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Is the time
right for a new
generation of
outsourcing
companies to
stake their claim?

INTRODUCTION

Active

FM outsourcing stands at a
crossroads in 2019. The high-profile
failures of large service providers
such as Carillion and, more recently,
Kier have thrust outsourcing into the
national spotlight and in front of a
baying press. The onus is now firmly
on this £120 billion[1] industry to justify
its value, particularly where public
services are concerned, and reclaim
the argument that it is a supremely
effective business practice.
Last year, a House of Commons
committee formed after Carillion’s
collapse found that the government’s
habit of spending as little money as
possible when awarding contracts
had transferred an unacceptable
level of risk to private companies,
with public services deteriorating as
a result.[2]
The FM community has a tendency
to excuse these as problems that are
isolated to both the public sector and
the huge construction arms of the
same outsourcing companies. But

their effects are being felt in the private
sector, too, with a wide range of client
organisations now re-evaluating their
outsourced services and putting more
pressure on their outsourcing partners
to demonstrate new ideas, innovations
and differentiators.
Conventional wisdom has it that FM
outsourcing is cyclical. Organisations
that began to transfer their facilities
services to third parties some 20 to 30
years ago are now entering the fourth
or fifth generations of that cycle. For
many larger enterprises, contracts
have not only changed hands in
this time but also grown in maturity
and scope. Individual contracts
were outsourced to specialists, then
bundled together with similar services
where there was clear synergism, until
finally the gamut of facilities services
was outsourced to an integrated or
‘total’ facilities management provider
(a model that is historically favoured
by the likes of Carillion).
But is this trajectory inevitable?
Perhaps recognising that the ‘total’
tag had become synonymous with
low margins, poor service and
deteriorating relationships, many of the
bigger support service organisations
have dropped that label in recent
years. Meanwhile, a large number of
the same service providers have been
busy chopping and changing their
service provision – buying, selling and
rebranding different business lines – as
they react to changes in the market as
well as their customers’ demands.
Value has always been a popular
word in facilities management. In
this respect, it’s no different to any
other discipline and industry. These
developments, however, only serve
to emphasise that fact further. Clients
and service providers must now,
therefore, re-evaluate how facilities
management can deliver value, what
good customer service looks like, and
how both parties should adapt to
internal and external market forces.
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The search for value has led client
organisations to make brave
decisions about the future of their
outsourced facilities contracts. In
September 2018, the University of
London brought all of its facilities
services back in-house to ensure that
its entire workforce experienced “the
same terms and conditions”.[3] More
recently, Stansted Airport moved its
cleaning services in-house to improve
standards for passengers. Its chief
executive said that insourcing soft
services would allow the airport to
“take control of an essential element
of the customer journey”.[4]
In truth, taking the decision to
insource facilities services remains
rare. An increasingly popular option,
however, is to unbundle integrated
contracts into either single services
or a soft and hard FM split, with the
rationale that service providers can
put greater focus into delivering their
specialisms.
What is clear is that the current
climate in FM has opened up an
opportunity for smaller organisations
that occupy the midmarket or lower to
position themselves in contrast to the
ossifying practices of larger service
providers by offering something that
is fresh, in tune with customer needs
and more valuable. This report will
examine the market conditions that
make this possible; outline where
facilities outsourcing has failed;
identify what customers want from
their support services in 2019; and
ultimately ask if the time is right for
a new generation of outsourcing
companies to stake their claim.

1. https://www.cibsejournal.com/news/uks-fm-marketvalued-at-120bn/
2. https://www.theguardian.com/business/2018/jul/09/
carillion-collapse-exposed-government-outsourcing-flaws-report
3. https://www.i-fm.net/news/soas-to-take-servicesback-in-house
4 https://www.bishopsstortfordindependent.co.uk/news/
stansted-bosses-ready-to-clean-up-at-terminal-9061170/
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CHAPTER 1:

2019 FM AUDIT
REPORT
What will you do when your
facilities contracts come to the
end of their term?
In 2019, Active Workplace
Solutions partnered with
online facilities management
resource and insights provider i-FM
to survey FM practitioners on the key
issues, needs and opportunities they
face today. The results were then
aggregated and anonymised to
provide an accurate snapshot of
where the FM outsourcing market
currently is, and where it could be
heading.

What services are currently
outsourced at your
organisation?

The survey began by asking inhouse facilities managers in the
respondent group which services
are currently outsourced within their
organisation, which led to some
intriguing results. Support services
that require specialism were the
most popular including pest control,
security, mechanical and electrical
maintenance, grounds maintenance
and catering. On the other end of
the scale, organisations’ propensity
to insource health & safety, project
management, estates management
and energy management suggests that
they see more value in keeping control
of core, or more strategic, services.

In-house FMs were then asked what
they plan to do once their current
service contracts come to an end.
This produced the most consequential
answers from the survey, backing up
the claim that outsourced support
services are failing to deliver. For
almost every service line, re-scope
and re-tender was the most popular
answer. Though very few respondents
expect to bring these services back
in-house, in many cases, half or more
of the respondents are not satisfied
with the level of service from their
current providers. This would suggest,
as i-FM argued, that the next round of
procurement is likely to feature change.
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What are the key objectives for
outsourcing and how do you rate
whether or not they are achieved?
Respondents were asked to explain
why they choose to outsource, and
then rank how successfully service
providers were meeting these
objectives. The results make for
dire reading. In no instances are
objectives being exceeded, while
only sustainability is being achieved.
Areas in which service providers are
underperforming to the greatest extent
include best practice, service level
improvements, and improving on inhouse quality. Nonetheless, facilities
managers remain reluctant to bring
outsourced services back in.

19+15+1413A

CSR & sustainability

3.7

Skills
development

3.7

3.9

What would you say are the key
factors in evaluating tenders or
bids?

Reference sites

3.7

Local supply chain

3.8

3.7

So, what do facilities managers
look for at the beginning of the
procurement process? This question
helps to paint a clearer picture of
what value means in contemporary
FM. While skills development, CSR
& sustainability and local supply
chain all scored relatively highly,
confidence in the team’s ability
scored even better — which suggests
that in-house departments may be
a little nervous around the tender
process and their supply chain.
Looking for confidence may also
indicate a lack of confidence in
outsourced FM generally.
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Confidence in the teams
ability

4.4

Key factors
in evaluating
tenders or bids
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Stay with existing supplier

Action

1

Working together as a team

2

Improved communication

3

Clarification of roles &
resposibilities

4

Improve KPIs and reporting

Re-tender the same contract

5=

Improved level of service

Re-scope and re-tender contract

5=

Better initial requests for
proposals & briefings

6=

Better governance structures

6=

Better alignmnet of strategies
& plans

Bring service in-house

5
Stated  Acheived
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Better baseline costs
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Writing for Facilitate in 2018, Simon
Francis, head of estates services
at London Southbank University,
explained that an “adversarial, axeswinging approach seems to have
moved the industry away from a
partnering approach”.[5] So, if there

5. http://www.facilitatemagazine.com/comment/perspectives/the-partnering-approach/
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Sustainability in facilities management:

A holistic view

Four possible scenarios
is now a general breakdown in the
relationships between clients and
service providers across the industry,
how may this be rectified? The three
most popular answers – working
together as a team, improved
communication, and clarification of
roles & responsibilities – reveal an
appetite for a more team-focused
approach to contracts, backing
Francis’s words.

46%
Continued pattern of outsourcing but return to
individual service specialists

28%
Facilities services absorbed into wider business
process outsourcing contracts

13%

Turning our focus on the future of the
industry, we asked if respondents
think the FM market will change
fundamentally in the next five years.

Continued pattern of outsourcing increasingly led by
a few big multi-service providers

Respondents were then asked to
clarify their thoughts on how FM
service delivery models will change
in the future. Almost half (46%)
predicted that while outsourcing
won’t stop, the market could tilt in
favour of single service companies.
Meanwhile, just over a quarter
(28%) believe that big multi-service
providers will continue to dominate.
Once again, support for a return to
in-house provision is low, with only
13% adopting this position.

Return to in-house management and service
provision/no fundamental change

When asked to identify the factors
that will drive these changes among
contract models, respondents
gave contradictory answers. More
integrated services and more single
services scored equally with 20%,
while 24% of respondents cited more
global outsourcing deals. Naturally,
large integrated FM service providers
continue to meet the demand for
international contracts.

13%

FM models

24%
More global outsourcing deals

20%
More integrated services

20%
More single services

13%
More TFMPS – total facilities management & proper services

8%
More bundled services

5%
More European outsourcing deals
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CHAPTER 2:

EVOLUTION
OF FM
1970s

1980s

1990s

Facilities management

Single service outsourcing

Service bundling

1978 Herman Miller Research
Corp hosts a conference
titled ‘Facility Influence on
Productivity’ in Ann Arbor,
Michigan, USA

1980 National Facility Management
(NFA) is formed, the first of its kind,
with a constitution, by-laws and
officers

1993: British Institute of
Facilities Management (BIFM)
is formed

1981 To recognise new Canadian
members, the NFA becomes
International Facility Management
Association (IFMA)

2010s

2000s

Integrated facilities management

Total facilities
management

2017: In ISO 411011:2017 Facility
management standard, FM gets its first
definitive international definition: “The
organisational function which integrates
people, places and processes within the
built environment with the purpose of
improving the quality of life of people and
the productivity of the core business.”

Global FM
2018: BIFM rebrands into Institute of
Workplace & Facilities Management

2020s
What’s next?
•
•
•
•

Workplace management
Sustainability & social value
Change management
Digital transformation
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CHAPTER 3:

WHAT DOES THE
MARKET TELLS US?
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The actions of larger integrated
FM providers demonstrate some
inconsistency in recent years. In
September 2018, NG Bailey formed
a new £300m business division that

98.6%

Total workforce,
all sectors

IF

In addition to this, a report by MTW
Research claims that the market for
outsourced FM services is facing
its lowest growth since 2012. MTW
describe further increases to IFM’s
market share as “modest” thanks
to pricing pressure. Specialist
sectors including catering and
security, its research suggests, have
outperformed the overall market over
the past few years in terms of profit
and sales growth.[7]

Other sectors

1.7

Outsourced

FM workforce
as % of total
workforce

98

A 2018 report by AMA Research found
that the UK market for outsourced
integrated FM and TFM deals was
down by 2% on the previous year.
When taking the whole of Europe into
account, however, Frost & Sullivan
(F&S) reported integrated FM to be
the fastest growing market segment.
F&S claims that this growth is being
driven by an increase in integrated
service providers, which is also fuelling
relevant M&A activity, as organisations
look to capitalise on the trend.[6]

+2A

Active’s research with i-FM
suggests that FM practitioners
sense the scales might begin
to tip from integrated and total FM to
smaller-scale provision – but is this
reflected in recent market activity?
The short answer is yes, at least to a
certain extent.

Note: all figures are rounded. The base year is 2017. Source: Frost & Sullivan analysis

combined facilities services with its
IT services operations. Its CEO, Peter
Jones, has claimed that the move
would help the business to promote
the benefits of combined services,
as hard FM becomes increasingly
dependent on AI technology and
predictive maintenance. [8]
In contrast, global facilities services
business ISS has divested itself from
its French hygiene business [9] as well
as all non-core cleaning operations in

the Netherlands [10] over the past 14
months. Moreover, one of the biggest
stories to come out in the summer of
2019 was Kier’s decision to divest in
four specific areas, including facilities
management, following a strategic
review. The outsourcing company’s
move came after a profit warning
earlier in the year. [11]
6. https://www.i-fm.net/trends2019#
7. http://www.facilitatemagazine.com/news/turbulenttimes-for-fm-industry-as-net-value-declines/
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CHAPTER 4:

THE PROBLEM WITH
FM OUTSOURCING
Speaking at the 2019
Workplace Futures conference
— where the theme was
‘Surviving FM’— former Mitie CEO
Baroness McGregor-Smith told the
audience that the appeal of facilities
management has always been about
“saving money, improving standards,
and being innovative”.[12]
In the intervening years, however, the
constant need to squeeze as much
value out of the FM function has
superseded the other two, creating
a race to the bottom in which
competitors are ready to undercut
one another with unrealistically
priced bids and clients are all too
willing to swallow their lies.
Reacting to Carillion’s collapse in the
days after the news broke, IFMA UK
director and FM consultant Martin
Pickard argued that the outsourcing
company had “spent the last 1015 years pursuing an aggressive
commercial policy chasing revenue
at the expense of profit and service”
which “played right into the hands of a
public sector procurement policy that is
more focused on price than on service
or commercial sustainability”. [13]
Almost 18 months later, in an article
asking, “Is FM outsourcing broken?”,
one source admitted that “the race
to the bottom is still ongoing”. In the
same piece, Mike Boxall, managing
director of FM benchmarking
consultancy Sitemark (formerly
i-Clean) added: “Issues arise when
clients make the assumption that

outsourcing to a private provider will
result in cheaper services. The focus
needs to be on overall value. When
people look at simply the cost per
hour and drive that down, they end
up with much less value”. [14]
According to Chris Moriarty,
director of insight at the Institute
of Workplace and Facilities
Management, part of the problem
might be that decision-makers still
don’t understand what value FM
delivers as a discipline. Writing for
i-FM’s 2019 Trends & Opportunity,
he acknowledges that “serious
recognition of the profession,
particularly in the knowledge
economy remains weak”. [15]

In the same editorial feature, Active’s
sales director, Paul Skelton, noted
that the perception that SMEs don’t
get opportunities in the outsourcing
market is misleading because these
businesses are often delivering
expertise at the coalface for the
bigger providers.
The real problem, Skelton argued, is
that SMEs cannot do this in the long
term because they are often forced
to enter a costly and “continuous
competitive arenas for winning new
churn or project business”. [18]

The SME opportunity
An EY report from 2018 warned that
support services companies are
facing stagnating profit due, in part,
thanks to increased competition
from SMEs. But what exactly does
that ‘threat’ look like? In April 2019
Facilitate magazine asked a number
of industry experts to give their take
on why this could be the case.[16]
FM consultant Julian Fris claimed
that outsourcing will not favour the
smaller player so long as risk is so
high on the agenda. “SMEs cannot
be thrown into a situation they are
not prepared for as there is a higher
perceived risk of failure,” he argued.
“Companies need to work together to
mentor and support smaller players
either coming into, or growing into, a
different marketplace.” [17]

8. https://www.i-fm.net/news/new-integrated-hard-services-division-for-ng-bailey
9. https://www.i-fm.net/news/iss-to-sell-french-hygienebusiness
10. https://www.fmj.co.uk/iss-netherlands-to-divest-noncore-cleaning-portfolio/
11. https://www.i-fm.net/news/kier-share-price-sinks-onprofit-warning
12. https://www.i-fm.net/documents/files/pages/iFM%20WF19%20Whitepaper.pdf
13. https://www.i-fm.net/news/the-demise-of-carillionand-what-it-means
14. https://www.i-fm.net/news/is-public-sector-outsourcing-broken
15. https://www.i-fm.net/trends2019#
16. http://www.facilitatemagazine.com/comment/is-outsourcing-set-to-suit-more-smes/
17. http://www.facilitatemagazine.com/comment/perspectives/is-outsourcing-set-to-suit-more-smes-julianfris/
18. http://www.facilitatemagazine.com/comment/perspectives/is-outsourcing-set-to-suit-more-smes-paulskelton/
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ACTIVE’S VIEW

THE COST
CONUNDRUM

Organisations draw up the tender
return and they know what their
expectations are. But quite often the
expectations from the point of when
you put your return in to when you’re
ready to start delivering that service
changes considerably. And cost is
always the overriding factor. In my
experience, organisations claim cost
isn't the main consideration but the
reality is quite different.

Where do you draw the line
when it comes to cost?

John Voller Facilities services director

Why is the market still dictated
so strongly by cost?

You normally find that when
tenders are out, many organisations
say there’s a 30% weighting on
cost. And clearly cost has to be a
consideration in any contract. But,
from my experience, the cost element
has a much larger bearing within
the tender return than we’re led to
believe. We talked previously about
the race to the bottom from a cost
perspective, and it hasn’t gone
away. Companies are still looking
for value for money. But value for
money does not mean the cheapest.
Value for money has to be a balance
between the services provided and
the services expected. The two can
be very different. There has to be a
point where companies really look at
what their expectations are, to derive
value for money. It’s not just cost. It
has to be about the service delivery
and quality.

From a service provider’s perspective,
there is always the expectation of
potential budget increase every year
– there’s material increases, there are
general overheads in business such
as pension and national insurance,
getting employees from their place
of work to their customer sites, road
tolls, low emissions charges (either
you choose to pay the fine or you
change your fleet of vehicles). There
is no expectation that all those
costs are going to be passed on to
the client, unless it’s written into
the contract. It’s very difficult for
service providers to give a consistent
service at the cost agreed if there are
external factors outside their control
– and if the client doesn’t expect that
to happen over the course of the
contract and that readjustments may
occur, then ultimately the service
provider has no incentive but to cut
their costs.

And it’s those areas that are the
first to be sacrificed?
If you’re in contract delivering a
planned maintenance service, then
everything should be included, and
you should have X% increase per
year to cover those things – there
should be an allowance for that in
the contract. Very few tenders allow
for that; they expect a flat delivery
of cost throughout the life of the
contract unless they are instigating
any changes. It’s very difficult. Even
if you’re open and cost is only 30%
of the weighted return, it has a far
bigger effect throughout the life of the
contract because of the pressures put
on the service providers to deliver.

What can service providers and
clients do to collectively make
sure relationships aren’t just
based on cost?
It takes faith and trust between the
two parties. Quite often if you’re
only given the opportunity to provide
a three-year service before it’s up
for renewal, then this doesn’t allow
you time to invest and build that
relationship fully. Building long-term
relationships means both parties
can’t do without each other. Often,
of course, companies have policies
where the maximum would be five
years and they have to retender. But
honesty really is the best policy – if
cost is the driver, what are the
sticking points within the costings,
and how could we work together to
make sure it doesn’t actually impact
on services through the life of the
contract?

What opportunity is there for
smaller organisations to offer
something different?

SMEs have potentially less
overheads, and they can react to
changes in the industry but also
with their particular clients more
effectively. They could have a closer
relationship as well, because they
would be dealing with a local team
dedicated to that client. Large
companies, like Carillion, have such
a hierarchical system within their
organisations so you could end up
talking to someone who doesn’t
know who you are, and you lose the
flexibility.

Active

THE CONSULTANTS’ VIEW

‘WAFER-THIN
MARGINS’
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Are outsourcing’s current
challenges limited to the public
sector?

The public sector seems to be keener
on bringing some services back inhouse, whereas the private sector
prefers to keep the number of direct
employees down and to avoid the
recruitment and HR issues which in
house brings. In part, some of the
problems can be linked to the public
sector often choosing the lowest
bid and then suffering poor service,
whereas the private sector is more
likely to choose a competitive bid
rather than the cheapest bid.

INSOURCING VS
OUTSOURCING

How might the troubles of some
of the bigger players have an
impact on FM in the private
sector?

Bernard Crouch FM Consultant

Is there an opportunity for
small to mid-size facilities
services providers, and if so,
how would you characterise
that opportunity?

SME-sized facilities service providers
have some good opportunities
where end users are fed up with
poor service from the 'big boys'
— and may also be worried about
the financial stability of a big FM
company. Unfortunately, some
contracts will just be too big for them
and I would worry about a company
winning a contract which is of a
similar size to their annual turnover.

Have you noticed a shift from
larger integrated or total
facilities contracts to single or
‘best in class’ services or even
insourcing?
There is a small trend towards inhousing and also to best in class.
I would suggest that the big TFM
contracts often fail to deliver well
across the board, with an area of
excellence and otherwise patchy
service delivery.

When I am advising a client in
a procurement situation, I will
thoroughly check the accounts of the
bidders and scrutinise all the costs,
with particular interest in the margins.
The bigger players often have waferthin margins in their bids as well
as accounts that show increasing
turnover but static profit margins and/
or a profit warning. I would always
recommend against awarding a
contract to a contractor with issues in
their accounts and very low margins.
I’m sure that I’m not alone in doing
this, which in time will have an impact
on the bigger players’ win rate.

How might a new generation of
facilities providers differentiate
themselves? What might ‘value’
look like in today’s market?

The use of technology needs to
improve, and FM companies need
to recognise that clients want quick
easy solutions with visibility. Too
many companies have clunky, out-ofdate software and procedures that
make life difficult for the client. FM
companies also need to give middle
management realistic numbers of
sites or clients to look after. Too often
a manager will explain that it took
two days for them to respond to an
urgent request because “I have 51
sites to look after!”

Lucy Jeynes Larch Consulting

What kind of opportunity
has the failure of larger FM
outsourcing companies opened
up for smaller, midmarket
players?

According to Lucy Jeynes, founder
of Larch Consulting, there are two
opportunities: “The first one has to do
with M&A activity; clients are looking
in vain for the new hard service
offering and I expect smaller hard
services companies, like Artic, to take
up the opportunity to fill this vacuum.
“The second has resulted from the
failure, or dodgy financials, of the big
companies, which has actually made
it much harder for all the other large
TFM companies. I have a number of
clients that are looking at unbundling
into single service or hard/soft
bundles as well as wanting to revisit
the overall case for outsourcing vs.
insourcing.”
Jeynes also warns of the dangers of
Brexit, which could, she explains,
create a tough market for European
TFM companies: “We might see some
leave the UK like Hochtief did a few
years ago.”
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THE FACILITIES MANAGER’S VIEW

FEELING
IMPORTANT

A holistic view

What have the larger
integrated FM service providers
got wrong?
Often, these companies believe that
they can be all things to all people.
There needs to be an understanding
that unless you have the expertise,
experience and resources, you risk
overpromising and underdelivering.

An awful lot of consolidation
has occurred in the market, with
companies growing into one-stopshops. I understand that they have
to grow their business. However,
sometimes they take on services that
are not their core business. They
might not be ready for that element
or have the strength to provide that
service – and if they get it wrong, it
will be to the detriment of the rest of
the business.

Di Thorpe Head of estates, Royal
Academy of Music

Many customers believe outsourcing
all their facilities services to one
party will save them time and money.
But it’s not necessarily always a
good thing. Often, the total costs of
the entirety of said contract are not
totally visible or understood from the
start, and they get a shock further
down the line.
I like to feel the business I bring is
important to that company. I don’t
want to be lost among many other
customers. When they’re talking to
me, I want to feel like I’m the most
important. It matters.
It’s also about flexibility. Sourcing the
best-in-class services is less rigid.
Some of these big companies are
such monstrous machines, you almost
have to cut through to get where you
want to be. It’s very difficult to sort

out the wheat from the chaff. We’re in
a very busy industry – so if we want to
buy round widgets, we need to know
where we can get round widgets for
a competitive price and at the right
quality, without having to go through
this whole mire of ‘stuff’.

What is value for money in
today’s market?

It’s not necessarily the pound notes.
That’s important because we all
have tight budgets, but for me it’s the
added value — people going over
and above. I want a service partner
to think outside the box and put the
customer first, suggest best practices
and alternatives where they exist.
I am very tough when it comes to
negotiating. I have a reputation for
trying to get blood out of a stone.
But I’m not foolish enough to not
realise that you get what you pay
for. Sometimes you buy cheap, so
you’ll buy twice. I don’t want to do
that. I want to ensure that when I
benchmark things, the rates are fair
and competitive.
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CHAPTER 4:

FM’S VALUE
PROPOSITION
If smaller, or indeed newer, FM
organisations have an opportunity to
set themselves apart from the poor
practices and failures of the service
providers that have dominated the
market until now, what should they
be focusing on? Organisations are
being forced to adapt rapidly to a
multitude of social and political,
economic volatility, as well as
incredible technological progress,
and this is changing the expectations
they have about their facilities,
workplace, and service partners.

Employee workplace
experience: productivity,
wellbeing and the war for
talent
The statement that ‘facilities
management is a people business’
is anything but new. Nonetheless, a
series of events over recent years has
brought the idea into sharp focus.
Back in 2016, a group of FM and real
estate industry organisations and
figures came together to produce
‘The Stoddart Review’, a research
project that aimed to demonstrate
the workplace’s potential to boost
productivity by becoming a key
organisational lever. Then, in 2018,
the BIFM rebranded into the IWFM to

capture what it saw as a “workplace
opportunity”. The institute has
claimed that “embracing workplace
is a real opportunity for this
profession to raise its voice and raise
its game”.[19] This reflects the fact
that the role of facilities managers
and facilities service providers has
expanded, as the understanding of
how working environments affect
people has developed.
By providing environments and
services that are focused on the
needs of people rather than the
building, FM practitioners will be
well-placed to support, or even
improve, employee wellbeing and
productivity in the workplace.
Likewise, as organisations engage
in the ‘war for talent’,[20] those
responsible for designing and
managing the workplace can deliver
genuine competitive advantage.
If the FM industry does not grab
these opportunities a new generation
of space-as-as-service providers
– whose value proposition is to
deliver a complete and high-quality
user experience – will take it from
them.

19. https://www.iwfm.org.uk/news/five-whys-of-iwfm
20.https://workplaceinsight.net/the-war-for-talent-isover-and-we-need-to-face-up-to-new-opportunitiesand-challenges/
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Sustainability & social value
FM continues to have a huge
influence on sustainable initiatives
around energy reduction and
environmental conservation. As
efforts increase to manage and
shape the employee workplace
experience, facilities managers’
sustainability remit grows too.
In the future, then, switchedon FM practitioners will ensure
that assets are performing, while
playing a crucial role in changing
the necessary behaviours in the
workplace that will see sustainability
initiatives succeed.

Technology and data
Building management systems, cloud
computing, the internet of things,
building information modelling,
people analytics, virtual reality, big
data, artificial intelligence, machine
learning, augmented reality, robotics
blockchain – the kit available to FM
professionals is growing every day.
Its future is entwined with the
employee experience. Technology in
FM, or the workplace, will function in
one of two ways in the future:
1.

2.

It will collect data to optimise
buildings and improve the
employee experience through
advanced AI.
It will create a more seamless
user experience by removing
barriers throughout the working
environment, while also
automating tasks and processes.

There is a concern that FM, as a
discipline, is ill-prepared for the
technological change coming. As
the IWFM stated in a 2018 report
titled ‘Embracing technology to move
FM forward’, it faces a somewhat
uncertain future. FM could reinvent
itself as a digitally savvy, forwardthinking profession that uses
data to drive strategy and
give organisations competitive
advantage, or it could be
displaced by disruptors or rival
disciplines.
In June 2019, property services
group JLL announced its intention to
“transform facilities management”
through FacilitiesFlex, a new ondemand service that has been
created in the image of popular gig
economy apps such as Uber and
Deliveroo. [21]

Moreover, facilities services providers
must adopt a more expansive view
of sustainability that includes factors
such as social value. These companies
are often responsible for large public
services contracts, thousands of jobs,
and the welfare of local communities.
In 2018, for example, the central
government made a commitment
to ensure all major procurements
explicitly evaluate social value rather
than just consider it. [22]

21. https://www.i-fm.net/news/jll-sets-out-to-transform-facilities-management
22. http://www.facilitatemagazine.com/news/news-analysis/major-procurements-to-explicitly-evaluate-social-value/
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The opportunity
There is plenty of evidence to suggest that there might soon be a
sea-change in the way facilities management services are procured,
won, and delivered. At the extreme end of the scale, a new Labour
government might ditch outsourcing in the public sector for good.
In July 2019, the Labour Party announced its intention to reverse
the trend of public services being outsourced to private providers
by bringing them back in-house. Although this might seem like a
drastic measure, particularly for the many thousands of outsourcing
companies that get it right, it should serve as a stark warning to the
facilities industry about the direction of travel.
At the more realistic end of the scale, it appears that lots of facilities
organisations are now wrestling with the simple fact that clients are
beginning to view a change to suppliers or their contract model to
as a more effective, reliable and economically sound option.
For the time being the biggest threats for facilities services
companies lie in the public sector, but those operating in the private
sector should not rest on their laurels. Whatever happens, the FM
industry will have to re-evaluate what FM is, what it can deliver and
where it might head in the future.

15

workplace solutions

Active Workplace Solutions
Unit 4 Headley Park 10
Headley Road East
Woodley, Reading
Berkshire
RG5 4SW
info@activeworkplacesolutions.co.uk
Call +44 (0)845 130 9066 or 01189 442 903

ce

k

a
pl

c

or
w
e
tiv

w

w

a
w.

s

n

tio

u
ol

uk

o.

c
s.

