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Facility services cover cleaning, security, gardening, and operation & maintenance. These basic tasks are
necessary for both buildings and users and thus important factors in responding effectively to usage needs. However,
facility services' standards have generally been found to be inconsistent and intermittent. Thus, this preliminary study
aims to explore some factors determining the quality of facility services and to examine guidelines for facility service
quality management in office buildings. Data were gathered from semi-siructured interviews with three groups of
people involved in facility services, namely facility service providers, FM service providers, and building owners. The
areas of emphasis were service areas, examination spn_ts. required quality, and examination frequency.

The results were as follows. With regards to the quality of cleaning services, the facility service providers
paid attention to the areas as well as the tools and equipment. These factors were also concerns for the FM ‘service
providers, but with workers being added to their consideration. Dissimilarly, the building owners were concerned
about the number of workers and their attire, manners, and skills. As for security service quality, all groups took into
consideration the areas, job descriptions, the number of workers, the tools and equipment, and manners. However,
no clear service quality indicators had been determined. In terms of gardening service quality, the facility service
providers considered the areas (exterior vs interior), the quality of different plant types, and the tools and equipment,
while the FM service providers paid attention to only the first two factors. In contrast, the building owners regarded the
outcomes as important. Again, all groups did not mention any clear service quality indicators. Finally, regarding the
quality of O&M, both the facility service providers and the FM service providers considered the building system and
the number of workers, whereas the building owners’ concerns were workers' performance, attire, and skills as well as
provision of training and the number of workers.

It was also found that as concerns the quality of facility services being considered, the facility service
providers and the FM service providers emphasized details pertaining to workers as well as the tools and equipment
used. This differed from the building owners, who focused more on the outcomes. In this regard, the quality of the
gardening services was perceived in terms of outcomes, whereas security service quality was measured in terms of
performance.

It can be concluded from the study that for facility services to be of an acceptable standard, both facility

- Service providers and the FM service providers should place emphasis on quality, manners, and skills. In addition,
not only should they arrange workers, procedures, and tools and equipment which match building owners’
requirements, but such information should also be provided to building owners as guidelines for facility service quality

management in office buildings.





