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• Lead FEA’s Facility Services division

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

• IFMA Instructor and serves as Chair of IFMA’s 
Scheme Committee for the SFP credential 
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sustainability “How-to Guide” series, EPA’s 
ENERGY STAR Portfolio Manager



Learning Objectives

• Understand the role of organizational drivers in 
choosing KPIs

• Choose the right metrics and KPIs

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

• Demonstrate alignment with organizational 
mission



Agenda

• The Building Blocks 
of a Strategic 
Approach

• Facility Operations 
Overview

• Telling the Story 



Starting with the end in mind…

doesn’t mean skipping to the end.



1. Customer Satisfaction – Customer 
2. Top Ten WO Trouble Codes
3. Workforce Productivity - Process
4. WOs Initiated by Staff as Result of Inspections/RCM
5. PM to CM Ratio
6. PM Schedule Completion Rate
7. Workforce Productivity
8. Work Distribution by Type
9. Open Work Orders (WO) by Type
10. WO Completion Targets
11. Change in Facility Condition Index (FCI) - Financial

“We want to use industry standard KPIs.”



What is Important to Your Organization?



What is Important to Your Organization?

Be the best 
widget producer 
in our industry

Provide world 
class guest 

service

Preserve our 
nation’s 

treasures

Be a world class 
educational 
institution

Provide quality goods 
at a good price to our 

customers

Maximize profit 
to our investors

Provide full 
service to our 

clienteleExtend and 
preserve life
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What does this mean for facilities?



Identifying Your Team

Facilities 
Operations

Buildings

Architectural 
& Interiors

MEP

Grounds

Landscaping Infrastructure

Services

Access 
Control

Catering & 
Conferences

Customer 
Representatives

Support Service 
Representatives



Another Way to Look at the Team…

The Facilities 
Context



Corporate 
Organization

Division

Service Groups

Another Way to Look at the Team…

The Organizational 
Context
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Defining Outcomes

Desired Outcome How Will You Know?

Have great customer service • Timeliness of response
• Reliability of services
• Work quality
• 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



Metrics vs. KPIs

Metrics

KPIs

A KPI is a core 
metric that defines 
top level success



Choosing Metrics

Desired Outcome How Will You Know?

Have great customer service • Timeliness of response
• Reliability of services
• Work quality
• 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

Be the best 
widget producer 
in our industry



Agenda

• The Building Blocks 
of a Strategic 
Approach

• Facility Operations 
Overview

• Telling the Story 



Where to Start

Define 
Objectives & 

Evaluate
Prioritize Implement

Measure & 
Monitor



Evaluate

 Goals

 Organizational structure

 Communication protocols

 Workflow processes

 Current metrics

 Staffing & resources

 Technology

 Customer satisfaction

 Employee satisfaction



Defining the Future

Success Looks Like…

We have great customer service

We manage our finances well

We have very limited down-
time  $-
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Define 
Objectives & 

Evaluate
Prioritize Implement

Measure & 
Monitor

Prioritize



Creating the Program

Organization BSC
Management 

Plan
Metrics



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

©Facility Engineering Associates 2014

Selecting the Right Metrics



How Many Things Can You Measure?



Metrics Can Be Driven By…

1. Financial performance 
requirements

2. Mandatory reporting 
requirements (resource use, 
pollution)

3. Voluntary reporting 
requirements (corporate 
citizenship)



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?



“…It is therefore the policy of the United 

States that Federal agencies shall 

increase energy efficiency; measure, 

report, and reduce their greenhouse gas 

emissions from direct and indirect 

activities; conserve and protect 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

Reporting Requirements



Energy: Voluntary and Mandatory Disclosure



Reporting Protocol: GRI

Sustainability Reporting guidelines (G3 Guidelines)

Environmental Performance Indicators (9 Aspects)

• Materials
• Energy
• Water
• Biodiversity
• Emissions, Effluents, Waste
• Products and Services
• Compliance
• Transport
• Overall

Global Reporting Framework



Mission Statement: Integrate sustainable FM solutions into the City operations by 
providing, maintaining and improving the facilities to support customer’s needs while 
fulfilling the visions and goals of the City.

Example Balanced Scorecard



Information Sources

 FM Information System

 Staff

 Internal Surveys

 Utility Companies

 Service Companies

 Vendors

 Building Automation System

 Energy Management System

 Other Internal Systems



Linking Information to the Source
Commonly Measured BAS EMS FM Information Systems Other Internal 

Systems
Staff Internal Surveys Utility Companies Service Companies & 

Vendors

Facility Info

Occupancy 

Space Use 

Floor area 

Energy Use

Electricity   

Natural Gas   

Diesel 

GHGs  

IEQ

CO2  

Thermal Comfort    

Purchasing

Construction 

Consumables 

FF&E 

Water 

Source  

Consumption   

Uses   

Waste Stream

Waste  

Diversion Rate  

Recycling  

People stuff

Complaints   

Noise  

Ergonomics  

Sick days 

Productivity? 

OH&S? 

Site

Waste water 



Messaging and Motivation

 Communication Plan

 Program Training

 Report Progress

 Celebrate Successes



Define 
Objectives & 

Evaluate
Prioritize Implement

Measure & 
Monitor

Implementation & Monitoring



Agenda

• The Building Blocks 
of a Strategic 
Approach

• Facility Operations 
Overview

• Telling the Story 



We Started Here…

What is Important to 

Your Organization?

Now, tell the story!



Tips for Success

1. Know your audience and how 
people think

2. Sketch it out

3. Use graphics

4. Use trends

5. Include the future as well as 
the past

6. Keep the focus on the right 
information

Telling the Story



Framing Effects

How different ways of presenting the same 
information can evoke different emotions, decisions, 

and outcomes



The Perception: Facilities is a Cost Center



Facilities is an Investment in 
Organizational Success



Sketch it Out



Mission Criticality & Capital Needs 

2008 2013
Invest $24M

Use Graphics



Reducing sick time by

• 1 day

• per employee

• per year…

Estimated savings: $105,000 each 
year
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Through these programs, the 
company reduced employee sick 
time

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

Healthy People Impact Profits

Use Trends
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Electricity = 75% of energy cost

Annual energy cost ≈ $9.75 - $12/GSF 

 Natural Gas                Electricity

Use Trends
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Include the Future



Reporting

• Targeted to your 
audience

• Reports progress 
using selected 
metrics

• Paints a picture for 
future success



Summary
• Organizational drivers inform metrics and KPIs

• Choose the right metrics and KPIs

• Demonstrate alignment with organizational 
mission

• A well crafted report tells your audience what 
they need to understand past performance and 
future expectations

Organization BSC
Management 

Plan
Metrics



Laurie Gilmer
Laurie.gilmer@feapc.com

Questions?

mailto:Laurie.gilmer@feapc.com


Laurie Gilmer
Laurie.gilmer@feapc.com

Thank You!

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

mailto:Laurie.gilmer@feapc.com
http://www.feapc.com/

