematic approach to making chgnges
that will influence behaviour. Such changes should be supported by top management and encompass all
interested parties.

6.2 Change process

When behayioural change involves a high level of engagement.from various interested partieqg, the
organizatiofp should adopt a process approach to planning, geordinating and controlling the change
process.

The approagh should include:

— plans td communicate the need for the change.dnd the anticipated goals;

— what chfanges will occur and when they willbe made;

— how intprested parties will be affected and how they will benefit from the change;
— what arg the CSFs to achieve the.desired change outcome(s);

— how thq CSFs will be measuried and what measurement targets will constitute success;

— how angl to whom the cliange metrics will be reported;

— plans td sustain the ¢hange behaviour.

Consultation with<interested parties is essential to reduce the risk that dissatisfaction erodes the
success of the ghange initiative. A clear plan should be established that identifies key points ywhen
communication,should occur. The communication content should be specific and relevant to inter¢sted
parties. A i i tsfred—i 2sted
parties.

6.3 Risks and opportunities encountered during changes

There can be multiple risks and opportunities in the process of changing to improve demand
organization outcomes associated with FM and facility use. The organization should identify the
potential risks and opportunities associated with the proposed changes by engaging relevant interested
parties to consider the impacts.

8 © IS0 2023 - All rights reserved
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6.4 Framework to support behavioural change

Once the need for change has been determined, perspective benefits evaluated, risks and opportunities
identified, and the likely cost and time to achieve the desired outcomes established, the organization
should develop a framework to plan the change effort and to sustain the outcomes obtained.

The framework should comprise definitions, processes, guidelines for desired behaviours, metrics to
track outcomes and a continuous improvement process, with KPIs established for each work process.

The framework should include:

— setting goals for:

— efficiency goals (efficiency of resources);

— effectiveness goals (user satisfaction, productivity, health and well-being);

— fiime frames;

— interested party experience focus (roadmap with touchpoints);

— ¢ommunication plan;

— (¢ostplan;

— 1isks and opportunities assessment, detailing the impagt to the demand organization;

— 1isks and opportunities register, which should be maintained at all times;

— 1Inethods for monitoring, measuring, analysing and evaluation;
— I;w the outcome will be evaluated and reported.

Use netrics may:

— (quantify the strategic objectives(f;the demand organization;

— ¢onsist of dynamic data sets.that are agreed to by the demand organization.

The ¢rganization should readily inform the demand organization and interested parties abqut progress.
The forganization should( determine and deliver information on the level and content [of feedback
matdhed to the needs and’preferences of the demand organization and interested parties.

7 Aligning EM actions to strategic outcomes

7.1 | General

Subclause 5.5 introduced value drivers as key to influencing demand organization and associated
interested party behaviour. This clause illustrates the role of value drivers in aligning organizational
outputs with outcomes sought by the demand organization.

7.2 Outputs and outcomes

The organization should target, implement and monitor outputs within its areas and levels of influence
to support the desired outcomes of the demand organization. Value drivers are a primary consideration
to drive target outputs.

7.3 Applying value drivers

Targeting which outputs to implement should take into consideration value drivers (see 5.5) to
influence behaviours that aid the outcomes intended by the demand organization. Value drivers inform

©1S0 2023 - All rights reserved 9


https://standardsiso.com/api/?name=0b22545c53f4406386a5f2c146d96c14

ISO 41015:2023(E)

behaviours at every stage, with emphasis shifting as a project or programme progresses. Table 2
illustrates important value drivers by the stage of a demand organization generic initiative (e.g.
renovation of an occupied building or upgrading O&M technology).

Table 2 — Effective value drivers in an FM engagement

Stage

Facility management role as a
project or programme progresses

Value drivers to empha
(see Table 1)

size

Prior to demand

Executing ongoing O&M, risk management, condition

All (1 to 15)

new or changed
strategies, pplicies,
programmeyg, or
projects

organization assessment, and operational expense and capital
initiative expense projections. Responding to issues and
interests of FM customers and interested parties.
Applying continuous improvement. Maintaining
awareness of facilities trends and market conditions
as they can impact the demand organization.
When the dgmand Recognizing FM areas of influence, clarifying Governance+8), culture (|3),
organizatior] initiates  |outcomes, understanding contexts. image (2),'performance (|7),

financial\matters (12)

Preparing tq produce
outputs

Establishing and refining target outputs and budget.
Identifying threats. Evaluating and mitigating risks.

Performance (7), innovat
and creativity (11), risk 4
compliance (5), financial
matters (12), asset mana
ment (13), agility and
adaptability (10)

ion
nd

Producing oyitputs

Implementing processes and measures.
Communicating with the demand ofganization.
Maintaining liaisons with all participating units and
interested parties.

Productivity (6), quality
agility/adaptability (10),
financial matters (12),

wellness in the workplac
sustainability (14), corpd
social responsibility (15)

(9),

e (4),

rate

Value drivers are applicable over to thetfull range of organizational activities to target and pra

duce

outputs thaft lead to intended outcomes. Clause A.7 identifies value drivers over a sampling of FM

activity areas.
Identifying,

organizatio

7.4 Target outputs

Identifying

accepting and specifying key outputs to targets is mainly the responsibility o
organization. How does the(erganization remain on target, ensuring delivery of value to the def

Ji? The organization should utilize value drivers when forming and managing process
meet outpuf targets. Vallfe drivers unquestionably influence design, planning and production.

matches between FM areas of influence and the needs or opportunities of the der

[ the
nand
es to

nand

organization enables the organization to target the outputs that best lead to the outcomes envisioned
by the demand organization. When setting target outputs, familiarity with demand organization
structure, leadership, culture, business environment and ways of operating informs the organization in

applying value drivers.

The organization should identify and meet target outputs that are key to FM performance and value in
the view of the demand organization.

10
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8 Performance evaluation

8.1 General

The organization should measure the success of its initiatives in terms of the demand organization
outcomes achieved.

8.2 Outcome evaluation

Evaluatlon enables the organlzatlon to track and measure progress toward achlevmg strategic goals or
5 53 shows how

An ojutcome evaluation should give an account of what the project has achieved,“or not a¢hieved, and
should compare this with expectations. It should address the following key questions in sufficient detail

— hat behavioural changes took place during the project and what“is their relationship to the
putcome(s)? Recognizing and attributing behaviours of the demand organization to organizational
processes and outputs aids in understanding how to bring suecess to projects.

— hat outcome(s) were obtained and what are the reasons for success or failure? It is important to
know why things happened as they did and to analyse.the factors which influenced the way the
project progressed.

— Were there unexpected outcomes - positive or negative? It is common for changes| to produce
inintended consequences. It is important to understand the impacts on the demand ¢rganization
dnd other interested parties.

— hat actions should be taken? The output of the evaluation should be an action plap to sustain
positive outcomes, correct negative otitcomes, and improve the outcomes of ongoing and future
projects.

8.3 | Performance indicators

8.3.1 General

To eyaluate performance, the organization should measure and analyse the outcomes of the demand
orgahization. It should also measure its own outputs which give rise to outcomes. The ¢rganization
should identifyiperformance indicators to use for evaluation. A performance indicator is a specific,
obsefvable ahd 'measurable accomplishment or change that shows progress toward aghieving the
desinled outplit or outcome.

8.3 Focus

Performance indicators can focus on any aspect of FM. Performance indicators employ one or more of
the following:

— People: personnel related to their competence, learning and development, communications and
presence in every workplace and process.

— Place: the built environment supporting outputs and outcomes.

— Process: policies, actions, provisions, governance, strategic and tactical focus, operations,
productivity, risk management, finance, marketing and sales, supply chain and change management

©1S0 2023 - All rights reserved 11
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8.3.3 Attributes

Performance indicators should possess several attributes to ensure appropriateness of use, both in the
development stage and in use, including:

— key to performance;

— SMART
directa
simple,

deliberd

indicati
identifiq

informi

8.4 Evalu

(specific, measurable, achievable, relevant, timely);
nd plain effects on outcomes or outputs;

convenient, quick and economical to utilize;

tely formed, specified, named, maintained and integrated into work processes;

hg performance status, “leading” or already obtained, or “lagging” (if leading,expl
s actions due; if lagging, identifies areas to improve);

hg a process of continual improvement.

ation

8.4.1 Genleral

When devel
should be st

8.4.2 Eva
Evaluation 4
— scope, V]
criteria

Subclause A

oping a performance measurement methodology, the scope and criteria for evalu
ecified.

uation attributes

ttributes include:

Fhich assesses the worth and merit of a'prospective evaluation;
that the evaluation should demonstrate.

.8.2 addresses the fundamenitals of whether a potential evaluation is valid. An evalu

should poss

84.3 Ind

Subclause A

bss a clear purpose and provide value if carried out.

cators of success

8.3 addresses.eonsiderations when identifying CSFs for use as indicators in an evalug

CSFs can a
economic of

8.4.4 Eva

ise from diyerse circumstances ranging from internal to the organization to ext
social issues; and to developments in the FM industry.

uationmethodologies

Subclause A4

icitly

htion

htion

tion.
brnal

\ Q- prnvir]nc gniﬂnnr‘n on imp]nmnnfing evaluations framed around three di

tinct

Py

methodolog

ies:

— goal-based;

— process

-based;

outcome-based.

Clause A9 provides a partial list of generic tools to employ in an organization with performance
indicators to gauge whether a target result is improving, remaining essentially the same, or becoming
worse and in need of correction.
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9 Improvement

9.1

General

Behaviour can be the most adaptable or the most inflexible of human characteristics. Even when the
organization becomes an expert in change, whether the organizational outputs contribute to the
demand organization outcomes can depend strongly on the behaviour in the demand organization. The
organization should evaluate and improve choices of target outputs and their influence and effects on
the demand organization.

9.2

Cont
resu
outc

The

for i
outc
resp

9.3

The

orga
dired
orin

Valug

" 1= M
CUllLllludl nnproveincii

nual improvement is demonstrable, ongoing enhancement of outcomes and.0utpy
ting from incremental refinements or breakthroughs. Improvement requiresithat
bmes align with organizational goals, targets and objectives.

brganization should evaluate performance competently and consistently'to reveal o]
to discover and implement improvements. Of particular interest i this document a

hnse to organization outputs.

Demonstrating improvement

organization can demonstrate improvement through“value that is meaningful to
hization. Value may be realized in any setting influenced by the organization. Value g
t (e.g. reduced costs or increased efficiencies), estimated (e.g. mitigating risks to lesse
Hirect (e.g. enhancement of the reputation of the demand organization).

e derives from performance. The organization should derive benchmarks in considerat

— 1
— 1

Curr
gene

— Iﬂerested party positions and roles that relate to FM;

roductivity levels of end users and of FM;
key relationships that existwithin the organization;
‘M perspectives relating-to performance, risk and value.

ent performance is.0ften a useful benchmark for the outputs and outcomes of distinct j
Fic cases, industry’benchmarks can be available.

ts, whether
butputs and

bportunities
"e improved

mes associated with the behaviour of interested parties and.experiences of facility users in

the demand
ains may be
n exposure)

ion of:

rocesses. In
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Annex A
(informative)

Guidance

A.1 Scope

No guidancg¢ needed.

A.2 Normative references

No guidancg¢ needed.

A.3 Terms and definitions

No guidancg needed.

A.4 Context of the organization

A.4.1 General

Organizatiohs take many forms: small to large; local to\international; vertical, horizontal or matrix. The
range of interested parties can be small or wide and include visitors to the facility. These variafions
should be cdnsidered as the plan is developed.

The compleiity of an overall organization(should be recognized. Small organizations with lirnited
facilities portfolios can be straightforward. However, for large or global organizations, there cgn be
complex internal structures (e.g. multiple'business units, service lines or even distinct companies)|with
regional and cultural differences. Variations in decision-making processes are possible. It is impoftant
to ensure an understanding of the hierarchy of organizational structures and potentially differing
strategies.

An organization’s position or maturity within the facility life cycle or stage of service life is|also
important when the analysis is undertaken. Analysis of conditions for a new facility can yield markedly
different results compared with an existing facility that has been in use for many years. The andlysis
approach isfindependent of facility age, but the age of the facility should not be ignored.

A.4.2 Understanding the organization

Goals and objectives are not static, but time centric. Organizational goals change with evolving corporate
strategies and need to be re-assessed on a periodic basis. How often the organization should revisit
organizational goals and objectives depends on the general frequency of the demand organization'’s
strategic planning process. External factors such as major economic, market segment or even regional
geo-political changes can also necessitate a revision of an organization’s goals and objectives. While an
organization’s culture and long-term financial goals are often relatively constant, short- and mid-term
objectives can vary more frequently. It is important that the organization find the right technique for
revisiting goals and objectives to ensure strategic alignment.

There are several evaluation tools that may be used to refine information derived from organizational
goals and objectives, including SWOT (strengths, weaknesses, opportunities, threats), MOST (mission,
objectives, strategies, tactics) and RACI (responsible, accountable, consulted, informed). The analysis
should use those tools most appropriate for the organization and participants.
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A.4.3 Ildentifying organizational strategic goals and objectives

No guidance needed.

A.4.4 Demonstrating and communicating value

The organization can play an important role in managing expectations by the correct alignment of goals,
especially on a short- to mid-term perspective. Its ability to influence the achievement of improved
outcomes relies on the fact that the organization can support the demand organization in avoiding
ambiguous goals or unclear messages across business units, organizations and departments. While
this is not always a critical factor in smaller and less-complex demand organizations, it can become an

impc rtant aspect to be addressed 1n larger and more-complex ones.

A.4.5 Interested party evaluation

The
determine the appropriate interested parties to identify and specify metricsito-measure d
use gf graphical methods, networks, flowcharts, tables and other tools can.asSist with the ig
of inferested parties and priorities.

A relationship map can provide a clear understanding of how therindividual parts of
orgahization and the organization interact. Other tools such as sutveys and interviews can |
thos¢ interested party measures that can be used to monitor the success of the plan.

Efficjent cooperation between interested parties is impertant to achieve the best res
demgnd organization. A key to success for changing behaviour is the cooperation between|
and f

A5
A.5.
No ghidance needed.

A.5.2 Ability to influence

Examples of dimensions’that can influence the organization’s ability to exert influence oy
dimgnsions include:

5ize and complexity of the organization, breadth of the plan and scope of.th& organi

Influencing behaviour

| General

1isk appetite;
external-epportunities;

¢hange management processes;

zation helps
hanges. The
lentification

the demand
help identify

ults for the
FM, estates

acility management (E&FM), human resourced.fianagement (HRM), information technology (IT)
and feal estate. The best outcomes result from intetested parties cooperating in a change g

f behaviour.

rer different

culture and established policies.

A.5.3 Developing key relationships

No guidance needed.

A.5.4 Behavioural change

Examples of factors and elements that influence the behaviour of end users and other interested parties

are:

— alignment between the organization and the delivery of the demand organization’s strategic intent;

— the organizational culture for both individuals and the core business;

© IS0 2023 - All rights reserved
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— how the demand organization’s culture shapes decision-making and behaviours;
— professional attitudes, motivations and skills;

— the level of maturity of both the demand organization and the organization;

— the relationship of the FM staff with the end users and other interested parties;

— thereal and perceived authority of the organization.

A.5.5 Value drivers

When deciding which value drivers to utilize when two or more apply, a decision matrix can behglpful
(see Figure |A.1). The matrix combines effort (time and resources) with outcome impact if suc¢cessful,
suggesting which drivers can deliver best in terms of behaviour. The rectangles in Figure A1 show a
representatjve map of value drivers that produce varying levels of impact and effort, Fhe pref¢rred
choices are those that involve low effort and yield high positive impacts. These are cixcled in the ypper
right quadrant.

1

Key
high impact
low efforft

1
2
3 lowimp3ct
4 high eff

q+

Figure A.1 — Matrix to assist in the selection of value drivers

Table A.1 outlines the alignment of FM activities with a sampling of value drivers.

16 © IS0 2023 - All rights reserved


https://standardsiso.com/api/?name=0b22545c53f4406386a5f2c146d96c14

Table A.1 — Alignment of FM activities against value drivers — A sampling

ISO 41015:2023(E)

FM activity

Value drivers (see Table 1)

Building life cycle, leased or owned (see A.5.6.2)

Satisfaction (1)

Image (2)

Culture (3)

Wellness and safety in the workplace (4)
Risk and compliance (5)

Productivity (6) and performance (7)

Quality (9)
Financial matters (12)

Com

pliance matters

Risk and compliance (5)

Value of assets (13)

Envi

ronmental, social and governance (ESG)

Sustainability (14)

Corporate social responisibility (15)

Healkh and safety Wellness and safety in the workplace (4)
Innofation Productivity (©&)

Performange\(7)

Agility/adaptability (10)
Design of occupant experience Satisfaction (1)

Image (2)
Wellness and safety in the workplace (4)

Corporate social responsibility (15)

Prod

urement:

contract management
SLA

Strategic sourcing

Risk and compliance (5)
Productivity (6)

Performance (7)
Governance (8)
Quality (9)

Financial matters (12)

Prod

uctivity optimization

Productivity (6)
Agility/adaptability (10)

Projq

bct manageinent (construction)

Satisfaction (1)
Wellness and safety in the workplace (4)

Risk and compliance (5)

Productivity (6)
Performance (7)
Governance (8)
Quality (9)

Financial matters (12)

Sustainability (14)
Quality Quality management (9)
Recruitment and hiring Satisfaction (1)

Image (2)

Corporate social responsibility (15)

©ISO
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Table A.1 (continued)
FM activity Value drivers (see Table 1)
Real estate/tenant management Governance (8)
Quality (9)
Value of assets (13)
Risk management: Image (2)
— business continuity Risk and compliance (5)
— emergency preparedness Performance (7)
Services, sugh as: Satisfaction (1)
— catering Quality (9)
—  concierge services Financial matters (12)
Sustainability (14
— janitorigl y (14
— landscaping
— security
— waste njanagement
Space management and optimization Satisfaction (1)
Productivity (6)
Transportatjon and logistics Productivity;(6)

Performance (7)

A.5.6 Opportunities to influence

A.5.6.1 Gdneral

Examples of factors, dimensions, gaps and-elements that can influence behaviours or impact outc

are given in

A.5.6.2 Building life cycle

Building lifg cycle factors inelidé the following:

18

Feasibil

preferr¢d delivery methods.

Design:

envirorInental characteristics, facility systems, facility information tools, sustainability g
maintenance plans, security, health and safety, and local resources.

A.5.6.2 to A.5.6.3.

fity: aligned{With the demand organization’s overall goals for facility performancg

desecriptive information addressing physical size, operational expectations, locg

pmes

and

tion,
oals,

Document production: description of facility contextual data required for the facility construction
and service life O&M.

Construction.

Occupation and use: end user fit out.

0&M, including repairs and utilities.

Renewal and repurpose: periodic refurbishment of the facility.

End of use: policy on disposal of excess or redundant facilities.
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A.5.6.3 Resource, response and influence gaps

Resource gaps result from shortfalls in time, money, people, facilities, materials, supplies or equipment.
These gaps can include:

— t

ime available or allowed;

— funding allocation;

— amount and skill level of labour accessible;

— facilities accessible, such as availability of suitable facilities;

— Ilnaterials and supplies provided;

— ¢

Resp|

— Iureaucratic procedures that conflict with flexible customer needs;

— ]
—

Perc

A.6

Nog

A7

Whe
reco
purp
mea

bquipment obtainable.

onse gaps include:

L

eption gaps include:

M department structure that is mismatched to organizational needs;

urrent demands that interfere with future needs planning.

ustomer quality demands unmet by the FM quality provided;
ustomer perceptions regarding the FM departmient;

ustomer perceptions regarding FM perceptiens of customers.

Planning for change

1idance needed.

Aligning FM actions to strategic outcomes

h the organizatiohradopts the demand organization’s objectives, certain factorg
bnized as criticaltosuccess. Such CSFs should be kept in objective focus for desired outj
oses. Once CSFEs’are set, suitable metrics should be put in place to ensure that each
ured and that the metric outputs satisfy the desired outcome of the associated CSF. §

should be
but planning
CSF can be
uch metrics

are termed “KPIs”. The output of a KPI in this context determines whether the CSF in question is being
met or not,.and if not, suitable actions may be taken accordingly. Any system or service undgr control of
the organization that affects the demand organization significantly is a key process and warrants a KPI.
The example given in Table A.Z details a typical CSF and its corresponding KPI.
Table A.2 — Example of a typical CSF and its corresponding KPI
CSF Corresponding KPI
FM staff and contractor payrolls within budget Payroll expenses tracked and work undertaken and
accomplished versus budget
Indoor air quality consistent with safe and productive |Measured indoor air quality parameters within

work adopted standards

© IS0 2023 - All rights reserved
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