Executive Brief

Re-Imagining CRE & Facilities
Services Strategy

A radical re-imagining of CRE and facilities services strategy was the topic of a recent SIREAS Executive Webinar Series program
entitled, Planning for the Rapidly-Evolving Trends Shaping & Changing CRE Services Delivery Models: What you can do today,
and how to plan for the future. Participants on the webinar panel included Ingrid Fenn, President & CEO of SIREAS, Maureen
Ehrenberg, CEO of Blue Skyre IBE, and Colette Temmink, Chief Strategy & Product Officer of Blue Skyre IBE. This article is
adapted from the discussion.

W

hen you think about
corporate real estate
and facilities services,
you often think of those
services that support
the reliable operation
of brick and mortar facilities. Increasingly,
however, corporate real estate executives are
realizing that an effective, safe and efficient
workplace encompasses much more — from
locations and environments outside their
traditional span of control or influence, to
social determinants of a productive work
environment, safety and security issues
that extend beyond the four walls of their
traditional domains, and the alignment of
workplace strategies to support the strategic
business objectives of their organizations.
At the center of this expanded universe of
corporate real estate and facilities services
is technology, ranging from smart buildings
and the Internet of Things (IoT), to cloudbased management platforms, remote
work technologies, AI, robotics, and the
technologies and platforms designed to aid in
the war to prevent cyberattacks that threaten
at any — and every — minute to tear it down.

A c c e l e r a t i n g Te c h n o l o g y
Adoption in FM
Facilities Management (FM) is a relatively
young profession, having begun in the 1970s,
and although the profession is young, it has
not always been the most innovative. In fact,
real estate has been accused of being one of
the first industries to implement IoT, but one
of the last to be digitally disrupted.
There is a long list of reasons why large
scale, technology-driven disruption has not
happened. One perspective that is often
overlooked is how owners and occupiers
make financial decisions among the many
opportunities they consider. From an
occupier perspective, the decision to invest
in a production improvement — say, faster

manufacturing equipment — rather than in
technology intended to improve employee
productivity, is often less risky and easier
to quantify in terms of ROI. For building
owners, investments that increase property
values often take precedence over improving
operating costs that are often just passed
through to tenants anyway.
Now consider that the average company
is likely to lease far more property than it
owns, and it becomes much easier to see
why the progression of technology within
FM has not been as fast as you might think.
But it is accelerating and, coming out of the
pandemic, is likely to accelerate at an even
faster pace.

This creates new challenges for corporate
real estate executives who must now confront
several urgent questions, including:
• Which elements of new technology and
new trends in workplace strategy make
the most sense for my organization?
• How do I develop and maintain — or source
— the capabilities, expertise, appropriate
operating model and vision to successfully
navigate this new landscape?
• How do I develop and implement a
performance management strategy that
ensures success – not just today, but over
the long-term?
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And what is accelerating is the adoption
of new technologies that focus on what
Colette Temmink of Blue Skyre IBE refers
to as “Experiential, Smart and Green.” It
is technology that employs automation
and artificial intelligence (AI) to create
workplaces that respond in real-time to
anticipate user needs and respond to those
needs on-demand to create a better employee
experience and more efficient operation.
The acceleration in the adoption of
new technologies is being driven by
the realization of cost improvements,
efficiency improvements, improvements
in building reliability and tenant retention,
increased emphasis on sustainability, and
improvements in our ability to track and
analyze data that allows us to objectively
quantify those improvements. This, in turn, is
empowering real estate executives to develop
compelling business cases for additional
new technologies, while helping those that
have not made significant investments in
new technologies yet, to do so.
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It is probably fair to say that the ability
to effectively leverage technology is one
of the most important skill sets within FM
today. CRE and FM professionals with a
deep understanding of their CMMS, who
understand the importance of data and data
standards, and who have a solid grasp on the
implications of IoT are well-positioned to
thrive in the future. This new breed of FM
professionals is leading the drive to move FM
beyond maintenance and building services,
and bring all the experience services
together to curate an innovative, responsive,
supportive, efficient, flexible and safe work
environment. The result is an environment
that attracts and retains the employees of
the future, that fosters open innovation, and
that supports corporate cultures of the most
competitive and successful organizations.
Technology is also enabling more agile
and nimble organizations. For those at the
leading edge, the pandemic response brought
this into sharp focus. For years, there was a
common fear that so many of the operating
principles, practices and procedures that a
real estate department relied upon resided
in the memories of key individuals, and that
this valuable knowledge and experience
could be lost at any time. Organizations are
at various stages of capturing this knowledge
and experience in workflow tools, and those
that were farther along, were able to respond
and push out new plans and operational
workflows in response to the pandemic more
quickly, and in a more consistent manner
throughout the organization.
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Supplier Diversity
Another technology-driven trend we are
seeing in FM is that technology offers the
opportunity for organizations to develop a
more diverse and inclusive supply chain.
In part, this is made possible because of
new workflow tools that provide a holistic
and comprehensive understanding of the
processes that are in place, and a new ability
to manage more purposefully. FM leaders
are realizing that these capabilities can
be leveraged to support an organization’s
commitment to diversity, social responsibility
and support of small businesses.
“FM services are delivered locally,”
says Temmink. “They may be managed
centrally, but they’re delivered locally. So,
understanding that diverse supplier base
and how they’re delivering those services
and operating within the ecosystem of FM
services is possible in ways it wasn’t before.
You have visibility into first tier providers and
second tier providers and tools to manage the
performance of those vendors. We’re seeing
technology bring that all together to support
diversity and inclusivity goals.”
This trend runs counter to what was
seen in previous years where a few large
service providers self-performed more and
more services, cutting out smaller suppliers
and eliminating opportunities for local
companies. But you have to be careful. The
global scale of some real estate organizations
tends to distort what we may think of when
we use the term local.
Maureen Ehrenberg, CEO of Blue Skyre
IBE, describes one scenario in which, “When
you start to look at some of the trends that
are going on globally, there’s a push — and it
can be attributable to nationalist initiatives in
some cases — to look at what opportunities
exist for local companies that may have just
country specific coverage. Those firms have
been excluded from participating in the past
in many cases when services were bundled
and awarded to one global, self-performing
service provider. While this simplified bill
payment and supplier management, it also
started to exclude local and small businesses.
These local services companies may work
to provide, or have a better understanding
of, what they are expected to adhere to,
i.e., different local service standards and
compliance that they have an expertise in and
they may perform better than an international
company trying to deliver the same service.
Increasingly, there are a lot of different reasons
behind why supply chains are diversifying
and should diversify. In any case, the result
is the need for increasingly more complex,
diversified supply chains, more complex
supplier relationships and interactions,
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and complex performance management
challenges. But it is the adoption of new
technologies that allows an organization to
streamline and simplify process flows, local
supplier engagement, service standards and
performance management. Technology is
enabling this important trend of diversity,
community and opportunity at the local site
level and in communities.”

The Hybrid Workplace
In recent months, the idea of the hybrid
workplace has become the dominant topic
of discussion. Will employees be trusted to
remain engaged and productive if offered
flexibility in when and where work is done?
Can organizations reduce the size of their
portfolio, while providing the flexibility
their teams require and the infrastructure
to support collaboration, innovation and
productivity where and when it makes the
most sense? How will pandemic-related
issues, from infection rates to vaccination
rates and the continued threat of new
variants impact employee expectations,
employer expectations, space requirements
and workplace strategy in the future?
“When you look at flexibility, CO2
reduction, the idea of getting access to talent
in different places, increased productivity,
and increased satisfaction, these are some of
the drivers that are benefits of more remote
or more flexible workplaces,” says Ehrenberg.
“The new models are going to include more
ability for people to curate their personal
work environments and that’s where the
fusion of space, technology and assets
enables new hybrid operating models.”
Employees and their organizations have
experienced some of the promised benefits as
well as some of the challenges of the hybrid
workplace and survey after survey indicates
a desire to move cautiously forward while
carefully monitoring the results and reactions
of all involved. Of course, the primary enabler
of this trend is new technology.
The technologies that enable the hybrid
workplace are many, and at this point a
comprehensive platform for managing
the hybrid workplace is lacking. On the
FM side, the challenge is to manage the
demand and supply related to reduced or
limited office space and meeting space,
and curating the services that enhance the
employee experience for a flexible workforce.
Employees need to be able to schedule and
reserve space when and where they need
it, and organizations need to be able to
anticipate demand for space and services and
ensure that the needs of the employees and
teams they support are met.
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Some interesting models have emerged,
starting with the rebalancing of the leased
vs owned ratio of the portfolio. In some
instances, landlords are providing flexible
overflow space for tenants that can be
accessed ad hoc for coworking, when
necessary. There are also on-demand models
that involve office space, hotel rooms,
meeting rooms and a variety of employee
services. What this means is that real estate
organizations don’t have to provide for
every eventuality. They can find innovative
partners that solve their unique hybrid
workplace challenges.
Beyond managing issues related to
physical space, there are technologies that
support employees’ need to collaborate and
work effectively — regardless of time or place,
and technologies that deliver the services
that enhance the lives, health and wellness
and satisfaction of employees. Some of these
technologies — like Zoom or Teams — have
become ubiquitous, while others are still
emerging.

The BI Challenge
Where there is extensive use of
technology as described throughout this
article, there is also a tremendous amount of
data being generated. And this data has great
potential as business intelligence (BI) to
drive increased efficiency, fine-tune service
delivery models, and streamline operations.
But increased adoption of technology raises
new and complex questions about:
• Who owns the data?
• How do you integrate data from multiple
sources in a meaningful way?
These questions not only impact
technology purchasing decisions, but also
have implications for CRE and FM services
sourcing strategies.
“As an industry, we are still trying to solve
the question of who owns the BI,” says Ingrid
Fenn, President and CEO of SIREAS. “Is it
the business? Is it the outsourced services
provider? What if you have multiple providers
– either a few or many? Because now you
have to seriously consider your technology
strategy. Do you have the capability to
aggregate, manage and report the data in
a meaningful way, or do you have to look
outside the organization for that expertise
as well? And how will BI be shared among
multiple providers to optimize operations
across the enterprise?”

“It is probably fair to
say that the ability to
effectively leverage
technology is one of
the most important
skill sets within FM
today.”
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“You are starting
to see a shift in
what performance
management
means, from the
tactical approach
of are we hitting
the numbers, to
a more strategic
approach
concerned with
driving innovation
and creating
value.”

Performance and Supplier
Relationship Management
In this article, we have introduced new
technology that has enabled organizations
to align their service delivery strategies
with their organization’s strategic objectives
more than ever before. We have introduced
the idea that technology is allowing us
to reconfigure our supplier and vendor
ecosystems to meet diversity, sustainability
and corporate social responsibility goals in
ways that were not available to us in the past.
And we have expanded the reach of FM into
areas that we have not had to manage in the
past. And, as we have emphasized, all of this
is being enabled through technology. But
we have also compounded the challenges
of performance management and supplier
relationship management in the process.
“I think this is an area where there’s
still a huge opportunity when it comes to
technology,” says Fenn. “This is really front
of mind for most CRE organizations: how do
we move from the legacy tactical approach
of vendor management to true strategic
relationship management, performance
management, risk management and
governance. What does this look like?”
For many organizations, performance
is still “managed” using a spreadsheet.
And performance is measured based
on achievement of metrics specified
in the contract. Increasingly, however,
organizations are convinced that this is not
enough.
“You are starting to see a shift in what
performance management means,” says
Fenn, “from the tactical approach of are
we hitting the numbers, to a more strategic
approach concerned with driving innovation
and creating value.”
Most organizations do not have effective
tools or platforms for managing complex

strategic relationships, and often rely on their
service providers to report on performance in
a meaningful way or provide the platform for
performance management.
“We are seeing a lot of attention in the
market to performance management, how it
is measured and what are the new operating
standards for measuring hybrid models,”
says Ehrenberg. “And right now, it’s usually
happening through the lens of the OEM or
the service providers. And so, we believe
that there is a need in the market for a
performance management tool that is far
more open and inclusive and holistic and
unbiased. We also believe that benchmarking
is changing dynamically to encompass the
new types of data being generated by smart,
hybrid, shared workplace models and new
operating standards.”

Aligning With Organizational
Objectives
As we have shown, there are a lot of
factors coming into play to drive adoption
of new technologies in CRE and FM. It
comes down to the desire of organizations to
attain their strategic objectives, and for real
estate organizations to develop and deliver
a workplace strategy that aligns with those
objectives while providing an environment
that promotes collaboration, innovation and
productivity.
As we watch these trends play out in the
coming months and years, it is very likely that
the future of work will look much different
from what we have experienced in the
past. The challenge will be for CRE and FM
professionals to embrace the evolution of the
workplace, as well as the technologies that
enable it, and position themselves as strategic
resources in their respective organizations.

SIREAS offers strategic advisory services for real estate organizations
in the world’s most admired companies. Our innovative approach to
the marketplace is driven by our objectivity, unique access to market
benchmarks and data, and our passion for delivering exceptional
results. If you have a specific challenge you would like to discuss,
contact SIREAS. We will be happy to schedule a call.
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