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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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Today’s 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 – SunTrust Bank

Geoff Allen, CFM, President of IFMA Orlando

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

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

6 competencies. Today we will review the remaining 3 

competencies:

• Quality assessment and innovation

• Technology

• Communication
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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 –

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)

• Starting with a definition of quality, the link between 

quality and customer service becomes apparent:
– We 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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• Other quotes:
– For Quality: Stamp out fires, automate, computerize, M.B.O., 

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

WRONG!!!! Missing ingredient: profound knowledge.

– Quality is about endlessly reducing the amount of special 

variation, so that the processes deliver their planned, advertised 

output.

– Quality starts in the boardroom.

» (W. Edwards Deming, 1900-1993)
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SYSTEMS THINKING SIMPLIFIED
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Quality assessment and innovation - Overview (cont)

Identifying needs: 

Stakeholders – Facility users, fm employees, 

Suppliers, Facility owners, Regulators

Needs may be:

Financial – Revenue, income, cost reduction, roi

Interpersonal – Quality of relationships

Intellectual – Expansion and stimulation of the mind

Spiritual – Overriding 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 Why’s

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. 3’8”        B. 5’0”        C. 6’0”        D. 7’6”     
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Technology 

Justifying and implementing technology initiatives

FM’s 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.   

• 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 – Rom – DRAM  Software applications

LAN’s (local area networks) Telecommunications systems

WLAN’s (wireless local area networks) Telephone systems

Operating systems – platforms Network services

Emerging technologies CAFM

Facilities technology Automated building systems

Security technology Technology intensive special space
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Technology (continued)
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Technology (continued)
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Technology (continued)
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Questions for Technology

1. In the development of a comprehensive automation strategy for a facility 

management organization, the final step of the process would be:

A. Performing a facility needs analysis

B. The establishment of automation goals

C. Development of an implementation plan

D. Education of the staff on automation

2. Using a CAFM as an inventory system for building  equipment and personal 

property, the most important element of the module is:

A. Bar code readers and their software flexibility

B. Tracking tax basis and depreciation

C. Ability to issue requisitions for approval

D. Updating records is on a real time basis

3. Which of the following data collection areas can most benefit from the 

automation process within a large facility operation?

A. Energy management

B. Predictive maintenance

C. Staffing and work scheduling

D. Budget formulation and execution
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Communication - Overview

Communication permeates every aspect of our daily lives; apart from 

your intellectual ability there is very little else that influences people’s 

perceptions of you as much as your ability to communicate. 

A competent  CFM should be able to:

• Manage the communications aspect of contract administration.

• Conduct meetings effectively.

• Create an annual report for the FM department.

• Write a project proposal.

• Give an effective presentation.

• Gain a better overall understanding of different communication types to 

facilitate better day-to-day communication.
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Communication (continued)

Critical communication areas:

- Selling the facilities budget

- Communicating in emergencies

- Explaining customer needs to designers and explaining designs to 

customers

- Writing contracts

- Conducting specific types of meetings

- Resolving customer complaints

- Communicating one-on-one with contractors, colleagues, business 

leaders and upper management

- Writing various forms of documents, including information and 

decision papers, common memoranda and directives to contractors

- Speaking in decision-making and information briefings

- Conducting interviews

- Evaluating and counseling personnel

- Communicating with local and trade media
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Communication (continued)

Corporate Facilities Communications

- Internal communication channels

Chain of command (official)

Network communication (functional)

- External communication channels

Media

Control of contractual information

Control of access to job sites

- Contract administration

- Meetings

- Written communications

- Marketing your department and services

- Communicating with different personality types
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Communication (continued)

Can you demonstrate the following performances?

- Use effective communication strategies

- Give directions

- Actively clarify interpretations and confirm understanding

- Make oral presentations

- Actively listen

- Present information visually

- Communicate in writing

- Use communication technologies

- Conduct effective meetings

- Comprehend written and graphic information

- Comprehend financial and technical information

- Negotiate for services, resources, information & committments

- Establish personal and professional networks
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Questions for Communication
1. To avert innocent but unfortunate gaffes by contract personnel at the outset 

of a project, the contract should include:  

A. Specific methods of handing off work from one contractor to another

B. Descriptions of acceptable and unacceptable communication patterns

C. Existing administration guidelines

D. Contract administration procedures

2. In what way can you best communicate the magnitude of change order costs 

to decision-makers?

A. Insist representatives of executive management attend all meetings

B. Have end-user representation at each meeting and ask them to initial                  

documents and minutes

C. Maintain a cuts-and-adds lists of credits and overruns for executive review

D. Send minutes of meetings to executives for their review and sign-off

3. In a hazardous substance release emergency, under OSHA regulations, the 

first responder awareness level must take action to:

A. Contain the release

B. Evacuate occupants

C. Notify the proper authorities

D. Stop the release
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Thank you for participating in the 4th CFM roundtable

At our next roundtable, OCTOBER 9, we will review all 9 competencies, and 

engage in several group learning activities. Our intention is to have the 

presentations of all CFM roundtables available for download on the IFMA 

Orlando website before then.

• THANK YOU FOR FILLING OUT YOUR FEEDBACK 

BEFORE LEAVING ! 


