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# # 4974154125 | MAJOR ARCHITECTURE
KEY WORD : FM PERFORMANCE MEASUREMENT / METRICS FOR FM PERFORMAMNCE

MEASUREMENT / ISSUES FOR FM BENCHMARKING

WIRUJ SOMSOPON : PERFORMANCE MEASUREMENT FOR FACILITY MANAGEMENT

PRACTICE IN THAILAND. THESIS ADMISOR. : ASSISTANT PROFESSOR SARICH

CHOTIPANICH, Ph.D., 124 pp.

Performance measurement is an important issue in Facility Management (FM) practice. FM
practitioners need to measure their work or service performance (o show the contributions of FM lo the
core business and gain recognition from business managemeni. By comparing the results of
performance measurement and leaming from the best - Benchmarking, FM practices in any given
mmmmmmmwﬂmm However, there have yet (0 be slandard or
established FM performance metrics for the practice in Thailand and adopting metrics from other
countries may not fit the need and context. So the study proposes an approach and a set of metrics for
FM performance measurement and issues for FM batllchrnarkm for the practice in Thailand.

The Delphi method s used in. the. study o gather opinions from 9 experts from different
organizations and business sectors for identified metrics for FM performance measurement and issues
for FM benchmarking. Experts identify 56 metrics tnrﬁﬁnrrm measurement and 48 issues for
FM benchmarking in 7 calegories: Cost Fm Hjstomar Satisfaction, Operating/Service
Performance, Space Mananemam Fafﬁm‘manca Erwlmrml Health & Safety (EHS) Performance,
Energy Performance and Facility Performance. Mostly, mmhwmmmmﬂm
results.

It is concluded that the most importance metrics for FM performance measurement and issues
for FM benchmarking for the practice in Thailand are customer salisfaction with FM services and
electricity consumption per sq.m. The study suggests thal FM performance measurement should have
specific metrics and 56 metrics in 7 calegones from the sludy can be used as the guidelines of standard
metrics for every company in Thailand. In FM benchmarking, every issue sholld be tsed intemally first.
Every company should set and share their criteria and agreement and should take a company that has
the same characterislic as a partner for FM_benchmarking.

Department ARCHITECTURE
Field of study ARCHITECTURE

Academic year 2007
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sxFuAUNWAR AR R mmnenngi 63

5) ARNAHATa N saFeanale (Profitability) upanuduiuszswinese ¥
Ve ua:ﬁunuﬁ'wun ﬂammm"ﬁﬁm’mq,jq:uﬂm:i"mﬁ'lﬁdqumqm?ﬁuiqmﬁ U Egbat LT E QT BINER
i umnfunlgAiedsesssdns AT I nmsamaTan L s unmuazqaseuTa IR AN
w109AulH

6) ATNINTIM (Quality of work life) A WOANTINYE MYt Fafluannannis
nssisen i ueednsieiBvinaiuanssouzesesdng

7) mzad1edaluai (innovation) umunsivnmsafieassd Ufinlqsuanan

(Sink, 1985 #1atie1u §1975U aFMIST LY, 2543: 15)

fwiiniinuan T3l fiReTusie Performarice Measirement s Tgnanal4dn ms
Tauan iR inlaassadiniansuson ﬁ’ﬁf‘i’nuammﬁﬁimu (Performance Indicator) finaidniu
EGLVLY Lﬂa'lﬁmmmnmuqauud;;uvi"m']-uaqn’J'mmuua:'i’nqﬂnmﬁmmmﬁns FedaeRarsnniiad
s‘iw!ﬁqﬁ (Wireman, 1998 #1409l 5237Fu afaNRTY, 2543; 19)

- Feadinquszaeidanu ejalsmiuluissfnaiome

- FaiinsdenTaderineresesinsidnfuingUsyaed

- Foujalrnullftadufin iR saunadiga (Criical Success

Factor) 189usiaznszLaunis lnedeamssmindin@amsniifuiladadncy

ausaszuuaelunsuAo il



InansiananisUfjiFau (Performance Measurement) Szisznaudasnisnivum
dhmnsuazmadieuss MaiReuiudhvneisely FansiauansUfiReuwiy e ialaa 14
Fadimdn y u?ﬂﬁﬂd‘ﬁ"r:num?ﬁ'mﬁ‘i’u‘iﬂum:mmm’i’m'l.unmﬂudqu 14 AuLsEuda (Economy)
AN s BB NN (Efficiency) AN s ANENA (Effectiveness) W3BAMUNINLENNS (Service Quality)
fniofi'nqﬂ?:mﬁuﬁ’nwan1ﬁnuﬂm?ﬂﬁﬁmu'mmﬁniﬁwq A iennsalusyunsiadulaiAtures
friivng e linnljiReulassnnissquaiiulstisniseunn uananiy nziananTsU Ry
18989ANNT MTUFLL MsNaLEuIaUaTNIINIzANLAIINTURRTELN L TW N199RRTIILLTTNNM UAY
nsWusegalaunidminfluasndnesan

U lune Aoty tasnigna 198nTau (2545: 36-47) 1Mﬁ'mﬂuaﬁﬁmﬁ’mﬁﬁauﬂ
nnfiiReu (Performance Measurement) Tnenialuldraxiimiviias) 4 Fadoniude

1) AMARELANTUZIB989AN? (Check Position) axiflunisiauaiedatlunis
fuuARILETaI8IANT, dAns LN Baudituaouzansiaies, danaieRanuaminowi uas
Sauaalszinnlat gl

2) MsRefaaniuzae98Fng (Communicate Position)

3) NaEuTUANALAIINAIRTY (Confirm Priority) axiflunisiausietatlunng
vivnsay, Saunluguziiiuieiesilansd Management Gontrol WA Cost Control, fauaiiedas
prmdaauInnay usriRnaiieton Tuiasiialunnsieniazanisamuilonnzas

4) nminlusenten (Compel Progress) asiflunisiauaiietosdeanslvidnla
dezlafinnudAyuanieandniu, danaiedaanzdiun minaureeiingy uardanaitedondly
inturinsinameuuwnuuinEnaag

nénalasagldmiumauaranisiauasusiunzolaiduiuneulédeduainnis
Check Position n1zns9aneuan LzaedavAnsdfluatndls Communicate Position wiensuudadn
aozrasnsdnnuaidlafifeudaligiifuadacldfuian Confirm—Priorty uwazdunazies
Aniunsutle¥FSauudn axfeasdumunnlm thdnAtyannAdecetludnsuulunuiiazin uas
gavint Compel Progress viiamsuenauaiieufligudaudaninaniiioatesfinasesldFunsmins

s lalgnm Futlgasain R

222 meiauamsUHIRNU FM ( FM Performance Measurement)
iR FM du axiinizdansuudeaitiuduauiidnsnsndanniaus
NsUIRUFM (FM  Performance  Measurement) a8 nstlszifiung vian sigunanis
UfRm FM fudiwneiisels
Tudin 9ande uaziaded TaAnada (2547)  ldnanade nasussifiunanisiinig

ninenanienw dasfesnansunann



1) 1ss@nEnn Efficiency uaz1lsz&nsua Effectiveness yoan 7 IHRLT uazan
vEnsluenAnsa0 R

2) HANAR Productivity SINN1IANTLINUTEINIANS

3) Aalaen it uian UasnindRuluenAsannuil Health and Safety

4) A ldane uazselé Cost & Profit

Tt lunsdauamisufiaeu FM AzdhinasiaualuGesrealszg@niniwlunisg
UfTRendaiiFonfunansdau ez ianadaulvnaziiuluiinisdaua Performance 'I.umuﬁ’uq Ha
FnlbasnnaazBunliinunadus U fiiou smnsozzdiuléan 3 Gadugi Ae (&3 1o
il1, 2550)

1) Building / Facility Performance W18 ANTI0UEVIBANATNITNIEIBIAT
Fesnnzogléain

- Physical Condition / Appearance WNHDN ﬂn’mi'l"ml'r'mgw\mi‘wmn?
mun Wur Taseadadenng wasnenas wdseaansnielu uasfemnusiene luenans Wudu

- Functional Suitability WN18fi ANIMNIZANSEAAREIRanTTIHuTaqTy
Feasinsiaualéann Building Engineering A8 91us=1L1sEnaU81ANS, Service Function ARANEILY

484 Space 438 Function a8 luanmzdas s saniun s I nnnieeiesla, Location At

»
-

i Q89duA1N" UAT Accessibility An nizdinnauasAmarAIn TuN T EN e
UNITINNTUNYITUEIRNA1997 N33R Building Performance a199xlsziiiulgann
Durability W18t ATNAINY NUNY 'ﬁaxﬂumm:’:;ﬁmﬁnamw Appearance %38 Condition ﬁlﬂuﬂq‘
WAZATN Serviceability At AINAINNINTNNITIEITUNITIINY Wy urzLLsENAURTAN AN Yie
Space Uz Function ﬁmjmﬂlumm‘:ﬁ'u']
o) Service Performance N8N HAN1SIANTLAUATIINB ANTUAZTTIL
UsEneLaIAs LRI SRR ’l‘qummmmﬁu“ﬁqwmemﬁﬁmﬁ'ﬁ arfanzanléann
- uﬁn'1mﬁﬁmuua:qmmmmmuﬁﬂﬂng
- Target Achievement
f Service Satisfaction: A sifong ase A lAFIn N8
3) Management Performance MuIgng uaﬁuqw‘é’tuﬁqumm?miu.ﬂ:é'ﬂm? R

~ Gl v %
inurnas dna s gunroRa s lienn

[l
-

- Space.Function and Utilization-+A27siNeswe, A aEils=@nanwaesiud
Tun1siau wessmsanisldis: Toming

- Environment : Anwuandesluuiivnen daléun ATNINANIA, NNFTTUNE
8INA, ATNUNALNE, FEALLAREN UATAINATN TRy

. Health and Safety : AMUaeafeluTdnuasningdu Jalaud sasninia

fURIMA, N1797997U Wee 13A Sick Building Syndrome



Building Energy Consumption : N3 dwdssmiluenans

Cost / Expenses : Usz@ninwassdt € viapnuduAuszninlsudna

A s

User Satisfaction : Aanufianelsaedlenmns uasgfiniine

- Others 3141
nealneaql nrianan iR FM (FM_Performance  Measurement) waA8fia n1g
Uszifiuun visntfeusanimifimeau Fu f jwmuﬁm’l&'hﬁﬂnﬁqnun-wuumnmninnm:wu
FM MLﬂﬁﬂ!']nu.Hﬂ"ﬂﬂl‘l‘lmH_m% WIBTFE NPT UREINANIN BN INATIA N uAnsinafy Fadfu
n"Jﬂuiﬁdmﬂuﬁ‘mw-umﬁuqﬁwﬁqwﬁhﬂiﬂmﬂmﬂﬁﬁmnm’mmnun'mnjgumwu
#1u FM n-mm'munﬁqnu];lﬂm Feaaianiy “Lﬂuﬂr"tﬁuﬁ'\nm'ludaﬂﬂq nFiauan Ui
FM fie mrﬁ'}wni‘Mummﬂqmwﬁ Wainsianauka s lonsiauaill s Aninm
uﬂ..lnﬁtﬁ'u-:ﬁmmﬂmmﬁqn .. 1 4
/ i
\

23 ﬁaf&’nn-nwﬂﬁmﬁ#ﬁu‘ ) 4

231 saddevall } Ay 45
mnﬁnmaﬂi’a <4
A7 iﬁﬁffﬁ i’ﬁwm Fonisd mu& pﬂ"luﬂmunﬂnummmnqﬂuunwm
4 Indicators Metrics Index (Tt idulia.,ﬁwm@siﬂuﬁ’num.:imﬁuiﬁ {utpauananioy
wminn'mmtﬁmnmumtﬂmmlgk-ﬂﬂ 1mwﬁ1’1ﬁm‘;ﬁmmw T RLAnAnaTusentl
Tgt unu-:n-ﬂﬁmﬁgnmufnumnmﬁuw‘fu {
| #nanaldn fimla s79039m “'lﬂﬂﬂ faulnlszneuvie
u-:ﬁ'ﬂ:r"nﬁ'umumumﬁqanrnmﬁ'ﬁﬂ?mmﬂruumuﬁumﬁwhiqwuﬂuiwmm'Ln:nm
wila "fn:ﬂaunnﬂnjg&:umnmﬂmml'lui’num‘m‘#nﬁru:umi’mﬂu'n‘j-;mrmﬁ’quﬂm?aimﬂ“?a
Ay mﬁui‘uﬂ’ﬁmﬂa’lﬁm‘nqmﬁw«:n:ﬁau’lﬁtﬂumwmmﬁﬁmmsﬂnm‘hunu vrea ana 1 l#d

Fiem syfluprsinannufiaguiiase inasussniiademAnuiindnudids visundugrizesssdng Tay
WiLLHAN RUGUR NI n;jwuﬁmﬂﬂuﬂwﬂ pnaaiuly safnsaan o drunanneiausenn sy
armfosthesansussideimiesedng deuiuqnlssdnd nomninfieueesesdng fdimide
i’}%ﬂmmrﬁ’uLﬁuﬂyﬂinﬁn'ﬂuﬂun‘ﬁﬂaﬁuﬂﬁwﬁnuﬁqnmi'uiﬂ Friimuandddauudnia
pasilAunnsa) aaofias ihahaldyneulledfng ussdidou Al e nndraua s o
Fete unﬂuﬁﬁ-ﬂni'ﬁ’i’nnﬁn"nﬁ'ﬂiuﬂwﬁ’nﬂ:unnqﬁ-m"uﬁ'“""mqﬁnﬂ:ﬁmﬂﬁlﬁuuﬁupuum
uﬂwmﬂﬁ‘ﬁ’dﬂnﬂﬁmmmm‘fnﬂath-nﬂurdﬁﬂu
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s s a4 A

IR

AN EUzIRIa TR Aes el nudnrusidAyie aoums (validity), AN
{ien (reliability), Aslunae (neutrality), A2 (sensitivity) uazazaantun1ninllld (practicality)
vie wAnnedmiuAnAnHr s T dauan A duuiinasdes

1) flpnnanzianzas (Specific) fadsnaasiindaauuaziiaaamanesjs )
fladaiian AosimusinTialddaau lidana el ififanisiaandanaaussiiedessaoiuidinla
Winsaiuvianeeseng

2) Huiidanannzoinldamansfiauléate (Measurable) Fayaiild
anmsiagninn bl Feudienfudessiildandadatuusdiinmsiarmnemesdinls

3) anasnusTquad Fald (Achievableyasdnslaimas|4FTsauanisiniilue
winfiesdnsliansonatin i nua Alaenss

4) HAPI1MANATY (Realistic) FAARHANTRAURLITIMAN AN T AN
avFnsuazlal 4k pardnvigaiiuly

5) .ﬂ'm’nml‘l"i’nuanwﬂﬁ_ﬂﬁﬂulﬁnw'lummi"iﬁ'mun (Timely) A27UFuge
FaA5m Iviviusiuagiaug (Pongkai, 2006)

intTanaziun i luntsinuansdailinnuienia§iRao wieduddianuan
MsnsziRdeI (Performance indicator) mqng'a'lumaﬁ?ﬁw'nq:ﬁﬂndw FaATannsAnuey

Feanmisifroamnauaz A dIR IR AR aunzoaqUlddn #adTe
winefa FawlsfilAuanfefneuzansesnmissniwy - Jeazuenanwnizalludnensla
dnnuzuilefisauls Feiawlsdsnamaseyluglvasdanan farszneu fuwls viefidanalfiiu

LY x 1 - - :" l"
ARTTUDYNUTUATN ﬁ']é’l AUUTUULEN

232  MddamanislJiRnurm
ﬁn’i’nnmmmvi'lu'lﬂﬁnfnuamﬂuﬂ:n':nuﬁﬁmmoﬁfz%ﬁ’mﬁlﬂun’iﬁn NRNTT
UjiRau FM ‘hiedqu'lum' NENENTaFAATAT Az FenfuA1dn Performance vie Key Performance
Aaetinay

“Key Performance Indicators used to measure the performance of facilities PRl
Key Performance Indicators Wﬂ"mi‘umﬁnnaﬁqu'ﬁmni’wmnsmﬂmw" (Loosemore and Hsin,
2001: 464-475)

"Key Performance Indicators could be used by the premises department to
realistically evaluate their performance for their internal customers. MNIEDNY Key Performance
Indicators M mFunaszifiunadungrs ineuanauaitléliuignAasananian” (Hinks and McNay,
1999: 31-53)
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“Performance Indicators are data obtained by measuring expenses or facilities
particulars against certain metrics. MNNTi Performance Indicators iflugiafudiayalanyianizda
AnldanevdaninennsiidgAietinanifeuiumioniilddaduT (Ho, Chan, Wong and Chan, 2000:
545-555)

FearnnsliAmnsuazA NAIATI Indicators FredusnansnagFdn deuite
il lunsinustesnalfiRa dssdviniwlunanlfifieu ussinssdunausiansolunis

1R Facility Management #ina]

233 satiauansl ROUFM SnumAnaselszing
4 ELT . 5| o -
Wassnlulszinalne Sulidpluenz wssannrgidaauluniimueniiade
- & il ] N o i o - -
uaN UG IR FM T Auiedlapwsuseiiiasana I’Jﬁnmﬁ'dﬁmm?ﬁnmnﬁqnuanw

UHITRIU FM AININAMHNANI TN S8t 3T NS AN LI AVISUNA 28 1MA27N WudaH Indicators #

o J - B - - 'y e
g lfinedanauaztleziiuna i lun U IRINISIMUIETULATENANT ANNNTOUARITIEATIBER

1osail

e / dusia/ T/ dszne InsamafilRaurm
1. Measuring performance in 1) _ workspace size; :
facility management : David 2). workspace shape;
G. Kincaid (1994) UK 3) . density of people;

4) -~ location of workplace;

5) quality of lighting;

6)  quality of air-conditioning;
7) noise level;

8) overall environment, etc.

2.Benchmddngmeﬁcsr Categories of metrics

used in UK facilities 1.  business mefrics

management : Kaith 1) = Occupancy cost as.a % of operating revenue by building

Massheder and Edward 2) Oceupancy cost asa % of the total of labour and o/ h costs by business unit
Finch (1998) UK 3) Occupancy cost as a % of operating revenue by business unit

4)  Occupancy cost as a % of the total sales, gen & admin cost by business
unit
§) Locational analysis on basis of where key skills.are available
6) Locational optimisation (in context of attractors and repellers)
2. building performance metrics
7)  Total number who benchmark

B) Occupancy cost per sq metre (% change)
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9) Occupancy cost per person (% change)

10) Occupancy costs by building size

11) Sq metres per person (% change)

12) ltemised (occupancy) cost comparisons of above by building
13) Absentee rates by building

portfolio metrics
14) Number who benchmark

15) Proportion oﬁaperatianal space compared to non- operational space
16). Current market capital value compared to book value (freeholds) by
building
17) Current mark% rental value compared to rent passing by building
18)  Proportion of non- operational space that is sublet or assigned
19) Number who int,:u;gde real estate in FM and benchmark
20) Costs of acquis;jon measured against retums (eg IRR)
21) Actual extra oceupancy cost against predicted cost
22) Amount of space coming on stream per unit ime
23) Time to find and eequire épace against programme
24) Time to 'occupat[bhﬁpginst programme
disposal metrics et
25)  Number who include real estate in FM and benchmark
26) Holding costs peryegr“ﬂme to dispose of buildings against programme
27) Cost of disposal aglﬁ.lngl—% (eg pay- back)
28) Time to clear buildings against programme
29) Holding costs to lease end, break and/ or estimated disposal date
30) Number of months vacant to date
31) Disposal performance measures against natural portfolio shed rate

32) Months vacancy to lease end, break and/ or estimated disposal date

3. Significant metrics for
facilities management
benchmarking in the Asia
Pacific Region : Daniel G. W.

Ho / Edwin H. W. Chan /
Nicole Y. Wong and Man-wai
Chan (2000) Asia Pacific

1) Gross floor area.

2) Usable area.

3) Rentable area.

4) Asset replacement value (total).

5) Asset replacement value (maintained).
6) Lease cost.

7) Initial cost.

8) Operation cost.
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74/ gusia /T / szina

FrtinuamaU iRNuFM

9) Occupancy cost.
10) Disposal cost.
11) Planning c

ok |
R Sl

34) Facility operating budget ratio.
35) Facility budgemxupaate revenue.

41) Backlogs.
42) Area maintained.

43) Maintenance staffing size.
44) Total deferred liabilities.
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FdiauamsU iRnuEm

45) Availability of replacement parts.
46) Availability of maintenance contractors.

73) Annual consumption.

74) Annual cost of energy purchased.
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g9

Phillip Wong Yat-lung (2004)
UK (Case study : Hong
Kong)

97) Total number of parking spaces

4)  Equipment Availability
5) Compliance
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FraauanaU fiiReurm

6)
7)

Complaint and accident frequency and lastly

Customer satisfaction

5. Evaluating user
satisfaction : case studies of
Australia : David Leifer
(1998) Australia

: (Study from 1994 World
Health Organization Study of
Building Health in Office

worker 184 Canada)

1)
2)
3)

Temperature comfort
How cold it gets
Temperature shifts

Air quality

4)

5)
J

Venlilation comfort
Air freshness

Air movement

7) Noise distractions

8)

Background office noise level

9) Specific office noises ;
Spatial comfort '

10) Workspace fumiture arrangement

11) .Amount of space in workspace
12) Work storage Insufficient

13) Personal storage- —

14) Visual privacy at your desk
15)~ Voicé privacy at yoﬁf“de'slﬁ: '
16) Telephone privacy at your desk
Lighting

17) Electrical lighting

18) How bright the lights are

19) Glare from lights
Building noise control

20) ' Noise front air system

21) Noise from office lighting

22) Noise from outside the building
Overall satisfaction

23) ‘Rate overall satisfaction
Ability fo do your work

24) Rate ability to do your work

2)

Building Noise Control

Spatial Comfort
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Aiauamal JRnuFm

3)

4)

6. Conducting a facility
management audit : Martha
J. Whitaker (1995) USA

5)

61-

I 4)

f,lwl‘l ¢

“Construction mo

roentol
~ pesiin

’Qﬂﬁﬁmﬁ

A. M. Lemmink (1997) UK

3)
4)

5)
6)

Breakdown frequency
Spare parts quality

Spare parts availability
Parts and material delivery
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srsnnamaJiRnurm

8. The creation of a

management by variance
tool for facilities

management performance
assessment : John Hinks

and Peter McNay (@ UK

2. Service centre

7) Telephone accessibility
8) Problem diagnosis
9) '

10

F

8) People satisfaction
/. 9) Organisational position of premises department

N YR
LR 2 6 2

ga

14) Training provided to users
15) Choice of equipment
16) Cost of equipment

17) Provision of cable management
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s inuan e JuRnuFm

18) Correction of faults
19) Effectiveness of AutoFM

20) Mulﬂy IC" :\. Sie -
3. Space ,

17

AUt
WA T

SN

e allocatio

|
it f,p- business requirements
h x‘ﬁi&b A ( nace

s of
i

hSpal

43) Physical condition of the environment
n “)saﬁmof -: Orki mns

#

47) 2
y 1INYINY
51) Provide environmental impact literature

52) Flexibility of energy policy

53) Good water management
54) Level/controllability of heating
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55) Level/controllability of lighting
56) Level/controllability of ventilation

57) Locality of powe

.y

80) Planning to minimise impact on users a

81) Turmaround of changes

88) Mathod of prioritising changes

89) Cost per employee moved

90) Cost of disruption to movement of materials
91) Cost of disruption to movement of goods
92) Cost of disruption to dust
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FdimamnsU fuReuEm

83) Cost of disruption to noise of drills
894) Cost of disruplion 1o kst fumiture
95) Cost of di 1o lost files
86) Ci "' ar equipment
Sy

m i/, ./

127} Window/camet claaning
128) Users' responsibility for mainlenance clearty defined

. Consultancy

129) Accessibility for day-to-day advice




VFma / gusia 171/ dbszunn

FdimuamaUfuRuEm

QWWMﬂ?@m“m

130) Premises departmant stafl availability al weekdays
131) Premises department stafl availability during night
132) Premises department staff availability at weekends
133: gmeant staff availability during holidays

f fimes 1o queras
&Wm) f#

155) Usar's atiitude 1o pramises depariment m
156) Quality of service provided by stall

1m}wmdmﬂmmm u

depariment syslems
164) Usar's control over premises depantmen|

165) Documentation of premises department syslems
166) Documantation of premisas department standards

167) Documentation of premises department policies
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(Foa / gusia / T/ Uszinm

FainuamsU iiRanurm

168) Documentation of premises department plans

169) Leadership of premises department

170) Top management involvement

171) Premises department effect on organisational culture
172) Absenteeism

9. Performance measures:
relating facilities to business
indicators : David Tranfield
and Fari Akhlaghi (1995) UK

1)  number of meals served in a relevant given period

2) _number of calls handled by the switchboard in a month

3). number of jobs undertaken by the maintenance department in a year.
2. Monetary

4) cost of energy'!'per square metre of facility (£/sq.m)

5) costper employeea! catering facilities (£/person)

6)  cost per employee per square metre of space, cleaning, etc.
3. Qualitative y 4

7) time taken by swg:hhoard to answer individual calls

8)  time taken by maintenance department to turnaround jobs

9) up-time, mean time between failures (MTBF) of plant.

10. Building performance
and its relevance to facilities

management : James
Douglas (1996) UK

1) average annual maintenance costs per employee
2) cleaning costs persqmetra

3) —heating costs in Kol 2 per annum

4) building performance and cost-in-use data

5)  Orbit 2.1 rating
6) building quality assessment (BQA) rating

7) post-occupancy evaluation (POE) feedback
8) property efficiency evaluation (PEE) rating

11. Customer-focused
benchmarking for facilities
management : M.
Loosemore and Y.Y. Hsin
(2001) Australia

1) Average stay period

2) Patient mortality

3). Number of patient throughput

4)  Cost per bed'(capital, maintenance, energy)
5) Cost per occasion of service

2. The Hotel Sector
6) Guest satisfaction

7)  Number of occupants
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e / gusia /T / dszina

Ec:mrrﬁ,
‘premises audits’ ©

14) External area
Aﬁ] Service charge elermdnl’

ﬂummmwmm
ﬂlW’]Mﬂ‘EWT)WEﬂaU

21) Servico charge element
5. Securities

2) Sulf

23) Equipment
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24) System maintenance
25) Service charge element

14. Best practices make
perfect :
Pau!Tarﬁoone()U

ble space to rentable space);

ﬂus

al costs (the costs of prwidlraisfacmw air and water
quality, waste ramoval and regulatory compliance);
?) security costs;

VR AR

10) occupapcy cost.

quaﬁﬂ?}

i{uﬁ«%’%%ﬂﬂ'ﬂ@@ﬂ

"15. Rethinking facility
management : the pursuit of
best practices gives building

a competitive edge :
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Linda K. Monroe (-) USA
16. Department
benchmarking : 1)  Overall facility
Health Facilities 2) Facilities operations / maintenance
Management Magazine 3) Plant/grounds mainienance
(2003) USA 4) Clinical engineering

5)  Housekeeping / environmental services
6) Security

7). Dietary / food service

8)  Material management

17. Role of benchmarking as
a competitive strategy: the
logistics experience : Prabir
K. Bagchi (1995) USA

mﬁmmmm

Time
1) Average lead time
2) . Average throughput time
3) Percentage improvement from previous year
Quality “
4)  Damages, percentage failures at point of use
5) Flexibility, pementaQo'cha}lge in plans after placing orders
6) Charvgas in plans’ duﬁln supply disruption
Cost efficency "
7) « Cost$/ton o
8) - Cost of carrying irwan@ly\ H
9) ~ Cost of obsolescence of materials
Diagnostic measure
10) Tonnage and annual procurement volume
11) Percentage downtime
12) Estimated dirilling and well operation days

18. Space Utilization —
Definition and Process :
www.fmlink.com (2004)

1)  Total number of buildings.

2). | Total gross square feet of all buildings

3)  Total rentable square feet of all buildings

4)  Total number of building occupants on all shifts.

5)  Total number of office occupants:

6)  Total number of 1st shift building occupants.

7). Percent of gross square feet that is utilized. Utilized space for this study
includes workstations and production space that is occupied by a user.

8) Total number of unassigned (hoteling type workstations) with network

connectivity.

19. Benchmarking the Move
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Process : www.fmlink.com
(2005)

1) Office personnel relocation—Moving Cost— report the total cost for moving
the employee's belongings from one location to another including packing
materials and transportation. Do not include the employee labor required
for packing.

2) IT Support—includes the cost of moving and setting up an employee's
information technology equipment. e.g. computer, printer. Exclude any PC
change oum‘..‘l moves that are related to lease terms and / or product
upgrades. ;

3) Telecommunications Support—includes the cost of moving and setting up
an employee's voice / phone equipment.

4) Indicate the phl number of people moved associaled with the expense

20. Benchmarking the
Custodial Process :
www.fmlink.com (2005)

1) Janitorial

2) Window Cleaning
3) Custodial Unifom)éleaniqg
4) Other “ "

5) Casts charged to other depts.

6) Administration e o
7 Supplies & Malerials
8). . Tools

9) Labor

10) Total custodial costs

21. Benchmarking your
Utility costs :
www.fmlink.com (2005)

icators for measurement : Utility Cosi
1) Annual cost of electricity including any penalties/credits imposed by your
utility company.

2) Annual cost of water.

3) Annual sewer costs.

4) = Annual cost of fuels such as: natural gas, propane, fuel pil etc.
5)  Other utility costs such as purchased steam or fuel oil.

6) Annual'BTUs of fuel consumed (do not include electrical BTUs).

22, Benchmarking your
Maintenance costs :
www.fmlink.com (2005)

icators for measure
1) HVAC
2) Electrical
3) Plumbing

4)  Energy Mgmt / Security Systems

5) Mechanical

6) Waste Water Treatment
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7) Reverse Osmosis De-lonized (RODI) Water

6) Building Exterior
£ 7) Building Interior e

AU NN

9) Halls a\d lobbies

Rest

qRIAINTEINYINE

l‘ 5. Facility maintenance
13) Air temperature
14) Lighting

15) Rest rooms
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16) Walls, ceilings, floors
17) Elevators
18) Parking Lots
6. Safeguarding:
19) Site Protection (Security) Services
20) Environmental Healih & Safety Services
21) Safety of your work place
7. Food services: 4
22).Caleteria
23) Catering
24) Vending Machines
8. Facilities services: I
25) Process for obtaining facilities services
26) Tﬁ'neiiness of'f;cili;ies services response
27) Overall faciliies: semce

24, Benchmarking your
Fixed costs — Insurance,
Taxed, Depreciation :
www.fmiink.com (2005)

1) Building and building improvement depreciation.

2) Leasehold improvement depreciation.

3) Depreciation for‘ffghiture. building equipment, spare building system
equlpmen( (e.g.. m chiller), and facility's department equipment
~8.g- lesl equipment erfa%uny's department depreciable equipment. Do not

include producllon ﬂubmem computer equipment (IT), or machinery
" depreciation. e ‘
4) Property insurance costs necessary to protect real estate, buildings, land,
and equipment for the site.
5) Taxes on the equipment covered in question H3 and all real estate taxes for
the site.

25. Benchmarking your
Ground / Landscaping :
www.fmiink.com (2005)

1) Cost of your grounds and landscaping maintenance activities
~ ' Administrative costs for grounds keeping
- | Direct costs for grounds keeping
- lrrigation system maintenance cost
- Replacement costs for plants, trees, shrubs, etc.
- Total annual grounds keeping costs
2) Area maintained in acres

26. Benchmarking your
security services :
www.fmlink.com (2005)

1)  Facility security costs.

2)  Security numbers
- Number of security employees
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- Number of staffed entry points
- Number of all card / badge readers controlled access points

27. Benchmarking your
Environmental Health and
Safety (EH & S) costs :
www.fmlink.com (2005)

L leasurement . £ny - TOTHTIEN L e
Employee compensation
Consultants
Testing laboratories
Materials and supplies
Service conﬁ;cts
Routine cleanup
Ergonomic evaluations in the workplace
Other l
Total Site EH&S costs.

28. Benchmarking your
custodial service levels :

www.fmlink.com (2005)

9

Jeaning Freqy ency Survey
GEneralrdﬁces dusting frequency.
General offices frash removal frequency.
General offices vacuuming frequency.
Hallway areas ﬁoordarefrequency (vacuuming, mopping, or dusting).
Hallway areas kaaﬁdﬁqmval frequency.
Reception areas Ho'ot’eﬁ'm'ﬂzquency (vacuuming, mopping, or dusting).
Reception areas Irash.mal frequency.
Production cleaning Jrequqncy (trash removal, vacuuming, mopping, and
dusting). "L
Lab cleaning frequency excluding lean rooms. (frash removal, vacuuming,
mopping, and dusting).

10) Rest rooms cleaning frequency.

11) Rest rooms total square feet

12) Cafeteria cleaning frequency.

13) Cafeteria total square feet

FINANTINN 2.1 WU

8 nfuAEiu An

L)

1
o

i o By B S AT 1 ° f ' 4
FanlAnanafaviannn 326 Aaddm asunsminunwiangaidianun

1) n&al Space and Area Management Performance : 66 #2447

2) NN Energy and Utilities Performance : 52 Frdn

3) n§x Environmental Health and Safety (EHS) Performance : 26 ﬁ":é’i’ﬂ
4) NN Churn and Relocation Performance : 64 #2390

L3
- o

5) NAN Service and Maintenance Performance : 56 #2190
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6) n{y Custodial Performance : 28 Fiin

7) nfu Customer Satisfaction : 14 Fndin

B) n&x Financial Performance : 20 Wi

FaruaziEnmresRainnasmacuaasBluniauuan v luwh 106

anmsAneeInIMALRI A LR iﬁ)ﬂw‘mmmﬂ:ﬁﬂgﬁinu FM sinalrzonAls
inusLANaaf i Tinluidesnes Space and Area ?mnaﬁ:n;gu Performance : HANTTUTURMIUAM
n138ANEH, Churn and Relocation Performance | sk unslendiuusslfunfou
uaz Service and Maintenance Performance : Hmmmﬁuwmﬁuipuﬂm Wusumsnnigalu 3

; |

.-"‘ \I
ing mmtﬂﬁvgm FM
I,-"“ g * 3 .ﬂj

241 : wzauns Benghmarking Taewaly

: ryﬂﬁnu?mﬁ 1072 R AaNITMINETRE (2549) s dud
s 3 a5 7

narking Lﬁunﬂﬂfw:[qnul.uqt'ﬂﬂnﬂ:rﬁﬂufﬂ"unﬁﬁlu Lildnae

Air :ﬂ-‘:‘tcyg‘im ﬁiﬁfﬂjmﬂqﬁ-\uﬁéﬂﬂumuhmﬂmﬁmnﬁmﬁu

#avis Benchmarking 3afeai nﬂym!ﬁuﬁw Best Pract il hlrzgnl4unring

2) Bﬂnchﬁaﬁ@jﬁummﬁiﬁgﬁ un191 Benchmarking #naianeing

Wusvin WRinremduusadsisannssdnmanilincedeygmidein U s ingradfis il
i 3eludniiaziiaruusm (Code of Conduct) AuRy e ldnamin ﬂ;r,-&hmarking fafhuuasiiin

S, il =
Unzlumigage | - _,vl

""'.d-"{. = P E L iy ‘.h'—— il

39— dhwsuiuwisgs (Utimate Purpose) 184 Benchmarking Aenisdny Best

Practices (et Uiurlgsmues TlansfatudsainsnBoudoudawindy Jadfoududagou
TEWIN AYIAUAT Best Practices iThi 10% - 20% : 80% - 90%

wisdnimssialzzmansainulEAssafiren wussAMIIBYE Benchmarking

AIALLTT
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aBnADULULeISN

unsnethaeu

“Benchmarking is the practice of being humble enough to admit that someone else
is better at something, and being wise enough to try to leam how to match.and even surpass them at
it wuAnfa NN Benchmarking MinstLnumsfinglnldiemewhiesiatng, mﬁﬁ;‘:ﬂmmmiu
FL- . i .. Bt b, 8 L, § L8  —
Foadd uszamnzoi mER aneneamasFuufnenson WauesinmouussiermusguisiulAly
ﬁqn" {Harmon, 2000: 20)

“Benchmarking are measurements to gauge the performance of a function,

operation, or business relative to others Wiu4 Benchmarking Lﬂuﬁuﬁlﬁfi’nmm'ifmmpu'm—m:
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NEEVTOHAITLIBIMUIENTY, NFUfTRY viensaiiuaunisgsnafitananisndesfuiugiu’
(Bogan and English, 1997: 516)

duludeanszinunis Benchmarking 1 ﬁﬁﬁﬁiﬁnﬁwﬁqn?::mumsua:'i"umauriw]
284 Benchmarking ¥t

nEvLuN et uReu NN Benchmarking anansodnuunesniluinfuduneuls
A4 (Unesco Bkk, 2006)

1) nasfanuaindeuaznisareuE LAz a1z i vuaiadaiazyii
Benchmarking latuBeuiiiunssuaunis Tuasinsnnelu iy §iledesnisuBoudiey iy wdniosf
NIENTT MR NIaETIRLLNN AN LAsNaaE e

2) N13a%19M197U (Benchmarking Team) NNTAAMNTI AITazHeaAanan
anuane daulussinaTreiladnuitadassainoiy flaziailidayn uazAausouann Reudayaiu
1 Iasnranuatesdpaany sandiniufin@eonu InasHneus Waz919ULHUNNIN Benchmarking
founy

3) nq:}%uﬁh Benchmarking (Identify Benchmarking Partners) TasFuann
Fuvmioganu uanasAnsiiensasnudanetaiii viier s auuadn3aludufiazin Benchmarking
Knti (Competitive Benchmarker) Lagwene1awILATasne fLmaeuiun fifluseqalaideaiu ey
aefnsszauntsnd luntsdann Benchmarking  (Functional Benchmarker) w3audiusn139mi
Benchmarking Tumintanu@enmiled (Internal Benchmarker) Tasuffeuiieunszuaunis lussAnsaes
i1 U ERiFesnnsiazi Feauidiay

4) NN9LMI39139N ua:ﬁtnﬂ:ﬁﬂﬁaffcmlecting and Analysing Benchmarking
Information)

5) vnaiudieyn uasiinside finanduiidiesiin fide axdesinmaiuas
antfufinnzzuountemeluaessies fianazidanin Benchmarking ~fiugau ‘ﬂm'm'l-ﬁimgmqn
\ENANIIIBITY Internet 1381NNATE NsBBNMIARLN M mie YseRu RevinsuBoudio
mafiufieyaresesdnesine analiegugideniu hisgnanrodnan146un enadenlfulifiguedng
weniufeu A Felineuniwligiked uAdinsasiwing nnivil Aasialiinsgtnunislminean
And1 Benchmark AAaly

6) n1UfiRn"e (Taking Action) vn'qmsmﬂsﬂ?’uﬂqqLﬂﬁ‘ﬂuuﬂmmuunﬂnﬂﬁ'
el laminnastiniuadioysiiAuns-unsvauuanasiniiiunds ey futlganaisandun s ateuseg
diauneiiongld uazmaﬁmﬁmmi‘uﬂﬂtﬂi\"uuuﬂmuuu Widiaiuanouni2al uszMidunaidinn
Benchmark T fisrinmiald nafam s lszilusn anadeslifdarmienn uasniedon fedrnag
WAsnsauiiuns dagniswnuuwlaslus nmin Benchmarking  # Wunisufunlgan/asuulas

oy o s
nIzUAUNT atsadie inemseglussAumiwualy



g wasium! (2544) HFeunszuaunig Benchmarking Viifluusun sl
¥ ¥ o X
dumawianan 5 Tumauldaail

% -J _ ; X o 5 % '

duf 1 n13979ukU (Planning) Wunsimwuateuanuilunisaniiuay Jadunig
AMUUATALLIA 2IUNUUALTEALANNAATY TUNIgAN HLY

: 1 =g P Pl 4 - - e

N2 MR (Analysis) iunasainaudinlaludednineaiunsU i

- - mle

WIRNTELIUNNTIRIBIANTUASEINATININA G e

z d _ = .

UM 3 NIYTIANAE (Integration) idwnasiauuativineluntsAeuulasuas
W TeazannafaaLNALNEUASNITIIULNUIRIBIANT

- ] F - [ o - |

un 4 naadfilE Action) iumsulasunaAnusuanisAnsn Wiidunisddiuaui
Wugsrsn TaduialadnAnyaeen 121 aWmMEN ANHLNINIT Benchmarking

:’l J - i o

N6 nmadulaia (Maturity) (Wunasia Benchmarking i luluynnszuaunis

FeavdaalfiResi e dasduiuiianasanigiafntududiouks

mslaudiait MR

MR nIYsuIMe

aziuléin Benchmarking unszuaunisiisziidanfoudfieusarsanisl i
?'iLmﬁnumz'uamuumﬁﬁﬂg[kﬁuﬁ'}mﬁ’mmuﬂ:;?auﬁﬂﬁulﬁﬁnizuaunﬂsﬂ%’uﬂ;«ﬂﬁiuuuﬂm Wi
inpoafawiasindiurzuy Taefidnnyszasd inaliianimiBunivade fussdng videdmaglu
szAunivieiandn wsrdomnasniinmimunie lentusguiasas 1§

TauiifumauuasnszuoumslunnlfuRasnsainicléiu 5 funsude

1) N179UHE (Planning)

2) nafiususantaya (Data collection)
3) msaesidiays (Analysis)

4) mMssznaNauazFuuNy (Integration)

5) Nl iR (Action)
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anfayadresiuaziiulédn miasaumnudananu amnsodipsziasAng luusas
1 uazluusazdauldians Fnuninin Benchmarking Assnansoinléiuynqesdng HATiAz AT
Iuegiunmsinmzt Lﬁﬂﬂ*}'uﬂ;qu.a:ujﬁrﬂuuﬂmn?:mumnﬂqmﬁnf&uj ugednAty Teasfrnudi
az¥1 Benchmarking Wufesazaalideyluasdng uazannsollufianiadsaty Taeldvinens au

3 o ANy
1A Qusanu Wideenge uas T lAnaANANINIgRESY

242 n19%i1 Benchmarking HRNTUHIRAIIL FM

1

R IAMIMNIBIALANANTAATNNTEY Benchmarking Vinantvinusinariu fil

“Benchmarking is the process of comparing a product, service, process — indeed
any activity or object — with other samples from a peer group, with a view to identifying ‘best buy’ or
‘best practice’ and targeting oneself to emulate it MUY Benchmarking (1unszU2uN1518909
wRsudeunAnsiue, gamsngg, nassaiusuresianssniadngled fsasinsuBaudeufugiae
aglunquiRtfuvanafignunug Lﬁﬁﬁq:'1.&1’1’1nqiﬂﬁﬁmw’mﬁndumiwﬁﬁqa waznuustimune
Wisegmilaguisls” (Bernard Williams Associates, 2001: 12)

“Benchmarking is the continuous process of measuring products, services and
practices against the toughest competitors of those companies recognized as industry leaders.
wu1efie Benchmarking Lﬂun'.r:mun'miﬁLﬂﬂq'lumﬁ’nmnﬁmﬁmﬁ . MIUTNT uazn iRy
Auiiudeundandn ieiisazdialugaonniiudiin® (White, 2003: 58)

“Benchmarking is & systematic management process that helps managers to
search and monitor the best practices and/or processes. The search for the best practices may not
be limited to directcompetitors. The goal is to emulate and exceed the "best in class"..........definition
of benchmarking as.the process of:

- comparing practices and results with the best organizations in the world,
and then adapting the key features of those practices to one's own
organization;

- accelerating = organizational learning, customer-driven quality and
continuous improvement;

- helping organizations _identify breakthroughs, by comparing . their
processes to those of the organizations recognized as being the best;

- helping organizations learn from each other whether it be in business,
health care, government, or education.

WN"Ea Benchmarking Lﬂunr:mumm?mﬁm'r?ﬁ"Lﬂu?:uuﬁiﬁz-ﬂmg’ﬁ'amﬂum?

AunuazjuiulhingninanuuszUfimnuniangs lunsAungidu Best Practice uulildidadnina



ld’ Ia-J-i [ i : ' ] =i 1 i F
aggffinisuteiulasasaviniuy winudduniseuuuetwiFedeuwngiiduy Best in Class Tuau

*El'mﬁ‘m ........ ARTRAYNTRY Benchmarking 1éur
- I.LEEI'IJLﬁﬂ'un']Tﬂ.f]ﬂﬁﬁuuﬂz&lﬁﬁﬂdﬂ"l?ﬂﬁﬁ@’!uﬁnﬂdﬁni"ﬁLﬂuLﬁﬁfi"JTﬁﬂ
uasin Key AldisnWm e Fuwsnluasfnsaem
- Wunsidsvidenszduliiiennsdeud, adnduliifaniaiusnnmurigné
waslunamun s ilfeme luasdnsasinssaiiies
- Faeiiaernana ¥dgasluiumisin TaennsuBeufeuiuaadnsiug
- do0 WiaeAnan e iaN s FauiFaNiulua eI umne 11l §308, NsLEnng
quAW, 3318 uaznsAnm sy (Bagehi, 1995)
demndayadnasuanunsminunan/1§dn Benchmarking luanu Facility Management
Aa nezuoumsn i Batiiie inneeesn s iR uitin N aFoudeusfunusan
uaTHALIBIWRZasANzIl alHARsufussinmaTAlun U FIR e diiuneuRiAnd1
amlfnluasimupsU iR FM
n19v1 Benchmarking  ldigusasuandIasAnsanmeglu Fn il
wnusitazuantinswilain aednglafliiu Best Practice sifagiiinnnIfiAuiiafigalusnsamaig
uazin s ln deaving vie Gap sewinsasAnssasis v santes uAli uazuananiifoin
Tinsuldendn mqhmﬁnﬁaatmﬁm?ﬂuﬁﬁuuﬁ%:ﬁﬁq_ﬂ wINUaTaNuILARIIN aafnsaavseglu
szusavdaszAURInd i gaeseainsi el nisusnamasansaasiiumileuusenssdui
aztanlfasdnadinanisfias i uﬂ:ﬂﬁ]ﬂ;d?ﬁﬂﬂiﬂﬁﬁﬁﬁ’mﬁﬁﬂﬁﬂ11ﬁﬁlﬁﬂuLﬁﬂﬂ?ﬂﬁnfi’lQQﬁ'ﬂ?‘ﬁ‘uj
-;'i"wé'qﬁ'l'l.ﬁtﬁnm'lus‘quﬂaﬁ'us:whmaﬁnsua:tﬂumsunmﬂﬁtmmsﬂ{jﬂ‘ﬁmu‘lumﬁn?mq-r?n‘ﬂfj'luwm
udAtaiugndan
uanainyselgnineansyuaunis Benchmarking Enaan ) uiarfu Farananiain
NTTUUNTT Benchmarking N7 14 143U Facility Management ﬁ'ﬂiw'luf:immq'ﬂﬁﬁn iy lunnam
ATl 8UATAR LB BIHAREIQNTRINITUUAITUAI|IRIUARSAIANT INTIENTEUINNT
Benchmarking i lunsztaumsiinliAanisu Boudieuuas Goudiudfianda Jainlimsudd aosi
asvmuis v dndn U TR Ul WfiAnas I daZnizliaunis Benchmarking A<#eaiinsUfjun

k J - -l d: 1 ' i
\lu Dynamic Process e Wi anan 1 sulaguutlasraulfatraaiias

dwudusenlunszioung Benchmarking Tusnu FM fuaspéntpdaiungsuaunis
184 Benchmarking ¥l Fadaulug)luem FM aziulufinnsfaussuFeudiey Peformance 189971
Faupinen fail

N7EUUNIT Benchmarking 147U Facility Management # 8 %unﬂué'\:ﬁy (Atkin and

Brooks, 2004: 19-25)
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1) identify the subject of the exercise

2) decide what to measure

3) identify who to benchmark both within your sector and outside
4) collect information and data

5) analyze finding and determine gap

6) sets goal for improvement
7) implement new order
8) monitor the process of improvement

dumauluniain Benchmarking T4 Facility Management 3 5 Jumausail (Bogan

and English, 1997: 516)

1) decide what to benchmark (launch)

2) find companies to benchmark (organize)
3) gather the data (reach out)

4) ‘analyse data and integrate (assimilate)
5) recalibrate and recycle the process (act)

Y98 N2U9UN1T Benchmarking 1497u Facility Management #1unsnutieanitlu 4

Phase 10 Tumeu Adil (Monroe, 2007)

Planning Phase

1) Identify what in facilities is to be benchmarked.

2) Identify whom te benchmark, whe has best practices.

3) Determine data collection methods and collect data.

Ahalvsis Pt

4) Determine performance gaps and analyze why best-practices are superior.

5) Project future performance levels and how to achieve superior
performance.

Integration Phase

6) Communicate benchmark findings and gain organizational acceptance.

7) Establish/review.performance goals.

8) Develop action plans and implementation schedule;

Action Phase

9) Convert benchmark findings (best-practices) into specific actions and

monitor progress.

10) Recalibrate benchmarks and stay current with ongoing changes



F991nnNA19RaNIZLIUNIS Benchmarking 11474 FM veinATnaReuNe wWudn
ANNNTOWLNNTZUAUNNT Benchmarking 18 2 78 A

1) NTULNNTTUIUNNT Benchmarking (Phuiuneuvde [ Steps MM AN
maAnedesdunudn Funeulunszuaunimin Benchmarking Yufifaus 210 Tumeudaniu 19
dATManarueaszsuRe s dnAosiy et seanii Phase 1R 2-4 Phase

2) NITULINNTZLUNNT Benchmarking il 2 nq’umuﬁﬁnwﬂﬁiﬁum%mﬂu
ua:‘r:ﬂmﬂﬂun?:munfm'ﬁn Semnnsnurialfiiu

2.1) nuaesiumeuiidszaziaan lun s fRTdu Tefuneudingnn
Guﬁqun'mnwuuu(manning). nsuitisausandiaya (Data Collection) uazn1aiATIzidiaya (Analysis)
?iqlunq'u'ﬁ %uﬁﬂuqn'ﬁ’ﬁﬂﬁzﬂﬂﬁmﬁné‘uﬁu UazniiAszidayaTaeesAnsuazRKeenisin
nReudewindy
22) naj‘u.-'nao%'unguﬂ'li::ﬂmm'mmmﬁﬁﬁﬁmq FefumauiFuduay

wileuiulunguusnuataziiEn2 funeuRenistszuoauauazilfliuny (Integration) uaznsasile
U117 (Action) 1qlunz§uﬁm A8 ngunaNnflanszuaunng Benchmarking Eufausin1sneuay, o
musandiaya, Anssifieys, rzananalfuuny uaznsasdied iR Fannuaiiesnundsbinidaiie
ﬁmmfﬁﬁ:ﬂﬁﬁﬁnn%ﬁa_\‘ims:}ﬂqné’u‘[ﬂﬂﬁﬁﬁﬁﬂi’i‘[ﬁih FanszU9uN"T Benchmarking Aananaazdl
anwnuziiluneas ualfsruzanunnndangiinm

1aq1nm?ﬂnmmzmumﬁ' Benchmarking Vamuanudn lidnazidunisue
nszuquniseen W ludnwasluunialufianialafinas nszuaunis Benchmarking  uanu Facility
Management tuaziigneuzusliiufiamni@tafufingsuaunis Benchma rking Tumnegsna fatledn
ThumiinGes Benchmarking 'hJ'Hmnﬁqn FOUANNHATBINTANINLTNTLIIUNNS Benchmarking
T FM i 5 fuseu Seuiasfunauasiineas@unda

1) N13979usN (Planning) : Ferimunllériewdtfeantsfiasia Performance
183974 Facility Management ludnula, dansuazimualilddnasinlasainnsuBaudiay

2) naiususandieyn (Data Gollection) : iLsummdayaTIeIBIAnTIBIUAY
veadfisgiinn i Fuiifgudie

3) niaAnzidays (Analysis) . iWunsuFououdayausinszinides

YN (Gap) FEMINBIANIIT LA BIANTININATIWTaLTEL

4) nrUssnasuauazlF LN (Integration) ;NAMUALLINI TR TARILN UAY
Uiinlgam sty
5) neaeiiaLfiR (Action) amnsnwia iy 2 dusey As

- Planning g nsiuuaiiwanalilddumasimnnligqala
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- Action of Improvement A8 yian1saBunzuas IRNUANLHLTLAN
@1 wieamiainnnssmuna lunsaUfiRouwsacduneustwandsareunay (Fwaniidetanaialy

fumeuansolFuussIiaanndels)
J o = - :
Tatinsz19uNs Benchmarking Mifiquléaunsavinan@euiu Chart 1Haal

UHUAST 2.2 usINg2119uNIg Benchmaiking 1431w FM

N17979uUH (Planning)

mafiusausndieys (Data Collection)

mMsasdieyA (Analysis)

nasUsznanuauazfuus (Integration)

.
msasiiaUfilA (Action)

Tdnsz1aunis  Performance Management Process %38 N17L3W13UATAANTT

uaﬁuqﬂ“élumu Facility Management #13190 umd'lui‘unﬁwhq-ﬂﬁﬁ'q Wi 2.3 (el TeAnnile,
2550)

Tneileniiof 2.3 Feunefefumenlunsziaunis Performance Management Process
¥4 TufuwsnasFasdinnsdad e (Targeting) fi@iMd1aRIN1UIzIduNG Performance Tusuls
an nﬁu‘iuhmaqﬁ (Strategy) T Lﬂ'aﬁm‘:ﬁ'ﬂﬂwmﬂuﬁznaqnﬁu ATz Fag AN1TALAN
(Control) . - AautlsuAziadus1aTRacKasid 1 fuadedluntzuaunis aantudinnisiana
(Measurement)

el upaaniialddassaeiionslsxdiuda (Adsasshient) AFI w79 R L uALAIE
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Control level of Indo6r Environment Quality

16 | Snuanudieresnuteinitgniaiueay 8 425 34.00 0.71
Ratio of maintenance {ask completion
SumuaTwdednrrndtrieTinuarnintRu 8 425 34.00 0.71
Number of health and safety accident reports
AT U 8 425 34.00 0.71
Level of Room temperature
AR aam sie 1 8 425 34.00 0.70
Annual total electricity cost

20+ | aldsanlumninsdamsnu M semmawng 8 413 33.04 113
Eacility operating cost per Sq. m.
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1 Metrics for FM No. of Average No. of Respondent sD
Ay Performance Measurement Respondents importance x Average
rating importance rating
21 | dnnusfoidesanmndingniin 8 413 33.04 0.84
Number of fire accident J
duusdeiinianslasme 8 413 33.04 0.64
Number of personal property loss incident report
hnumsidini de smasms 8 413 33.04 0.99
Electricity consumption per §g. m.
24 | swdumadadenu SLA Asaenls 7 471 3297 0.49
SLA Achievement
25 | wonFuRmmen sie 1 wiwnATIAzEIA 9 356 3204 0.73
Cleaning service work aﬂacaﬁa_n
26 | Aldselunudeanhymiamm se 1 8 400 32.00 0.54
Annual total maintenance cost d
Aldsaolunudeining sammaung 8 4.00 32.00 107
Maintenance cost per 8. m. ’
Fldnolumainimmondiuaedninauumsset) 8 400 32,00 093
Annual total facility service €osts
TTAUATUN BN U Level of lightness 8 400 32.00 054
TN Workstation size —8 4.00 3200 0.76
A13299 5.4 UARINNTFEIAT
f1 Metrics for FM SD
AU Performance Measurement
- i rating importance rating
31 | mofaweleemsgnéasemstantheviedfua Ao B 400 32.00 076
M :
Customer satisfaction fo workstation relocation
2 | Aidelumanaseseafos de 0 8 388 31.04 0.64
Annual total cleaning cost
33 nmnum:quuhiﬁ%ﬂu 19, 7 4.43 31.01 0.79
Maintenance service response time within an hour
34 | waniuiaveusie 1minaenla: 9 3.44 30.96 0.73
Security coverage area per guard
AT lvrsagnAndenseswasee oum e 9 3.44 30.96 101
Customer satisfaction to car fleet service
36 | #mnmslanireui Chum Rate 7 429 3003 095
s TG unaead " 7 429 30.08 0.76
Total time of efsctrical pawer intefruption
38 | ldeelusudnmrsnnlsenioime se 8 3.75 30.00 0.89
Annual total security guard cost
Ariiaum e 1 Total water cost per year 8 375 30,00 071
dnnuaiiiudeien se deu vie 1 8 375 30.00 0.71

Number of breakdown repair per month or year
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WAZ AINANTINTN 5.5 UARINNTITENANALALTIARIN Average Level of Importance 1u

o - i i =3 ] - vv A o i J z L.
AR 41-56 WuUIT HiliEnggyiudn AadaluEes Suudmim sln e, Wnngunsaiinaay

o ‘ﬂ’ i - Dv J 3 1 i
AZATA / NNMIANATETA (sq.m.) Uaz LN sldun de me.u. usddanfinnuafudesnigaly

mMadanan U IR FM

AINNIAM AT ARIALT ANBRETZAL A NAATYIBIRITIMIaMNR (Average

] ' - ) il °
Importance Rating) #1Ain 4.03 @AY §idiaanryiudy fadaildknannisAnendanudiulunis

umn e uazanAdenUuNIRT§ I (Average Standard Deviation) 183viaue 11fn 0.79 uanadndays

nazanin axfauingugiFuorauiuiedllufiamadoiu

SD

41 | $mmmmanuesmingtain Sick Building Syndrome 8 363 29.04 092
Absentee rate due to Sick Building Syndrome F-
hnumslii se ey via D 8 363 29.04 0.74
Unit of water consumption per month or anaum

43 | #nlii sie marams Ratio of Electricity costper Sq. m. Al 4.00 28.00 1.16
MneRUTIIUTIT A Net Usabie Area : 8 . 350 28.00 0.93

45 | waFuliseu sie 1 minatna o 3.38 27.04 1.06
Maintenance coverage area per staff 7 g ¥

46 | mlolumainmeuiussdninnutemmame 7 3.86 27.02 122
Facility service costs per Sq. m. R
lidnalunuinauazenn de mriasme drd 3.86 27.02 1.07
Cleaning cost per Sq m.
mnfinlgiui e seheduie el 2 386 21.02 107
Planned work completion: office improvement

49 | Allsaluruinmneomniaents s Rimasns 7 an 2597 1.1
Security guard cost per Sq. m.
Phnriigunmosmmitawialdangndn 7 37 2597 0.76
Number of new service required by customer
udteneleresgnéndieinisdataanmns 7 371 2697 0.95
Customer satisfaction to messenger service

52 | maAqun e s 7 357 24.99 140
Ratio of Water cost per Sq. m.
puNane lasasgnAtsiausawniiim] 7 3,57 24.99 127
Customer satisfaction to gardening service

54 | Sauwudmniai niln. Total number of security. guard. 1 314 2198 122
nnugunrabinenuaces sie waniauazes 7 314 21.98 0.90
Cleanning equipment per cleaning area
VhnumsWin sie mraams 7 3.14 2198 107
Unit of water consumption per Sq. m.
Average 7.95 4.03 32.13 0.79
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522  walFaanl¥lunievii Benchmarking uamaifjinaiu Fm
SMPNTNT 5.6 LRI TFLIRIALTFo R Average Level of Importance Tus1#l
110 widn fiadeseglus 7 na 1uri nfi Customer Satisfaction 2 ies, Cost Performance 2 (Fex,
Environment Health & Safety Performance 2 {784, O _ratlng / Service Performance 1 (394, Energy
Consumption Performance 1 l.'*ﬁ-l M ! : ance 1 33 uny Facility Performance
1 das Feazuiulid odeslu s nqauan o Gustome? Safisfaction, Cost Performance WA

J - - -
KINAVTIN 5.7 uﬂmmtﬁmmﬁr&hdﬂmmna Level of Importance Tua vy

1 UAT SINANTIT 5.10 UARINIFBIRIRLTIGEIR Average Level of Importance Tusiniu 21-30
wudn Wadeseglu 3 nfuain 7 nu Jadesiinunnniigaeglungy Operating / Service
Performance 7 {384, Cost Performance 2 {84 usz Space Management Performance 1 (8
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N7 5.9 uAmINIFBIRALWFEIRTH Average Level of Importance Tuf#y
31-48 wudn Gidnaneyiiuin iadedludes wn Fulissey e 1 wineusou uss Vst s
@ou vide 1 WiuFesfitasiulienfigaluninii Benchmarking Hen UFIRI Y FM Wazanng
WIAATIARI9T Wud) Hﬂnﬂﬁuriumﬁmhﬁrunﬁ?iﬁmﬁwm (Average Importance Rating) 11A1 4.09
uamadn ﬁﬂm‘lﬂmtﬂmﬂ 'I':Lh4M1ﬂnwﬂm’%ﬁrﬁmﬂummwmﬂ uaza N ALY
HATY U (Average Standard Deviation) vaai e H1A7.086 unnvinFayanszqnin axviewdn
ngrgdmmnqihaiedhufmsdeeiy

8D
nes
DAz
.07
095
118
.88
127
113
0 -i-rﬁ-riunmlu.'l!l‘mlw-nmar-;cuun;-alﬁﬁun“s-'"'.'r‘,t '-;J';“r::-'-l"“ 143 24.00 113
""""“"’""‘-’l“""f’-‘*‘m & 400 24.00 .88
Rato of No. of coneres , 7 ’
T mmmhummmﬁn s ETN T xE
Annual total tacilty ssevics costs | o
mamrrssumnTR sl e i 3 2300 17
mmpﬂﬁwﬂ -
ﬂmmﬁwummm 7 am 2300 0.86
Numbar of new 3arnce requied by cusiomar .
prndanelymagndndminrindasna 7 aze 23.00 136
45 | AMdrelurmaneramser oo ke 1 & 367 22.00 1.03
e | oy i se dieu e 0 ' o : a50 21500, 1.54
4T | nonFulierey e 1 minrnsu 3 T 19.00 0.75
CRarctening serace wovk MoCabon
Phrinr i se e e 1 8 aw 18.00 147
Unit of water conaumption per manth of annum
Aversge 7.58 4.09 nz3 086
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%w’mr}'ﬁmmmﬁtﬁufiﬁmﬂu (Average Level of Importance) ﬁ'ﬁmmnﬁqamﬂﬁu 44.01 g N8R
pufanelaraagnAten iR FM (Customer satisfaction to FM services) unztiasfigauiniiu
21.98 A nsTadruaud i s viavae, FtatuglinzaiinAuazens / WninpNazenn
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Metrics for FM Performance Measurement

ANt

Asia Pacific

UK

Performance

Al luuiananzen Ae MTLHRT Cleaning cost per Sq. m.

Alivmanun sia 1] Annual total electricity cost

AW e mT1eLume Ratio of Electricity cost per Sq.m.

Amviawsn sin T Total water cost per year

SRTAM Ae mIaeRT Ratio of Water cost per Sg. m.

Al mauFMIseTEldTI Ratio of total faclity operating cost to

total revenue

Admine(FM)sauseTalAsan Ratio of FM overhead cost o total
revenue #

< 2| 2| L L) 2] 2

Energy expenditure/person.

Initial cost.

Total costof parking system.

Ptanning / Operation cost. 4 .
Total enviganment cost. =

Envirenment cost/m2 =

2le|lelelele)efe]

Cost of disruption to movement of materials

Cost of disruption to movement of goods

Cost of disr_giion to dust

Cost of disruption {0 noise of drills

Cost of disruption o lost furniilure

Cost of disruption to lostfiles - -t

Coswfdlsrupﬁonmomareqw

Cost of disruption to-computers: o e o

Cost of disruption to telephones

Cost of disruption to other equipment

Cost.of disruption to computers

Cost of disruption to telephones

Removal costs

Business management time used on facilities issugs

Actual costs within budgeted costs

Contribution to society

Ll L| 2| 2 2| 2| 2|22\ L2222 L] 2| 2|2

ARSI SLA #iRately SLA Achievement

Fnunuisunsosmeviswiialdaingnd Number of new
service required by customer

- Amuanalasen nifiRen Customer satisfaction lo FM services

anufiswalsussgnAidesuisinigl Customer satisfaction to repair
service

AnufianeleraegnAiAsnuATINRZE R Customer satisfaction to
dleaning service

AnufanalaregnAseruinuATIaansia Customer satisfaction
to security service

< < < 2| 2| 2| £ |

ARl rRgnATREN TR LAz ae l BTN IMUE Customer
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Metrics for FM Performance Measurement

meAnnil

Asia Pacific

UK

Satisfaction

satisfaction to car fleet service

AnufansleraignAseEnsdndaon®1s Customer satisfaction to
messenger service

ANefanalsrssgnAFenuLFn1edineu Customer satisfaction to
office services

AnuRanslsrsagnAssrumIuLsz)ivimi Customer satisfaction to
gardening service

AaRawslaueagnAIRBNIIAARLIYINL Customer satisfaction to
space allocation

muﬁmﬂhﬁqnﬁ'ﬂiﬂnﬂhnmuﬁuumﬂu
Customer satisfaction to workstation relocation

AaRane s nasgnA AN MLIase: LTy Customer

<) 2 <2 <2 £ <2

Level of politeness / Level of friendliness

Operating /

Performance

$wrumudGseesnutasnigamuusy Ratio of maintenance task
completion H

duunidudstan sia tAou wie T of brodoot Ao pof
month or year

nrareusuaIRBuTamely 1 1. Maintenance service response
time within an hour

2| 2| 2] 2]

SammmlfiRauiamausuiilaaaed Percentage of planned work

o fufliageu so 1 wilnaute Maintenance coverage area per staff

v fufinteu sa 1 winaw sl Security coverage area per guard

v fuiateu de 1 withuiATdeee s Cleaning service work
-

szAuqu eI liAmanud Quality of maintenance service

druaudnird mn Wesiam Total number of security guard

1FnuguUntaianuszenn sie Wy vhanuszen Cleanning

2liel 2] <2le]e| 2] 2] 2] 2]

Availability of maintenance contractors.

Availability of replacement parts.

£ | £ |

Services reflect business objectives/priorities

Unplanned core business management time on maintenance issues

Minimal disruption during maintenance

Standards of ¢leaning throughaut buildings

Users' responsibility for maintenance clearly defined

Daily office cleaning

High tech cleaning

Windaw/carpet cleaning

Space

Performance

FEAUATINETIIDINUTIVINTY Level of lightness

SEALRUUTBINUTIO Level of Room temperature

AMNARUTINTY Workstation size

vunauTiauTIsaER Net Usable Area

< £

Lld | £ £ 2| 2| 2L 2L L)L

nmnlgauildiaFama schedule #naiald Planned work
completion: office improvement

Sarimelengreui Chum Rate

< LlLd| 2| 2] 2]




Metrics for FM Performance Messurement mAAmnl | Asia Packc | UK
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Management | ® Total Rontabis Arma v
Parformanca "  Effectiva of allocation of space 'J
L] 1
= , v
" z 7‘7_“7'~ ‘J
. N vy
e o m— y
®  Totwl numberof parking speces 1' - 5 v
" Space flexike 0T "",';"."' B v
T R v
" O Yion ol F?". ’% s \l
o - =
" The ﬂ: amas | L) \ \ v
T T T R v
T T N v
" Localty o powecca sockess V! v
. J &l l.l"..l_ I':\ N
Envionment | * Tedprnmied P v
Mumbar of j . :: >
= . ==‘11 4_
v v
v y
'
=
v
v
b C
_ pagon & o good phycatomrontrent j

‘-U ®  Sultability of bisldings and funclional environment

8 Gross floor srea under safoty and !h.-ﬂwmal.

Unit of waler consumplion ped month or annum

= Finwrdldh fe s
Uinit of waber consumplion por Sq. m.

" Energy conaumption/parson,
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Categories Metrics for FM Performance Measurement maAnwnil | Asia Pacific

®  Energy efficiency / Performance ‘I

®  Energy awareness

®  Flexibility of energy policy

2] ele] el

®  Energy conservation

Facility " srmziom Al hAURRDAT] Total time of electrical power interuption

Change ®  Clear identification of change objectives

Management | ® Communication with affected parties

Performance | ™ Reason for changes made apparent

®  Responsiveness of premises department o changes/requirements

®  Premisgsdepartmentaccommodales new requirements quickly

®  Premises depaftment accommodates new igchncbglea quickly

. Premises department responds well to organizational change

®  Flexibility to special requirements

®  Planning 1o minimize impact on users

" Tumaround of ghanges

®  Ability to undertake change

" Availability to complete changes

®  Implementation of changes

®  Programming of changes

" Achievement of completion deadlines

2|l Ll 2| 2| 2| 2| L)L\ L] 22| 2| 2| L] L] 2]

®  Method of prioritizing changes
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seaziBanRItIaRanTU iRNY FM aanmsAnsunanues

undgnisuasgUfinnu FM lusnsilszinadiuau 28 unanu

f-'nnm?ﬁnmwudqﬁﬁ'ﬁﬁ'man'\:ﬂﬁﬁmu FM avilh 326 #2370 Faanansoinsutiangsl

Yiavum 8 nandaerii Ae

1)
2)
3)
4)
5)
6)
7)
8)

ngu Space and Area Management Performance : 66 Fa e
nax_Energy and Ultilities Performance : 52 Famin

Ny Envifonmental Health and Safety (EHS) Performance : 26 #33n
naN Churniand Relocation Performance : 64 Frte

n§N Service and Maintenance Performance : 56 i,

ngN Custodial Performance : 28 #rtdn

n§x Customer Satisfaction : 14 ﬁ’ﬁf‘z’ﬁ

ngx Finaneial Performance : 20 oo

FeazannsouanetasiBnedied

2)

3)

4)
5)
6)

8)
9)
10)
11)
12)

Area Management Pe

workspace size / workspace shape / Usable area. / Workstation utilization rates /
Amount of space in workspace / workstation utilization rates

density-of -people-/-Square-footage per-employee /- Sq metres per person (%
change) / Area per employee

Gross floor area./ Total gross square feet of all buildings / Percent of gross square
feet that is utilized.

Rentable area. / Total rentable square feet of all buildings

Gross floor area/usable floor area. / Gross floor area: usable floor area ratio

location of workplace / Effective allocation of space

Proportion of non-operational space that is sublet or assigned

Proportion of operational space compared to non- operational space

Total number of buildings.

Total number of building occupants on all shifts.

Total number of office occupants.

Total number of 1st shift building occupants.
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13) Space distribution by classification.
14) Assel replacement value/m2

158) Building efficiency rates.

16)
17)
18)
19)
20)
21)
22)
23)
24)
25)

26)
27)

29)
30)
31
32)
33)

o iing peromance and coti |
as) pancy evaluation (POE) feedback

36) pmpm"qwﬂancy evalualion lPEEJ

ﬂmwmm

Internal planning

’QW"]&WT]?EUNMTJWEI%W

42) Occupancy cost / Occupancy cost per sq metre (% change) / square footage per
occupant

43) Occupancy cost per person (% change) / Occupancy cost/employee



44)
45)
46)
47)
48)
49)
50)
51)
52)
53)
54)
55)
56)
57)
58)
59)
60)
61)
62)
63)
64)
65)
66)

108

Occupancy costs by building size

Itemized (occupancy) cost comparisons of above by building
Occupancy cost as a % of operating revenue by building
Occupancy cost as a % of the total of labour and o/ h costs by business unit
Occupancy cost as a % of operating revenue by business unit
Occupancy cost as a % of the total sales, gen and admin cost by business unit
Building operating costs

Lease cost.

Initial cost.

Facility cost/rentable m2

Facility cost/employee.

Facility cost/workstation.

Total cost of parking system.

Planning / Operation cost.

Cost per workspace/m 2

cost per employee of catering facilities (£/person)

cost per employee per square metre of space, cleaning, etc.

Cost per bed (capital, maintenance, energy)

project costs (improvements to or reconfigurations of existing space);
Facility budget/corporate revenue.

Facility operating budget ratio.

Facility budget/corporation budget.

Facility budget/facility assets.

Air

1)
2)

3)

4)

5)

quality of lighting / Lighting / Electrical lighting
Glare from lights
How bright the lights are / Level/controllability of lighting

quality of air-conditioning / Air quality / Level/controllability of ventilation / Air
freshness / How cold it gets
Thermal comfort / Temperature comfort / Level/controllability of heating / Spatial

comfort
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6) Ventilation comfort / Air movement

7) noise level / Noise Control/ Building Noise Control
8)

9

10)
1)
12)

13)
14)
15)
16)
17)

18)
19)
20)
21)
22)
23)
24) ual BTUS et
Water . | i
Plumbln

ﬁﬁﬁﬁ%ﬂwswa1ﬂi

Waste Water Treatment! Water & sewerage

ammmquwmaa

Electrical / Electricity / Annual consumption of electricity

)

rica -'f‘» Us).

32) Lift & escalator
33) Carpentry
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34) Provision of cable management
Energy / Utilities Consumption
35) Annual consumption / Energy consumption/m2 / Proportion of total gross floor area
36)
37)
38)
39)
40)
41)
Cost
42)
facilit
43) Annual c¢
44) Energy €
45) Average cos!
46)  utility costs /
47) Cost of equip
48) ‘
49)
50)
51)
52)
3.
Cost

m

RO HERRRINVNINYAY

5)
6)
7)

Total environment cost.

Environment cost/m?2 ‘

Total safety and security expenditure. / security costs.
EH & S Costs / Environmental Health and Safety (EH & S) costs
In-house staff cost/total security cost.
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8) Security / security services

9) Number of security employees / Security numbers
10)  Number of staffed entry points
11) bad
12)
13)

ers access points

14)
15)
16) ron ment matches operational
17)
18)
19)
20)
21)

22)  Absentee rates by building ,
23) Specific Symptoms . = _.l‘-" LA :'.a ”

ﬂwwwswa'm

Cost of disruption to movement of materials

3) Cost of disruption to rnox"nent of goods

RHE s tawrh PN 1INY1QY

Cost of disruption to lost furniture
7) Cost of disruption to lost files
8) Cost of disruption to other equipment
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9)

10)
1)
12)
13)
14)
15)
16)
17)
18)
te
19)
20)
21)
22)
23)
24)
25)
26)
27)
28)
29)
30)
31)
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Cost of disruption to computers
Cost of disruption to telephones
Removal costs

Office personnel relocatio M

IT Support cost

Refurbishme
Refurbishme

Internal
Extension to a
Improvemer

Adaptation

Dssposil performance measures agﬁ natural portfolio shed rate

ﬁi UEIWEVISWE TS

Packing/unpacking

q ‘W"l SR INga e

39)
40)
41)

Communication with affected parties
Reason for changes made apparent
Responsiveness of premises department to changes/requirements

Premises department accommodates new requirements quickly
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42) Premises department accommodates new technologies quickly
43) Premises department responds well to organizational change
44) Flexibility to special requirements

45) (o
46)
47)
48)
49)
50)
51)
52)
53)
54)
55)

63) Mi =!' construction or repal

64) Insta[laien of furniture, equipment, aluelcjncal telecommunication

2 MNJ

1) Total maintenance expel'ﬁmne / Total maintenance costs

’QW%N;QQ@HMWWB%W

4) Preventive maintenance cost/m2

5) Maintenance cost/asset replacement value.

6) Indirect cost/m?2
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7) Ground maintenance expenditure/hectare.

8) Backlog maintenance expenditure/total backlog maintenance liabilities.
9) Effective budgetary control

10) "
1)
12)
13)
14)
15)

Allocation
16)
17)
18)
19)
20)
21)

Performance
22)
23)
24)

ian / Knowledgeable agents /

. ‘?‘" -
25) affi d
26) b |
27) P o:!,! ion of preventive maintenance time. / the parcege of preventive

malnteaance Vvs. repair rnalntanance.

A IR HEIAS.

Services reflect business objectives/priorities

awﬁiaﬁﬁfﬂimmwwmaﬂ

Repair duration
34) Overall service evaluation
35) Parts and material delivery
36) Spare parts quality



37)
38)
39)
40)
41)
42)
43)
44)
45)
46)
47)
48)
49)
50)
51)
52)
53)
54)
55)
56)

1)

2)
3)
4)
5)
6)
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Service centre

Arrived as promised

Problem diagnosis

Meeting promises to customer

Explains work done

Management of maintenance / Maintenance well planned
Management time input

Number of maintenance request forms received

number of meals served in a relevant given period

number of calls handled by the switchboard in a month

number of jobs undertaken by the maintenance department in a year.
time taken by switchboard to answer individual calls

time taken by maintenance department to turnaround jobs

Helpdesk call response times

Processing requests .

Unplanned core business management time on maintenance issues
Minimal disruption during maintenance

Standards of cleaning throughout buildings

Users’ responsibility fcr.maintenanca.créédﬁ} defined

Repair / Failure / Breakdown / Percentage downtime / Number of equipment/plant

failures / Breakdown frequency / Correction of faults / Frequency of building failures.

Janitorial cost/m2 / Cleaning expenditure/m2 / janitorial costs / Total custodial costs
/icleaning costs per sg-metre /Custodial:Maintenance - Costs./ Cleaning
expenditure/person.

In-house staff cost/total cleaning cost.

Window Cleaningcost

Custodial Uniform Cleaning cost

Costs charged to other depts.

Direct costs for grounds keeping / Cost of your grounds and landscaping
maintenance activities / Administrative costs for grounds keeping / Irrigation system

maintenance cost / Total annual grounds keeping costs
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7) Area cleaned / Cleanliness status of site, interior and exterior and fittings, etc. /
Custodial Area / Internal area / External area

8) Daily office cleaning

9) High tech cleaning

10) Window/carpet cleaning

11) Specialist plant cleaning

12) Window & cladding

13) Housekeeping

14) Routine cleanup

15) Custodial Cleaning Frequency Survey

16) General offices dusting frequency. -

17) General offices trash remayal frequency.

18) General offices vacuuming frequency.

19) Hallway areas floor care frequency (vacuuming, mopping, or dusting).

20) Hallway areas trash removal frequency.

21) Reception areas floor care frequenc¥=‘(uacuuming, mopping, or dusting).

22) Reception areas trash removal frequency.

23) Production cleaning frequency (trash removal, vacuuming, mopping, and dusting).

24) Lab cleaning frequency excluding clean rooms. (trash removal, vacuuming,
mopping, and dusting).

25) Rest rooms cleaning frequency.

26) Rest rooms total square feet

27) Cafeteria cleaning frequency.

28) Cafeteria total square feet

1) Customer satisfaction / Customer complaints / Reported complaints / Statutory

compliance / Guest satisfaction / User's attitude to premises department

2) Overall satisfaction / People satisfaction / Rate overall satisfaction
3) Satisfaction in Moves and relocations

4) Satisfaction in Facility cleanliness

5) Satisfaction in Facility maintenance

6) Satisfaction in Safeguarding



7)
8)
9)
10)
11)
12)
13)
14)

1)
2)
3)
4)
5)
6)
7)
8)
9)
10)
1)
12)
13)
14)

17

Satisfaction in food services
Satisfaction in facilities services

Friendly service by knowledge staff

Attitude of employee
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Financia
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Metrics for FM Performance Measurement No. of Average importance No. of Respondent x SD
Respondents rating Average importance rating

lgerelumeLdnedanteeTu FM s sie Tl Annual total faciiity operating cost 9 43 38.97 0.70
Alddelumsudnatantsau FM demasss Fadlity operating cost per Sq. m. 8 4.13 33.04 1.13
Aldsglusutesihaiounn sie T Annual total maintenance cost 8 4.00 3200 0.54
Aldeeluautesmiig Ao mMI19IRT Maintenance cost per Sg. m. 8 4.00 32.00 1.07
Aldsrelunuinmansinensievisuun sie T Annual total security guard cost 8 3.75 30.00 0.89
Alddnlunuinmanunendis de maaume Security guard cost per Sq. m. 7 an 25.97 1.1
Aldarelunuiimeanuiluszdnineuyisuunsiet] Annual total faciity service costs 8 4.00 32.00 0.93
Aldselunuiimesnuflusednineusiennsamms Facilty service costs per Sq. m. 7 3.86 27.02 122
Aldeelunuhanaszeaviansn sie T Annual total deaning cost 8 388 31.04 064
ldareluruanaszen fo mTesRT Cleaning cost per Sq. m. 7 388 27.02 1.07
ArloFiamun e T Annual total electricity cost 8 4.25 34.00 0.70
Alv#h fe mTaERT Ratio of Electricity cost per Sq.m. 7 400 28.00 1.16
Anunviauam sin T Total water cost per year 8 375 30.00 0.71
SaT1Ai sie MTIRT Ratio of Water cost per Sq. m. 7 357 24.99 1.40
AlddreuFMeanseTelAsIn Ratio of total facility operating cost to total revenue ] 4.67 4203 0.50
Ardamineru(FM)sassieTelA798 Ratio of FM overhead cost to total revenue 'S PRT 36.99 0.52
srAummasdama SLA AiRaienld SLA Achievement 7 am 3297 0.49
FinunuitssnsosemevdewiinlAangndt Number of new service required by customer 7 an 2597 0.76
anufianelaresgnAdenjifas Customer satisfaction to FM services 9 4.89 44,01 0.33
AnufaneleresgnAsesutanige Customer satisfaction to repair service 9 456 41.04 0.53
AnuRanalarasgnAtsianuiATuREE A Customer satisfaction to cleaning service o 433 38.97 0.50
anuanelarssgniAsnuineaniaenie Customer satisfaction ta security service 9 4.56 41.04 0.53
AnufianelarnagnAtiansenuare lfeuwmue Customer satisfaction to car fleet service 9 344 30.96 1.01
anuanelarnsgnAtsiauinirdndaiansns Customer satisfaction to messénger service 7 an 25.97 0.95
anufianelarasgnAeuudnisdnineu Customer satisfaction to office services 9 4.67 42,03 0.50
anufianalavssgnArAsusruuaz) i Customer satisfaction to gardening service 7 357 24.99 1.27
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Metrics for FM Performance Measurement No. of Average importance No. of Respondent x SD
Respondents rating Average importance rating

prufiawalevasgnisensdauiiviieu Customer satisfaction to space allocation 9 433 38.97 0.50
pruawslaresgnivienstendreviauiuiifeuRuiivhen Customer satisfaction to workstation relocation 8 4.00 32.00 0.76
rnianelsusagnAtsesnmuaneslufiviney Customer satisfaction to working environment 8 450 36.00 0.54
duuamadidsrssnudenhqamauny Ratio of maintenance task completion 8 425 34,00 0.71
druaundaiudedon sie Aoy win T Number of breakdown repair per month or year 8 3.75 30.00 0.71
nsReuRuBIABaUTIMElY 1 1. Maintenance service response time within an hour 7 443 31.01 0.79
SammaiReudramauusuRlAniedld Percentage of planned work completion 8 438 3504 074
wy.fullateu de 1 wiine1ud Maintenance coverage area per staff f 3.38 27.04 1.08
nn fullagey se 1 wilnau uUn. Security coverage area per guard 9 344 30.96 073
wy fullageu de 1 whiumuszen Cleaning service work allocation 9 356 32.04 073
FEAUANTWIRINTINLZN1747U1 Quality of maintenance service 9 4.56 41.04 053
druudrnirdl 7uUn.Mavam Total number of security guard 7 314 21.98 122
thinugunsavhanuszenn sie wn.yhanuseatn Cleanning equipment per cleaning area i 7 3.14 21.98 0.90
sERLATMNEIIRI LTI Level of lightness 8 4.00 32,00 054
srAugaupRuesuiviau Level of Room temperature 5 4.25 34.00 0.71
WUIARLTYINATY Workstation size 8 4.00 32.00 0.76
WIAUTIIUIRMNA Net Usable Area 8 3.50 28.00 0.93
nulgeuiltindama schedule #a1a1714 Planned work compietion: office Improvement 7 3.86 27.02 1.07
SnimalengreAuR Chum Rate 7 429 30.03 0.95
nunaiFesarimaiingaaste Number of fire accident 8 413 33.04 0.84
ruwdanrsagunal, idesfislumsilesiudnafsie Readiness of fire detectors and extinguishers 8 463 37.04 0.52
dwauafvFosnrauniinsreTinuasningAu Number of health and safety accdent reports (] 425 34.00 0.71
druundaiiiamslasnesi Number of personal property loss incident report 8 413 33.04 0.64
FEAUNMIALIANAR NN MUIARDNMETUBMS Control level of Indoor Environment Quality 8 4.38 35.04 0.52
SATIMIIANUYBIRINITIUIN Sick Building Syndrome Absentee rate due to Sick Building Syndrome 8 363 20.04 0.92
Waun9lalwAY s 1Aeu wie T AnnualMonthly eleciricity consumption 8 450 36.00 0.74
FnumsleiWih sa me9ime Electricity consumption per Sq. m. 8 413 33.04 0.99
gl se e T Unit of water consumption per month or annum 8 3.63 29.04 0.74
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Metrics for FM Performance Measurement No. of Average importance No. of Respondent x SD
Respondents rating Average importance rating
VEume1th sie meang Unit of water consumption per Sq. m. 7 3.14 21.98 1.07
szaziam i Aunnestl Total time of electrical power intermuption 7 420 30.03 0.76
Issues for FM Benchmarking No. of Average importance No. of Respondent x SD
Respondents rating Average importance rating

sldrelummAneiansem FM Wassim e T Annual total facity operating OBt 8 4.38 35.04 1.08
AldaElumMaTnsinneaIu FM sie mMeeLeRgT Faciiity operating cost per Sq. m. 8 4.88 39.04 0.35
Adeelunuteshiafmn se T Annual total maintenance cost 8 4.00 32.00 1.07
Aldereluanutemige sie mMeNAT Maintenance cost per Sq. m. 7 4.86 34.00 0.38
Arlddnelunuinumanaunendaiaman se T Annual total security guard cost 7 386 27.00 1.07
mldsmlunuinmanulaenis fe aauss Security guard cost per Sq. m. 8 438 35.04 074
Aldelunuidnasomuiussdninauansn se T Annual total faciity service costs 6 3.83 23.00 117
Aldselunuiinmesoiiussdninau se meiauns Fadilty service costs.per Sq. m. 8 4.38 35.04 0.74
Aldsnelunuharsmeemionun sie T Annual total deaning cost 6 3.67 22,00 1.03
lddrlunuhanuneein fe mMaanRT Cleaning cost per Sg. m. 8 425 34.00 0.89
srlnFamun sie T Annual total electricity cost 7 a7 26,00 0.5
AINRA s MTeLNAT Ratio of Electricity cost per Sg. m. 8 475 38.00 0.35
AlniAnTavain sie T Annual total electricity cost 4 371 26.00 0.85
dnrdnlr se merams Ratio of Water cost per Sq. m. 7 457 32.00 0.48
sAuamudiIamu SLA #Raeld SLA Achievement 8 438 3504 1.06
thnmunuiitanseuenevdewuialdaingn Number of new service required by customer 7 3.29 23.00 0.85
Anufane lregnAtsan TR 1u Customer satisfaction to FM services 9 478 43.02 0.4
anuanalavasgnAsisaiudenigs Customer satisfaction to repair service 8 463 37.04 052
AnNAanelsrssgnAmienunATNREe Customer satisfaction to cleaning service 8 45 36.00 0.53
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Issues for FM Benchmarking No. of Average importance No. of Respondent x SD
Respondents rating Average importance rating

*  anufanelsrasgnAsienuineanuaanie Customer satisfaction to security servica 8 45 36.00 053
* pnufianelaussgnArantrensuareeldanuwiuue Customer satisfaction to car fleet service 8 3.25 26.00 1.16
o anufianelarnsgnAtieuinisdndaiannng Customer satisfaction to messenger service 7 3.29 23.00 125
®  duuanudiisvesnutoihiamaunu Ratio of maintenance task completion 9 444 39.96 0.73
o dununfaitudeden sia 1ABu T Number of breakdown repair per month o year 8 413 33.00 064
® nmsrausueisutemely 1 94, Maintenance service response time within an hour 7 4.57 32,00 0.79
o darmafiReutamuusulaRaenld Percentage of planned work completion 8 4.00 32.00 0.76
o wynfulinteu s 1 mineuthe Maintenance coverage area per staff 8 3.88 31.00 0.83
®  wy fullateu se 1 wilnew suUn. Security coverage area per guard 8 388 31.00 0.64
o wnfulinteu se 1 wihhuvimusze n Cleaning service work allocation 8 413 33.00 0.64
o meamenaunlfjifeunesusithumameisianu Cleaning service performance 6 3.83 23.00 117
ey fullnmeu se 1 wilnaumIu Gardening service work allocation 6 317 19.00 0.75
o fumsuuasAUfiReurimedueimesmuit Faciity service procedure and standard 7 429 30.00 095
® srAUAMNMIIERALTYI Level of lightness 7 357 25.00 0.8
o szAuquuglvesifuiivhay Level of Room temperature 7 4.00 28.00 082
*  mumiufivha Workstation size [ 4.44 30.06 073
*  wuaiuTvheuTTaMan Net Usable Area 7 3.57 25.00 127
o maUfunlgeuilviiaFamu schedule #4ian14 Planned work completion: office improvement 7 357 25.00 1.13
e dunninnlsequ s Auiiviaru Ratio of Number of conference room per Usable/Office area 6 4,00 24.00 0.89
o yumRuTiRauNANe sl AuFhheu Ratio of common arealusable area @ 3.88 31.00 0.99
o dnnusfiiedarmaingaide Number of fire accident 7 429 30.00 0.95
o mmundenveegunsal infesfieluniellestusafsie Readiness of fire detectors and extinguishers 9 456 41,04 0.73
o imnunfnninrmdsiaTinunsniniRu Number of health and safety accident reports 9 4.44 39.96 0.73
o Fnunlflwi sie iAeu vie T Annual/Monthly electricity consumption 8 3.50 21.00 164
® 1Fuuneldlni sia aeesne Electricity consumption per Sq. m. 9 4.89 44.00 0.33
o Binumsliih e i#eu T Unit of water consumption per month or annum 6 347 19.00 1.47
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lssues for FM Benchmarking | mea | Avwegeimporance | No.of Respondentx | 5D
Al T ——— — R — it hea e in
PR T s — = 369 36,00 083
o dnaunfrdnpunasufueine Froguency of air-condtioning breakdown /ﬁ’ﬂ[\k\‘&:\ 4 37.08 083
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