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Meet Our Presenter:

* Lead FEA’s Facility Services division

* SME for IFMA’s Measurement, Monitoring &
Reporting task group

* |FMA Instructor and serves as Chair of IFMA’s
Scheme Committee for the SFP credential

e Co-authored the second manual in the
Laurie Gilmer, PE, CFM, LEEDAP, CxA sustainability “How-to Guide” series, EPA’s
Vice President g
Facility Engineering Associates ENERGY STAR Portf()IlO Manager
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Learning Objectives

* Understand the role of organizational drivers in
choosing KPls

* Choose the right metrics and KPlIs

* |dentify the elements of a good facility
management report - who are your
stakeholders and what do they need to hear?

 Demonstrate alignment with organizational
mission
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Agenda

* The Building Blocks
of a Strategic
Approach

* Facility Operations
Overview

* Telling the Story
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Starting with the end in mind...

KPIs

doesn’t mean skipping to the end.
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“We want to use industry standard KPlIs.
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What Is Important to Your Organization?

/ Mission
/ Values
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What Is Important to Your Organization?

Provide quality goods
widget producer at a good price to our

in our industry customers

YO e
reserve our o service to our
nation’s —— clientele

preserve life
treasures

Provide world Maximize profit

Be a world class to our investors
educational
institution

class guest
service
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What Is Important to Your Organization?

S0 O

What does this mean for facilities?

class guest ' to our investors

educational
institution

service
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ldentifying Your Team

Representatives
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{ Facilities

l Operations
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[ Architectural
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\ & Interiors HLEE } Landscaping InfrastructureJ Control Conferences J /
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Another Way to Look at the Team...

The Facilities
Context




Another Way to Look at the Team...

The Organizational
Context
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Defining Outcomes

Have great customer service

Manage finances well

Reduce down-time

Timeliness of response
Reliability of services
Work quality

Positive interactions

Improve capital budgeting process for
long term needs
Cost effectiveness of work performed
Cost of facilities

Manage scheduled down-time for
lowest impact

Improve critical system reliability
Perform the right about of maintenance
at the right time
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Metrics vs. KPls

A KPl is a core
metric that defines
top level success
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Choosing Metrics

Desired Outcome How Will You Know?
Wid get p r‘od u Ce r Have great customer service * Timeliness of response

* Reliability of services

in our industry + Work qualiy

Positive interactions

Manage finances well * Improve capital budgeting process for
long term needs

» Cost effectiveness of work performed
* Cost of facilities

Reduce down-time * Manage scheduled down-time for
lowest impact
* Improve critical system reliability
* Perform the right about of maintenance
at the right time
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Agenda

* The Building Blocks
of a Strategic
Approach

* Facility Operations
Overview

* Telling the Story
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Where to Start

Prioritize
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Evaluate
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Defining the Future

Success Looks Like...

. 3,000,000 $12.00
We have great customer service
2,500,000 «% — $10.00
‘ 2000000 41— \ $8.00
We manage our finances well ;.
1so0000 A A AR R AR S $6.00
310000 A E A TR R R R E R R A R R B 0 R 0 0 $4.00
i
We have very limited down- 500,000 1 5200
time _ N

2010 2011 2012
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Defining Outcomes

We have great customer service

We manage our finances well

We have very limited down-time

Timeliness of response
Reliability of services
Work quality

Positive interactions

Improve capital budgeting process for
long term needs
Cost effectiveness of work performed
Cost of facilities

Manage scheduled down-time for
lowest impact

Improve critical system reliability
Perform the right about of maintenance
at the right time
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Objectives &

Evaluate

Prioritize
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Creating the Program

Organization ﬁ BsC ﬁ Vanagement ﬁ Metrics
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Selecting the Right Metrics
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We like to think that more information drives smarter decisions; that the more
details we absorb, the better off we'll be. ,.
-Ron Friedman

Why Too Much Data Disables Your Decision Making
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How Many Things Can You Measure?
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Metrics Can Be Driven By...

1. Financial performance
requirements

2. Mandatory reporting
requirements (resource use,
pollution)

3. Voluntary reporting
requirements (corporate
citizenship)

SALES
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Financial Drivers

1. How much money do we
need?

2. Where should it be
directed?

3. How do we know we are
using our resources
wisely?
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Reporting Requirements

“...It is therefore the policy of the United
States that shall
Increase energy efficiency;

their greenhouse gas
emissions from direct and indirect
activities; water
resources through efficiency, reuse, and
stormwater management; eliminate waste,
recycle, and prevent pollution; leverage
agency acquisitions to foster markets for
sustainable technologies...”

-Federal Executive Order 13514
October 8, 2009
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Energy: Voluntary and Mandatory Disclosure

N\
O Local Benchmarking Policy . State ARRA-funded Program
S £
o Local Voluntary Program \\\\ State Benchmarking Policy
. o 7/
* Local Benchmarking Policy % State Voluntary Program

and Voluntary Program
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Global Reporting Framework

Reporting Protocol: GRI

Sustainability Reporting guidelines (G3 Guidelines) Jp—

Environmental Performance Indicators (9 Aspects)

Reporting

* Materials A Framenwork
* Energy A

* Water %,

* Biodiversity e i ThecReporingFamerk > | €
* Emissions, Effluents, Waste

* Products and Services @

* Compliance
* Transport
* Overall

Global
Reporti
Initiative}
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Example Balanced Scorecard

—r

Departme

7. Integrate technology to

................ improve services

fa. Develop a strateqgic technology plan.

b. Utilize the Big Foot upgrade process to improve work order
management.

fc. Evaluate current work order codes, priorities, and completion
rates.

fd. Develop an ongoing CMMS training program.

S oo | s | on T

Td. Developg- —— - ings delivered
Sa. Commur ees recognzed by
program. ion pragram
o ek % complete
Strengthen Retention 8. Formalize a program St:rfffc::r‘::::ci Qi nev process
and Recruitment for career development P
Be. Dogume documented
plan by id
n plan
managemer
% compl
complete

Mission Statement: Integ|
providing, maintaining an
fulfilling the visions and g

% complete

# of CMM3 trainings delivered
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v" FM Information System

v’ Staff

v’ Internal Surveys

v' Utility Companies

v’ Service Companies

v" Vendors

v’ Building Automation System
v' Energy Management System
v Other Internal Systems
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Linking Information to the Source

Commonly Measured FM Information Systems Other Internal Internal Surveys Utility Companies Service Companies &
Systems Vendors

Facility Info
Occupancy
Space Use
Floor area

Energy Use
Electricity

Thermal Comfort

Purchasing
Construction

Consumables

Waste Strea

Recycling
People stuff

Ergonomics
Sick days
Productivity?
OH&S?

C02

Waste water
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Messaging and Motivation

Communications
Team Role

Strategy Inbended Result

/ [ . I
T — Communication Plan

dashboard up=to-date on not automated

[progress

Departmantal Departmenial Tix kestp employess honie Dailly
page dashboard, up-to-date don ° °
e rogram Training
Enformation Inform, engage Employens Consult, develop, Wenkly and as
bulleting understand the publizh NeCESSany

PUrpCsE, Progress

e Bt | v’ Report Progress

understand what the
rest of the
organtzation ks doing

Mectngs

[~ [y i smncumce || Torioes moth C elebra t e S uccesses
lunches; exchange

Information

sesslons

Leadership Mndel apen Talkee: nokes Varlas

beam employes | argantzation,

maebing infoem

All-manager Infirm, clarify mote taking santhiy
meetings

All-employes Infiorm, clarify Planning, logistics Twrice a year
meEEEngs

Staff mectngs Inform, clarify

Team meotings | Dally work

Corridor Various
CONVErsations
‘Wb sibe pages
Maonthly mews Conmect people Employeas Develop, publish Manthly
colleagues, o conmected and
arganization and to | informed
joh
Drirector staff Conmect poople o Employens Dewedop, pubilish Wenkly
maE2Eing Totes organization and conmected and
document informied
argantzatiomal

histary
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Implementation & Monitoring

Measure &

Evaluate Monllor

\-—-‘
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Agenda

* The Building Blocks
of a Strategic
Approach

* Facility Operations
Overview

* Telling the Story
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What is Important to
Your Organization?

Mission

Values

Now, tell the story!
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Telling the Story

Tips for Success

1. Know your audience and how
people think

. Sketch it out
. Use graphics

. Use trends

o B W N

. Include the future as well as
the past

6. Keep the focus on the right
information
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Framing Effects

How different ways of presenting the same
information can evoke different emotions, decisions,
and outcomes
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The Perception: Facilities is a Cost Center
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Facilities is an Investment in

Organizational Success
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Sketch it Out
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Use Graphics

[ Excellent
B cood

[ ] Fair

[ selow Average

2. S Invest S24M

Mission Criticality &
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Use Trends

Healthy People Impact Profits

Through these programs, the
company reduced employee sick
time

Reducing sick time by
1 day
per employee
per year...

Estimated savings: $105,000 each
year

Based on 1,750 employees, average cost $60/employee

Avg Annual Sick Days per
Employee

=

2003 2004 2005 2006
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Use Trends
$60,000.00
Electricity = 75% of energy cost
Annual energy cost = $9.75 - $12/GSF
$50,000.00 —
$40,000.00

$30,000.00

$20,000.00

$10,000.00 -

Natural Gas
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Include the Future

3,000,000 $12.00
2,500,000 1| — — $10.00
§ \
a1
2000000 ————88 & 5§ o & 8 8 8 8 $8.00
=
S
=
@ 1500000 H———8 & & & & & 8 & 8 & 8 8 & & 8 $6.00
=
O
O
)
> 1000000 H———8—8 8 & & & 5 & & & & 8 & & 8 8 2 $4.00
Q
c
m
500,000 - $2.00

2010 2011
=== Total Elec Usage (kBtu) Total Gas Usage (kBtu)
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Reporting

i e o e e s 1 e s i e e
e e i vy B e e e o e e e
i e i
Tha o s e s o v ol e e i i e e e e dm mn
= o o e v e e o i it

™

Drzamration
Excootire Semmary
Lrd 1 [ S - ==
Mo b e e el e e e el o T e |
e
TS e i
o a2 e 7 G e . e e -

Targeted to your
audience

Reports progress
using selected
metrics

Paints a picture for
future success
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Summary

* Organizational drivers inform metrics and KPls

* Choose the right metrics and KPls

* Demonstrate alighment with organizational
mission

* A well crafted report tells your audience what

they need to understand past performance and
future expectations

Organization :> BSC :> Management
Plan
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Questions?

Laurie Gilmer
Laurie.gilmer@feapc.com
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Thank You!

Laurie Gilmer
Laurie.gilmer@feapc.com

For a copy of this presentation, go to:
www.feapc.com
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