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In Facility Management, Quality is not just about meeting technical
specifications, it's about delivering consistent, reliable, and user-centered
services that enhance the workplace environment. Quality FM ensures
buildings are safe, functional, and supportive of business objectives. A
high-quality FM operation improves employee satisfaction, organizational

reputation, and operational resilience.
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Continuous improvement in FM emphasizes an ongoing cycle of evaluating
services, identifying inefficiencies, and implementing enhancements. This
ensures FM adapts to evolving technologies, sustainability requirements,
and user expectations. For example: optimizing cleaning schedules,

adopting new HVAC technologies, or reducing waste management costs.
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An SLA in FM is a binding document that defines expectations between the
service provider and the client, including service scope, performance metrics,
and penalties for non-compliance. In practice, it ensures transparency,
accountability, and consistent service delivery. For FM managers, SLAs are

crucial for vendor management and quality assurance.




KEY PERFORMANCE INDICATORS
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KPIs in FM are measurable values used to track performance against defined
goals, such as response time for work orders, energy efficiency, or
maintenance backlog. They provide actionable insights that help managers

improve resource allocation and service delivery.
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Compliance in FM is about adhering to legal, regulatory, and safety
requirements. It ensures that facilities operate within the law, protect
occupants, and maintain sustainability certifications. Non-compliance can

lead to fines, risks, and reputational damage.
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BENCHMARKING
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Benchmarking in FM allows organizations to compare their operational
performance with industry leaders or standards. It highlights strengths and
exposes weaknesses, enabling facility managers to adopt best practices in

cost control, energy use, or space management.
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CUSTOMER SATISFACTION
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In FM, Customer Satisfaction extends beyond end-users, it also includes
employees, Vvisitors, and stakeholders. A facility that provides
comfortable environments, responsive maintenance, and efficient
services creates higher satisfaction. Measuring satisfaction through

surveys and KPIs helps alignh FM services with business needs.
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Internal audits in FM ensure that processes, safety protocols, and service
delivery meet established standards and compliance requirements. They
are tools for accountability and continuous improvement, often leading to

corrective actions and stronger quality frameworks.
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In FM, performance measurement is the systematic tracking of how well
services and operations meet objectives. It includes evaluating
maintenance completion rates, energy efficiency, safety incidents, and
service response times. This process allows facility managers to
understand strengths, address weaknesses, and align operations with

organizational goals.
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FCl is a widely used FM metric that compares the cost of needed repairs
to the cost of replacing the facility. A low FCI means the facility is in good
condition, while a high FCI signals poor condition and heavy repair needs.

It helps prioritize maintenance budgets.
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