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ABSTRACT

Purpose The purpose of this researshto study and analyze FM maturity profiles levels in the Norwegian
Universities and University collegesd to identifythe gaps and pitfalls in these organizations using the FM
maturity matrix.

Design/methodology This thesis is based @ase study methadith combination®f a qualitative and
guantitative research. This includeckgroundresearch obrganizationattructure of the publics
institutions that agreed to participate in answering the FM maturity nassessmem@ndtheinterviews.
The data collectedas conceptualize@nalyzedand comparewith theFM maturity matrixievelsandthe
theoreticaliterature review of themportantFM key performaceindicators.

Findings- the study Bows the presence of FM strategie&Jniversities and Universitgolleges.Similarly,
most of the FM reponsibles selected in this study are aware of tragtm@sational development that
integrates proprety and FM services, contributes to the demonstration of the value of FM to the core
business.Though there is a lack &M standards and policies understanding amglémentation. The FM
organizationrmay asonotbefully integrated and communicated with the core business amitdperty
owners.

Practical implications/limitations - The exact FM organizanal structure in the institutions difficult to

map, becaustnere are maniropertymanagementesponsibleand eaching the right property managers

was a challengénly 11 (44%) o5 (100)have agreed to answer the assessmgntc h |t hi nk i
representable datihe FM maturity matrix used in this study includes-geladings that can be

misinterpreted and may nét the Norwegian FM organizatioand work environment. However further
research using aadvancednd objective FM maturity matrix can be useful to identify the gaps and the
currentand the expected situation of FMorganizationsFurthermore, better solutions to add values to the
core business and tipeoperties

Key words- Facility ManagementPM), PropertyManagementPM), Facility Services(FS), Performance

managementPM), Facility Management stratedi#M strategy) FM maturity matrix.
Paper type- Bachelorthesis
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1. INTRODUCTION

Facility management (FM) is a profession that involves multiple disciplinesrathesto ensure the
functionality of the building and the buiknvironment by integrating people, place, processes and
technology (Atkin &Brooks,2009, p4). FM provides supportive servisdo the corebusinessesn the
companies, such amfragructure maintenancejmprovementand adaptatignbuilding operations and
equipment repair, et&M can deliver significant benefits to the core business ifaflproperty manages

can create and implemestrategies that giveeal value to the building and the business.

At the sameime, thelack of buildings technical functimality and standard wiklffect both environmental
and social issues, and value aspects. Because buildings thabdyemanaged increaseaintenance and
upgradingneeds and cos{Bjarberg Larssen, Temeljotov, Bog2016).

To improve the buildings value and develop propermgnagemenindustryin Norway, a project called
AOSCARv al ue f or o0 w waslingiatec by dMultieamsailt AS) which is one of the leading
engineeringcompanies inplanning and consultingThe company's main business areas @woperty,
industry, enggy, environment and natural resources (Multiconsult, 20Ib¢ OSCARvalue projects aim

is to develop knowledge, methods and analytical tools that enable optimization of the building design ai
contribute to creating val ues ¢$liteime(Oscarvaiue, RALG i ng o
Amountthe analytical tools that can hetpganzationsachieveExcellency is to identify the position of

FM, the gaps and what kind of dadad strategies these organizations need to implement to pegmrty
management best practice aftectiveness

In order tomeasurehe maturity and pesfmance of FM in organizatiod]TNU students Ole Einar
GulbrandsenTor Helge RemeOle Fredrik AndreSand Anderseriisa Harstaghave together with
Multiconsult AS, made a Norwegian version dbsef Cerny's european high lel/&M maturity
profile matrix regarding strategytardards and policies, financial planning, service provision,
performance management amgjanizationamaturity( Larssen, 2011 Czerny whois a Hungarian
Facility management expeénd the chairnraof the FMHungariansociety EM-world, 2010,
Believesthat thisassessmerman be utilized to Facilityna n a greprogetmentand Benchmarking
processes in FM organizatiofisarssen2011).

1.1The benefits of theFM maturity matrix

The maturity profils allows to:

Identify the key requirements for a successful FM organization.

Assess the present position of an FM organization against the best practice

Compare FMbrganizationsvith the help of a maturity profile.

Identifies best practices in FM at the strategic level in different indudtaesthe supply and the
demand sides

Compares existing practices in FM at the strategic level in different industries

Identifies gaps in different industri@&®m the demand artthe supply sides

Delivers data for developing strategic plan based on the findings

FM organization can follow, document and evaluate the changes in the FM organization, to get to t
pest practice processékarssen, 2011).

= =4 4 A

= =4 4 2
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The FM maturity matrixmentionedabove was appliedn four companiesn a projecttask by the named
NTNU studentsin order to find out the maturity levels of FM in Norwegiarganizations The research
results mai conclusions show th&M is unknownin the Norwegianorganizationsbecause people that
were interviewedvere not FMoriented. And the researcluestions were ignored oonsidered asrelevant
because othe lack of FM-knowledge Kulticonsult, 2012. My intension with this background is et

more information and to examine more closely FM maturity and performance in the Norwegiar
organizations.

2. BCKGROUND OF THE RESEARCH

Facility management igpidly changing due to the changing busiressgronmenthat represents new
demands of congiences and skills to meet thare business needs. Forces suan@egased globalisation,
rapid technologicahnovation and the customisation of products and services are considered major
influenceson world markets and theature of business enterpss@ooty, 2009, pxxiii ).the business of
FM will also be more flexible and more streamlined as leedod facility managers will nde
communication andew variety of skills (Booty, 2009, p. xxiii).

The purpose of this research is a request flostarvalue which is repsented by the professor Svein
Bjgerberg aand our FM professor Alenkdemeljotov Salaj tostudy and analyze FMmaturity models in
Norwegian Universities and University colleges

Thepresent study adopt FM indusprgrformanceeffectiveness$or the demand and the supply sides in
organizations, and aimed to map and examine thenalirity levelsn publicsinstitutionsin Norway.
There aréwo questions addressed:
1 Whatarethe present and expecte maturity profiledevels inUniversities and University
collegesusing theFM assessment?
1 Whatare the FM gaps and pitfalls in thesganizationsisingthe FMassessment mocel

The research will advance and progress in theardee identification anccomparison of FM maturity
profiles levels (present and expected situatiomublic Universities and University collegdsy using the
FM maturity matrix This will shed light on what kindompetences FM employees negedorder to manage
facilities effectively.

3. THEORITICAL BAKGROUND

FM concepin Norwayis relatively new, which meansig important to review relevant theories of FM
approaches, strategynd functiongor FM key perfemance indicators that support R&l maturitymatrix.
Thiswill provide a solid foundation for the thesis.

3.1 Facility management

NS-EN1522%1 (2007)d ef i ned FM as fii nt e grrosanizaiion toan@intgnrandc e s s
devel op the agreed services which support and i
According to Seebo@andBlakstad (2009, p.4,30.42) FM generally used to coordinate assets and services,
using managemadrskills , service level agreemerf&LA) and Benchmarking to handlee changes ithe
organization nvironment
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Figure A.1-Facility management model. (NSEN 15221, p.7)
3.2FM strategies

In order to discus&hetherUniversties and Universitgolleges have aRM strategy | took a close look at

the theoretical FM strategiestkin andBrooks (2009, p.145) mentioned that robust FM strategies have to
be developed in order to manage facilities efficiently. The strategic analysis should falcas on
organizational objectives, need and policies, in addition to the review of resources, processes and physice
assets and tharganizatiorspace utilizationto deliver value to the core business and redske

(Atkin&Brokks, 2009, p.1khl t important toinvolve stakeholders, building owners and others who has
legitimate interest in the busindsasthe FM strategy solutions arichplementationby communication

clearly. This will make the strategy wkaible and effective. (Atki&Brooks, 2009 p.22). Strategies in the

public sectorarecomplex,depending on limited budgetbie organizatios structure anflexibility, andare
managed by politics and rulddos Von Grogh,Roos&BoldtChristmas 2014 p.61).A goodFM strategy

in theseorganizationsshoutlocus on their human recoursesd wea
analyzemethodto identify theorganizationgulture and values, the personnel kills and competencies and
how to improve if{Rooset al, 2014, p.169FM strategyplansand solutions shouldlways bepresented in a
written document $aeboe Blakstad,2009 p.14).

3.3 Standards and policies

FM standardsand policiesare documents thaan voluntarilybe usedto formalize procedures, rideoras a
guidelinefor managing Facility Services and stratedi&andards, 2015%}lobal competitivenessnd

quality of life havanitiated FM stakeholderso make standards th@roviderequirements to makgoods
and servicegegulatehow testing, certification and accreditation to be implemerifibd standards are also
a solution proposal and contributethe devadpment of appropriate and safe senpoecesses. They follow
thenational laws and regulatioasmdcan be used to benclank skills, knowledge and competeader

those working at all levels in the FM profess{standards, 2015jAppendix1 is a list of the recent
Norwegian FMstandards)

3.4Financial management in FM
Booty (20011 p.189) means that financial strategy ammhagement support the achievement of the
organi zationds goals. Using planning and contro
the required levedf service quality (Booty, 2001%.189).
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FM costs are significargnd are associated Wwithe provision othe building support services, staff and
business support. In order to achieMeudgetary control, booty (201192196) means that$ necessary to
coordinaé and integratthe FM financialprocesesin the organization's other departmeansl theusers

and contractorshould also baware of the FM costs. Thwgll make Facility managers financial plans clear
and usable(Booty, 2011,p.196)

3.5Management of Facility services

According to Atkin andbrooks(2009, p.171172) the best way to manage the procurement of the facility
management is thestablishmendf one point of responsibility where the contractor is providing all the
services (Total facility managemenit) the meanwhile it is still messary to choose procedures that will
create more values in tleeganizatiorand meet s ered€dsThe FM organization needs to act in a smart
strategic way in order to deliver customer satisfaction, this can be done by understanding the organizatior
culture, its customer and needs, specifying and deliveriigpuseservice requirements Nén there is a

need for outsourcing, facility managers should understand how the FM market is developing and
benchmarking the performance of the services and othepitaesices to reduce dssand create value

(Atkin &Brooks, 2009,p.5)

3.6 How can RM fits in organizations?

FM organizatiorshould identifyand differentiate between its core and 4oone business activities, this is
important to ensure that FM activities are focusing on what is needed most. This will develop the working
and the core businesasvironmen{Atkin &Brooks, 2009, p.15).

Critical reviews should beonsidered to make the FM fit in tbeganizationamongtheseare the

examination opolicies of standards, performance standards, health and safety requirements and FM
services quality. Measuring finaial processes and procedurasdting the FMstrategyand the service
delivery customerelations, qualitycosts.etc), will demonstrate thealue of thebusiness andffer

insights into what and how cdoe improved (Atkin &Brooks, 2009, p.17).

3.7Performance management and thenanagement information system

I nfrastructure management plamg is a new concept in FM amboty (2009, p. 286) defined it as
intelligentbuildings. Thisconceptsupply more efficiency bgrganizingthe buildingsstructure system,
services anghanagement and its proven to be productive andeftesttive (Booty, 2011, p.286).
Documentmanagement systems like dadaesand helpdeskare technologies that enable finding buildings
and activitiesnformationin order to measungerformancesnd sasfy the user and theustomerdemands
(Booty, 2011,p.295296).

FM professionals are also responsible faalth, safety and environmeit§E) management and should
integrate sustainability in FM lghoosing safe anehvironmentallyfriendly strategies angrocesse§CSR)
.This practice will increaséhe satisfactory of themployeesvorking corditions ando reduce pollution
impacts on people, the buildings and the environment (Atkin &Brooks, 2009 -p3126urthermore
performance management should include sustainable Facility services raiiesnserve
water,energy,materials and improve the outdoor and indoor envirement quality.(Cotts,Roper, Payant, 201
p.175176).
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3.8 Personneldevelopmernt

There are many Fivesponsibleandpersonnel that ameot educated as FM managerkey ardikely to
have real estate or other education background or career, which metathe$e employees needtevelop
FM competences and personnel skills to meet the organizegedg Atkins Brooks, 2009, p.243Yhe
organizatiorshouldbe committedto engage their FM personnel in Education and training progi@inesp
the FMstrategyreachests goals anddd value to therganization .(Atkins &rooks, 2009, p.249). The
workplace productivity caalsoachieved byyood communicatiorteamwork for problensolving,
engagement and tru@tkins & Brooks, 2009p.135.

4. METHODOLOGY

The thesis i®ased omultiple case studyesearci{Punch 2014,p120125)this involvesthe combination

of a qualitative literature review of the background of the Norwegian Universities and University colleges,
Interviewswith these institutions Property managensda quantitativedata samplingising the FM

maturty matrix. Case studies research is a good method to dygpg,because i will collect datieknow a

little about, it provides me flexibility. (Punch, 2014;31.9-131) , thiswill help mestudyingand develomg

as full understanding ¢fM maturity leves data provided from these institutions as posstbid.analyzing

the cases | depth by comparing the data provided witth#weetical FM competences

4.1 The FM maturity matrix

Theassessmemurposds tomap and measure facilitga n a gperforinance in the modern world of
businessand it used for research purposes only. The participants in thegueage are invited first to
provide company and contact datge of the industry, FM datan@naged and rented areas) and data about
the AV organizational structure. The second part of the assessment is divided into 7 @toéitegy,
standards and policies, financial planning, service provision, organizatfon fiitirpose, performance
management and personnel developmétach of thes profles includes sulheadings thatre divided into

5 maturity levés of competence@Viulticonsult, 2012)and they aras illustrated below

levels 1 2 3 4 5
Level Basics | qualified Qualified+ | Qualified++ | excellence
quality

Howeverl think many questions in thsssessmertian be misinterpreted anthaynot fit the Norwegian
FM principals andconditions. (The FMassessmers attached as appendix1).

4.2 The informants

All the University and University colleges in Norwayhich are 25100%),have been contacted bynsail
and phondappendixnr 2). Reaching the right pperty managers was a challepgithoughOnly 11(44%)
of them have agreed to answer #issessmepand provided additional information about their institutions
and how they manage the properties makeanswering the assessment easier, | did reformulate and
translated most of the questiadnsthe informants i intervieadthrough the phone. Buiotall of the11
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property managersompleted thevhole assessmerand the interviewMost of the informants and their
institutions want to remain anonymotased on thigheresults wereanonymized antheinstitutions were
marked with numbers.

Universities /University Colleges Answered Czerny assessment
11 of 25 institutions / 44% of 100 %

Institution nr 1 X (phone interview)
institution nr 2 X (phone interview)
Institution nr 3 X (e-mail )
Institution nr 4 X (phone interview)
Institution nr 5 X(phone interview)
Institution nr 6 X (Phoneinterview)
Institution nr 7 X (phone interview)
Institution nr 8 X (e-mail)
Institution nr 9 X (phone interview)
Institution nr 10 X(phone interview)
Institution nr 11 X (e-mail)

Table nr 1Overviewof the institutisms and how they answered the FM maturitgtrix.

4.3 Qualitative method

Thequalitative method in multiple case studies researclomplex becaugbere are many design methods
and approaches to data analysieere it's important to astyatch andnterpret words expressionsvhich
make the researchultidimensionalPunch, 2014, p.11719) To contrastanalyzeand compare the
background information of the Universities and the University | | fadgjites, bcollected both data from
the institutions websites and fraime interviewwith the informants that answered Rkl questionnaire
There isa danger of empathetic understanding and wrong perception of the captureubadistaty it's
important to choose the right design in order to gévant datgPunch, 2014, p.119)oldothati used the
same questionnaire to ask the informants unstructured questions (Punch, 2014, p.147) that are relevant tc
FM maturity profilesand to get trust analccess to me details (Punch2014, p.147). The process of
colleting the quantitative data using instructed interview was conducted by. pin@tpialitative data
analysesn this research is inductive (Punch, 2014, p.170)¢clwmeans thathe institdions organizational
structurewill be analyzed in order tis)ame a hypothetical exghation about the situation BM maturity

level in these organizations.

4.4 Quantitative method

This type of research is based on the relationship betvag@blesand is very common to use an
experimental design toontrol andcompare variablegunch. 2014, 209).Thereasonindhelpstest

hypothesis and we can generalize if the phenomenours often while analyzing the datbowever thg

are Imits to whether it's possibte investigate experimental questions, this can make the colidatad
sometimesuperficial(Punch, 2009, p.12p213).

| chocsea quatitative data collection using €my "sassessmelitecause the questionnaire represent good
knowledge about FM maturitgvelsin every profile Variables are categorical (Punch, 2014, p.22&his
method and are represetitdy 5 levels ranging from 1 to 5 in every profibe present and expected
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situation (1- strategy,2standards and policies@anning andudgeting 4-service provisionmrganisation

fit-for purpose,8”M and MIS, 7Personnel development)Statistical package for social scien&PSS

statistic (Punch, 2014, p.199) is used in this resear@ntdyze thenean, rang variations,and standard
deviationsof all the institutions maturity profiles levetesultsprovidedfrom the informantsnd the

frequencies of these categorigatiablesBecausehe variable are categorical andlimals,the statistical
indicatorswill be estimatedin this order (32 = level 2.23= level3 3-4= level 4 4-5=5level 5). also used
Pearsondés correlation method ( Punc mpres2ndandexpeged?2 1
situation of all theanaturity profileslevelsresults in thenstitutionsand in every institutionThe main goais

to analyze tendencies using the descriptive statistical results and correlation results.

4.5Reliability and validity

Reliabiity is important in measuring variagd and consistenci@Bunch, 2014, p.237). To make sure that
the information provideds reliable,i have done an online reseatolocate FM divisions and the names of
the workers in theeinstitutions | alsocalled several employeestimese division$o get the right FM
responsiblesThus ttere is always question about @ther the collected data is reliableisit affected by

the Halo effectlisbett Richard, Wilson, Timothy, 19 hich means the informants cprovidefalse

data due to the fathat the interviewer is a student from a known establishment or other circumstances
Validity concept means whether the measuring instrument measures what we think its measure (Punch,
2014,p.239). Theassessmeitused in this research is approvedFM Europeardocumentnd itis
measuring the levels of FM maturity pite§ inorganizationdased ormBest practice FM theoriesand
experiencéLarssen, 201)1The informants that havanswered the questionnaireve also provided their
names and emails antnywant to remain anonymous

5. RESULTS/CASE STUDIES

5.1Institutions background, their FM organizational structure and interview results

Becausef thelimited spacehat is allowed in this thesand the large amount of data resulisave only
introduced the most relevanackground data of thastitutions;this includes their overviewher FM
organisational structuteackgroundthe services they provided thenterviews resultsNb. Not all the
functionsin the organisations modedse illustrated, | focused only on the Fidsition) SPSS and
correlation results tables are attached as appemdliX he relevant statisticabsults angignifiquant
correlations for each profile and shbading are extracted andecribed.

5.2 Statsbygg

Almost all the Universities and the University colleges are owned by Statshyg@gstablishmerns a
public sector administratiocompanyyesponsible to th®linistry of Local GovernmenandModernization
(KMD). Statsbyggprovides functionapremises to public sectenterprisesas well aduildings
constructiorand architecture projects. They also manageaanainistrate statdsuildings, preservation of
heritage sites and tlevironment Their vision is tgrovide costeffective and functional premisés the
Norwegian state (Statsbygg016

Most of the infemants working In University colleges, havetlir interviewsnentioned at Statsbygg is the
responsible for operatirgnd maintaininghe propertiesthey also said that they domiave a close contact
with thecompanyconcerning buildings maitenance ambhanistration
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INSTITUTION NR 1

Institution overview

Type Ownership Property (floor area) Number of users
(2015)
University | The university owns most of | Around 80@0& (2 Campus) Around 7000
Govt. the properties, and rents the (students staff)
rest from private firms

Background information

FM /property management strategy and organizational structure

The University hasnerged together with anothemiversity College. Therganisation hasdministrative
units which 3 of thenare FM related:A division for property managemeran IT division, and adivision
for call-centreand documents services and a financial management division. HR Hratestaanaged by
the HR and organadion division.

The FM organizational position (marked with a green arrow)

CED ﬂ

ARMINIST RATION FINAMCE AND PROPRETY
CO RE BUSIMNESS MANA GERM ENT
CORE BUSINESS CORE BUSINESS CORE BUSINESS CORE
FUNCTIONS FUNCT IONS FUNCTIONS BUSINESS

Type of FM /Property management and services

The technical division is operating, maintaining and administrating the buildings inside and outside areas.
addition to parking services, environmental station services, feedbacks, building inter control system and
residential ental services. The IT division is responsible for IT operations, mainteaadagser support
services.

Interview results

According to the building manager i interviewetie department has many contractors because they
outsourcer most of the FM servicegjich are not integrated in PM divisionsehpointed that thenerging

did not affect the organisational structure and its working in a goodMaydivision has limited bu@ging

and service provisions are managed by the procurement deparwvernt.division has its own é&ler who

is reporting to CEQhe headhaster of the University

INSTITUTION NR 2

Institution overview
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Type Ownership Property (floor | Number of users

area) (2015)
University | Statsbygg owns most of the properti€bg Around 23000 m2 Around 420 (students
College University collegerents also a football stadium +staff)

Public from a private real estate firm.

Background information

FM /property management strategy and organizational structure

The institution has an administration department that incluéiearacial management divisidhat includes
a propety management sectipa HR division and IT division. The other divisione &ore business related.
Stasbygg who is the owner of the properties is administrating, maintainiraparating tle infrastructural
structure othe buildings.

The FA organizational position (marked with a green arrow)

CEQ

I CORE BUSIMESS FUMCTIONS I
ADMIMISTRATION
CORE BUSIMESS I FIMAMCE AMD ADMIMNISTRATION I :
CORE BUSIMNESS CORE BUSIMNESS CORE BUSIMESS CORE
FUMNCTIOMNS FUMCTIGRNS FUMCTIC NS BUSIMNESS

Type of FM /Property management and services

The institution operates and maintains the buildings indoors. They also manage security, IT services ¢
other Services related to the facility.

Interview results

The PM Managerhave theresponsibility of the buildingsoperations,the department outsourcer most
security services and some of the cleaning services are outsources duestokinigggate amount cleaners.
There are 2 reporting lines between the PM leaders and the headmaster of the institetiinance
department is sponsible together witht&sbygg for service provisions.

INSTITUTION NR 3

Institution overview

Type Ownership Property (floor area) Number of users
(2015)
University college. Statsbygg is the| Around 16000 m2 Around 3000 (students+ staft014)
.Public owner of the
property

Side 13




Background information

FM /property management strategy and organizational structure

Theinstitutionhas a division for the technical building operations andeiitre anda divisionfor HR and
financial managementhe other divisions are core business related.

Type of FM /Property management and services

Division fortechnicalbuilding operationsare providing operating and maintenance services in addition
otheroperationaFacility ServicesThe department manages also grounds maintenance, security and
Environmentahealth andsafety procedure§tasbyggwhois the owner of theropertyadministrates
maintairs and developthe buildingandits infrastructures

The FM organizational position (marked with a green arrow)

CEQ II

ADMIMIST RATION I FINAMCE AMD ADKIMISTRATION

CORE BUSIMNESS

CORE BUSIMESS CORE BUSIMESS CORE BUSIMESS CORE BUSIMESS
FUMCTIOMNS FURNCTIOMNS FUMCTIONS FLIMCTICMNS

Interview results

Most of the Services related to the facilities are outsourced. The division is responsible for service
provisions and service level agreements together with Statsbygg. The property management has many
leaders and units which are divided after type of &dice.

INSTITUTION NR 4

Institution overview

Type Ownership Property (floor | Number of users
area) (2015)

University college Statsbygg is the owner of the building| Around 10@0 Around 900

Public m2 (studentsstaff)

Background information

FM /property management strategy and organizational structure
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The institutionhas an administration department that includes a PM diwsch is chargedwith building
operations and F$, financial managemedepartment|T division and HR division. The other divass are
core business relatefitatsbyggpersonnels also administratingnaintairing and develomg the property
infrastructures and outdoors

The FM organizational position (marked with a green arrow)

I CEO I
-
| DIREKTOR |

CORE BUSIMESS FILICHMT IOMS

FIMNAMNCE AMD PROFRETY @
A MNAGEMEMNT

ADPAIMIST RATICORN

CORE BUSIMESS

CORE BUSIMESS CORE BELUSIMESS T RE BUSIMNESS CORE
FLIMNCTIOMNS FURMNCTIO NS FUMCTIO NS EUSIMNESS

Type of FM /Property management and services

The Property operation divisios responsible for running the buildsgechnical operationsonvention
center, furniture and fixtures in auditoriums, signs halls and offices, accesskaydshd access control
system. They also providee safetyand lending of technical and audiovisual equent (excluding IT
equipment)n addition to buildingmaintenance, cleaning, sanitation and rental / lending of prerfisesT
division develops, maintains and operates digital services to staff and students

Interview results

The PM department produces the most of the servichsuse. Service provisions are managed together
with StatsbyggPM Managers and are depending dahe building and the user needs. The head of the
financial division is theesponsible for procurement of service provisions and the FM standards that ar
implemented. The PM division leaders report to the headmaster of the financial management department

INSTITUTION NR 5

Institution overview

Type Ownership Property (floor area) Number of users (2015)
University college | Statsbygg and other 6 campusaround 6000 m2 Around 9000
Public private real estate firms. (studentsstaff)

Background information

FM /property management strategy and organizational structure
The institution has a section fpropertymanagement and purasing, a section fdmance,IT section and

HR section. The other sections are core business re&ttadbygg personnel administratgintain and
develop thre®f properties De other campus buildings are rented from other private real éstade.

Side 15




The FM organizational position {(marked with a green arrow)

CED I

||
I DIRETOR I ﬂ

ABMINISTRATION FINANCE AND PROPRETY
CORE BUSINESS IMANAGEMENT
CORE BUSINESS CORE BUSINESS £ORE BUSINESS CORE
FURNCTI OGNS FUMCTIONS FUNCTIONS BUSIMESS

Type of FM /Property management and services

The section for property management is working with general legal advice, contract management (nationa
internationaland followrup with landlordy and managemenf the institution property portfolio. In

addition to operating and cleaning the properties, the section provides security services including access
control and other facility services.

The IT division is respnsible for IT management and user support, while The HR division is working with
the organizations strategically development, HR coordination and administration

Interview results

Most of the FS are outsourced when itds needed
procurements. The PM section does not have a databdad foFhe section managers reportttee
headmaster of the institution.

INSTITUTIONS NR 6

Institution overview

Type Ownership Property (floor area) Number of users (2015)
University college | Statslygg and Around 15@0 m2 Around 400 (studentsstaff)
Public other private

real estate firms
are the owners
of thebuildings

Background information

FM /property management strategy and organizational structure

The institution has a divien for financial and infrastructure management and a HR division. The other
divisions are core business relat8thtsbyggstaffis responsible for maintenee and development tie
buildings they own

Type of FM /Property management and services

The financial management division has to units that is operdniguilding and maintaining its
infrastructure including,leaning,clearing wasteandspecial waste
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The Operating unit is also responsible for ensuring that staff and students follow the rules for fire protectio
and ensures good HSE routinteshnical equipment for telephony and asocesntrol, and anit for IT
management.

The FAM organizational position (marked with a green arrow)

CEQ

ADMIMISTRATION FIMAMNCE

CORE BUSIMESS

BUILDMMNGS OFERATION @
[ AMASEMENT

CORE

BUSIMESS

CORE BUSIMESS CORE BUSINESS CORE BUSIMESS
FLUMCTIONS FUMCTIONS FUMCTICNS

Interview results

Most of the FM services are outsourced and the services are provided sftemeed® FM standards need
to be understood of the personnel. Service procuremar@naged by the finance department. The PM
di v i dendersrémort to the institution headmaster.

INSTITUTION NR 7

Institution overview

Type Ownership Property (floor area) Number of users (2015)

Statsbygg and other private real| 8 canpus Around 140000n? Around 19000 &tudents staff)
University | estate firms are the owners of th
college buildings

Public

Background information

FM /property management strategy and organizational structure

The University Collegewas establishedafter3 University collegetiavemerged together Theinstitutions
have a divisiors for buildings managementdivisions for financial managementT sectiors and HR
divisions.

Theestablishmenis renting most of the buildings frontesbygg vinich is administrating, maintainirend

developing theroperties technical infrastructures and installations indoors and outBeartherbuildings
are rented from private real estate firms.
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The FM organizational position (marked with a green arrow)

I CEQ I

I CIRETOR I

Stab/administration

4

CORE BEUSIMESS CORE BUSIMESS FIMAMNCE BUILDIMNG
FUMCTIOMS FUMNCTIONS

PMAMAGFRMFMT

Type of FM /Property management and services
The department is running the buildirtgshnicaloperations andther facilitiesservicesncluding security,
grounds maintenance and EHS processes.

Interview results
The PM division is managing the buildinggerationdogether with Statsbygg personnel. The services
procurement are maged by the finance departerh&hed i v i deaders repdrt to the headmaster in
every institution.

INSTITUTION NR 8

Institution overview

Type Ownership Property (floor area) Number of users
(2015)
Statslygg is the 5-7 buildings Around 3@00 m2 Around 500
University college | owners of the (studentsstaff)
Public buildings

Background information

FM /property management strategy and organizational structure

The institution has a maadministratiordepartment which includesfinance and property management
division, IT division and HRand organisation divisio.he other divisions are core business related
Statsbyggstaffis administrating, maintaining anewkeloping the buildingsfrastructuresThed i vi s i o n
leaders report to the headmaster in every building.
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The FM organizational position (marked with a green arrow)

I CEOD I
DIRECTOR
CORE BUSIMNESS
FINAMCE AMD PROFPRETY .@

MAMNAGEMENT

CORE BUSINESS CiIORE BUSINESS CORE BUSIMESS CORE
FUMNCTIOMNS FUMNCTIO NS FUMNCTIO NS ELSIMNESS

Type of FM /Property management and services

Theproperty division is running a Service Cenadrich is the center for internal services to the school staff
andthe daily structural building operationsijnvolves services such asail, switchboard, cleaning,

building maintenance, securitylapning of various eventend other facility services. Th& Hivision is
responsible for IT management and the user support.

INSTITUTION NR 9

Institution overview

Type Ownership Property (floor area) | Number of users
(2015)
University | The University college iactuallyrentingthe [ Around15000 m2 Around 40 ( studentsstaff)
collegue propertiefrom 6 differentreal estat firms
Public Statsbygg is buildingewlocations for the
institution.

Background information

FM /property management strategy and organizational structure

The institution has a division fdinancialand ITmanagement and a Hihd property management division
The other divisions are core business related.

The FM organizational position (marked with a green arrow)

CEQ u

ADLINIST RATIO N HR AMD PROPRETY
CORE BUSINESS 1 AMAGEMENT
CORE BUSINESS CORE BUSINESS CORE BUSINESS CORE
FUMCTIONS FUMNCTIO NS FUMCTIONS BUSIMNES

Type of FM /Property management and services
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The property management divisioperateshe buildingand maintainin iténfrastructure, including

cleaning,clearing waste anspecial wasteThe Operatinginit isresponsible for ensuring that staff and

students follow the rules for fire proteatiand ensures good HSE routinteshncal equipment for
telephony and accesontrol.

Interview results

Most of the FS are outsourced ahé finance department is managing the procurement of the serviees. T

managers of the divisions report to the headmaster of the institutiob, uhe | di ng d s

department.

INSTITUTION NR 10

Institution overview

Type Ownership Property (floor area) | Number of users
(2015)

University Most of the properties are owned. The Around 356000 m2 Around 19@0

public. institution isalsorenting other properties (studentsstaff)

from private real estati@ms.

Background information

FM /property management strategy and organizational structure

The University has a central administration department witM3elated unitsA division for property

owner

management, an IT divisioand afinancial management divisioiihere are to reporting lines between the
FM division slegaders anthe headmasteof the establishment.

The FAL organizational p osition {(marlked with a green arrow)

CED

DIREET O R

g

I CEMTRAL ADMIMISTER

ATIOM I

CORE BUSIMESS
FUMNCTICNS

CORE BLUSIMESS
FUMNCTIC NS

CORE BLEIMESS
FLINCTIONS

CORE
BUSIMESS

Type of FM /Property management and services

The property management division is responsible for the buildings operations, maintenance and

infrastructural development, constructions projects and management. The division provides also Securit
servicesproduction programmingand delivery oficcess cards &iudents and stafés well as grounds
managemeniThelT division is providing IT serviceand user support.

INSTITUTION NR 11

Institution overview
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Type Ownership Property (floor area) Number of users

(2015)
Statsbygg owns one buildin@he institution is| Around170000 m2 21000 (student+
University | renting the rest of properties from real estatq staff)
college private firms.
Gowt.

Background information

FM /property management strategy and organizational structure
Theinstitution has a department of technology and infrastructure that includes a division for property
management and an IT division.

The department of organizational management has a HR division, a financial management division and a
HSE division. The othattivisions are core business relat®thst of the services related to the facilities are
outcoursed and there are 2 report i hegpdmastenotthte bet w
establishment

The FAI organizational position (marked with a green arrow)

CEQ

ADMIMNISTRATION I DNRE CTOR I l”l
CORE BLUSINESS EUILD MG INFRASTRUCTURE
AMD T MAMAGEMEMNT

CORE BUSIMESS

€O RE BUSIMESS CORE BUSIMESS
FUMNCTIONS BUSINESS

FLINCTIOMNS FLINCTIO NS

I CORE

Type of FM /Property management and services

The property management division is responsible for the buildings operations and maintenance indoors :
outdoors, constructions projects management and design and ESH routines

5.2FM maturity matrix results

Maturity Pattern Tablei PRESENT SITUATION

Institution [ 1 [ 10 [ 4 [ 3 [ 9 [ 6 [ 7 [5 [ 8 [ 11 [ 2
Strategy

1.1 4 4 4 4 2 4 4 4 5 3 4

1.2 3 5 4 4 2 4 - 2 5 3 4

1.3 3 5 4 4 - 4 3 5 5 3 3

14 3 5 4 4 4 5 4 5 5 3 -
Standard and Policies

2.1 4 4 4 3 3 2 2 2 4 3

2.2 4 - 3 3 4 3 - 2 5 4 3
Planning and Budgeting

3.1 2 5 3 4 1 2 2 3 5 4 4

3.2 4 5 4 2 - 4 - 4 5 2 4
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3.3 | 4] 5 | 3| 4] 4] 4] 4] 3] 5 | 3] 3
Service Provisions

4.1 1 3 1 1 1 3 - 4 1 1 2

4.2 3 1 3 1 1 2 - 3 1 3 4

4.3 4 3 4 2 1 2 - ? 4 4 -

4.4 2 - 3 2 2 4 - 2 - 2 4

Organisations fit for purpose

5.1 2 4 3 3 1 4 - 2 5 3 1

5.2 2 5 4 - 1 - - 2 5 4 1

5.3 2 3 3 3 1 2 - 3 4 2 1

Performance Management and Management Information System

6.1 5 - 4 5 - 2 - 1 4 2 1

6.2 1 - 2 5 - 3 - - 3 2 -

6.3 3 4 4 3 - 4 - 2 2 1 4

6.4 5 - 2 3 - 4 - 4 4 1 4
Personal Development

7.1 3 5 5 4 3 3 - 3 5 3 -

7.2 3 5 3 3 4 3 - 4 5 3 4

Maturity Pattern Table i EXPECTED SITUATION
Institution | 1 | 120 | 4 | 3 | 9 | 6 | 7 | 5 | 8 | 11 | 2
Strategy

1.1 5 4 4 4 4 5 4 4 5 5 5

1.2 5 5 4 4 4 5 - 3 5 5 4

1.3 5 5 4 4 - 5 4 5 5 5 4

1.4 5 5 4 4 4 5 4 5 5 5 5
Standard and Policies

2.1 5 4 5 3 4 2 2 4 4 5 4

2.2 4 - 5 3 4 5 - 4 5 5 4
Planning and Budgeting

3.1 5 5 5 5 - - 2 4 5 5 4

3.2 5 5 5 4 - 5 - 5 5 5 4

3.3 5 5 5 4 5 5 4 3 5 5 4

Service Provisions

4.1 1 3 4 1 1 - - 4 1 5 4

4.2 3 1 5 1 1 4 - 3 1 5 -

4.3 4 3 5 2 - 4 - - 4 5 -

4.4 4 - 5 2 - 4 - 4 - 5 4

Organisations fit for purpose

5.1 5 4 3 3 - 4 - 4 5 5 -

5.2 5 5 4 - - ? - 4 5 5 -

5.3 5 3 3 3 - 4 - 3 4 5 -

Performance Management anlflanagement Information System

6.1 5 5 4 5 - 4 - 4 4 5 4

6.2 5 - 5 5 - 3 - 4 4 5 5

6.3 5 4 4 3 - 4 - 2 4 5 5

6.4 5 - 3 3 - 4 - 4 4 5 4
Personal Development

7.1 5 5 5 4 5 4 - 3 5 5 -

7.2 3 5 3 3 4 3 - 4 5 5 4

5.3 SSPSresults

Pearson correlation of the signifiquant resultsvdturity profiles sutheadingn 11 institutions
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Maturity profiles
sub-headings

Corporate
objectives (Present)

Interrelationship

Maturity profiles sukb-
headings

Strategy [(Present)

Strategy (Present)
User s responsability
on space drivers

between proprety LBA1T (Present)
am FM [(Present) E:F'UStDn-le]r Results

f : resent
Interrelationship - Corpormic Donofits
hetween proprety 757 (bresent)
an FM (Expected) Utilisation of Database
Budgetary regime a7d [(Present)
(Present) ' empovement
C D_TFJ D_rate (Expected)
ﬂbJECIIUES 1 Extermal partnerships
{Present) [Expected)
Society Results Training for gaining

LB62 knowvdedge and skills

ipresent) (Present)
The

interrelationship of
fimancial process
to standards and
policies{Present)

Budgetary regime
(Expected)

Customer Results
(Present)

Demonstrating the
value to the
husiness (present)

Database (Present)

The
interrelationship of
fimancial process
to standards and
policies(Expected)

Organisational
development
(Present)

Database
(Expected)

Demonstrating the
wvalue to the business
538 (Expectecd])

Budgesetary regirme
[Expected)

Exterrmal partnerships

[present)

328 Corporate benefits
[present)

501 Prowvision of trategy

and services
[Expected)

.A08 Interrelationship
betwreen proprety an
440 FI (E xpected)

Society Results
[present)

O rganisatonal
481 dewvelopment (P resent)

Controlling of services
(Present)

Customer Results
[Expectec)

4580 Presence ancd
owmiership of stancarcs
and policies (Ex pected])

. As50 Budgetary regime
[Present)

818"

8157

iy -

T B3

b

W T33

\T267

,F24°

, 716"

L GE0
LBT07

L6517

L6397

LS50
564
550

521

91

483

Maturity profiles sulb-

Presence and

cwmership of
standards and

I megration of
policies and
standards at all
levels (present)

policies

headings [Present}
Prowisicon of trategy and

X -232
senvices [Expected}
Management of property and 907
F services | Expected}
Budgetary regime . 185
[Expected} '
Cremon strating the wvalue to . 418
the business [present} '
Corporate chjectives
[Present} - 057
Corporate benefits [ present} 0,000
External partnerships
| present} 0,000
Integraticon of policies and
standards at all lewels 0,000
| present}
Management of property and o.00a
F services { Present} '
Contrelling of services
| Expected} 0,000
Integraticon of policies and
standards at all lewels 0,000
[Expected}
Training forgaining
knowdedge and skills 0,000
[Expected}
Customer Results
| Expected} DEE
Engagement and 102
empowverment [present} !
Customer Results [Present} 1558

Interrelatonship between

proprety an FI (Expected) +154
U=zers responsability on space 2113
drivers [Present)

Corporate objectves (Present) 4113
Customer Results (Present) 043
The interrel ationship of financial

process to standards and -030
policies(Present)

Extemal partnerships (E xpected) J012
The interrelations hip of financial

process o standards and i
policies(Expected)

Budgetary regime (P resent] ,110
Provision of strategy and 137
services (Present) !
Organi sational development 154
(E xpected) !
Corporate benefits (present) 168
Presence and cemership of 208
standards and policies (Present) !
Database (Expected) 211
Budgetary regime (Ex pected) 248
Training for gaining knowledge 355
and skills [P resent) !
Demonstrating the value to the 287

business (present)
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Controlling of Organisational

zensices cevel opment
IPresent) [(Present)
E ngagement and Demonstrating the value .
-, 0440 - o4 T
empowvrerment (Expectecd) to the business (present)
Corporate objectives 0000 Strategy (P resent) 8148
(P rezent) ! Training for gaining
Presence and ovmership of knowdecdge and skill s 809~
standards and policies 0 000 (Present)
::F*tr-ese Ir't% — Demonstrating the value
nierretagonsne reen J055 to the business JFT
proprety an FM [Present)
- - - (E xpected)
The intermelationship of Controlli - —
fimancial process to 060 antroliing of Senices Taa
stancards and ! (E xpecied) _
policies|Present) Budgetary regime 7a5"
Demonstrating the wvalue to 068 {E xpected)

the business (present) Provision of trategy and

Procurement strategy for FIM services (E xpected) 720
and proprety services 092 Strategy (E xpected) Ti6
[P resent) Procurement strategy for

Database (Present) 115 FIM and proprety services 690
cenvices (Prosent) 13| |[(Preseny

Controlling of services 187 (Epurgg::i]w regime BTE
[E xpected) !

Demonstrating the wvalue to 193 E ngﬂg-ement and BeT
the business (Ex pected) ' empoverment (Expected) i}
Strateqy (Present) 212 Database (Expecied) /649
E ngagement and 332 Interrelatonship beteeen Gaa"

empowerment [present) proprety an FM (Present)

These results indicates that tharestrong correlations betweéme present situation tiie strategy sub
headings levels ( strategyd corporate objectives) and organisation development, service provision and
performance management sibadings levels.

In the meanwhile, we can see that thareno relationchis between the present situation of the-sub
headings level of the presme and the ownership of standards and policies and the intergration of policies
and standards, management of proprety and FM services and th expected situation of controlling the serv
level. There are also no correlations between the present sitsatidControlling of the services levels and

the presence of the standards and the ownership of the standards and corporate strategic objectives.

Strategy

The stategy profileesults show subeadings mearseweenevels3 and 4 both for present ahexpected
situations There & variation in the frequencieglevel 4 and 5 are repied frequently in corporate
objective and corporate benefits for the present and the expected situagiod the histograms shows a
normal disturbution for the stragg levels for both situationsvhile there isompositivskewness in the
levels of the expected situatiofhe Rearson caelation shows goodrelationbetween the psent and the
expected situation for all the sieadingevels

Standards and policies

The maturity levels suheadinggneansof present and the expected situatjdasthe standards and policies
profile are between2 and [&vels 2 and and 3 a frequent in the present situations, while level 4 is frequent |
the ecpected situation3 hereis a normal distribution around these levé&lse subheadings levels for the

presentaind the expected situations are correlated.

Planning and budgeting
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Themeans for the subeadings levelfor the present and the expected situations are around 3, and 4 for the
expected users reponssability on space drivers. Level 4 is frequent in the present situation for budgetary
regime and level 5 in the expected situations for aHrmaddings.there ia positive skewness for the

expected situation of users responsibility-biglading. The correlation results show a strong relation

between the present and the expected situation of budgetary regime and the interrelationchip og financial
process to starads and policieevels

Service provision

The maturity levels suheadingsneandor presentind the expected situations of the service provision
profile are between 1 and 2e\ek 1is frequenin the present and expected situation of management of
proprety and FM servicemnd controllingof the services, while level 4 is frequent in the expected situation
for external parternship. Theis a signifant correlation between the present and expsitteatiors of
procurement strategy for FM and proprety managetegets

Organisation fit-for purpose

The means for the profile stiieadings levels are between 2 and 3. The levels 3 is frequent in the present
and the expected situation of demonstigaithe value of the business sudading, though level 5 is frequent

in the expected situation of provision of strategy and servicebeadting.the histograms shos a normal
distribution for all subheading. The correlation is signifiquant for the presehthe expected situations of
organisational development and demonstrating the value to the bueiredss

Performance management (PMpand the management information system (MIS)

Thelevelsmeans of the subeadings/aries between 1 and Bevels 4arefrequent in the present situation
of customer and society results sudadings. Wihle level 5 is frequent for the expected situation of
utilistaion of database. There are strong correlations between the present and the expected situation of
databae awnl databasatilisation levels and costumer argbciety levels

Personnel development

The personnel developement shbadings levels means are aroundt®& level 3 is frequent in the present
situation of training and gaining knowledge and skills and engagement and empowerement. In tineesame
level5 is frequent in the expected situation of training and gaining knowledge and skills. The correlation
resuts show a good relationship between all the subheadings levels.

6. CASE STUDIES ANALYSIS AND DISCUSSION

The qualitative research shows that most of the selected institutions havieiactianalorganisations
structurebased on functisandroles (Roosetal, 2014, p.321)The property management divisionagien
managed by the financepartmentywhich is quite normah functionalorganisationsl can also notice that
the FM organisations are ndirectly managedy the CEOs of thastitutions,butby many PMManagers
This also varies from institution emother;some institutions have Propemanager for every pe of
service, likecleaning, maintenan@ndbuilding operationsAlthough it was not clear how the FM
organization is struared due tdahe difficulties tofinding the writeinformationon the institutions websites.
Institutions 38 and 10 provide both hard and dé servicesn their divisions The the rest of the
institutionschoose to separate buildings openasi and maintenane@adthe other soft FM services
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(reception, security, ITetc). The backgroundesults showhatthese institutionprovide avariety d
services tdheir usersandmost of the FM services are outsourocesuttaskedusing SLAs The snallest
University college(1000a: ) which is institution nr 4s producing most of the FM servicieshouse.
SPS&correlation results of all the FM maturpyofilessulrheadingdevels in the institutions show that
there is astrongrelationshipbetween theatrategy and the organisation development prdfl¢he
meantimethere isa weakor none relationshipetween standardsd policies integratioand ownership
and the management of the proprety and the FM services.

The mean of FMstrategyand the frequencign theseFM organisationss in the qualified management
position which meansPM and FMarepatially strategicalyntegrated but it is expected thaboth will be
integrated with communicaticand improvements plans to maximis&éfits and minimize cost e ar s o n
correlation shows also a good relationship between the present and the expectedestedselggtitution
nr 8had the highest strategy profile levels

Standards and policies statistics resultsratee qualified management positj@ithoughthere is some
variance in the integrations of the standardiss Ehows that most of thesestitutions have wtten
standards and policies, but they are not fully implementecigarbt clear to the FMpemtors. h the mean
whilei te@pected thahe standards and policies will be understand partiallyintegratedthere is also a
good correlation between the present and the expected situation of the implementationnaegr stienof
the standardevels

Themeanof the FM planning and budgetingimsthe plus qualified management positiohefe are some
differences in the standard deviations of the present and the expedtggtaryegime, and the financial
processesThis means thahe financial planning andudgetingn theseFM organisationgrebased on
performanceneasures.There &so a relationship between the property, the users and the FMesedss
But thecorrelation of thgresentaindthe expected situation of FM plang andbudgetingevelsis not
strong enoughespeciallyfor theu s erespodisibility.

The service provisioshows a basic level of managememtd there is some significant variance for the
present and the expected situatidrtss means that the services in most of thedédutisns are
accomplished btasks procedures and are controlled by manaderthe mean while Pearsoareelations
show a we relationshipbetween the managementpsbpertyand FM services presentustionslevels,
and procurement strategy for FM and controlling of the services present and expected sikwal®ii$is
indicates that managing and controlling the services are on the basic level and there is not a specific strat
for the FM servies provision.

The organisation fifor purposeresent and expected correlatresults indicatethat there is a strong
relationslip between organisational developmeand the demonstration of the value of FM to the core
business , the mean alsalicates that these institutions expect an organisational framework for FM
development to business outcomes.

Themean results of the PM and the MI8anagement information systemmgaturity profileslevelsshowa
gualifiedmanagemerposition.Although met of these institutions may not have a central database to store
and control FMnformationandprocessesbothcustomersatisfaction anénvironmentaand social
obligations are partiallintegratedn the FM performance management, but the correlatesdts indicate
that there is a strong relationship between the dagabastomer and society results for bptesentaind
expectedsituatiors, this means that these institutidrevea PM and MIS strategy.

The personnel developmestatistical resultshow a plus qualified management positibhis meanshat
these institutions have a strategy for training and empowering tmeorpesl. And they expected to improve
the personnel knowledge skills and their engagement.

Most of the Universities ahthe Unversity collegehhavean FM organisation that suppottise core
businessthis supports the theoretical definition of FM by Saeboe and Blakstad (Za&bygg whawns
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most of these institutionsuildings,operate and maintain the properties, this means that FM organisation in
these institutions may have limited knowledge allbetprocess of these servic€le institutiors provide

many services to their users, which meansttiegeFM responsableare sevice oriented . Most of thES

are outsourced , thmeanghat the PM managers wopkimarily with contract managements and SLAs
because they have to manage and follow up thggeementsThe organisations * organisational modeis
function based ah they work by standardised line operations and management (Roos et al, 2014,1p.321),
think this may be the reason why the FM service provisions are delivered by line management in most of
these institutions The strategy maturity levetesultsindicatethe presence of tHeM strategy inliese
institutions, but there istill may be some lack of understandergd communicatinthe importance of the

FM integration in Property management strategyleliver value to the core businessl for & effective
propertymanagement

While Standards arnenportantin FM proceduresnd strategwgsi t ngestioned in the theoretical paite
maturity profile resultshownthatmanyof thesepropertymanagersmaystill have to improve the

ownership andhe integration of standards and policies in their buildings operatimhsnake them clear for
their workers.

The financial management strateggults showrthatmost of the institutionss planned and budgeted
according to services performance measuhis means that the financj@ocesseare not communicated
enoughwith the organisation and the userstaseawareness and improve FM costs reduction juBtoasy
(2009, 192196) mentionedbefore. However t cliear that these PMlanagersvant a full coordination

and understanding tfie FM costs in therganisationand continuousommunication with the users leads

to more efficient usef thebuildings.

Aktin and Books (20090.172172)theory abougffective FM management aedntrolrely onwell-defined

FM processeprocurement, measuremeaitFM contracts performance against the business reeetithe

users expectations. It is likely that this is not fully accomplished in these institutions FM organisation

It is important that the organisatiorddvelopmenbf these Universities and University collegeamine

the quality and the integration BM and FM servicesn order to get better colrisiness an&M

outcomes. From the SPSS descriptive statisticsganistion fit-for purposei can see that there is gap
theintegration and theommunicatiorof FM with PM and the core business.

The improvement of FM performance management in most of these institutions magtstged on the

user complaints and lack of new PM and FM technologies like a database thateriekfending of
buildingsinformationand activities in order to measure FM performancediasce meed€However the
institutions managerexpect thenclusion of more PM technologies in the buildidgsa better PM and FM
informationmanagement anehvironmentnd social responsibility.

The managers of thessstitutionsappreciateand recognize the value whiningand developing the

p e r s o RMhskills anslithey expect to implement more improvement activities to allow the personnel to
communi cate their ne esttaegy focteatingtettér FNI Values,keam wotkenda ¢
engagement.

6.1 The FM maturity matrix limitations

The FMmaturity matrix isausefulway to measure Fvhaturity in organisations who want to achieve
Excellencyfor FM cost reductions and effectiveness. Tiha t r 7 profiles can be considered as very
important to analyse further in Norwegian FM organisatibngjever some subeadings in every profiles

may not be relevant and can misinterpreted by the FM managers. This includes the communication of pla
FM strateges in theorganizatiorand the owners of theroperties which Ithink it can be understood hige
managers as they may have to involve the buildings owners and users in FM planmativanicdgand
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whichis not very common ithe NorwegiarF-M organisations. The standards subheatbogsing on the
integrationsof standardsn the financial procesandfeedbackgrom the users, this is also can be
misunderstood becaustandards are not considered as polici&ile FM planning andudgeting profile
considers clear ownership aredationshipof propertyand FM costs androcesseareExcellency this may

not be understood of PManagersn Universities and University colleges and Statshygigsonnel or the

other real estate firms. The profile is also limited concerning how FM budgeting regime has to be planned
and what this means tbe building live cycle costand performance costs. Managing and controlling the
FM services by team of a local management committee with users and clients considered as a very good
maturity level. | think this may not be considered by the Norwegian FM managbese institutions

because sitting and discussing FM services with users are not common in Norway. In the other hand | thir
effective service provisiohas to done both from tleeistomersand thep r o v isides bysaralysing the
building environmentits culture and measuring FprformancesThe organisation fit for purposeand
performance management sibadings | think are good maturity levels, byminot sure they came

applied in FM organisationsho isdealing with outside buildings operations like parkinggralr deni ng
services, because these services are difficult to meAsthe.the same time, | find the performance
management (PM ) and the management information systems ki8¢, very limited regarding

sustainability in building operatiorand the need to reduce resources and provide routines and materials the
help decrease occupant health issues along with protecting the building and the envirement.

7. CONCLUSION
In this finale section will summarisehe study and draw together the main findings in relation to the main
guestiononcerninghe backgroundf theresearchAs well asthe implications and the limitations in the
study.

Thereseath'saim isanswering2 main questionsoncerninghe present and expected FM maturity
profiles levels in Universities and University collegessng anFM maturity matrix, andidentifying the FM
gaps and pitfalls in these organizations by comparing the data provided by the informants with the FM
proflema t rexcel@rsy levels and the FM theoretical key performance indicators mentioned by Atkin
and Brooks (2009) and Booty (2009). Thethheelology usedn this research is case studyJltiple case
studies) of the Universities and University colleges FM oigdional structure and how FM responsibies
these institutionsonsider and perceive Fihd what are their expectations for an effe FM in their
organizationsThis was done bysing a combination of qualitative and quantitative methiodbeform of
background researchterviews and FM maturity matrix questionnaire.

The main findings in this researshows thamost of thenstitutionsbuildings which are public, are owned
andpartially managed by Statsbygmrsonnel. These institutions reas FMstrategy that suyport the core
business and they provides many services related to the users and the facilities. Their ongdnisatio
structuresarefunction base@nd thePropertymanagement section is often manged but the finance
department. The FM standards and policies are notifitbgratedor understood in therganisationdgut

i te@pected to improve the integration of the standards to make them clear to the workers. The FM
financialmanagement and service provisions are planned according to service performance imgasures s
expected the coordination and the understandirigediM costs in the organisation to reach effective FM
costs and performanc8imilarly, the FMorganisationn mostof theinstitutions may nobe integrated and
communicated with the core business andothei | dwnerg. Bhé FM performance may still sebn

u s ecomapfaints and line management with the expectation of including more FM technologies to facilitat
the FM tasksFurthermore, FM personnel training ashelelopmenis very important for the FM

organisation in these Universities and Universitelleges.
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The research implications can be illustratethmlackof somel n f o r cobahoragod to get as much
information agossibleandthe limited time contributed to finish this thesis.

The major limitations of the study are tiierpretatiorof the FMmatrix profiles sukheadingsThis should
be improved and reduced to fit the Norwegian FM strategies and work environment.

As a conclusion, the FMrganisations in Universities and University colleges need to immodbuild

more FMcompetencén order to manage buildings effectivelyhis can be done by the write
implementation and understanding of the FM standards, thef ugelligentbuildings system technologies,
like BIM (buildings information system), helpdesk and database and mamaageoperators skills and FM
k nowl devgla@dentCommunicating anthtegratingFM in the organisation and tipeoperty
management will contributi® a better understanding of FM costs andcessesThus, involving the users
and the building owners iRM tasks and planningill improve the quality of the buildings and demonstrate
more value to the organisation.
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Apendix nr 1

NorwegianFM standards

Energisparetjenester

NS 6430 Alminneligekontraktsbestemmelser for energisparing (EPC)

NS-EN 152213 Fasilitetsstyring (FM) Del 3: Veiledning om kvalitet i fasilitetsstyring
Skjatsel av grgntanlegg

NS 3450 Konkurransegrunnlag for bygg og anleBgdigering og innhold

NS 8405 Norsk byggeng arleggskontrakt (med tilhgrende blanketter)

NS 8406 Forenklet norsk byggeg anleggskontrakt (med tilhgrende blanketter)

NS 8433 Alminnelige kontraktsbestemmelser for skjgtsel og drift av pgrlandskapsnlegg

NS 3420CK Beskrivelsestekster for bygg,laegg og installasjonerDel CK: Drift ogskjatsel av
uteanlegg

Vakt og sikkerhetstjenester
NS-EN 152212 Fasilitetsstyring Del 2: Veiledning for utarbeidelse av avtaler omfasilitetsstyring
NS 8434 Alminnelige kontraktsbestemmelser for manuelle- wajgikkerhetstjenester

Byggdriftstjenester
NS 6425 Krav og anbefalinger ved anskaffelse av dofjsvedlikeholdstjenester til bygninger og
eiendom (byggdriftstjenester) (under utarbeidelse)
NS 3424 Tilstandsanalyse av byggvetknhold oggjennomfgring
NS 3451 Bygningsdelstabell
NS 3420Z Beskrivelsestekster for bygg, anlegg og installasjeime Z: Drift og vedlikehold

Vedlikehold av heis
NS 3809 Kontraktstandard for drift og vedlikehold heis (under utarbeidelse)
NS 3810 Periodiskikkerhetskontroll pa heiser, lgfteplattformer, rulletrapper og rullende fortau

Fasilitetstjenester generelt (alle typer tjenester)
NS-EN 152211 Fasilitetsstyring Del 1: Termer og definisjoner
NS-EN 152212 Fasilitetsstyring Del 2: Veiledning for utebeidelse av avtaler om fasilitetsyring
NS-EN 152213 Fasilitetsstyring (FM) Del 3: Veiledning om kvalitet i fasilitetsstyring
NS-EN 152214 Fasilitetsstyring (FM) Del 4: Rammeverk, klassifisering og strukturer i
fasilitetsstyring
NS-EN 152215 Fasilitetsstyring (FM)- Del 5: Veiledning i fasilitetsstyringsprosesser
NS-EN 152217 Fasilitetsstyring (FM) Del 7: Veiledning om benchmarking av ytelser
NS 3940 Arealog volumberegninger av bygninger (med veiledning)
NS-ISO 10004 KvalitetsstyringKundetlfredshet- Retningslinjer for overvaking og maling
renhold
NS-INSTA 800 definerer kvalitet av renholdstjenester og hvordan det skal males
NS-INSTA 810 beskriver selve anskaffelsen
NS 8431 er kontraktstandarden for renhold

Kilde. http://www.nbef.no/fileadmin/Kursprogrammer/2015/1550105_Byggdrift_Omidelger
kontrakt/N_250 Eiendomsforvaltningvtaler-om-fasilitetstjenester_Faktaark Januar_2015.pdf
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Apendix nr 2
MATURITY MODEL QUESTIONNAIRE

Undersgkelse av organisasjonsmodenhet i FM organisasjoner.

Metoden benytter seg av sju kriterier for & fastsette modenheten til en FM organisasjon.

Kriteriene er:

Strategi

Standard og fremgangsmate
Planlegging og budsjettering
Tjenesteanskaffelser
Hensiktstilpasning
Forvaltningsutfarelse

No obkwbdPR

Personal utvikling

Data fra selskap og kontaktperson.
Prav og beskriv primaer produktet, tienester og virksomheten til organisasjonen:

Hvem vil veere kontaktpersonen for benchmarkingsprosessen for deres organisssgrsa snill & fyll ut konkdperson data
under)

Navn:

Tittel:

Organisasjon:

Adresse:

Telefon:

E-mail:

Organisasjons data

Kryss av for det som best beskriver deres facility management struktur
Separat Facility Management Avdeling
En divisjon med stgrre avdelinger (Eiendom, finans, personalavdeling, etc.)
Fordelt pa ulike avdelinger

Til hvilken del av organisasjonen blir deres facility management funksjon rapportert til?
Styret/ledelsen
Finans og administrasjon
Personalavdeling
Eiendomsavdeling
IT
Driftsavdeling
Andre (beskrivelse)
Hvor mange rapporteringsledd er det mellom administrerende direktgr og lederen for FM?

Antall (tell med adm.dir)
Hvilke av de fglgende funksjonsansvarligeapporter til FM avdelingen? (kryss av for de det gjelder)
Eiendomsansvarlig Resepsjon og administrasjonstjeneste
(Planning and design) Post budtjenester
(Project and construction managemt) Tele og IT-tjenesterDrift og vedlikehold
(Purchasing) operations and maintenance) Gartnertjeneste
(Records Management)
HMS Andre (beskrivelse)

Sikkerhetstjeneste
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1. strategi

Kryss av for det meste aktuelle nivd med tanke padtMtegi i din bedrift slik som det er i dag, og ett kryss for det nivaet bedriften tror er et
forventet niva for organisasjonen.

1.1 Felles ma(Hvordan er felles mal styrket ved FM strategi?)

1-FM og
eiendomsstrategi er
ikke en integrert del a
selskapets fremtidspla

N&veerend
Forventet

2-Ingen fastlagt mal, men et
felles system for strategisk
veiledning.

NavaerendgNaveerende Forventet

Forventet

3-Malene er delvis
styrket ved FM og
eiendomsstrategier.

4-Styrket ved delt
strategisk veiledning pa:
1. Eiendomsforvaltning
2. Facility Management

N&veerende
Forventet

5-Er styrket ved fullstendig
veiledning. Veiledningen er
overfgrt til organisasjonen.

Naveerende
Forventet

1.2 Strategi (Hvordan er eierskapet til FMstrategien?)

1-Ingen nedskrevet
strategi. Ledelsen
handler individuelt i
kommunikasjons
beslutninger.
Naveeren

Forventet

2-1kke tvunget gjennom av
bestemte eierskap eller
prosesser.

Navaerende
Forventet

Naveerende Forventet

3Eiet, men ikke alltid
tydelig tvunget
igiennom

av eierskap eller
prosesser.

4-Eiet og gjennomfart av
prosesser. Noe
kommunikaspn mellom
nivaer er oppnadd.

Naveerende
Forventet

5-Er tydelig eiet og styrket
gjennom prosesser. Kontinuerlig
forbedringer er filosofien.

Naveerende
Forventet

1.3 Innbyrdes relasjon

mellom eiendomsforvaltning og facility management

1-Ingen viten om
innbyrdes relasjon.

Néveerendes
Forventet©

2-Noe anerkjennelse av
innbyrdes relasjon.

Navaeren
Forventet

3-Begrenset
anerkjennelse av
innbyrdes relasjon.

N&veerende
Forventet

4-Anerkjennelse av
innbyrdes relasjon.

Naveerende
Forventet

5-Fullstendig samordning mello
eiendomsforvaltningen og FM.
Naveerende

Forventet

1.4 Felles fordel

1-Det er ingen element
som fremmer felles

2-Noe forstéelse for felles
fordel.

3-Eiendomsstrategier ¢
ikke brukt proaktiv for

4-Eiendoms og FM
strategi er ikke brukt

5-Strategien inneholder proaktiv
planer for & maksimere nytten a

fordeler. maksimere nytten. proaktiv for & maksimerg bade eiendom og FM.
Naveerende Néaveerende nytten. Naveerende
Forventet Forventet| Naveerende Naveerende Forventet
Forventet Forventet
2. Standard og fremgangsmaéte

Kryss av for det meste aktuelle nivd med tanke pa standarder og fremgangsmater i din bedrift slik som det er i dagsofpettdirnivaet
bedriften tror er et forventet niva for organisasjonen.

2.1 Tilstedeveerelse og eierskap av standarder og fremugsmate(Er det opprettet standarder og fremgangsmater, og hvordan er eierforhol

1-Standarder og

fremgangsmater er ikke
opprettet. Forskrifter falge

kontrakten.

Navaerendes
Forventet

2-Standarder og

3-Skrevne standarde

4-Eiet og skrevne

Navaerende Forvente

fremgangsmater og fremgangsmate. | standarder og fremgangsmater. Disse er kontinuerlig
eksisterer delvidet e fremgangsmater. forbedret.
ikke eiet. Naveerendes Eierskapet star for
Forventet handlingsplaner. Naveerende
Naveerendes Forventet©
Forventet

5-Fullstendig eiet og skrevne standarde

2 Integrering av standarder

og fremgangsmater i viksomheterfHvordan er disse integrert i bade

drifisg finansielle prosesser?)

1-Ingen

Navaerendes Forventet

2-Pa driftsniva er diss

3-Standarder og

4-Ledere, operatgrer

brukt noe. P& det fremgangsmater er | leverandgrer forstar | den interne og eksterne kundes behov.
strategiske niva er de| ikke forstatt pa standardene og Kontinuerlig feedback fra brukere farer t
tvetydighet og liten driftssiden. Lite fremgangsmatené&r | forbedringer og nyskapning. De er ogsa
tiltro til bruk av kommunikasjon delvis integret i den | fullstendig integrert i den finansielle
standarder og mellom ledere og prosessen.

leverandgrer om

standarder og Naveerende,

fremgangsmater. Forventet

Naveerende

Forvente

5-Standarder og fremgangsmater ivaretg
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fremgangmate

Naveerende Forventg
©

©

finansielle prosessen

Naveerende Forvente

3 .Planlegging og budsjettering

Kryss av for det som beskriver deres bedrift besé flastsette planlegging og budsjettering som er aktuelt na og deretter det som er forventet av

din organisasjon i fremtiden.

3.1 Innbyrdes relasjon mellom gkonomiske prosesser til standarder og fremgangsmagelvordan er gkonomiske prosesser utfgrt med

referanser til standarder og fremgangsmate)

1-@konomiske mal er
kontrollert, men ikke
videreformidlet.

Naveerend®
Forventet ©

2-Begrenset med
foretningsplaner eksisterg
men ikke videreformidlet
eller lagt frem av senior
sjef.

Naveerende

Forventet ©

3-Omsluttet noen
standarder og
fremgangsmater
tilleggsplanlegging og
budsjettert informasjon e
delvis basert pa ytelses
mal.

Navaerend®
Forventet ©

4-Omsluttet noen
standarder og
fremgangsmater.
Tilleggsplanlegging og
budsjettert informasjon
er delvis basert pa ytelse
mal. Planlegging og
budsjettering er
videreformidlet og tatt i
bruk gjennom en
struktur av prosesser

Naveerend®
Forventet ©

5-Styrker felles mal, farer
til fullstendig strategisk
fremgangsmate, prosessg
er forstatt og dokumenter
og enhetlig anvendt.

Navaerend®
Forventet ©

3.2 Budsjettmessig styrin

Hva er sammenhenget mellom gkonorfusétningsplan

legging og eiendomskostnader?)

1-Ingen sammenheng

Navaerend®
Forventet ©

2-Uklar sammenheng
mellom FM og
eiendomskostnader

Navaerend®
Forventet ©

3-Noen elementer av
eiendomskostnadene=
(accommodation) er ikke
identifiserbare

Navaerend®
Forventet ©

4-Klar og gjenkjennbar
sammenheng mellom
eiendoms og FM kostnad

Naveerend®
Forventet ©

5-Klart eierskap. Eiendom
og FM kostnader er klart
forstatt. Forretning og
eiendomsplaner er
koordinert.
Forbedringsplaner
eksisterer for & bedre kun
utnytte eiendomskostnad
Naveerend®
Forventet ©

3.3 Brukerens ansvar i forhold til arealbruk?(Hvilken kontroll har brukeren p& arealbruk?)

1-Intet ansvar

2-Brukeren er ikke
klar over kostnadene
tilknyttet bruken av
rom/plass.

Det er ikke satt i gang
noen prosess for &
involvere
organisasjonen i FM
foretningsplanlegging

3-Brukeren har noe
forstdelse for kostnader
som er tilknyttet bruken
av rom/plass.

Det er ingen kontinuerlig
prosess for & involvere
brukeren i FM
forretningsplanleggingel
Definering av arealbruk
er heller reaktiv (etter

forstaelseor

brukeren.

4-Kommunikasjon med
brukerne for & gi dem

forretningsplaner/
forandringer (vekst
overtagelse/nyanskaffelg
reduksjon etc). Pagaend
prosess for & involvere

Kommunikasjonen

proaktivt sine
fremtidige

framtidig

5-Organisasjonen deler

forretningsplaner med F¥1 systematisk
prosess for & involvere brukeren i
planlegging og budsjettering av
rom/plass. Sstrategiske avgjgrelser i
forhold til rom/plass er basert pa

foretningspaner.Kontinuerlig
kommunikasjon med
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Naveerend®
Forventet ©

var)

Naveerend®
Forventet ©

snar) enn proaktiv (fare

Naveerend®
Forventet ©

muliggjar proaktiv
definering av arealbruk,
bedre planlegging og
budsjettering

Navaerend®
Forventet ©

brukerne farer til en mer
effektiv bruk av rom/plass

Naveerend®
Forventet ©

Kommentar:

4. Tjeneste anskaffelserftilgang pa tjenester (service provision).
Kryss av for det som beskriver deres bedrift best for & fastsette tjenesteanskaffelser som er aktuelt na deretter kigissastftorventet av
din organisasjon i framtiden)

4.1 Eiendomsforvaltning og FM tjenester(Hvordan anskaffer FM avdelingenegidomsforvaltning og FM tjenester?)

1-Ved a 2-Ved & overholde 3-Ved a male kundene 4-Ved & analyserere
gjennomfare/utfare spesifikasjoner & tilfredshet. kundenes forventninge
tjenesteoppgaver prosedyrer. og forestillinger, og tjenester.
bygge bro over gapet
Naveerend® | Via etablerte verktay fq
Navaerend® Forventet © é_\ maéale anskaffelse av
Naveerend® Forventet © tjenester
Forventet ©
Naveerend®

Forventet ©

5-Ved a ansette en hel tienegtdtur
og male kundens forventrg til

Tjenestekulturen, ledelsen og
operasjonell effektivitet males for
kontinuerlig forbedring

Naveerend®
Forventet ©

4.2 Kontroll av tjenester (Hvordan blir tienesteanskaffelser kontrollert?)

1-Ved linjeforvaltning

2-Ved en sentral
organisasjon som tar

3-Ved en sentral
organisasjon som

4-Ved en lokal ledelse
komité i samarbeid meg

5-Ved de ressursene som er
dedisert/gitt for & forsterke

(forvaltningsansvar) | definerer brukere og klienter tjenesteanskaffelsen gjennom prose
ledelsesansvar tjenestestandarder og Disse prosessene kommuniseres til
fra linjeforvaltningen | kontroll klienter for kontinuerlig
fra dag til dag forbedring
Naveerend® Néveerend®
Navaerend® Naveerend® Naveaerend® Forventet © Forventet ©
Forventet © Forventet © Forventet ©
4.3 Anskaffelsesstrategier for FM og eiendomstjenestéHvordan anskaffes FM tjenester?)
1-Ingen strategier 2-Den lokale ledelsen 3-Sentrale 4-Sentrale 5-Sentrale

Naveerend®
Forventet ©

kjgper tienester, ingen
anskaffelser/innkjgp
sentralt

Naveerend®
Forventet ©

(anskaffelser)/innkjgp

definerer hvilke tjenester
som skal skaffes innad, @
hvilke som skaffes utenfr

Naveerend®
Forventet ©

anskaffelser/innkjgp
kommuniserer med lokal
og sentral
ekspertise/sakkyndighet.
Klare kriterier for valg av
leverandgarer
Naveerend®
Forventet ©

anskaffelser/innkjep malg
kontraktsforholdenes
ytelser mot forretningens
behov. Veldefinerte
prosesser for &
administrere
leverandgrer. Innovasjon
er en kritisk suksessfakto
for leverandgrer

Naveerend®
Forventet ©

4.4 Eksterne samarbeids

artnere/selskafHvordan ledes samarbeidet med eks

terne samarbeidspartnere/selskap)

1-Ingen ledelse

Néveerend®
Forventet ©

2-Relasjoner med de son
skaffer tienester er styrt U
fra gkonomiske
vilkar/betingelser.
Konkurranse kan eksiste|
mellom ulike selskaper
som leverer ulike
tienester.

Navaerend®
Forventet ©

3-lkke bare gkonomisk,
men ogsa lagerbeholdnir
og materiell kontroll er
delt mellom leverandgrer
Noen synergier er skapt
mellom leverandgrer

Naveerend®
Forventet ©

4-Levering av tjenester e
relatert til kundenes krav
Avgijgrelser er basert pa
samarbeid mellom ulike
leverandgreBegrenset
indre og ytre
referansepunkter/
benchmarking.

Naveerend®
Forventet ©

5-Ulike selskaper tjener
kundene med tydelige
sammenfayde mal.
Involvert i arbeidsgruppe
og undersgkelser med
konkurrenter/ andre
selskaper for & plassere
FM praksis i industrien og
leere fra ulike erfaringer.
FM praksis benchmarking

Navaerend®
Forventet ©
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5. Hensiktstilpasning
Kryss av for det meste aktuefl’d med tanke pa standarder og fremgangsmater i din bedrift slik som det er i dag, og ett kryss for det nivaet
bedriften tror er et forventet niva for organisasjonen.

5.1 Organsiasjonsutvikling( Finnes en

organisasjonsutviklingsplan

1-Ingen

Naveerend®
Forventet ©

2-Dag til dag anskaffelse
av eiendom og FM
tjenester

Naveerend®
Forventet ©

3-Et organisatorisk
rammeverk som sikrer
utvikling

Naveerend®
Forventet ©

4-Et organisatorisk

rammeverk som skaffer
og integrerer eiendom og
FM-tjenester.

Naveerend®
Forventet ©

5-Et organisatorisk
rammeverk er utviklet for
a skaffe tjienester til
laveste kostnad. Kjerne
og ikke kjerneaktiviteter
er identifisert g overfart
til organisasjoner som er
best egnet til disse.

Naveerend®
Forventet ©

5.2 Etablering av strategi

og tjenester

1-Ingen

Navaerend®
Forventet ©

2-Kommer underveis

Navaerend®
Forventet ©

3-Noe, men fordeling av
roller er uklar.

Naveerend®
Forventet ©

4-Roller er tildelt men ikk
fullstendig spesifisert.

Naveerend®
Forventet ©

5-En klar inndeling av
fremgangsog
anskaffelsesmate av
tienester innenfor
spesifikke standarder

Navaerend®
Forventet ©

5.3 Hvilken verdi har FM

for selskapet?

1-Det finnes ingen
prosesser for & male dett

Navaerend®
Forventet ©

2-Noen malinger finnes,
men ingen systematiske
prosesser.

Naveerend®
Forventet ©

3-Prosesser er dannet fo
vise verdien av FM

Naveerend®
Forventet ©

4-FM-mal linket opp mot
foretaksmal og
systematiske prosesser
finnes for & male verdien
av FM for selskapet som
driver med
kjernevirksomheten

Navaerend®
Forventet ©

5-FM-mal er linket opp
mot kundens mal, og kla
systematiske prosesser |
utfgrt for & vise verdien a
FM for selskapet. Det er
klart vist at FM
prosessene er positivt fo
selskapetFM-prosesseng
blir kontinuerlig forbedret|

Navaerend®
Forventet ©

6. Performance Management and the Management Information System
Kryss av for det meste aktuelle nivd med tanke pa standarder og fremgangsmater i din bedrift slik som det
er i dag, og ett kryss fatet nivaet bedriften tror er et forventet niva for organisasjonen.

6.1 DatabaseBlir informasjon angéende bygninger og tienester lagret i en database?)

1-Ingen database for
FM,
eiedom og tjenester

Naveerend®
Forventet ©

2-Spredt, ikke lett
tilgjengelig, ikke
omfattende

Navaerend®
Forventet ©

3-Tilgjengelig, men
ligger

spredt og er lite
omfattende

Naveerend®
Forventet ©

4-Tilgjengelig som
bistand i
forretningsplanlegginge
men ikke sentral databa
for eiendom og FM

Navaerend®
Forventet ©

5-Omfattende sentral
database for eiendom og
FM

Navaerend®
Forventet ©

6.2 Nytte av database

i{Er informasjonen nyttig for & bista dgntrollere ytelsene?)

1-Data har varierende
nytteverdi. Kan ikke
benyttes til &
kontrollere

tilbud og ettersparsel

Naveerend®

2-Noe nyttig data for &
kontrollere tilbud og
etterspgrseNVarierende
tilbakemelding

Néveerend®
Forventet ©

Forventet ©

3-Data blir brukt for &
kontrollere
distribusjonsnettverket
Jevnlig tilbakemelding,
og data blir forstaelig
lagret

Naveerend®
Forventet ©

4-Omfattende database
kontrollerer
distribusjonsnettverket.
Enkelt & ta ut og
presentere dat®ata blir
jevnlig presentert for
linjeledelsen.

Naveerend®
Forventet ©

5-Databasen inneholder relevant
informasjon til & bista planlegging
og budsjettering, muliggjer
kontroll av tilbud og ettersparsel.
Proaktive avgjgrelser gjgres pa
grunnlag av databasen.

Navaerend®
Forventet ©

6.3 Informasjon om kundetifredshet(Hvordan behandler man tilbakemelding fra kunder?)
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1-Kundens tilfredshet
er kun vurdert nar det
kommer inn klager.

Ingen lagring av data.

Naveerend®
Forventet ©

2-Tilbakemelding til
kunder kun ved klager|
Oversikt over
kundetilfredshet finnes
Ikke linket til MIS og
PM systems

Néveerend®
Forventet ©

3-Kundetilfredshet er
linket opp mot
ytelsesresultater. KPI ¢
pa plass.
Fremgangsmate og
prosedyrer er lagd run|
kundens behov

Naveerend®
Forventet ©

4-Kundens tilfredshet er
kontinuerlig overvaket
for & mgte individuelle
behov.Eksplisitte

ytelsesidikatorer. Ansatt
er trenet for

kundetilfredshet.

Naveerend®
Forventet ©

5-Kontinuerlige kundeforpliktelse
blir delt ut pa alle nivaer.
Tjenestene som blir levert til
kundene blir sett pad som en
uatskillelig del av bildet. Kunden
liker erfaringen med FM, og er ki
over FM’s bidrag til deres
individuelle ytelser

Navaerend®
Forventet ©

6.4 Informasjon om miljgbestemte temaefHvordan blir sosial og miligspgrsmal behandlet?)

1-Ingen 2-Lite informasjon 3-Miljg - og sosialkrav | 4-Full integrering av 5-Ansatte blir oppmuntret til &
tilgjengelig. Blir sett pg blir delvis lagret i MIS | miljg- og sosialansvar i | engasjere seg i lokale aktiviteter.
som kostbare og en | for & overholde lover of MIS Blir sett pa som et | Miligansvar er hayt prioritert.
hindring for regler.Fremgangsmate strategisk tema som ogg Lokale aktiviteter er stattet.
konkurranseevnen. og standarder er topplederne er opptatt 4 Organisasjonen har mottatt formg
nedskrevet anerkjennelse for sine miljgytelse
Naveerend®
Forventet ©
Navaerend® Naveerend® Naveerend® Navaerend®
Forventet © Forventet © Forventet © Forventet ©
Kommentar:

7. Personal utvikling (FM)

7.1 Leering for oppnaelse av kunnskap og kompetangelvordan blir FM drevet og utviklet for & gi kunnskap og for & oppna fullt potens|

for sine ansatte?)

1-Introduksjon (innfgring)
er gitt

Naveerendee
Forventet

2-Leering blir sett pa som
bortkastet tid og utgift.
Mennesker er ansatt for &
gjare en jobb

Naveerendes
Forventet ©

3-Ledelsen erkjenner
verdien av leering, men
personalets kunnskap og
kompetanse er ikke
identifiset. Det er gitt en
viss tilpassning til
organisasjonens mal
gjennom
vurderingsskjema

Navaerende©
Forventet ©

4-Vurderingsskjemaene
som er i bruk viser en visg
samhgrighet mellom de
ansattes mal og
organisasjonens mal.
Personlig utvikling er
planlagt og tatt hgyde for
vurderingsskjemaene.

Néveaerendes
Forventet ©

5-Kontinuerlig
personlig utvikling og
tilpassning til
organisasjonens mal.
Personalet er
inneforstatt med at
jobben tilbyr det som ¢
best for deres karriere|
utvikling.

Naveerendes
Forventet
©

7.2 Engasjement og myndighefFinnesdet prosesser i

ang som tilpasser de ansattes karriere mal og selskapets méal?)

1-Personalet er ikke
konferert med.
Kommunikasjonen er
envei s-dognot
ledelsen og ned). Det
eksisterer en planlegging,
og folk er konforme til sin
spesifikke arbeidsoppgave

Naveerende
Forventet

2-Personene er radgivend
for spesielle formal.

Teamarbeid blir kontrollert
Personene ma holde seg
eksisterende spesifikasjor]
og prosedyrer.

Naveerendes
Forventet ©

3-To veis kommunikasjon
oppnas. Personalet radfg
om forbedringer.

Navaerendes
Forventet ©

4-Personalet har tillatelse
til & implementere
forbedringer aktivt uten a
referere med ledelsen.
Deres kompetanse og
kunnskap verdsettes og
brukes, og dette farer til
forbedringer.

Naveaerendes
Forventet ©

5-Ansate er radfart
angaende
organisasjonens niva
for felles mal. De blir
priset og tatt var pa. T|
veis kommunikasjon
sees som en norm. D¢
ansattes moral er hgy,
og lojalitet oppnas.
Personal fornying
males til & veere lav

Naveerendes
Forventet
©
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Apendix nr 3

Overview of the Univesities and University colleges

Universiteter og hayskoler

Norge har i dag 8 universitetdr2 hgyskoler og 5 vitenskapelige h@gyskoler med statlig eierskap. Dette er en felles oversikt
disse. Norge har ogsa en rekke private hgyere utdanningsinstitusjof@raeglem mottar statlig tilskudd.

Universiteter

Norges teknisknaturvitenskapelige
universitet (NTNU)

Universitetsadm., 7491 Trondheim
Norwegian University of Science and
Technology

TIf: 73 59 80 OChttp://www.ntnu.no

Norges miljg- og biovitenskapelige
universitet (NMBU)

Pb. 5003, 1432 As

Norwegian University of Life Sciences
TIf: 64 96 50 Ohttp://www.nmbu.no

Universitetet i Bergen (UIB)

Pb. 7800, 5020 Bergen
University of Bergen

TIf: 55 58 00 OChttp://www.uib.no

Universitetet i Oslo (UIO)

Pb. 102 Blindern, 0316 Oslo
University of Oslo

TIf: 22 85 50 5http://www.uio.no
Universitetet i Stavanger (UIS)
4036 Stavanger

University of Stavanger

TIf. 51 83 10 Ohttp://www.uis.no
Universitetet i Tromsg Norges
arktiske universitet (UIT)

9019 Tromsg

University of Tromsg The Arctic
University of Norway

TIf: 77 64 40 OChttp:/www.uit.no

Universitetet i Agder (UIA)

Pb. 422, 4604 Kristiansand
University of Agder

TIf: 38 14 10 OChttp://www.uia.no

Nord universitet (UIN)

8049 Bodg

Nord University

TIf: 75 51 70 Ohttp://www.nord.no/no

Vitenskapelige hgyskoler

Arkitektur - og designhggskolen i Oslo
(AHO)

Pb. 6768 St.Olavs.pl., 0130 Oslo

The Oslo School of Architecture and
Design

TIf: 22 99 70 OChttp://www.aho.no

Norges Handelshgyskole (NHH)
Helleveien 30, 5045 Bergen
Norwegian School of Economics and
Business Administration

TIf: 55 95 90 Othttp://www.nhh.no

Norges idrettshggskole (NIH)

Pb. 4014 Ulleval Stadion, 0806 Oslo
Norwegian School of Sport Sciences
TIf: 23 26 20 0Chttp://www.nih.no/

Norges musikkhggskole (MNH)

Pb. 5190 Majorstua, 03@2slo
Norwegian State Academy of Music
TIf: 23 36 70 Ohttp://www.nmh.no

Hggskolen i Molde- Vitenskapelig
hggskole i logistikkHIMOLDE)

Pb. 2110,6402 Molde

Molde University Collegé Specialized
University in Logistics

TIf: 71 21 40 OChttp://www.himolde.no

Statlige hgyskoler

Samisk hggskole (SAMISKH)

Pb. 45, 9520 Kautokeino

Saami University College

TIf: 78 48 77 OChttp://www.samiskhs.no

Kunst- og designhggskolen i Bergen
(KHIB)

Strgmgt. 1, 5015 Bergen
BergenAcademy ofArt and Design
TIf: 55 58 73 0Chttp://www.khib.ro

Kunsthggskolen i Oslo (KHIO)

Pb. 6853 St. Olavspl, 0130 Oslo
Oslo National Academy of the Arts
TIf: 22 99 55 0Chttp://www.khio.no

Hagskolen i Bergen (HIB)

Pb. 70305020 Bergen

Bergen UniversityCollege

TIf: 55 58 75 Ohttp://www.hib.no

Hggskolen i SgrgsiNorge (USN)

Pb. 235, 3603 Kongsberg

University College of Southeast Norwal
TIf: 31 0080 00www.us.no

Hggskolen i Hedmark (HIHM)
2400 Elverum

Hedmark University College

TIf: 62 43 00 Ohttp://www.hihm.no

Hagskolen i Lillehammer (HIL)
2626 Lillehammer

Lilehammer University College
TIf: 61 28 80 Othttp://www.hil.no

Hggskolen i Oslo og Akershus (HIOA)
Postboks 4, St. Olavs plass

0130 Oslo.

Oslo and Akershus university college 0
applied sciences

TIf: 67 23 50 Ohttp://www.hioa.no

Hggskolen i Sogn og Fjordane (HISF)
Pb. 1336851 Sogndal

Sogn og Fjordane University College
TIf: 57 67 60 OChttp://www.hisf.no

Hagskolen Stord/Haugesund (HSH)
Pb. 50005409Stord
Stord/Haugesund University College
TIf: 53 49 13 Ohttp://www.hsh.no

Hggskolen i Volda (HIVOLDA)

Pb. 5006101 Volda

Volda University College

TIf: 70 07 51 OChttp://www.hivolda.no

Hggskolen i Istfold (HIOF)

1757 Halden

@stfold University College

TIf: 69 21 50 OChttp://www.hiof.no
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Strategy
Statistics
Interrelationshi Corporate Interrelationshi
Corporate | Strategy p between Corporate | objectives | Strategy p between Corporate
Strateg | objectives | (Present | property an FM | benefits | (Expected | (Expected | proprety an FM benefits
y (Present) ) (Present) (Present) (Expected) (Expected)
N Xa“ 11 11 11 11 11 11 11 11 11
m;s 0 0 0 0 0 0 0 0 0
Mean 3,82 3,27 3,55 4,09 4,45 4,00 4,18 4,64
Median 4,00 4,00 4,00 4,00 4,00 4,00 5,00 5,00
Std'. . , 751 1,489 1,440 ,831 ,522 1,483 1,471 ,505
Deviation
Variance ,564 2,218 2,073 ,691 273 2,200 2,164 ,255
Range 3 5 5 2 1 5 5 1
Minimum 2 0 0 3 4 0 0 4
Maximum 5 5 5 5 5 5 5 5
Correlations
Interrelatio
Interrelatio nship
nship between
between Corporate proprety
Corporate proprety | Corporate | objectives | Strategy an FM Corporate
objectives | Strategy an FM benefits | (Expected | (Expected | (Expected benefits
(Present) | (Present) | (Present) | (Present) ) ) ) (Expected)
Corporate Pearson o -
objectives Correlation 1 ,407 ,841 ,350 ,232 ,000 757 ,336
(Present) Sig. (2-tailed) 215 ,001 ,292 ,493 1,000 ,007 312
N 11 11 11 11 11 11 11 11
Strategy (Present) Pearson -
Correlation 407 1 ,483 ,220 ,339 ,815 ,340 411
Sig. (2-tailed) ,215 ,132 ,515 ,308 ,002 ,306 ,209
N 11 11 11 11 11 11 11 11
Interrelationship Pearson o -
between proprety  Correlation 841 483 1 539 1036 ;140 846 /438
an FM (Present) Sig. (2-tailed) ,001 ,132 ,087 ,916 ,680 ,001 178
N 11 11 11 11 11 11 11 11
Corporate benefits - Pearson 350 220 539 1 -335 000 149 087
(Present) Correlation
Sig. (2-tailed) ,292 ,515 ,087 314 1,000 ,663 ,800
N 11 11 11 11 11 11 11 11
Corporate Pearson 232 339 036 -,335 1 516 402 690
objectives Correlation
(Expected) Sig. (2-tailed) ,493 ,308 ,916 314 ,104 ,220 ,019
N 11 11 11 11 11 11 11 11
Strategy Pearson 000 815" 140 1000 516 1 183 535
(Expected) Correlation
Sig. (2-tailed) 1,000 ,002 ,680 1,000 ,104 ,589 ,090
N 11 11 11 11 11 11 11 11
Interrelationship Pearson_ 757" 340 846" 149 402 183 1 637"
between proprety  Correlation
an FM (Expected)  Sig. (2-tailed) ,007 ,306 ,001 ,663 ,220 ,589 ,035
N 11 11 11 11 11 11 11 11
Corporate benefits Pearson " .
(Expected) Correlation ,336 411 ,438 ,087 ,690 ,535 ,637 1
Sig. (2-tailed) ,312 ,209 ,178 ,800 ,019 ,090 ,035
N 11 11 11 11 11 11 11 11
**_Correlation is significant at the 0.01 level (2-tailed).
*. Correlation is significant at the 0.05 level (2-tailed).
2.Standards and policies
Statistics




Presence and
Presence and Integration of ownership of Integration of
ownership of policies and standards and policies and
Standards and standards and standards at all policies standards at all

policies policies (Present) | levels (Present) (Expected) levels (Expected)
N Valid 11 11 11 11 11
Missing 0 0 0 0 0
Mean 3,00 2,82 3,82 3,55
Median 3,00 3,00 4,00 4,00
Std. Deviation ,894 1,601 1,079 1,864
Variance ,800 2,564 1,164 3,473
Range 2 5 3 5
Minimum 2 0 2 0
Maximum 4 5 5 5

Planning and budgeting

Correlations

Presence and Presence and Integration of
ownership of Integration of ownership of policies and
standards and policies and standards and | standards at all
policies standards at all policies levels
(Present) levels (Present) (Expected) (Expected)
Presence and ownership of Pearson Correlation 1 ,209 ,518 ,000
standards and policies Sig. (2-tailed) 536 102 1.000
(Present) ' ’ '
N 11 11 11 11
Integration of policies and ~ Pearson Correlation ,209 1 442 874"
standards at all levels Sig. (2-tailed) 536 173 ,000
(Present)
N 11 11 11 11
Presence and ownership of Pearson Correlation 518 442 1 402
standards and policies Sig. (2-tailed) 102 173 220
(Expected)
N 11 11 11 11
Integration of policies and Pearson Correlation ,000 ,874™ 402 1
standards at all levels ; ;
Sig. (2-tailed
(Expected) g. ( ) 1,000 ,000 ,220
N 11 11 11 11
**_Correlation is significant at the 0.01 level (2-tailed).
Statistics
The The
interrelationsh interrelationsh
ip of financial ip of financial
process to User's process to User's
standards responsability standards responsability
and Budgetary on space and Budgetary on space
Planning and | policies(Prese regime drivers policies(Expe regime drivers
budgeting nt) (Present) (Present) cted) (Expected) (Expected)
N Valid 11 11 11 11 11 11 11
Missing 0 0 0 0 0 0 0
Mean 3,18 3,09 3,82 3,64 3,91 4,55
Median 3,00 4,00 4,00 5,00 5,00 5,00
Std. Deviation 1,328 1,814 751 2,014 1,973 ,688
Variance 1,764 3,291 ,564 4,055 3,891 473
Range 4 5 2 5 5 2
Minimum 1 0 3 0 0 3
Maximum 5 5 5 5 5 5

Correlations
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The The
interrelationshi interrelationshi
p of financial User's p of financial User's
process to responsability process to responsability
standards and Budgetary on space standards and Budgetary on space
policies(Prese regime drivers policies(Expect regime drivers
nt) (Present) (Present) ed) (Expected) (Expected)
The interrelationship of Pearson Correlation 1 574 237 738” 580 -,010
financial process to X i
standards and Sig. (2-tailed) ,065 483 ,010 ,062 977
policies(Present)
N 11 11 11 11 11 11
Budgetary regime Pearson Correlation 574 1 1160 503 /869" 117
(Present) . .
Sig. (2-tailed) 065 638 115 ,001 733
N 11 11 11 11 11 11
User's responsability on Pearson Correlation 237 1160 1 -,048 -,080 405
space drivers (Present) : .
Sig. (2-tailed) 483 ,638 ,888 ,816 217
N 11 11 11 11 11 11
The interrelationship of Pearson Correlation 738" 503 -,048 1 620" -,059
financial process to : .
standards and Sig. (2-tailed) 010 115 888 042 863
policies(Expected) N 11 1 1 11 1 11
Budgetary regime Pearson Correlation 580 869™ -,080 620" 1 114
(Expected) . .
Sig. (2-tailed) 062 ,001 816 ,042 739
N 11 11 11 11 11 11
User's responsability on Pearson Correlation -,010 117 405 -,059 114 1
space drivers (Expected) . .
Sig. (2-tailed) 977 733 217 863 739
N 11 11 11 11 11 11
**_Correlation is significant at the 0.01 level (2-tailed).
*. Correlation is significant at the 0.05 level (2-tailed).
1. Service provision
Statistics
Manageme Procuremen Manageme Procuremen
nt of t strategy nt of t strategy
property for FM and property for FM and External
and FM Controlling proprety External and FM Controlling proprety partnership
Service services of services services partnership services of services services s
Provision (Present) (Present) (Present) s (Present) | (Expected) | (Expected) | (expected) | (Expected)
N Vvald 11 11 11 11 11 11 11 11 11
g"'ss'” 0 0 0 0 0 0 0 0
Mean 1,64 2,00 2,18 1,91 2,18 2,18 2,45 2,55
Median 1,00 2,00 2,00 2,00 1,00 1,00 3,00 4,00
Std. Deviation 1,206 1,265 1,722 1,446 1,834 1,888 2,115 2,162
Variance 1,455 1,600 2,964 2,091 3,364 3,564 4,473 4,673
Range 4 4 4 5 5 5 5
Maximum 4 4 4 5 5 5 5
Correlations
Manageme Procuremen Manageme Procuremen
nt of t strategy nt of t strategy
property for FM and property for FM and
and FM Controlling proprety External and FM Controlling proprety External
services of services services partnerships services of services services partnerships
(Present) (Present) (Present) (Present) (Expected) | (Expected) (expected) (Expected)
Management of Pearson
property and FM Correlation 1 ,328 -,254 ,266 ,304 ,164 -,125 ,237
services (Present) Sig. (2-tailed) ,325 451 429 ,363 ,631 ,715 ,483
N 11 11 11 11 11 11 11 11
Controlling of services Pearson_ 328 1 092 711° 690" 503 187 878"
(Present) Correlation
Sig. (2-tailed) 325 ,788 014 ,019 115 ,582 ,000
N 11 11 11 11 11 11 11 11
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Procurement strategy ~ Pearson 254 092 1 153 115 543 936" 186
for FM and proprety Correlation ’ ’ ’ ’ ’ ' ’
services (Present) Sig. (2-tailed) 451 788 ,653 ,736 ,085 ,000 ,585
N 11 11 11 11 11 11 11 11
External partnerships  Pearson 266 711 153 1 233 410 048 753*
(Present) Correlation ! ! ! ! ! ’ '
Sig. (2-tailed) 429 ,014 ,653 490 211 ,890 ,007
N 11 11 11 11 11 11 11 11
Management of Pearson 304 690" 115 233 1 394 131 553
property and FM Correlation
services (Expected)  sig. (2-tailed) 363 ,019 736 490 231 ,700 ,078
N 11 11 11 11 11 11 11 11
Controlling of services Pearson " -
(Expected) Correlation 164 ,503 543 410 ,394 1 704 757
Sig. (2-tailed) ,631 ,115 ,085 211 ,231 ,016 ,007
N 11 11 11 11 11 11 11 11
Procurement strategy ~ Pearson 125 187 936" 048 131 704" 1 378
for FM and proprety Correlation ! ! ! ! ! ! !
services (expected) Sig. (2-tailed) 715 582 ,000 ,890 ,700 ,016 ,252
N 11 11 11 11 11 11 11 11
External partnerships  Pearson 237 878" 186 753" 553 757" 378 1
(Expected) Correlation ! ! ! ! ! ! !
Sig. (2-tailed) 483 ,000 585 ,007 078 ,007 252
N 11 11 11 11 11 11 11 11
*. Correlation is significant at the 0.05 level (2-tailed).
**_Correlation is significant at the 0.01 level (2-tailed).
2. Organisation fit-for purpose
Provision of | Demonstratin Provision of | Demonstratin
Organisationa | trategy and | g the value to | Organisationa | trategy and | g the value to
Organisation | | development services the business | | development services the business
fit-for purpose (Present) (Present) (Present) (Expected) (Expected) (Expected)
N Valid 11 11 11 11 11 11 11
Missing 0 0 0 0 0 0 0
Mean 2,55 2,18 2,18 3,00 2,55 2,73
Median 3,00 2,00 2,00 4,00 4,00 3,00
Std. Deviation 1,508 1,991 1,168 2,049 2,464 1,902
Variance 2,273 3,964 1,364 4,200 6,073 3,618
Range 5 5 4 5 5 5
Maximum 5 5 4 5 5 5
Correlations
Provision of | Demonstrating Provision of | Demonstrating
Organisational trategy and the value to Organisational trategy and the value to
development services the business development services the business
(Present) (Present) (Present) (Expected) (Expected) (Expected)
Organisational Pearson Correlation 1 597 847" 777" 504 720
development (Present) ) ) ' ' ' '
Sig. (2-tailed) 053 001 ,005 114 013
N 11 11 11 11 11 11
Provision of trategy and Pearson Correlation 597 1 630" 564 875" 463
services (Present) . .
Sig. (2-tailed) 053 038 071 ,000 151
N 11 11 11 11 11 11
Demonstrating the value Pearson Correlation 847" 630 1 752" 622° 655
to the business (Present) ) ) ' ' '
Sig. (2-tailed) 001 038 008 041 029
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N 11 11 11 11 11 11
Organisational Pearson Correlation 777" 564 752" 1 772" 975"
development (Expected) ) . ' ' ' ' '
Sig. (2-tailed) ,005 071 ,008 ,005 ,000
N 11 11 11 11 11 11
Provision of trategy and Pearson Correlation 504 875" 622" 772" 1 696"
services (Expected) . . ' ' ' ' '
Sig. (2-tailed) 114 ,000 041 ,005 017
N 11 11 11 11 1 1
Demonstrating the value Pearson Correlation 720° 463 655 975" 696" 1
to the business ) ) ' ' ' ' '
(Expected) Sig. (2-tailed) 013 151 029 ,000 017
N 11 11 11 11 1 1
**_Correlation is significant at the 0.01 level (2-tailed).
*. Correlation is significant at the 0.05 level (2-tailed).
3. Performance management (PM) and the management information system (MIS)
Statistics
Performance Utilisation Customer Society Utilisation Customer Society
Management | Database | of Database Results Results Database | of Database Results Results
(PM) (Present) (Present) (Present) (Present) | (Expected) | (Expected) | (Expected) | (Expected)
N Valid 11 11 11 11 11 11 11 11 11
Missing 0 0 0 0 0 0 0 0 0
Mean 2,64 1,45 2,45 2,55 3,64 3,27 3,27 2,91
Median 2,00 1,00 3,00 3,00 4,00 4,00 4,00 4,00
Std. Deviation 2,014 1,695 1,572 1,916 1,859 2,195 1,849 1,973
Variance 4,055 2,873 2,473 3,673 3,455 4,818 3,418 3,891
Range 5 5 4 5 5 5 5 5
Minimum 0 0 0 0 0 0 0 0
Maximum 5 5 4 5 5 5 5 5
Correlations
Utilisation |Customer |Society Utilisation |Customer
|Database |of DatabasqResults Results Database [of DatabasqResults Society Results
(Present) [(Present) |(Present) |(Present) |(Expected)|(Expected)|(Expected)|(Expected)
Database (PresentPearson .
Correlation 1 ,522 ,594 ,316 736 ,364 ,593 ,243
Sig. (2tailed) 1099 ,054 344 ,010 271 ,054 472
N 11 11 11 11 11 11 11 11
Utilisation of Pearson
Database (PresentCorrelation 1522 1 1252 ,347 ,439 ,501 ,308 402
Sig. (2tailed) | 099 454 296 177 117 358 1220
N 11 11 11 11 11 11 11 11
Customer Results Pearson 594 252 1 540 712 424 710 337
(Present) Correlation
Sig. (2tailed) | 054 454 ,086 014 ,194 ,014 311
N 11 11 11 11 11 11 11 11
Society Results Pearson 316 347 540 1 539 769" 547 8og"
(Present) Correlation ’ ' ' ' ' ' '
Sig. (2tailed) | 344 296 ,086 ,087 ,006 ,082 ,003
N 11 11 11 11 11 11 11 11
Database (EXpe"tezearSO”. 736" 439 712 539 1 689 876" 672
orrelation
Sig. (2tailed) | o010 177 ,014 ,087 ,019 ,000 024
N 11 11 11 11 11 11 11 11
Utilisation of Pearson .
Database (ExpecteCorrelation 364 501 424 769 689 1 694 907"
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Sig. (2tailed) | 271 117 ,194 ,006 ,019 ,018 ,000
N 11 11 11 11 11 11 11 11
Customer Results Pearson
(Expected) Correlation ,593 ,308 710 ,547 876" ,694 1 720
Sig. (2tailed) | 054 ,358 014 ,082 ,000 ,018 ,012
N 11 11 11 11 11 11 11 11
Society Results  Pearson 243 402 337 808" 672 907" 720 1
(Expected) Correlation
Sig. (2tailed) 472 220 311 ,003 ,024 ,000 ,012
N 11 11 11 11 11 11 11 11
**_Correlation is significant at the 0.01 lev@Htailed).
*. Correlation is significant at the 0.05 levetigled).
4. Personnel development
Statistics
Training for gaining Engagement and Training for gaining Engagement and
Personnel knowledge and skills empowerment knowledge and skills empowerment
development (Present) (Present) (Expected) (Expected)
N Valid 11 11 11 11 11
MiSSing 0 0 0 0 0
Mean 3,09 3,36 3,73 3,55
Median 3,00 3,00 5,00 4,00
Std. Deviation 1,758 1,362 1,954 1,440
Variance 3,091 1,855 3,818 2,073
Range 5 5 5 5
Minimum 0 0 0 0
Maximum 5 5 5 5

Correlations

Training for gaining | Engagement and | Training for gaining | Engagement and
knowledge and empowerment knowledge and empowerment
skills (Present) (Present) skills (Expected) (Expected)

Training for gaining knowledge Pearson Correlation 1 ,570 ,881" ,532
and skills (Present ; ;

( ) Sig. (2-tailed) ,067 ,000 ,092

N 11 11 11 11

Engagement and empowerment Pearson Correlation ,570 1 ,492 ,909™

(Present) Sig. (2-tailed) 067 124 000

N 11 11 11 11

Training for gaining knowledge Pearson Correlation ,881" 492 1 ,556

and skills (Expected) Slg (2—ta||ed) 000 124 076

N 11 11 11 11

Engagement and empowerment Pearson Correlation 532 ,909™ ,556 1
Expected . .

(Expected) Sig. (2-tailed) 092 000 076
N 11 11 11 11

**_Correlation is significant at the 0.01 level (2-tailed).

Frequencies

Frequency Table

Strategy

Frequency

Percent

Valid Percent

Cumulative Percent

Valid Institution 4

Institution 5
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Institution 8 1 9,1 9,1 27,3
Instiution 3 1 9,1 9,1 36,4
Institution 11 1 9,1 9,1 45,5
Institution 2 1 9,1 91 54,5
Institution 9 1 9,1 9,1 63,6
Institution 6 1 9,1 9,1 72,7
Institution 1 1 9,1 9,1 81,8
Institution 10 1 9,1 9,1 90,9
Institution 7 1 9,1 9,1 100,0
Total 11 100,0 100,0
Corporate objectives (Present)
Frequency Percent Valid Percent Cumulative Percent
Valid 2 1 9,1 9,1 9,1
3 1 9,1 9,1 18,2
4 8 72,7 72,7 90,9
5 1 9,1 9,1 100,0
Total 11 100,0 100,0
Strategy (Present)
Cumulative
Frequency | Percent | Valid Percent Percent
Valid O 1 9,1 9,1 9,1
2 2 18,2 18,2 27,3
3 2 18,2 18,2 45,5
4 4 36,4 36,4 81,8
5 2 18,2 18,2 100,0
Total 11 100,0 100,0
Interrelationship between proprety an FM (Present)
Frequency Percent Valid Percent Cumulative Percent
Valid 0 1 9,1 9,1 9,1
3 4 36,4 36,4 45,5
4 3 27,3 27,3 72,7
5 3 27,3 27,3 100,0
Total 11 100,0 100,0
Corporate benefits (Present)
Frequency Percent Valid Percent Cumulative Percent
Valid 3 3 27,3 27,3 27,3
4 4 36,4 36,4 63,6
5 4 36,4 36,4 100,0
Total 11 100,0 100,0
Corporate objectives (Expected)
Cumulative
Frequency | Percent | Valid Percent Percent
Valid 4 6 54,5 54,5 54,5
5 5 45,5 45,5 100,0
Total 11 100,0 100,0

Strategy (Expected)
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Frequency Percent Valid Percent Cumulative Percent
Valid 0 1 9,1 9,1 9,1
3 1 9,1 9,1 18,2
4 4 36,4 36,4 54,5
5 5 45,5 45,5 100,0
Total 11 100,0 100,0
Interrelationship between proprety an FM (Expected)
Cumulative
Frequency | Percent | Valid Percent Percent
Valid O 1 9,1 9,1 9,1
4 4 36,4 36,4 45,5
5 6 54,5 54,5 100,0
Total 11 100,0 100,0
Corporate benefits (Expected)
Frequenc Valid Cumulative
y Percent Percent Percent
Valid 4 4 36,4 36,4 36,4
5 7 63,6 63,6 100,0
Total 11|  100,0 100,0
Histogram
Corporate objectives (Present)
i Strategy (Present)
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Frequencies

Frequency Table

Standards and policies

Frequency Percent Valid Percent Cumulative Percent
Valid Institution 4 1 9,1 9,1 9,1
Institution 5 1 9,1 9,1 18,2
Institution 8 1 9,1 9,1 27,3
Institution2 1 9,1 9,1 36,4
Institution 11 1 9,1 9,1 45,5
Institution 3 1 9,1 9,1 54,5
Institution 9 1 9,1 9,1 63,6
Institution 6 1 9,1 9,1 72,7
Institution 1 1 9,1 9,1 81,8
Institution 10 1 9,1 9,1 90,9
Institution 7 1 9,1 9,1 100,0
Total 11 100,0 100,0
Presence and ownership of standards and policies (Present)
Cumulative
Frequency | Percent | Valid Percent Percent
Valid 2 4 36,4 36,4 36,4
3 3 27,3 27,3 63,6
4 4 36,4 36,4 100,0
Total 11 100,0 100,0
Integration of policies and standards at all levels (Present)
Cumulative
Frequency Percent Valid Percent Percent
Valid 0 2 18,2 18,2 18,2
2 1 9,1 9,1 27,3
3 4 36,4 36,4 63,6
4 3 27,3 27,3 90,9
5 1 9,1 9,1 100,0
Total 11 100,0 100,0
Presence and ownership of standards and policies (Expected)
Frequency Percent Valid Percent Cumulative Percent
Valid 2 2 18,2 18,2 18,2
3 1 9,1 9,1 27,3
4 5 45,5 45,5 72,7
5 3 27,3 27,3 100,0
Total 11 100,0 100,0
Integration of policies and standards at all levels (Expected)
Frequency Percent Valid Percent Cumulative Percent
Valid 0 2 18,2 18,2 18,2
3 1 9,1 9,1 27,3
4 4 36,4 36,4 63,6
5 4 36,4 36,4 100,0
Total 11 100,0 100,0
Histogram
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Presence and ownership of standards and policies (Present)
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Frequencies

Frequency Table
Planning and budgeting

Cumulative
Frequency Percent Valid Percent Percent

Valid Institution 4 1 9,1 9,1 9,1
Institution 5 1 9,1 9,1 18,2
Institution 8 1 9,1 9,1 27,3
Institution 3 1 9,1 9,1 36,4
Institution 11 1 9,1 9,1 45,5
Institution 2 1 9,1 9,1 54,5
Institution 9 1 9,1 9,1 63,6
Institution 6 1 9,1 9,1 72,7
Institution 1 1 9,1 9,1 81,8
Institution 10 1 9,1 9,1 90,9
Institution 7 1 9,1 9,1 100,0
Total 11 100,0 100,0
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The interrelationship of financial process to standards and
policies(Present)

Cumulative
Frequency Percent Valid Percent Percent
Valid 1 1 9,1 9,1 9,1
2 3 27,3 27,3 36,4
3 2 18,2 18,2 54,5
4 3 27,3 27,3 81,8
5 2 18,2 18,2 100,0
Total 11 100,0 100,0
Budgetary regime (Present)
Cumulative
Frequency | Percent | Valid Percent Percent
Valid O 2 18,2 18,2 18,2
2 2 18,2 18,2 36,4
4 5 45,5 45,5 81,8
5 2 18,2 18,2 100,0
Total 11 100,0 100,0
User's responsability on space drivers (Present)
Frequenc Valid Cumulative
y Percent Percent Percent
Valid 3 4 36,4 36,4 36,4
4 5 45,5 45,5 81,8
5 2 18,2 18,2 100,0
Total 11 100,0 100,0
The interrelationship of financial process to standards and
policies(Expected)
Cumulative
Freguency Percent Valid Percent Percent
Valid 0 2 18,2 18,2 18,2
2 1 9,1 9,1 27,3
4 2 18,2 18,2 45,5
5 6 54,5 54,5 100,0
Total 11 100,0 100,0
Budgetary regime (Expected)
Cumulative
Frequency | Percent | Valid Percent Percent
Valid O 2 18,2 18,2 18,2
4 2 18,2 18,2 36,4
5 7 63,6 63,6 100,0
Total 11 100,0 100,0

User's responsability on space drivers (Expected)

Frequen | Percen Valid Cumulative
cy t Percent Percent
Valid 3 1 9,1 9,1 9,1
4 3 27,3 27,3 36,4
5 7 63,6 63,6 100,0
Total 11| 100,0 100,0
Histogram
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The interrelationship of financial process to standards and policies(Present)
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Frequency Table

Service Provision
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Frequency Percent Valid Percent Cumulative Percent
Valid AHO 1 9,1 9,1 9,1
HIHM 1 9,1 9,1 18,2
HIL 1 9,1 9,1 27,3
HIMOLDE 1 9,1 9,1 36,4
Institution 11 1 9,1 9,1 45,5
HISF 1 9,1 9,1 54,5
KHIB 1 9,1 9,1 63,6
KHIO 1 9,1 9,1 72,7
Institution 1 1 9,1 9,1 81,8
Institution 1 9,1 9,1 90,9
USN 1 9,1 9,1 100,0
Total 11 100,0 100,0
Management of property and FM services (Present)
Cumulative
Frequency Percent Valid Percent Percent
Valid 0 1 9,1 9,1 9,1
1 6 54,5 54,5 63,6
2 1 9,1 9,1 72,7
3 2 18,2 18,2 90,9
4 1 9,1 9,1 100,0
Total 11 100,0 100,0
Controlling of services (Present)
Cumulative
Frequency Percent Valid Percent Percent
Valid 0 1 9,1 9,1 9,1
1 4 36,4 36,4 45,5
2 1 9,1 9,1 54,5
3 4 36,4 36,4 90,9
4 1 9,1 9,1 100,0
Total 11 100,0 100,0
Procurement strategy for FM and proprety services (Present)
Cumulative
Frequency Percent Valid Percent Percent
Valid 0 3 27,3 27,3 27,3
1 1 9,1 9,1 36,4
2 2 18,2 18,2 54,5
3 1 9,1 9,1 63,6
4 4 36,4 36,4 100,0
Total 11 100,0 100,0
External partnerships (Present)
Cumulative
Frequency Percent Valid Percent Percent
Valid 0 3 27,3 27,3 27,3
2 5 45,5 45,5 72,7
3 1 9,1 9,1 81,8
4 2 18,2 18,2 100,0
Total 11 100,0 100,0




Controlling of services (Expected)

Cumulative
Frequency Percent Valid Percent Percent
Valid 0 2 18,2 18,2 18,2
1 4 36,4 36,4 54,5
3 2 18,2 18,2 72,7
4 1 9,1 9,1 81,8
5 2 18,2 18,2 100,0
Total 11 100,0 100,0
Procurement strategy for FM and proprety services (expected)
Cumulative
Frequency Percent Valid Percent Percent
Valid 0 4 36,4 36,4 36,4
2 1 9,1 9,1 45,5
3 1 9,1 9,1 54,5
4 3 27,3 27,3 81,8
5 2 18,2 18,2 100,0
Total 11 100,0 100,0
External partnerships (Expected)
Cumulative
Frequency Percent Valid Percent Percent
Valid 0 4 36,4 36,4 36,4
2 1 9,1 9,1 45,5
4 4 36,4 36,4 81,8
5 2 18,2 18,2 100,0
Total 11 100,0 100,0
Histogram
Management of property and FM services (Present)
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