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Welcome to the 4th CFM roundtable

presented by

The Greater Orlando IFMA Chapter, 

AND

Our first major sponsor

Workplace Resource of Central Florida

Special thanks to our host TAMI BERRY of SPRINT
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Todayôs facilitators:

Larry Simmons, CFM  Manager of Facilities Services, City of Orlando

Treasurer, IFMA Orlando board of directors

John Mitrovka, CFM, IIDA

First Vice President, Florida Space Planning Manager ïSunTrust Bank

Geoff Allen, CFM, President of IFMA Orlando

Office Services Manager - Glatting Jackson Kercher Anglin. 
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In the first three roundtables weôve reviewed important 

reasons to pursue the CFM designation, as well as the first 

6 competencies. Today we will review the remaining 3 

competencies:

ÅQuality assessment and innovation

ÅTechnology

ÅCommunication
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Quality assessment and innovation

Overview

Consider your experience and knowledge base in these 

performances:

× What results are you currently achieving ? 

× Why are you getting your current results ? 

× How can you get the results you want ?
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Quality assessment and innovation 

Overview (cont)

SYSTEMS THINKING SIMPLIFIED ï

An on-going business, or the perpetual process of 

providing fm services is cyclical, it circles round and round 

continuously. Systems thinking is hard because systems 

are non-linear, the image on the following page 

represents the cyclical nature of systems.  
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Quality assessment and innovation 

Overview (cont)

ÅStarting with a definition of quality, the link between 

quality and customer service becomes apparent:
ïWe have found that like all important ideas, quality is very 

simple. So simple in fact, that it is difficult for people to 

understand. (Roger Hale, CEO, Tennat Company)
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ÅOther quotes:
ïFor Quality: Stamp out fires, automate, computerize, M.B.O., 

install merit pay, rank people, best efforts, zero defects. 

WRONG!!!! Missing ingredient: profound knowledge.

ïQuality is about endlessly reducing the amount of special 

variation, so that the processes deliver their planned, advertised 

output.

ïQuality starts in the boardroom.

» (W. Edwards Deming, 1900-1993)



Greater Orlando IFMA Chapter CFM Roundtable

SYSTEMS THINKING SIMPLIFIED
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Quality assessment and innovation - Overview (cont)

Identifying needs: 

Stakeholders ïFacility users, fm employees, 

Suppliers, Facility owners, Regulators

Needs may be:

Financial ïRevenue, income, cost reduction, roi

Interpersonal ïQuality of relationships

Intellectual ïExpansion and stimulation of the mind

Spiritual ïOverriding values and purposes, legacy
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Quality assessment and innovation - Overview (cont)

Benchmarking FM data: 

- Benchmarking is a process, benchmarks are industry standards

- Benchmarks can be descriptive (practices) or quantitative (performance 

measurements)

?  Why are you getting your current results
Major approaches to discovering the causes of your results

1. The Deming approach (14 points & seven deadly diseases)

2. Six Sigma (look for deviation from the mean)

3. Japanese quality movements:

Lean Production (rather than mass, multi-skilled workers)

Kaizen (continued process improvement)

Gemba (on the line, day to day workers make it happen)
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Quality assessment and innovation (continued)

Additional considerations:
5 Whyôs

The Human factor

Customer retention

QMS (Quality Management System)

ISO 9000(1) (International Organization for Standardization)

Summary: The results you get are caused by the interaction of :

- How deeply you understand the needs of your stakeholders.

- How well you integrate purpose, strategy, processes and people

- How thoroughly you measure and report the results of processes and your 

whole system

- If we wish to meet the expectations of facility users and other 

stakeholders, we focus on sharing purpose and strategy, partnering with 

committed people and implementing effective processes.The well-aligned 

system then produces satisfaction for occupants, owners, staff, and 

managers.
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Questions for Assessment and innovation

1. Who are the facility managers customers

A. Other department managers

B. Staff and other employees

C. All building occupants

D. Executive management

2. What is the primary goal of benchmarking?

A. Networking with peers

B. Sharing ideas and issues

C. Improving operational performance

D. Developing management skills

3.  What is the best way to assess the quality of services your department has been 

giving to occupants?

A. Informal conversations with occupants

B. Occupant surveys

C. Surveys completed after individual jobs are completed

D. If you receive complaints

4. Per uniform building code, what is the minimum width for a major exit corridor?

A. 3ô8ò        B. 5ô0ò        C. 6ô0ò        D. 7ô6ò     
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Technology 

Justifying and implementing technology initiatives

FMôs who opt for technology solutions must be aware that future upgrades 

and enhancements could create compatibility problems. Senior 

management will be most interested in methods to save or avoid spending 

real dollars. Sooner or later all justifications involving new or upgraded 

technology boil down to cost.   

Å Some examples of justification used to demonstrate that technology 

initiatives will result in improved operations are:

- Improve reliability of service - Reduce staff levels

- Increase efficiency - Reduce costs

- Accelerate the pace of production - Enhance support for decisions

- Improve accuracy - Conserve energy

- Streamline work procedure - Improve managerial productivity
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Technology (continued)

The six ways in which a necessary technology upgrade can be positioned are:

- The need to be more competitive

- Its linkage to specific business strategies

- The need to replace obsolete equipment

- The need to share accurate information quickly

- The need to increase support to employees

- The potential to increase profits

To position the necessary budget request for computers to process work orders 

and order equipment and materials, the method or methods of positioning you 

should use are:

- Linkage to specific business strategies

- The need to increase support to employees

- The need to share accurate information quickly  

The four common reasons to delay implementation of new technology are:

- Wait for the best technology - Wait for technology to mature

- Wait for prices to drop - Wait until you can no longer afford to wait



Greater Orlando IFMA Chapter CFM Roundtable

Technology (continued)

Common computer terms to be familiar with:

CPU ïRom ïDRAM  Software applications

LANôs (local areanetworks) Telecommunications systems

WLANôs (wireless local area networks)Telephone systems

Operating systems ïplatforms Network services

Emerging technologies CAFM

Facilities technology Automated building systems

Security technology Technology intensive special space
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Technology (continued)


