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Global Partner in Learning 

From 

by Steve Glazner 

Walter Simpson Wins Third 
Rex Dillow Award 

W alter Simpson, energy 
officer for the University 
at Buffalo, has become 

the firs t three-time recipient of APPAs 
Rex DiJlow 
Award for Out
standing Article 
in Facilities 
Manager. Wal
ters article, "A 
Facilities Man
ager's Guide to 

Green Building 
Design," appeared in the March/April 
2001 issue of Facilities Manager. Wal
ter had previously received the Rex 
Dillow Award in 1995 and 1997. 

In his award-wi nning article, Wal
ter clearly gives definition to 

"sustainable" and "green" building 
design and explains how to approach 
the concept on your campus. His 
wide-ranging expertise and logical 
presentation makes for an article 
worth revisiting. You may do so by 
reading the article on APPAs 
website at www.appa.org/resources/ 
Facilities_Manager/010304/ 
green build.html. 

The Rex Dillow Award is an annual 
recognition of the author of the best 
article published in Facilities Manager 
magazine during the previous calen
dar year. EHgible authors are those 
who are full-time employees of an 
APPA-member institution, and the 
recipient is selected by the Informa
tion and Research Committee based 
on a rating scale. The award, first pre
sented in 1987, is named for APPA 
member emeritus Rex 0 . Dillow, who 
contributed much to the development 
and improvement of APPAs publica
tion and education programs during 
his active membership in the associa-

tion. There were 19 eHgible articles 
published in 2001 for this year's award. 

Our many congratulations to Walter 
Simpson for receiving the 2002 Rex 
Dillow Award for Outstanding Article 
in Facilities Manager! 

* * * * * 

As a result of a valuable collabora
tion with CSHEMA, the Campus Safety, 
Health, and Environmental Manage
ment Association, APPA has published 
Environmental Compliance Assistance 
Guide for Colleges and Universities. The 
book, prepared by a task force of APPA 
and CSHEMA members, provides 
extensive guidance on cu rrent environ
mental and regulatory issues that every 
campus needs to know. We thank John 
DelaHunt of the Colorado College and 

Jack Dempsey of the University of Illi
nois/Urbana-Champaign for their 
leadership and dedication through the 
development and writing of the Envi
ronmental Compliance Assistance Guide. 

And we are very pleased to 
announce the publication of Mainte
nance Staffing Guidelines for 
Educational Facilities. This is the third 
book in our trilogy of staITing guide
lines publications, following Custodial 
Staffing Guidelines for Educational 
Facilities and Operational Guidelines for 
Grounds Management. Many thanks to 
the task force members and the leader
ship of co-chai rs Matt Adams of the 
Adams Consulting Group and Ted 
Weidner of the University of Massa
chusetts/ Amherst. 

Both books are now available from 
APPA and can be purchased online at 
www.appa.org/publications. We hope 
you enjoy these new information 
resources from APPA . .i 
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APPA 

[Ed. Note: The fo llowing reports are 
from APPA' 2001-02 officers for activi
ties and services provided this past yea,: 
The officers are listed by their 2001-02 
titles.] 

T his past year has been both a 

challenging one and a reward
ing one. The challenges 

included navigating a prudent path 

for the association in the current eco
nomic climate, managing membership 
and staff activities, and launching the 

new Center for Facilities Research 
(CFaR). The rewards included experi
enci.ng a wonderful trip to South 

Africa, meeting many new (to me) 
members of APPA al the regional 
meetings, and seeing the beginning 
steps of CFaR take place. 

Internationalization
Becoming Global Partners 
in Learning 

This year started out with some in

teresting opportunities. As approved 
by the Board.John Harrod, Immediate 
Past President, Robert Kelly, AAPPA 

President, and I attended the Tertiary 
Institutional Maintenance Conference 

(TIMCON) in Cape Town, South 

Africa. The reason for our attendance 
was to explore the potential relation
ship of southern African institutions 

of higher education with APPA. Ferdi 
Pieterse and Stan Dennis attended the 
2001 Educational Conference and 88th 

Annual Meeting in Montreal where 

they made a presentation to the APPA 
Board and extended an invitation to 
the Board to attend their conference 
in September 2001. TlMCON is not 
an official organization but rather the 
name of the annual conference that is 
attended by 20 to 30 institutions from 
a half dozen countries in southern 

Africa. They have been meeting for a 
number of years and are in terested in 

President's Report 
by Gary L. Reynolds 

becoming an officially recognized 
organization with the potential to be 
affiliated with an international organi

zation in the future. 
Ferdi Pieterse and Stan Dennis 

(along with many others) were excel

lent hosts and made us feel very 
welcome. At TIMCON we had an 
opportunity to make several presenta
tions to the attendees about APPA and 

AAPPA. John gave a presenrar ion 
about APPA-who we are, our history 

and vision, mission, and desired out
comes. Robert then spoke about 
AAPPA's experience as they 

transitioned from membership in 
PCAPPA to a region in their own 
right. I then made a presentation 

about APPA's products and services 
with an emphasis on the benefits to 
TlMCON members, even across an 

ocean. 
Since that visit, the institutions 

involved with TIMCO have created 
and accepted a constitution, set dues, 
and are in the process of adding mem

bers under their new organizational 
name-Higher Education Facilities 
Managers Association-Southern Africa 
(HEFMA-SA). Because there are 

several Australian institutions with 
campuses in South Africa, Robert Kel

ley and AAPPA have been supporting 
this group. The current organizational 
model allows for institutions that are 

members in HEFMA-SA to be able to 
become members in AAPPA at a 
reduced cost. (This is similar to the 
way ?CAPPA supported AAPPA in 
their fom1ative years.) APPA is cur

rently exploring ways to allow 
HEFMA-SA members to also become 
members of APPA in a manner and 

cost that recognizes the current eco
nomic and geographical environment. 
We all recognize that mis will be a 
slow building process, but I am 

encouraged by the initial progress that 

2002 

has been made and I look forward to 
APPA, AAPPA, and HEFMA-SA 

becoming true global partners. 
How APPA continues to address the 

internationalization of our organiza

tion will be an important part of 
future discussions. We now have a 
region in Australasia, a strategic 
alliance with AUDE in the United 

Kingdom, an interest in southern 
Africa, ongoing discussions with ATA 

in Germany on a potential strategic 
alliance, and interest from Japan. 

In mis past APPA election an Aus

tral-asian member was a candidate for 
the APPA presidency. It will be 

important to look at our Bylaws, 
organizational sLrUcture, communica
tion processes, membership 

classification, and dues sLrUcture, for 

example, to ensure that we have the 

0exibility to respond to our increasing 
international membership and 
collaboration. 

As a footnote, we were attending 
TIMCON on September 11, 2001. 
And while we were appalled to learn 
of tl1e events, we were overwhelmed 

with the heartfelt condolences and 
expressions of concern for us and our 
country by our many new friends in 

southern Africa. My sincerest thank 
you to everyone who looked after us 

and made sure we felt welcome and 
safe until we were able to return to 
the United States. 

Regional Visits
Desired Outcomes 

I had the wonderful opportunity to 

attend four regional meetings this past 
fall (Eastern, Southeastern, Central, 
and Midwest). I want to thank each of 

the regions and their host committees 
for their wonderful hospitality. Several 
regions allowed me time to present 
the "Leadership is Personal" program 
that I presented at the annual meeting 
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in Montreal and l very much appreci
ated that opportunity. I was struck by 
several things during my visits. First, 
the excellent, dedicated , and energetic 
leadership that is working hard to 
make their regions a valuable resource 
for their members. The regions are 
truly at the heart of APPA's mission of 
sharing and networking. Our mem
bers get their most valuable 
information from their peers who face 
s imilar regional or state issues. 
Second , the regional meetings them
selves were extremely well run and 
rivaled APPA's annual meeting in qual
ity and experience. Kudos and thank 
you to those hard working host and 
program committees. Finally, I was 
pleased that there were no "earth 
shaking" issues or concerns from the 
regions about APPA's initiatives or 
direction. I believe we are starti ng to 

see the benefi t of the development of 

the vision, mission, and desired out
comes by keeping the membership 
informed and on the "same page." 

Center for Facilities 
Research-Our Mission of 
Research 

The Center for Facilities Research 
(CFaR) con tinues to move forward 
with excitement. A retreat was held 
last fall and attended by a number of 
people representing a broad cross
section of APPA's stakeholders. Vision 
and mission statements for the 
program have been developed and a 
preliminary research structure was 
identified. This past spring work on 
a draft of the business plan was 
completed. This plan includes a man
agement structure, a staffing plan, an 
operational plan, a technology plan, a 
financial plan, and a schedule for 
implementation. The final piece, a 
marketing plan, will be developed this 
summer and fall. A number of pieces 
of the business plan have already been 
implemented including parts of the 
technology plan, staffing changes, and 
the recently approved name change of 
the Information Services Committee 
to the Information and Research 

APPA continues to 
explore partnerships 
with a number of organ
izations. This past year 
APPA created a strategic 
alliance with the 
International 
District Energy 
Association (IDEA). 

Committee. The schedule, per the 
original Business Plan Request, calls 
for continued development of CFaR 
during the next year with full imple
mentation and roll-out during the 
2003 Educational Facilities Leader
ship Forum. 

Strategic and Other 
Alliances-Collaboration 

I had an opportunity to attend the 
Council of Higher Education Manage
ment Associations (CHEMA) this past 

January. This organization consists of 
representatives from over 30 nonprofit 
organizations that support higher ed
ucation (i.e. , APPA, NACUBO, SCUP, 
ACUHO-l, CUPA-HR, etc.) APPA 
has been playing a leading role in 
identifying collaborative issues and 
promoting partnerships where appro
priate. As a result of our association 
with CHEMA, we have participated in 
several publications, cosponsored nu
merous conferences, and will be 
co-hosting several annual meetings 
with NACUBO and SCUP in the 
future. 

APPA continues to explore partner
ships with a number of organizations. 
This past year APPA created a strate
gic alliance wi th the International 
District Energy Association (IDEA) . 
This organization brings together pro
fessionals involved with distributed 
heating and cooling systems that are 
used on many of our campuses. I am 
sure that this will be a valuable 
alliance for APPA's members. 

Budget-APPA Stewardship 
Finally, I am concerned about the 

impact of the current economic 
climate on APPA. As l visited with 
many of our colleagues around the 
country, it is clear that most state 
schools and many private schools are 
facing budget recisions this year and 
are being told to plan budgets for next 
year with 5 to 15 percent reductions. 
In addition, a number of states have 
implemented out-of-state travel bans. 
Because of the concerns raised by 
these events, the February APPA 
Board meeting had extensive discus
sions about the potential impact of 
the economic climate. The APPA s taff 
d id an excellent job of preparing and 
providing supporting data for various 
scenarios. These scenarios ranged 
from the economic climate having a 
significantly negative impact to only a 
moderately negative impact. The 
result of these discussions was a 
prudent budget that is sensitive 
to our members, budgets and 
considers the impact of membership 
retention, program attendance, and 
business partner support while still 
allowing APPA the ability to carry 
out its mission. 

This mission includes moving 
forward in several significant areas. 
The APPA office has realigned several 
staff members with new duties to 
address the increasingly important 
technology support. Also, we are con
tinuing to address technology needs 
through the addition of new software. 
These continuous improvements will 
allow APPA to meet the upcoming 
needs of CFaR, e-co= erce, interna
tional communication, and other 
APPA initiatives. 

APPA Programs 
Each of the Vice President reports 

contains exciting accomplishments, 
and I do not want to steal their 
thunder. However, I do need to 
acknowledge the great work they have 
done over the past year. The Educa
tion Committee has completed a total 

Continued on page 6 





Continued from page 4 

Lransformation of the annual meeting 

in to the Educational Facilities Leader
ship Forum. This is not j ust a name 
change but a complete revamping of 
the educational experience. In addi

tion, the Education Committee has 
been working diligently with 
NACUBO to organize next years 

co-located meeting in ashville, 
Tennessee. 

The newly renamed lnformaLion 
and Research Committee has devel
oped a technology plan and has begun 

implementing it. Archiving APPAinfo 
list conversations for future reference, 
creating a database and search engine 

that is Web enabled, and full 
e-commerce of electronic (PDF) files 
(important to our international mem

bership) are just a few of the things 
already available or soon to come. In 
addiLion, they have been successfully 

shepherding the development of 
CFaR. 

Archiving AP PA info list 
conversations for future 
reference, creating a 
database and search 
engine that is Web 
enabled, and full e-com
merce of electronic 
(PDF) files (important 
to our international 
membership) are just a 
few of the things already 
available or soon to 
come. 

The Professional Affairs Committee 
is totally redoing the Facilities 
Management Evaluation Program, 

complete wiLh handbook, training 
guides, and a training program for the 

team members. The Awards and 

Recognition Committee has worked 
hard to organize the inventory of 

awards and to oversee the award 
process. 

The Membership Committee has 
worked tirelessly to accomplish an 

excellent renewal rate that is most 
amazing in this economic climate. It is 
particularly pleasing to see that these 

accomplishments continue to remain 
tightly focused on our strategic plan, 
ensuring Lhat we are using our 

resources wisely. 
Finally, I wish to acknowledge and 

thank Lander Medlin and Lhe APPA 

s taff. Having worked very closely wi th 
them for over a decade, I can honestly 
say that APPA is Lruly blessed \vith a 

focused and hardworking staff dedi-

Continued on page 8 
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Continued from page 6 

cated to making APPA an outstanding 
organization. 

It has been an honor to represent 
APPA at a number of venues during 
this past year and to work and partici

pate in the leadership of APPA with 
so many wonderful people. I look 
forward to serving APPA in the future. 

Immediate Past President's 
Report 
by j ohn P. Ha,m d]r. 

T his report has been a challenge 
for me to write. ot for lack of 

interest, but because it will 
bring Lo closure my terms as APPA'.s 
President-Elect, President, and Imme

diate Past President. The past three 
years have been filled with wonderful 

Planned Protects/ Emergency Response 
What would be Jost if a building's HVAC or Power system were to break down for 
a lengthy period? Tenants, revenue, or even life! These systems are such an 
integral part of our everyday life that even temporary shutdowns are unacceptable. 
The solution - HVAC Portable Systems, Inc. 

Typical Applications 
• Supplemental Tower Water • Supplemental Heating • Supplemental Steam 
• Temp. HVAC Systems • Backup HVAC Systems • Comfort Cooling 
• Clean Room Humidity Control • Water Damage Drying • Emergency Power 
• Construction Site Humidity and Ventilation Control 

For additional information and equipment specifications, check our web site 
www.hvacportablesystems.com or call 800-586-8336 today and find out why 
we are 'The Ones to Call"/ 

•Iii► 
HVAC 

A Subsidiary of the Carner Corporauon 

experiences, a few challenges, and 

unfortunately, an international 
tragedy. During that time, I have come 
to appreciate more and more the ded i
cation of APPA staff, the unselfish 

commiu11ent of the APPA leadership, 
and the loyalty of our membership. I 

am thankful for the opportunities you 
have given me to get to know so many 
of you. 

Last year, the theme of our annual 
meeting was Moving Beyond Bound
aries. During my oral and written 

reports I often suggested that we all 
should "reach out and touch some
one." The goal was to extend 
membership and parmership in our 

association to others outside of our 
traditional circle of associates, and to 
"bring along" the next generat ion of 
individuals into our profession. I truly 

believe that alliances with other pro

fessionals and the development and 
inclusion of the next generation will 
enhance our organization's ability to 

better serve our members and our 
member institutions. 

We continue to be a dynamic asso
ciation. Even during these challenging 

economic times, our membership has 
remained relatively stable, and new 
alliances continue to be established. 

We are recognized as an association of 
professionals with whom others want 
to be affiliated. It is important that we 

not stand on our accomplishments; 

we must continue to "reach out. . . l" 
In September of 2001, I was 

privileged to be part of the APPA dele
gation that traveled to Cape Town, 
South Africa to meet wi th the mem
bership ofTIMCON, a group of 
facili ty managers from southern Africa 
who were interested in aligning with 

APPA. That group has since reorgan
ized and is known as Higher 

Education Facilities Management 
Association-Southern Africa 
(HEFMA-SA) . Robert Kelley, from the 
Australasian Region, has been work

ing closely with the HEFMA-SA 
group, guided by Ferdi Pieterse and 
Stan Dennis, who have assisted them 

Continued 0 11 page I 0 
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during the organizational and devel
opmental s tage. Great progress is 
being made! 

We often talk of partnerships, 
professional networks, and the lasting 
friendships that develop among APPA 
members. I know from experience 
that such talk is true. I also know that 
"Moving Beyond Boundaries" pays 

• great dividends. The APPA delegation 
was in South Africa on September 11, 
2001. Shortly after receiving word of 
the terrorist attacks and hearing that 
American travelers should take extra 
caution , I commented to one of the 
meeting auendees that, "I guess that I 
should start watching my backside." 
He replied, "Don't worry, we will take 
care of you." And take care of us they 
did ! We were so very fortunate to 
have friends ready and willing to 
assist us while we were grounded so 
far from home. As you can imagine, 
our visit was a very emotionally mov-
ing and truly rewarding experience. 

The South Africa visit is an example 

of how these past three years have 
been-emotionally moving and truly 
rewarding. At times, it is a bit difficult 
to think that all of it is coming to an 
end. But I know that the best part will 
never end. The sights we have seen, 
the spectacular events we have 
enjoyed, and the friends we have 
made will always be a part of our life. 
Jane and I have fond memories of this 
great experience. We have been hon
ored to serve APPA. We thank you for 
the opportunity! 

President-Elect's Report 
by Philip L. Cox 

M
y 'official' duties as Presi
dent-Elect were to begin in 
September 2001 when I 

arranged to attend the RMA regional 
meeting in Tucson. My flight was 
scheduled to depart ILhaca the after
noon of September 11, 2001. When 
flights were grounded across the 
United States for several days 
following the terrorist attacks of Sep-

tember 11, my plans to visit RMA 
vanished. I look forward, however, to 
auending the 2002 RMA regional 
meeting in Banff this fall. 

AAPPA 
Some degree of normalcy was 

restored to air travel by late September 
2001, which allowed my wife Marsha 
and me to travel to the annual AAPPA 
meeting in Aus tralia. We visited 
Auckland, New Zealand before arriv
ing in Sydney. Our travels also took us 
to Australia's capital, Canberra, where 
the joim AAPPA and ATEM meeting 
was held; then on to Adelaide, and 
finally to Penh. 

I came away from our 
visit convinced that 
AP PA must find ways to 
increase our Web-based 
communications to over
come the geographic 
distance that separates 
AAPPAfrom the North 
American regions. 

During this opportunity of a life
time, I learned many things about our 
AAPPA colleagues. As many people 
had predicted, 1 discovered first-hand 
that the hospitality shown by the peo
ple of New Zealand and Australia is 
second to none in the world. What 
most impressed me about the mem
bers of AAPPA was their leadership. 
They are providing tremendous serv
ices to their membership through 
benchmarking, networking, recogni
tion , and the offering of excellent 
educational opportunities. 

I came away from our visit 
convinced that APPA must find ways 
to increase our Web-based communi
cations to overcome the geographic 
distance that separates AAPPA from 
the North American regions. When 
we do this, we will be better able to 
share resources with other members. 

Globa/izatio11 
APP.A:s vision is to become a "global 

partner in learning." lt was the global 
part of the vision that was discussed at 
length during the mid-year Board of 
Directors meeting. The Board is start
ing to realize that our global vision is 
coming true in a number of ways, 
such as our Australasian membership 
and our strategic alliance with the As
sociation of Universi ty Directors of 
Estates (AUDE) in the U.K. In addi
tion, APPA is in the process of 
forming a relationship with higher 
education facilities professionals from 
several southern African countries 
and from Mexico. Plus another U.K. 
association and a German association 
have expressed interest in forming ties 
to APPA. And for the first time ever, a 
member from the AAPPA region ran 
for President-Elect in the las t election. 
All these advances toward greater 
globalization have raised the urgency 
for detennining how we can beuer 
connect with our AAPPA members 
and how we will collaborate with 

other international associations in the 
future. 

Strategic Plan 
The desired outcomes of APP.A:s 

strategic plan are competency, 
credibility, and collaborative relation
ship-building. One important way in 
which these outcomes are being pur
sued is through participation in the 
Council of Higher Education Manage
ment Associations (CHEMA). I had 
the good fortune to take part in up
dating CHEM.A:s strategic plan and to 
examine the trends, challenges, and 
opportunities facing all of us in higher 
education. CH EMA is a perfect exam
ple of how professional associations 
can team up to do more for their con
s tituents than they could ever hope to 
do alone. 

Diversity 
In the coming year of my presiden

cy, I believe the time is right for our 
association to take a look at itself and 
examine the lifeblood of our organiza-

Continued on page 12 
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tion-the membership. Not only do l 
hope that our membership base can 
grow and be strengthened by this 
growth, I also hope that we can 
increase our diversity. In the areas 
where our differences may be limited , 
I want to remove barriers to inclusion 
in APPA and in the facililies profes
sion that we serve. As we move to 
increase the diversity of our memher
ship, I believe we should pay 
particular attention to gender, race, 
age, and, in the interest of our global
ization movement, nalionality. By 
building on our many s trengths, I am 
convinced we can broaden our 
diversity LO more closely reflect the 
inclusiveness that is so highly valued 
by our conslituent institulions. 

Secretary-Treasurer's Report 
by Jack Colby 

T he fiscal year ending March 
31,2002, has been a very chal
lenging period as APPA 

responded to the immediate economic 
impacts of the September 11 attacks 
as well as the long-term impacts of the 
recession. Only through aggressive 
scenario planning and staff actions to 
control costs have we been able to 
once again meet our budget while 
making a contribution to reserves. 

Graph 1 depicts a six-year history 
of revenues and expenses for our 
associalion. The 2001/2002 fiscal year 
ended with a modest $70,900 surplus 
thus allowing a $70,000 contribulion 
LO reserves for capital and operating 
expenses. This year's contribution 
brings us closer to our goal of having 
our liquid assets be equivalent to 25 
percent of the operating budget and a 
capital reserve of 10 percent of the 
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estimated replacement value of prop
erty and equipment. 

A portion of the reserves is invested 
in equities based on the new invest
ment policy approved by the Board 
last year. Although these investments 
saw the expected decline when the 
economy faltered, they have rebound
ed and we expect the modest recovery 
to continue. 

There are many factors that impact
ed our financial performance. The 

Only through aggressive 
scenario planning and 
staff actions to control 
costs have we been able 
to once again meet our 
budget while making a 
contribution to reserves. 

annual conference in Montreal, 
although very successful from a pro
gram perspective, experienced higher 
costs and lower revenues than expect
ed. The Fall Institute had to be 
canceled and rescheduled for 
November which added additional 
administrative expenses. Other educa
tional programs were also impacted as 
travel was s low to recover and the ef
fect of the declining economy was 
evidenced in declining enrollment in 
these programs. The implementation 
of a recovery strategy by the A PPA 
staff provided higher than expected 
revenues for publicalions, advertising, 
and job listings. This, in conjunction 
with significant reductions in expens
es, allowed APPA to meet its 
obligations and realize a modest sur
plus. Revenues for the year by source 
are displayed on Graph 2. 

Graph 3 indicates how funds are 
used by the Association to support 
educational excellence by providing 
quality leadership and professional 
management to our members through 
education, research, and recognition 
in the educational facilities field. 

Continued on page 15 
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Although the bulk of our spending 

is focused on education, member 
services, the annual meeting, and 

publications, we continue to provide 
support for research in educational 
facilities through o ur investment in 

the Center for Facilities Research and 
other ventures. Ongoing efforts to 

create valuable tools for our member

ship such as SAM, The Strategic 
Assessment Model, Operational Guide
lines for Grounds Management, 
Maintenance Staffing Guidelines, 
Environmental Compliance Assistance 
Guide for Colleges and Universities, 
and others demonstrates the value of 
APPA to our profession. 

This year the membership ap
proved Bylaws changes that provided 
the President with discre tion in set

ting committee terms to a llow for the 
establishment of staggered renewal of 
committee membership by each re

gio n. Also, the name of the standing 
committee for Information Services 
was changed 10 1 nformation and 

Research to reflect the changing 
emphasis of its mission. 

For rurther details of APPNs activi
ties, members may find the Board of 
Directors meeting minutes o n line al 

www.appa.org/about/minutes/. 

Vice President for Educational 
Programs 
by Jim Roberts 

First, let me start by commend
ing the APPA staff for a ll they 
do to make things happen for 

Educational Programs. Andria Krug 

and Suzanne Healy have been our 
mainstays in preparing for and pro
viding all our educational professional 
development needs. W ith the additio n 

of Deirdre Bourke (although we will 
miss some of Suzanne's time with the 
realignment) we are prepared to move 
forward , providing for the changing 
needs of our organization. Lander 
Medlin's support and assis tance is 
invaluable in finding presenters and 

contacting organizations to financially 

support our increased cost of doing 
business. That leads me 10 thank 

the business partners who make 

us successful through their presenta
tions, morale, and financial support. 

The charge of the Educational 

Programs Commiuee is educational 
program development and oversight. 
This includes the Educational Facili

ties Leadership Forum, the Institute 
for Facilities Management, and the 
Leadership Academy. IL is this com

mittee that makes these programs the 
quality they are. We are lucky to have 
such excellent members providing 

strength and guidance to th is charge. 
For the year of 2001-2002, our mem
bers were Carol Trexler, Rutgers 
University (ERAPPA) ; Travis Weath er

ly Jr., Georgia Perimeter College 
(SRAPPA); Chris Ahoy, Iowa State 

University (MAPPA) Pat Apel , 
Maryvi lle University (CAPPA); Mary 

Vosevich, University of New Mexico 

(RMA); Mark Hunter, California Poly

technic State University (PCAPPA); 
Greg Simpson, Universi ty of Auck

land (AAPPA); Dr. Sam Polk, 

Tennessee State University, 2003 Host 

Committee Chair;Jay W. Klingel , Uni
versity of Virginia, AL-Large; and 
Douglas Christensen, Brigham Young 

University, At-Large. 

Institute for Facilities 
Management 

In retrospect, we survived the Sep

tember 11 disaster rather well by 
rescheduling the September Institute 
to November. Al though the numbers 

were down, we were able to meet the 
needs of the organization and provide 

this important p iece of our program to 

our members. In January we felt some 
decline in registration. Although 

numbers were down slightly from 

other January programs, it was not 
overwhelming and attendance should 

easi ly come back to full stature by the 
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beginning of 2003. Jay Klingel, Uni
versity of Virginia, has taken the 
reigns of the Institute for Facilities 

Management. Emily Wren will contin
ue teaching at the Institute but has 
asked to be relieved from the leader

ship duties. We appreciate what Jay 
does as a Dean and look forward to 
his guidance with this key program. 

Charlie Jenkins will also be stepping 
down from his Dean's role but we 
have been blessed wi th the addition of 

Mary Vosevich as our Dean of General 
Administration and Management. We 

owe a great debt of gratitude LO Emily 
and Charlie for their leadership. 
Thank you both for being so generous 
with your time and efforts. 

Professional Leadership 
Academy 

The Leadership Academy is contin

uing to develop nicely. In its third year 

with the new format, the program for 

this pastjune had 131 registrants. We 
continue to work with other organiza

tions to support this program through 
advertisements to their members and 
commitments from their boards. This 
program can be as successful as the 

Institute if we develop a market that 
needs this level of leadership involve
ment. It will happen. 

Educational Facilities 
Leadership Forum 

The Educational Facilities Leader
ship Forum is making its debut 
during this years' meeting in Phoenix. 

The education committee has worked 
since July 2001 making a major over
haul in the old annual meeting 
program. For the Forum, the commit

Lee developed a program cons is ting of 
six perspectives, wi th each examining 
a critical area \.vi thin the educational 

facilities organization. The six 
perspectives are: Cust0mer Service, 

Stay INFORMED with our 
Custodial Staffing Analysis Software 

We were the first, and still the 
best, at determining custodia l 
staffing needs with analysis based 
on APPA's Custodial Staffing 
Guidelines*. Comparisons made 
at all five levels of cleanliness, and 
at your actual task frequencies. 

Software developed in consultation with Jack 
Dudley, P.E., Editor of the First Edition of the 
Guidelines and Co-author of the Second Edition. 

INFORMED LLC 
Telephone: (734) 395-2053 

Fax: (734) 483-8917 
Learn more at our website: 

www.contractron.com 
*Mention of APPA does not imply endorsement 

of the product. ISSA cleaning times used by 
permission of ISSA. Lincolnwood, IL. 

www.issa.com 

Now with an advanced version: 
• Includes 358 ISSA tasks 
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• Auditing 
• Chemical Usage Analysis 
• Equipment History 
• Training Records & Reminders 
• Work Assignments, etc. 
• And, still very affordable 

Get a grip on your facility, and 
your custodial staffing needs 

Innovation & Leam ing, Internal 
Processes, Financial Stewardship, 

Technology Management, and Knowl
edge Management. Each perspective is 

then examined by industry experts 

within the following framework: Vi
sion, State-of-the-Industry, Effective 

Practice, Critical Issues Panel, Indus

try Best-in-Class, and How To. 
To appropriately develop these 

perspectives and guide the Forum, the 

committee has put together a state
ment about each area to help the 

attendees understand what they will 

find when they attend. Each perspec
tive has stated "Leaming Outcomes" 

to again clarify this new program to 
our attendees. As you will see, this is 
truly a different conference than we 

have provided in the past. It should be 
one of the best conferences available 
for facili ty professionals. We are excit

ed about the potential of this 
program. 

Other Programs 
We have been able to provide 

another joint program ,vi th 

NACUBO-the Institute for Facilities 
Finance. This year, the program 
exceeded our expectations, wi th 
attendance as well as quality. It 

remains important for us to provide 
different opportunities to our mem
bership and this program has been an 

excellent indicator of what we can do 
with other organizations. 

Closing Thoughts 
It is the committee's intentions to 

focus on the programs we have in 
place and provide them wi thin the 
budgets set before us. I am proud to 
be a part of APPA. 1 look forward to 

another year expanding our programs 
and developing new opportunities for 
our membership and education facili
ties professionals. Thank you for 
allo,ving me the opportunity to serve. 

Continued on page 18 
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Vice President for Information 
and Research 
by Vickie DeWitt 

B
eginning with a name change 

for the committee to reflect our 
expanded focus, you can see 

that the year has heen one of growth 

and development. The changes that 
were made are aimed at member 

interests, increased member participa
tion, better international accessibility 
to information, increased recognition 

of member accomplishments, and 
increased ability to find information 
electronically. We hope that you 

will be as pleased with the 
accomplishments and continuing 
plans as we are. Current members of 

the committee include:Joseph M. 
Lalley, Cornell University (ERAPPA); 
C.R. Lyons, Florida Gulf Coast 

University (SRAPPA); Thomas Dale, 
University of Saint Thomas (MAPPA); 
Scon Turley, University of Arkansas 

(CAPPA); Harvey D. Chace, Universi

ty of New Mexico (RMA); Debbie 

Agui lar, University of Southern Cali
fornia (PCAPPA); Alan Egan, 

University of New South Wales 
(AAPPA); Maggie Kinnaman, Univer

sity of Maryland/Bal Li more, At-Large 
Member; and Vickie DeWitt, Kansas 
State University, Vice President. 

Comparative Costs and 
Staffing Survey 

The utility section of the survey 
was the most troublesome the last 
time we collected data. We looked at 
the problem and detennined that 
improving several of the definitions, 

adding defin itions where needed, and 
clearly linking the MBTU calculator to 
the utilities questions wi ll improve the 

instrument. We wish to emphasize 
completing what can be done 
easily and make the salary 
information optional. We will still 
produce a book, a CD, and hope Lo 
get to the Web tools that will allow 

users to produce cus tom reports. We 

will explore the possibility of adding a 
"green" sect.ion and one on capital 

renewal/crumbling classroom info. 

Strategic Assessment Model 
The SAM Task Force continues Lo 

move ahead with implementation 

guidance for members. Specific tasks 
they have accomplished include up
dating the Web presence and the 

publication of an article in Facilities 
Manager. Still ahead is the develop

ment of a Web survey fonnat for the 
next time data is collected. This task 
force will also present a session at the 
Educational Facilities Leadership 

Forum, focusing on the importance of 
measurement and how the SAM self

assessment tool can assist members. 
Case studies with a financial perspec
tive will help explain the process. 

Website 
Many of the new programs and 

changes that are occurring throughout 
our organization are reflected 
in the updates to our website 

(www.appa.org). Perhaps the most 

important change is the reorganiza
tion of personnel within APPA's office. 

Suzanne Healy, Medea Ranck, and 
Steve Glazner will make up the new 

Web Team . They will focus on keep
ing the website up-to-date and 
implementing advances in archiving 
and conversion of files to download
able PDF files. This new focus will 

bring al ive some of the ideas we have 
had about searching archives, down

loading information, providing quick 
availability to international members, 
and offering a more user friendly web
site. A technology assessment survey 
has recently been completed to deter
mine the level of usage and interest 
from the members. 

Publications 
We are delighted to welcome Betsy 

Colgan to fill the role of publications 
manager for APPA. Steve Glazner will 
still retain overall responsibility for 
the magazine and the publication 
schedule. Between July/August 2001 

and May,'.)une 2002, we had 19 first

time contributors to Facilities 
Manager: Sarah Bieck, University of 

Wisconsin/Madison; Garry Bradley, 
RMIT University; Thomas W Brady, 
Fairfax County Public Schools; 

Jeff Buenting, University of 
Illinois/Urbana-Champaign; Patrick S. 
Daly, University of Massachusetts; 

Robert P. Dillman, University of Vir
ginia; Shari L. Eilertson, Iowa State 
University; Elaine Gossett, Emory 

University;Jacqueline Hall Kelly, Uni
versity of Missouri System; Bill 
Lucksted, Grand Valley State Univer

sity; Derrick Manns, Madonna 
University; Con Mozjerin, RMIT 
University; Ron Opp, University of 
Toledo; David w Polensky, Gage-Bab
cock & Associates; Robin Smith, 

Emory University; William Stauff, 
Erskine College and Seminary; Mike 
Thompson, Gage-Babcock & Associ

ates; Janet Walls, Grand Valley State 
University; Richard L. Walter, Univer
sity of Delaware. We appreciate their 

input and look forward to further 
contributions. 

The Rex Dillow Award is presented 
to the author of the best article pub

lished in Facilities Manager during the 

previous calendar year. Eligible arti
cles are those written by a full-Lime 
employee, from any department, of an 
APPA member institution of higher 
education. We are honored to name 

Walter Simpson from the University at 

Buffalo as this year's recipient of the 
Rex Dillow Award. 

We arc very proud of the number 
and quality of publications that have 
been published this year. Sales have 
been tremendous. New publications 
available in July include the long

awaited Maintenance Staffing Guide
lines for Educational Facilities and the 
Environmental Compliance Assistance 
Guide f or Colleges and Universities. 
Facilities Finance will follow in the 
fall. Future planned publications 
include the 2001-02 Comparative 
Costs and Staffing Report and Facilities 
Supervisor5 Tool Kit: Nuts and Bolts of 
Supervision. A space planning anthol-
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ogy and a building commissioning 
book are in Lhe planning sLages. 

Center for Facilities Research 
WiLh a vis ion to be "an internation

ally recognized resource supponing 
learning environments" and a mission 

of "advancing Ll1e body of knowledge 
of faciliLies management Lhrough 
research, discovery and innovaLion," 

the Center for Facilities Research is 
moving ahead in its developmenl. We 

plan to roll out Lhe program al the 
2003 Educalional Facilities Leader
ship Forum in ashville. 

There have been two meetings 
during which the basic structure for 
research and research projects has 

been developed. This process is ongo
ing, with the foundation fairly well 
established for about half of the level 

for research. Web enhancements are 
essemial Lo the sharing and disLribu
tion of information rela ted Lo 

research. An ad visory council and a 
research review panel have been 

With a vision to be 
"an internationally 
recognized resource 
supporting learning 
environments " and a 
mission of "advancing 
the body of knowledge 
of facilities management 
through research, 
discovery and 
innovation," the Center 
f or Facilities Research is 
moving ahead in its 
development. 

esLablis hed to assisl wilh now and 

contenl. Met.hods Lo measure success 
are being developed and enlhusiasm 
mounts as we move toward a "ready" 

dale. 

The Information and Research 

Commiuee is looking forward Lo the 

work we have before us during the 

coming year. Your inpul and ideas are 

welcome and wi ll help sLeer us in 

direclions that make our organization 
stronger for you. 

Vice President 
for Professional Affairs 
by Michael Besspiata III 

New Leadership 
Chris Christofferson resigned from 

the position of Vice President for Pro

fessio nal Affairs during Lhe February 
2002 Board Meeting. After a Board 

vole, I was elecLed LO fulfill the 
remaini ng term (throughjuly 2003) . 
My firsl meeting in this position was 
Apri l 4-5 with the Professional Affairs 

Commiuee (PAC), fo llowed by a 
meeting with the Awards & Recogni

tion (A&R) Commiuee on April 6. I 
want Lo thank jack Colby for coming 
Lo these meetings to help in the transi-

)uh/ \ugu-,1 ].()()]. I ,1ul1ttl'" \l,111,1gn \\"" ,1pp.1 org I ,1 



lion and for keeping me updated on 
all processes. I will have a busy year 

trying to catch up on the co mbined 

workings or these two committees. 
My main goal has been to have a 
member packet ready by the Educa

tional Facilities Leadership Forum in 
Phoenix for a ll current members and 

for new members. This packet will 
contain the responsibilities or com
mittee members and provide some 
detail on how the committees work in 

evaluating either institutions or 
individuals. 

Facilities Management 
Evaluation Program 

T he revamping or the Facilities 

Management Evaluation Program 
(FMEP) is nearing completion and 
final drafts a re expected rrom the 

FMEP Task Force during the Forum 
in Phoenix. I want to pay special 
recognition to the following task force 

Put paperless work order processing in the palm of 
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Work Order 
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Maintenance departments that implement Maintenance 
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members: Charlie j enkins, Ron Hicks, 

Jim Christenson, Val Peterson, Doug 
Christensen.Jack Hug, and Task 

Force Chair David Cain. These mem

bers have done an excellent job in this 
process. David Cain made a presenta

tion on the FMEP update a t the PAC 

meeting in April. The new procedures 
should be in print for the 2003 Forum 
for both insti tutions and team mem
bers. There was discussion of using a 
''CD" bus iness card for FMEP evalua

tors that would contain the entire 
process and also contain information 

that could be used as a promo tional 

tool. Dates and scheduling or FMEPs 
were discussed to prevent quick turn

around requirements. 

Award for Excellence Program 
The newly designed Award for 

Excellence Program has gone through 

its second year o r submissions under 
the new format. Three schools have 
applied for the award for 2002. The 
new guidelines are excellent and 

APPA encourages all institutions that 
excel in their operations to apply. 

Effective a11d /Jmovative 
Practices Award 

This is the first year for the Effec
tive and Innovative Practices Award 

and if the number of submissions is 
any indication, it was a great year! 
There were 26 submissions for this 

new award. Several institutions 
submitted multiple papers for consid
erations. The selections were 

narrowed down to Cal State Long 
Beach for "Mobile Integrated Facility," 
University of O klahoma for "EVAL 
2000-Performance Evaluation 
System," Florida State University for 
"Facili ties Maimenance Storefront 
Partnership with Grainger," Universi
ty of Missouri for "Volume Purchase 
of Bid-Document," and University of 

Miami for "Using a Formal Asset 
Management Program to Improve 

Communication and Maximize the 
Value o f Renovation and 
Improvement." 



Strategic Alliance 
I wanL Lo thank Chris Christoffer

son for his work in oblaining Lhe 

straLegic alliance agreement between 

APPA and International DisLricL Ener
gy Association (IDEA). The value 
added Lhrough our alliance with IDEA 

will be beneficial Lo members of boLh 
organizations. 

Meritorious Service Award 
The Awards and Recognition Com

miuee evaluated and rated ten 
Meritorious Service Award nomina
Lions. Two people were selected and 

Lheir names were forwarded LO Lhe 
Board for approval. 

Pacesetter Award 
The Awards and RecogniLion 

Comminee evaluated and raLed ten 
Paceseuer nominations. Six nomina

tions were submicted LO the Board for 
Lhe Paceseuer Award. 

Electronic Submissions 
The Awards and Recognition Com

miuee discussed the use of electronic 

submissions for the nomination 
process. There will always be a need 
for face-to-face discussions Lo evaluate 

the nominations. But commiuee 
meeting time could be shortened by 
having the nominations submiued 
"online" before the meeting starts. 

Online forms could be sent to Lhe 
regional representatives electronically 

or be available on the websiLe. One of 
the goals of the PAC wi11 be Lo stream
line Lhe nomination process by 

making iL more electronic. 
I want Lo thank all Lhe members of 

Lhe commiuees for their work during 

Lhis trans ition period. Professional 
Affairs Comminee members are: Joe 
Rubertone, Greg Fichter, Robert Kelly, 

Bob Hutton, Eakle Barfield , Dan John
son, and David Cain. Awards & 
Recognition Committee members are: 
Ken Bolig, Alan Bigger, Darryl Crider, 
Tony lchsan, Greg Wiens, and Darrel 
Meyer. I also want to thank the sLaff 
liaison, Medea Ranck, for her help. 

Executive Vice President's 
Report 
by E. Lander Medlin 

This has been both a sobering 

and an exciting year. A sober
ing one given the tragedy of 

September 11, 2002, \vith its impacr 

on human life and the corresponding 
impact on Lhe economy. YeL, despiLe 
these horrific events, APPA has 

remained Lhe "association of choice" 
by its members LO meeL Lheir profes
sional development needs. APPA has 
also been blessed wiLh Lhe added di
versiLy of emerging imemational 

members. Our vision of becoming a 
"Global ParLner in Leaming" is con
tinuing Lo take form. In addition, our 

diverse porLfolio of programs, prod
ucts, and services has served us well 
financially: Given Lhe circumstances. 
we are pleased Lo have achieved a 

year-end surplus of over $70,000. 
These monies will be placed in our 

operating and building reserves funds 

which represents 50 percent of our 

long-Lerm cash reserves goal. 
As I mentioned in lasL year's report, 

our strategic plan is noL only driving 
the association toward the achieve

men L of Lhe three desi red outcomes of 

compeLency, collaboration, and credi
bility, we are thriving as a result of its 

focus and direction. Progress toward 

these ouLcomes is focused ulLimately 
on our ability "to increase Lhe aware

ness of the facilities profession with 

senior instiLutional officers." In 
essence, Lhis is what an international 

associalion can and should do on be
half of its members. Therefore, "to 

increase Lhe awareness of Lhe facilities 
profession wiLh senior instiLUtional 
officers" requires a focus on and 

support of both the institution/organi

zation and the individual faciliLies 
professional. 

What's your SPACE worth $ 
Is your ' SPACE' understated, or overstated$$ 

"Our Age of Anxiety, in 
great part. is the result of 
trying to do today's jobs 
with yesterday's tools." 
-Marshall McLuhan 

Let Indus ystems help you gain control 
of your space, space reporting and 
associated data using iDrawings.com. 
iDrawings.com is a feature filled, easy to 
use, user friendly, secure lntemet based 
facility management tool. iDrawings 
dynamically integrates CAD drawings 
and a variety of databases using a 
standard Internet browser. iDrawings is 
quickly becoming the choice for facility 
management. 

Let Indus make it happenll 

www.indus-systems.com 

Jodus y tern , Joe. 
2352 Main Street 
Concord, MA 01742 
Phn; 978-461--0555 
Fax: 978-46 1-0649 



Competency 
In this regard, APPA is serving 

its members and their institutions 

best by setting the guidelines and 
standards by which facilities manage
ment is measured. These guidelines 
and standards can be found in such 

tools and resources as the Stracegic 
Assessment Model (SAM), the Compar
ative Costs and Swfling report, the 
trilogy of staffing guidelines for the 

custodial, trades, and grounds areas, 
the Environmental Compliance Assis

tance Guide Jor Colleges and 
Universities, statistics from A Founda
tion to Uplwld, and the Facilities 
Management Evaluation Program 

review (FMEP). FMEP has been s ig
nificantly revised to align with the 
Award for Excellence in Facili ties 

Management and now reflects compo
nents of SAM, and the Baldrige 

criteria. The trick is setting out a plan 
to best implement these standards and 
guidelines at your institution. APPA 

offers its institutions this plan-a 
framework for the planned vision, 

d irection, performance measurement, 
and continuous improvement of the 

organization. Through the appl ication 
of these tools and techniques, guide
lines and standards, you will be 

assured of collecting relevant data, 
reviewing strategic management infor
mation and reports, and us ing this 

information to make knowledgeable 
decisions, to tell your story effectively 

to senior institutional decis ion 
makers. Indeed, the best way to com

pete is to have clearly defined 

products with demonstrable perform
ance metrics. Voila! What are you 
waiting for? APPA is ready to assist! 

However, there is still much to be 
done to increase the amount of credi

ble data and information you need to 
make knowledgeable and informed 
decis ions for your institutions. Our 

new Center for Facilities Research 
(CFaR) will serve as the structural 
mechanism for APPA to keep the flow 

of new information coming and to 
develop effective and innovative prac
tices. This will allow us to stay abreast 

l 00% WEB B ASEC C MMS 

COMPLETE WEB BASED 

MAINTENANCE MANA13EMENT SOFTWARE 

Across Campus or 
Across the Nation 

From Palm to PC 

Web Work's 
100% Web Architecture 
keeps you informed 

WWW.TERO . C A 

of the changing world in which we 

live. The duties and responsibilities of 
several key APPA staff have been 

realigned this year to reflect these 
knowledge management needs. 
Hence, our website is being 

transformed to ensure that the tech
nology infrastructure is in place so 
that this type of credible data and 

information is easi ly and readily 
accessible. 

As for APPA'.s present services, I am 

pleased to report our educational pro
grams (the Institute for Facilities 

Management, Leadership Academy, 
and the Forum) continue to hit the 
mark in both their content and 
appeal. And, the avai lability and flow 

of relevant information regularly 
occurs via the Facilities Manager mag
azine, APPA'.s website, and the 

APPAinfo list. Yet, there has been a 
gap in the availability of a basic, 

entry-level supervisory training pro
gram within the collection of superior 
educational programs presently avail

able to APPA members and their 
institutions. This gap wi ll be closed in 

mid-2003 as we introduce a founda
tional facilities supervisory training 

program which will be delivered inter
nationally and locally right at your 
institution. 

Additionally, given your input and 
feedback. we are looking at the pros 
and cons of developing a certi fication 

program. Because a certification 
program has serious implications 
financially, legally, and administrative

ly, we are proceeding \vith a great deal 
of care and caution. A survey of the 
membership will be forthcoming and 
\viii guide our efforts and direction 

during the coming year. 

Collaboration 
As an international association 

located in the Washington, D.C. area, 
we have significant and fruitful oppor
tunities to build and nurture strong 

ties with other associations and gov
ernmental agencies on behalf of our 
member institutions. With respect to 

Continued on page 24 



If You Own or Operate a 
Commercial, Residential or Public Building 

Constructed With Asbestos-Containing Products 
You May Have a Claim in the W. R. Grace Bankruptcy 

Claims Must be Filed by March 31, 2003 

W. R. Grace, its predecessors, subsidiaries, and other related entities ("Grace") have filed for 
protection under Chapter 11 of the U.S. Bankruptcy Code. The Bankruptcy Court has ordered 
that all individuals and entities with Asbestos Property Damage Claims against Grace must 
file these claims on or before March 31, 2003 ("Bar Date"). 

Who is Affected by this Notice? 
Asbestos Property Damage Claimants 
Ind ividua ls and entities that own or manage 
comm ercia l , publi c and high-rise resident ia l 
buildings that have asbestos-containing products 
may be affected i ncluding schools, hote ls, 
government buildings, theaters, airports, churches, 
and other public facilities. 

Asbestos Property Damage Claims include, 
among other claims, t he cost of remova l , the 
diminution of property value or economic loss, etc., 
caused by asbestos in products manufactured by 
Grace or from vermiculite mined, milled, processed, 
or sold by Grace. 

What Types of Products are Involved? 
Grace Asbestos-Containing Products 
Grace produced and marketed vermiculite products 
conta ini ng added asbestos primari ly to the 
commercia l construction industry. From 1959 to 
1973, Grace marketed Mono-Kote 3 (MK-3), an 
asbestos-containing, wet, spray-applied fireproofing 

product used to provide fi re protection for the 
enclosed steel structures of large buildings. Other 
Grace products included Zonolite Acoustical Plastic, 
and other acoustical plasters and texture products 
used primarily on interior ceilings and walls. 

Grace Vermiculite Products 
Grace mined, produced and marketed vermiculite 
products, some of which may have contained 
naturally occurring asbestos. The products were 
sold to the building construction, agricu ltural/ 
horticu l tural and consum er markets. These 
prod ucts i ncluded Monokote Fi reproofi ng, 
Zonol i te Concrete Roof Decks and Zonolite 
Masonry Insulation. 

How Do I File a Claim? 
To prese rve your claim, yo u must file the 
appropriate Proof of Claim Form with the Claims 
Agent so that it is received by March 31 , 2003. 
Failure to file a Proof of Claim Form by the Bar Date 
may result in your claim not being considered for 
payment. 

This is a Summary Notice only. For complete information including the Claims Bar Date 
Notice, Proof of Claim Forms, instructions for filing a claim, a list of Grace asbestos
containing products, and a list of Grace entities write to: Claims Agent, Re: W. R. Grace & Co. 
Bankruptcy, P. 0. Box 1620, Faribault, MN 55021-1620, or call: 

1-800-432-1909 or visit www.graceclaims.com 



Continued from page 22 

• our relationship wi th NACUBO, we 
experienced an extremely successful 

collaboratively delivered Institute for 
Facilities Finance this past March. 1n 

addition, a book on this topic will 
fo llow and is planned for publication 
this fall. Delivery of two energy strate

gies seminars were coupled with our 
a governmental strategic alliance part

ner, the Department of Energy/ 

Rebuild America (DOE/RBA), this 

past May and June. Our Leadership 
Academy was fully subscribed and 

~ correspondingly attended by several 

members of the National Association 
of Education Buyers (NAEB). Thus, 
our efforts to deliver a collaborative 

leadership program for the 
professions within the higher educa
tion institution are beginning to bear 

fruit. Indeed, individuals across all 

deparunents will gain immensely 

from the practical application of these 
essential people skills. Finally, we will 

continue to work d iligently on 
our 2003 and 2006 Annual 
Meeting/Forum co-location plans 
with NACUBO and NACUBO/SCUP, 

respectively. 

Credibility 
Interest in APPA from international 

corridors has exploded this past year. 
In September the presidents' visited 

the southern Africa-HEFMA (Higher 

Education Facilities Management 
Association), which is expected Lo 

become a chapter of the AA PPA 
Region. Last fall , we greeted a large 

contingent from Japan at the APPA 

headquarters office where much 
dialogue ensued about the facilities 
profession and the guidelines and 

approaches used by APPA members 

TM 

Maxiforce 1 
Rigid and Collapsible Bollards 

on behalf of their institutions. ln 

March, I visited the United Kingdom 
to £ind a strong and viable relation

ship with AUDE (Association of 

University Directors of Estates) and 
much interest on the part of AUE 
(Association of University Engineers) 

along with our higher education coun
terparts in Germany. And finally, l just 
returned from a four-day visi t in Mex

ico City with a wonderful group of 
folks from Mexico's Monterrey System 

of 30 campuses and sponsored by the 
Tee de Monterrey campus. All of this 
exemplifies the fact that we are no 

longer a "local" association (i.e., expe
rienced by the U.S. and Canada 
alone), but a "global" association 

being experienced by educational fa
cilities professionals and their 

institutions worldwide. By identifying 
with tl1is diversity in our membership, 
we have the hope of both illuminating 

our differences and further 

enlightening our 
perspectives. 

NEW: The MAGNIS Collapsible Padlock Bollard 
The O'KEEFE Removable Padlock Bollard 

As always, our only com
petitive advantage is the facl 

that you continue to choose 
to become members and re
main members. As such, we 

ask your patience during the 

coming year as we engage 
you in short feedback sur

veys, targeted focus groups, 
program evaluations, and 
specific survey research. 

These activities help us 
determine future offerings 

and modify our delivery ap

proaches to better meet your 

Products to fit every budget ! 

The Maxi.force 1 Bollard Features: 

• Can be lowered in either direction. 
• Helps control through traffic. (Wrench Operated) («i 
• A completely easy serviceable bollard. t-

(Eliminates down time) ~ , 

• Allows for the replacement of existing units 
(No digging up of most other in ground bases) 

• Partial units can be purchased. 
• Stock parts are readily available, 
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but rarely a necessity. 
• No more expensive replacements. 
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G. Reale Enterprises, Inc. 
3444 Marshall Road 
Drexel Bill, PA 19026 

.... ,_, _ - \.-r ", 

www.maxiforcebollard.com 

Tel: (610) 623-2611 Fax: (610) 623-6384 

needs from your perspective. 
All these activities taken 

together ensure that our 
focus remains on you to 
further meet your needs and 
your expectations. Through 
these offerings, APPA can 
help you gain that competi
tive edge and enhance your 
professional image. i 



Membersh· Matters 

A 
PPA's membership, including 
the membership within the 

Eastern Region, is looking 
healthy after a serious decline some 
years ago. There are many reasons for 

this currem success that go beyond 
the hard work of convincing members 
to continue in the association or Lo 
join in the first place. Fundamentally, 

our present and future members need 
Lo sense value in joining o r sustaining 

membership, and they need LO realize 
that APPA offers a menu of resources 
sufficielll Lo satisfy any facilities 

professional. 
One clear aspect of the value of 

APPA membership resides in the 
high-quality, high-value meetings that 

APPA provides, including Lhe annual, 
regional, and chapter meetings. The 

annual meeting in MonLreal in July 
2001 provided an excellem educatio n. 

program. The meeting was well organ
ized , had an impressive layout of 
business partners, and was held in a 

tho roughly enjoyable location. This 
year the formal of the annual meeting 
has been changed. Lt is now called the 

Educational Facilities Leadership 
Forum. Many of you may be attend
ing this meeting in Phoenix even as 

you read this column. If not, please 
see the meeting agenda and proceed
ings, which are posted on APPA's 
website (www.appa.org). It shows that 

this meeting was designed Lo fulfill a 
wide array of expectations. 

D011 Briselde11 is director of facilities 
1nanageme11t., Phillips Exeter 
Academy, Exeter, New Hampshire, 
and is Membership Chair of tl,e 
Nortl,ern New E11glm1d Cl,aptu 
ERAPPA. He a m be reached at 
dbriselde11@exeter.edu . 
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Looking for Value? 
by Don Briselden 

Last fall the Eastern Region meeting 
was held in Hershey, Pennsylvania. IL 

was an excellent meeting and 
followed up on the 2000 regional 

meeting in Burlington that was hosted 

by northern ew England chapter. 
Both of these meetings were rated as 

excellent This year the 2002 regional 

meeting will be held in St John's, 
Newfoundland, September 29 

through October 2, 2002. Certainly, in 

terms of professional level meetings. 
the membership receives an excellent 

value for auendance. 
Closer to home, we can re0ecL on 

the well-run chapter meetings that 

occur twice a year in the northern 
ew England chapter (Maine, New 

Hampshire, Vermont). Our spring 

meeting, hosted by Bill Gardiner and 
the Bowdoin College facilities depart
ment, provided a valuable educational 

experience for more than 150 auen
dees. The fall chapter meeting will be 

held at Colby College on October 14 
and 15. Please see our chapter website 
for details (www.erappa.org/nne). 

Understandably, few people can 
allend all of the meetings. However, 
the geographic rotation of the Forum 

and regional meetings will provide a 
periodic auendance opportunity for 
many. Hopefully, the chapter meetings 

wi ll provide another distinct and valu
able opportunity Lo a wider base of 
people that will be more convenient 

and affordable for them. Overall , the 
meeting opportunities ( the Forum, 

regional meetings, and chapter meet

ings) provide something for everyone. 
This mix of educational programs and 

the opportunity to exchange ideas 
and experiences with other APPA at

tendees provides real value Lo our 
members. 

Please keep the collective value of 
APPA's meetings in mind when 
discussing membership. With your 

continued membership interests and 
assistance, I'm convinced that we will 
see an increase in membership in 
2002-03. 

Thanks for your help! i 

Al Keith & Associates, Inc. 

l111pk111clltatio11 Specialists&. ( :usto111i1t·d Solutio11s for: 
( :omputcr Aided Facility Ma11agc111c11t ( ( :AFM ) 
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survey· Wat er Brand Preference & Awareness . 

Cahners Research Co. 

Name: Other Water 
Treatment Compa nie• 

C3teg<"' s won None 

Comments N/ A 

Name: Culligan 

Categortes won All 

eommeots· The products 
are great. The service 

is excellent. A trusted 

leader . 

,,, 

.-. O~Oi! 

Recently, Cahners• Research Co., an independent marketing have been the perfect match for any size business, or budget. 
research firm, surveyed over 3,400 specifying engineers to And every system is backed by the national Culligan Service 
determine their most preferred water treatment company. Network-the best support team in the business. If water quality 

Culligan woo in every category. That's not surprising. For is important to your organization, call the company that more 
over 65 years, Culligan's commercial water treatment solutions professionals choose. Just say "Hey Culligan Man." 

For a free AUTO-CAD compatible CD-ROM, call 1-800-CULLIGAN or visit culligan.com. 
To view the entire 2000 Brand Aw■ttn .. s and Prdcrcnce Survey by Cahnen Ru«rch, visit cullipn.com. 



umm ary 

The Value of Co-locating APPA's Forum with NACUBO in 2003 

T
he value of co-locating APPA'.s 

Forum with NACUBO's Annu
al ~eeting in 2003 (and for 

that matter, joint.ly meeting with 

NACUBO and SCUP in 2006) is cap
tured in APPA'.s s trategic plan. First, 

our vision of becoming a "Global 
Partner in Learning" is surrounded by 
the importance of achieving three de
sired outcomes of competency, 

collaboration, and credibility. As such, 
progress toward these three outcomes 
is enhanced by our ability LO increase 
the awareness of the facilities profes
sion with senior institutional officers. 
In essence, this is what an 

international association can and 
should do on behalf of its members. A 
collaboratively held meeting of this 

type provides an unprecedented 

connection and opportunity for com

munication and informal dialogue 
that can and should enhance the cred
ibility of each profession to the o ther. 

Competency 
As funny as it may sound, it is s till 

true, "An educated customer is our 
best customer! " What better way to 

educate and inform such an essential 
stakeholder as the business officer? 
And, what beuer way LO become more 

educated and informed about the lan
guage and perspective of the business 
officer ourselves? Co-localing our An

nual Meeting/Forum gives both 
associations the opportuni ty to share, 
expand, refine, and transfer the body 
of knowledge of our respective profes
sions--facilities management and 
business/ financial management-to 

Lander Medlin is APPA's executive 

vic.e president. SJ1e can be reached at 
lar1der@appa.org. 

by Lander Medlin 

one another. In addition, we have the 
opportunity LO enhance our leader
ship position as well. So often when 
we are selling a program or telling our 

story to the business professional, we 
talk in "project- or engineering-ese" 
rather than the language of business 

and finance. 
The combined educational content 

of these two meetings, captured under 

one roof-Opryland Hmel, ashville, 
Tennessee-gives the facil ities profes
sional an enormous advantage in 

becoming more educated in important 
business acumen; 

provides the business officer a corre

sponding opportunity to become 
more educated in the language of 
facilities and construction manage

ment; and gives all auendees the 
opportunity to examine issues of in

stitutional policy in a way never 
before explored together. The timing 
of this event could nm be more appro
priate, albeit essential given today's 
educational envi ronment, future 
needs, and issues. 

Collaboration 
With reduced resources available at 

the state and institutional levels, what 
beuer time to collaborate or partner 
on issues and concerns that are essen
tial to the survival and success of the 

institution! Here, we will have the 

opportuni ty to focus our auenlion on 
the importance of facilities manage
ment relative to such concerns as: 

ins titutional policy, academic plan
ning, budgeting and finance, 

community building, higher educa
tion policy, and physical planning. 

From these concerns, il is clear 

there are four critical issues that not 
only face higher education, but pro
vide significant opportunities for 

APPA and NACUBO members to 
make important contributions. They 

are: 1) attracting and retaining 
students and faculty; 2) community
building; 3) the cost of education; and 

4) the impact of changing technolo

gies. For example, when it comes to 
attracting and retaining students and 
faculty, the quality and character of 

the physical campus continues to be 

noted as one of, if not the most im
portant, detenninants of students who 
choose a given institution. 

As for community building, the 
most successful institutions are those 
considered critical to the cultural and 

economic development of their local 
and/or regional communities. The 
cost of education cannot be evaluated 

without addressing the significance of 
the cost of building and maintaining 

campus facil ities. 
And, finally, t.l,e impact of technolo

gy is dramatically changing t.l1e way 
education is delivered and is also driv

ing the character of new and existing 
facilities. By working collaboratively, 
APPA can have enormous impact on 
these critical, strategic issues at the 
institutional po licy level. 

Credibility 
By focusing our knowledge and 

expertise on some of the specific 
issues that affect the four "environ
ments" mentioned above, APPA can 
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become more influemial in effecting 
decision making at the most critical 
institutional levels. A joint meeting 

enhances APPAs position and capabil
ity in determining how best to 

integrate facilities-related issues into 
the discussion o r institutional policy. 
In this way, APPA proressionals are 
leading and directing the institutional 

agenda rather than only reacting LO it. 
In essence, we must showcase just 
how important it is that facilities man

agement issues be an integral part of 
the higher education discussion agen
da with all ins titutional officers. These 
concerns must be demonstrated in a 

compell ing way so that APPAs con
cerns are everyone's concerns. Our 
joint meeting in 2003 and the one to 

follow with ACUl3O/SCUP in 2006 
allows APPA to promote and represent 

an issue-oriented strategy and agenda 
that will enhance the role or the facLli
ties professional in institutional 

decision making. 
In establishing joint meetings and 

programs, APPA is able to bring your 

efforts and interests to bear more di
rectly with ins titutional decision 
makers. However, you have a 

choice-attend , participate, and 
engage in a dialogue that has the 
potential to cominue in a rruitful way 

when you return to your institution; 
OR, choose not to auend and miss 
tl1ese opportunities. 

I hope you will choose to attend 
and further the ultimate goal of 

increasing the aware ness of the facili
ties profession with senior 
institutional officers. For it is through 
your auendance, and active involve
ment and participation, that you will 
increase your competency, improve 
your collaborative abilities, and en
hance your credibility. i 

In the preparation and writing of this 
column, the author wishes to give enor
mous credit and thanhs for the advice, 
guidance, and previous writings of Rod 
Rose-an APPA At-Large Board member 
and principal with tl1eJCM Group 
located in California. 
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FINANCIAL STEWARDSHIP 

Trends and Opportunities: 
What are the Pressure Points 
for Asset Management? 

by Brertda Nonnart Albright 

C
olleges and universities operate in a complex environ
ment. They are affected by political realities, fiscal 
realities, and competitive realities, and these realities 

change from year to year and decade to decade. What are the 
realities now and what do they mean for next year? The year 
after? Five years after? Ten years after? 

Political Expectations 
What do political leaders expect from higher education? 

Recent surveys of governors and legislators show three major 
expectations. First, acco1mtabilit:y-W hen political leaders 
talk about accountabili ty, they mean that they want to hold 
institutions responsible for meeting state priorities and local 

and regional needs. The emphasis is on service, which repre
sents a paradigm shift. Rather than the states providing 
resources to meet the needs of the institutions, the 
institutions are expected to meet the needs of the states and 
its citizens. 

Political leaders are responding to citizens' expectations for 
a high quality of life. Higher education is seen as an entry 
point to an individuals future quali ty of life, both financially 
and socially. Political leaders are responding to employers' 
expectations of well-qualified individuals entering the work
force. A well-educated workforce is recognized as essential for 
strong national, state, and regional economies. 

Second, collaborari011-When political leaders talk about 
collaboration, they want to achieve closer collaboration be
tween policymakers and education leaders, among colleges, 
within education, and with other public services. They expect 
colleges and universities to he problem solvers in addressing 
state needs in the areas such as improving public schools , 

Brrnda Albright is a higher education consultant based irt 
Franklirt, Tertnessee, artd sl1e currently serves as executive 
director of the National Postsecondary Educariort 
Cooperative, Washington, D.C. She can be reached at 
brtalbright@aol.com. 

building a stronger economy, and having a cleaner environ
ment. In a sentence, political leaders want colleges and 
universities to share their human and physical assets with the 
citizens of the state and the community. 

Third, pe,fonrtance-When political leaders talk about 
performance, they focus on funding. They believe that specif
ic insti tutional performance measures should be tied lo 
fundi ng and that institutions should be rewarded or penalized 
for their performance on these measures. Thirty-six states 
now link some share of their tax-dollar support to perform
ance. Even states that do not allocate funds based on 
performance periodically grade the performance of institu

tions through report cards or benchmarks or performance 
reporting. This parallels reporting of performance for public 
schools; this parallels performance reporting for other servic
es. Performance funding and reporting is not unique to 
education. Even states are receiving higher education report 
cards. ln 2000, the National Center for Public Policy and 
Higher Education issued a "report card" grading each of the 
50 U.S. states. 

When political leaders are asked, "What should colleges do 
to cope with increased demands?," their responses include a 
belief that colleges and universities shoul se technology to 
deliver more course offerings. Colleges and n ·versities 
should "go to" the student, rather than expec · g l e studen 
to come to them. Political leaders believe that te hno y wi 
result in sign ificant cost savings a 
use these cost savings to respond 

Second, political leaders believe t rsi-
ties should reallocate within their insnt 
improve efficiency. ln other words, do more wit . In a 
recent conversation with a govern s lmdgerdirectQJ who 
was very supportive of colleges and umve ities, he asked, 
"Have colleges and universities done all that n to make 
cost reductions?" He was refiectin a eneral nse--thit high
er education has not done a that i n to effect savings. 
Some external leaders see higher education as richl und_e;u...· -
this perception is strengthened with media reports on com-



pensaLion packages of key institutional leaders and a thletic 

coaches. 
Third, because of public concern about rising prices, po liti

cal leaders want to see colleges and universities limit tuition 

increases. In the past decade, college prices have outpaced 

inflation by about three percent a year; for the current year, 
the gap will be even greater. All public surveys show that the 

public believes that higher education is not affordable and 
that their children wi ll not be able to attend college because of 
the cost. Given the plethora of financial a id available from the 

federal government, state government, institutions, and 
private sources, many see higher education as affordable. 
Families and students may have a number of misperceptions 

about price, but concerns about affordability are realities and 
they will not go away. 

Some Colleges' Views 
Many trustees of colleges also see accountability, collabora

tion, and performance in much the same way as political 

leaders. However, colleges' internal leadership, presidents, 
senior administrators, and faculty have a different perspective. 

Accountability. Colleges believe that they are accountable, 
and that most accountability efforts are too cumbersome and 
the measurements for performance too imprecise to truly 
reflect their efforts. While colleges routinely measure what 

studen ts learn, when legislators and others external to higher 
education talk about accountability, colleges and universities 
usually respond with, "Trust us" or "Leave us alone" or "But 

we do a good job, and accountability is measured through our 
rigorous accreditation process." 

Collaboration. Colleges and universities view each other as 
competitors and see academic collaborative efforts ac; threat

ening because they "give away the competitive edge." They 
believe that collaboraLion is difficult to implement and that 

Lhe greatest potential may be for smaller institutions. Colleges 
and universities are willing to consider collaboration in 
administrative functio ns such as purchasing. They believe 

collaboration works best when it is natural and non-threaten
ing, for example, when ins titutions within a geographical area 
negotiate for snow removal. CollaboraLion outside of Lhe 

academy is even more complex. ln areas of shared responsi
biliLy, such as teacher education, higher educatio n is reluctant 
to take responsibility for collaboraLion. 

Perfonna11ce. Many colleges believe that performance fund
ing and performance reporting will go away, that they are 
merely fads or trends. Because institutional comparisons are 
often made when perfom,ance indicators are reported o r used 

to allocate financial resources, performance is a threat because 
it has the potential to present a negative image. This in tum 
may affect the college's ability to auract s tudents, particularly 
the sLUdents it desires. 

Teclmology. Colleges see technology as an ever-increasing 
expense, rather than a tool for cost savings. They believe that 
to be competitive they must make investments in techno logy 
and are not sure how to keep up with constantly increasing 

expenses. Colleges and universities are concerned about in

struction integration, user support, faculty reward and 

recognition, planning, commerce, and service. 

When asked, "Can you be more efficient?," colleges and 
universities usually respond with "What about quality?" Simi

larly, tuition restrictions and caps limit ins titutio nal flexibility 
and are a threat to delivering high-quality programs. 

Fiscal ReaJities 
When budgets are cut, higher education is likely to absorb 

greater cuts than other state-funded programs. This trend is 

certainly clear in the current year. Thirty-seven states face a 
budget deficit for 2002-03. The deficits are dramatic. Califor

nia faces a $17 billion deficit, about 17 percent of its overall 
budget. This is the biggest shortfall since World War 11. To 
make ends meet, lawmakers arc taking aim at higher educa

tion where funding levels arc not mandated by federal and 

stale legislation and where investments arc viewed to be 
somewhat discretionary. After all, colleges and universities 

have other sources of revenue, or so the thinking goes. 
How does higher education respond? Colleges and univer

sities are Likely to raise prices to students and families to cover 

these shortfalls. An important reality for higher education is 
that almost all institutions arc becoming more tuiLion-driven. 

Families and students arc objccLing to these increases, and, to 

atLract students, many colleges are emphasizing tuition 
d iscounting. It is not clear to w hat extent these trends are 

affecLing s tudent choice and institutional competitiveness in 

amacLing students. Fiscal realities differ by type of insLitution. 

Demand for the most prestigious colleges is growing, while 
less selective colleges arc offering more tuition discounting 

and larger aid packages to entice students to enroll. 
To what extent has higher education financial strength 

been eroded? One indicator is a business' view. Earlier this 
year Mood y's bond-rating agency changed its outlook for pri

vate colleges from "positive" to "cautiously stable," and for 
public universities the rating was revised from "positive to 

"s table." Moody's expects to downgrade the bond ratings of 
some insLitutions in the upcoming year-those that entered 
Lhc current downturn in a relaLivcly weaker position in temis 

o f student demand, financial resources, and net operating 
revenues, and those that significantly increased leverage in 
order to finance competitive campus facilities. For many insti

tutions, growing debt to build faciliLies in order to attract 
students limits their flexibility to make investments in impor
tant areas. 

Since higher educaLion is seen as essential to a high quality 

of life, enrollments are growing in many places. early all 
senio rs in high school expect to continue their education. 

aLionwide projections are Lhat the number of undergradu
ates ,viii grow by 19 percent through 2015-from 13.4 

million in 1995 to about 16 million. Addi tional analysis 
shows Lhat 80 percent of Lhe new students will be minorities, 
and that many of these students will be first -generation col

lege students. A recent publication by the NaLional Center for 
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Educalion Stalis Lics s howed Lhal these firsL-generalio n sLu

den lS are likely LO be less academically prepared for college 
Lhan olher studenlS. The alional Center for Education Sta
tistics has a wealth of informal.ion about these trends on ilS 

websiLe at httpJ/nces.ed.gov. 
In summary, fiscal realities are: 1) limited resources avai l

able from state coffers; 2) student fee increases, and 3) greaLer 

demands from studenlS, states, and communilies. StudenlS 
will likely be less well prepared for college which means that 

more human and fiscal resources are needed to assure their 
success. The most important qucslion facing higher education 
is, "How can colleges and universities respond to these 

realiLies?" 

How Do Colleges View These Fiscal and 
Educationa.l Realities? 

A recent series of interviews with leaders from public and 

private and two- and four-year institu tions revealed ten chal
lenges that they face: 
1. The health of the econom)' and growing demands on state 

and local tax funds, including tax relief 
2. Maintaining strong external support 
3. Setting priorities that address state, local, and institutional 

needs 
4. Being competitive and respons ive to customers' needs 
5. Addressing technology issues 
6. Serving studenLS bcuer by addressing non-tradilio nal 

studenlS needs 

7. Addressing affordability and access 
8. Addressing enrollment increases, declines, and retention, 

parlicularly for minority studenlS 
9. Addressing growing regulations and restrict.ions in areas 

such as procurement, capital development, and collective 
bargai ning 

10. Unfunded mandates, or external directions Lhat 
institutions should use funding increases for a specific 
purpose. 

How can facilities managers respond to Lhese poliLical, fis

cal, and demographic realities and challenges and s Lill protect 
human and capital asselS? In an interview wiLh management 
guru Peter Drucker, Max De Pree, aULhor of l eadership ls an 

Art, asked whal is the duty of a leader and what does leader

ship mean. De Pree said Lhat the first duty of leaders is to 
define reality. Whal is realiLy for a liberal arLS college with 

2,500 students? One realiLy might be that it is a tuition-driven 
college. If you don't identify tuition-driven as a reality, then 
you may noL put the right amount of emphasis o n Lhe recruit

ment and re tention of studen lS. 
The fi rst step is Lo undersLand not only the realities facing 

all of h igher education, but also Lhe realities of your own in

stitution. The remaining s teps are being discussed at APPAs 
Educational Facilities Leadership Forum in Phoenix, wi thin 
the focus on Financial Stewardship . .t 

Hire education. 

The problem: Ground,, maintenance budgers are going down while rhe cosb co recruit srudents 

are going up. The solution: Davey. We can help you with e,·eryLhing from an operations 

auJir of your grounds deparrmenr ro providing some of the more pecialized sen ·ices for 

you. We can give you a more beautiful campus, ar a lower cosr. Call 1-800-44 7-1667, 

Exr. 268, for more mformacion. 
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INTERNAL PROCESSES 

What Will Facilities Professionals 
Need to Know? 

by Jeffery L. Campbell 

The Leaming Pyramid 

J 
ennaJones is a facilities manager who workers for a For

tune 500 company. Jenna graduated with a degree in 
architecture from a prestigious school in the Midwest. 

Jenna's dream of designing magnificent buildings that 

would leave her mark on the world was unexpectedly 
changed when upon graduation she discovered that the de
mand in the job market had shifted from architectural design 
lo the more generalized field of facilities management. She 

interviewed with several companies and accepted her current 

position as an assistant facilities manager with responsibility 
for five buildings totaling 2.3 million square feet. Before she 

knew il, she was doing much more than she had been trained 

LO do in architectural school. Now she is preparing budgets, 
managing projects, performing regulatory and safety compli

ance audits, overseeing custodial contracts, etc. 

Jenna's story is not uncommon. Times have and will con
tinue lo change. Jenna has realized that although she has a 

good understanding of building design and systems, there are 
many other areas of knowledge that she mus t still acquire. 

Thus, the concept of being a lifelong learner will be important 
to her. 

Upon graduation she realized that while she had some 
knowledge in certain areas (i.e., negotiating contracts), her 

skill level in these areas was minimal. She learned quickly 
that knowledge did not necessarily translate into an immedi
ate ski ll and that her skill level will only come from seasoned 

work experience. 

Jeffery Campbell is the chair of the Facilities Manageme11t 
Program at Brigham Young University, Provo, UtaJ,. He 
acrrently serves 011 the National Academies of Science 
committee tltat is researcl,ing business strategies for 
public capital investment. He can be reached at 
j campbell@byi, .edu. This is l1is firs t article for Facilities 

Manager. 

Through the transition, she also recognized the importance 
of having a learning and cooperative attitude. ln her first year, 

she watched a colleague in a similar position and with a de
gree in engineering, dig in his heels and refuse lo learn and 
grow in his job. He had not learned that although he was 

bright and had a good knowledge base, that without the right 
attitude he would never succeed in his current position. 

In order to be prepared for the facilities management 
demands of the future, the triangle of knowledge, skill , and 
attitude form a power model that needs lo be understood and 

practiced by faci lities professionals. 

Attitude Skill 

Trend in University Facilities Management 
Education 

disciplines such as gineering an archite ture hat have not 
changed for the las 10 years. Some 
plines have experienced d lining enrollments and lower 
starting salaries. During his . me time, facilities management 
has emerged as a pr fes i nal discipline, but very few univer
sity programs have dop ed this new profession. 

The future wi ll requ·r that facilities professionals be well 
educated in technical dis iplines and also receive 
management training. Currently, there are two models for 
facilities professionals majors that are being offered in colleges 



and universiLies in the UniLed SLaLes. The first model is Lo 
earn a professional degree in a Lechnical area such as 

engineering, construcLion management, archiLecLUre, inLerior 

design, and relaLed areas, followed by an advanced manage
menL degree LhaL specializes in faciliLies and managemenL. 
There are several universiLies LhaL are offering th is model 

because of indusLry need and demand. 
The second model is LO earn a professional degree that in

corporates Lechnical facilily and property management 

compeLencies along wiLh a general managemenL degree aL Lhe 
baccalaureaLe level. There are only a handful of universiLies 

that o ffer such a degree but they all appear to be very success
ful. The reason for their success is LhaL Lhey provide graduates 
wiLh the knowledge, skill , and altitudes needed in Lhe facili

ties management field . 
These two models will cominue to grow and develop as Lhe 

industry continues to demand more specialized training in 
facilities management. 

Current and Future Trends in FM Practice 
Facilities managers now need Lo have a broad array of skills 

and ta lents in many areas. Herc is a brief look al Len of them: 

1. MasterBuilder. In Lhe 17th century, the MasterBui lder 
oversaw the complete delivery of a project. Then, because 
of Lhe lnduslrial RevoluLion and Lhe development of Lhe 

Destination 
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Power Plants 

Power Distribution 
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assembly line, bus iness operations moved Lo a divided, 
separate entity LO provide goods and services for Lhe 
production of building projects. ow archiLects, 
engineers, and contractors Slep forward when it is their 
time to perform in the assembly line. This is the 
design/bid/build model of construcLion. In the last 15 
years, the design and the building of a project has evolved 
under the same roof. As life-cycle planning and budgeting 
become more important, the industry is moving to the 
design/build/maintain model. This new model is returning 
to the MasterBuilder concept and i_s being filled by 
facilities managers. Architect, engineers, contractors, and 
operations/maintenance companies are becoming lesser 
players in the overall delivery and maintained life of a 
structure. This building life delivery system maximizes 
the value of the physical asset. Its practice will continue 
to grow. 

2. Human, Environmental, and Safety Management. 
Ergonomics, safety planning, regulatory compliance, 
security systems and management, and d isaster recovery 
planning have immediately become more importanl. Once 
again, facilities managers must step up and Lake the 
leadership role in providing safer places to work. 

3. Space Planning and Design. This applies to both interior 
and exterio r space. Space planning employing reusable 
modular furniture systems is being used more often 
because space needs are cons tantly cha nging. Along with 

Lhose space needs comes a change 
in technology for each 
move. Many organizations are 
measuring more closely the income 
and cost per square foot of space. 
Thus, effective and efficient use of 
space will continue to grow in 
importance. Churn rates for space 
are increasing, as the knowledge 
worker demands that space be 
multifunctional. 

The knowledge worker of 
today and in t.he future wants 
personalized control of their 
envi ronment in order to enhance 
productivi ty. Space design is and 
will continue to be an important 
factor in attracting and 
maintaining a talented work pool. 
In the future, planning and design 
must not only integrate data, power, 
voice, and video but also lighting, 
sound, airflow, and temperature. 
Knowledge workers will want the 
same conveniences that they 
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Exterior space must also be 
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landscape design and by managing 
resources such as irrigation and 
electrical lighting use. 
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4. Operations/Maintenance and Outsourcing. Operations and 
Maintenance (0 &:. M) is the basic function of facilities 
management. Technology drives the way that we manage 
and monitor building systems for preventative and 
predictive care. Trained experts to maintain these systems 
will continue to be important. Bathrooms will still need to 
be cleaned and fan belts wi ll need to be changed. New 
technology will allow O &:. M to monitor systems more 
closely and to be better informed as to their status. Work 
order processing will be done through wireless personal 
digital assistants on a regular basis. Much of O &:. M is 
now outsourced. Outsourcing is detennined on the 
premise of cost/saving, quality, performance, proprietary 
knowledge, safety and securi ty, and reliability. There will 
not be a wave of massive outsourcing, but there will be a 
growth in outsourcing companies that will try to deliver 
better overall value to their clients. Every facilities 
department should be looking at themselves as a separate 
entity that deals with internal or external customers. 

5. Contracts and Ethics. ln 2001, 74 percent of high school 
students admitted to seriously cheating. That is more than 
double the percentage since 1969. Americans cheat the 
government out of $195 billion each year in paying taxes. 
This moral decay is beginning to dramatically affect 
business relations and costs. Instilling integrity and ethics 
among employees and contracted companies will continue 
to be a challenge. 

6. Finance and Real Estate. Finance 

ls there any question that the facil ities manager must be a 
master communicator? After all, this is a people business. 
Client loyalty and retention become the final yardstick in 
determining how successful a facilities manager really is. 

8. Project Management. Studies show that over 50 percent of 
a facilities manager's time is spent on managing some type 
of construction project and the associated programming 
activities. Given the variety of new project delivery 
systems and risk sharing, this area will only become more 
complicated. 

9. Power and Water. The growth of our economy has drained 
our resources and severely impacted our infrastructure. 
The cost of resources that have been taken for granted 
will continue to increase; thus, faci lities managers must 
be more efficient in their use. 

10. lnformation Technology. With the blending of facilities and 
technology, it is becoming more difficult to determine 
where Information Technology stops and facilities start. 
Historically, there has been a separation between the two. 
ln the future, there must he more shared knowledge and 
cooperation between these two groups. 

Lifelong learning, adapting to continuous change, and 
delivering services more efficiently will he the driving forces 
for facil ities professionals in the future . .i 

RAUaa'® 
departments currently drive and will 
continue to drive facilities management. 
For many reasons, there is a big 
disconnect between finance and facili ties. 
Facilities managers must take a 
leadership role in bridging this gap. One 
of the best opportunities might be the 
creation of a reliable and defendable asset 
management tracking system that 
financial managers can understand and 
helieve. 

SURFACE WATER SENSING ALARMS 

The acquisition, management, and 
disposal of real estate are an important 
part of facilities management. The ability 
to conduct highest- and best-use studies 
and due-diligence studies is a must. The 
future will require that better space, real 
estate, and asset s trategic and master 
planning take place since there are the 
frontiers that have not been adequately 
controlled. 

7. Communication and the Delivery of Quality 
facility Services. Because the facilities 
department is so often viewed as a cost 
center, its operations must be 
streamlined, efficient, and effective in 
order to be viewed as one of the best-run 
departments in the organization. 
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INNOVATION & LEARNING 

Creating Value Through Innovation 

by Deb Naugl1to11 

W ill higher education be the sam e in ten years? 

Can you envision how learning will change or 

how your student population will change? Does 

your institution consistently ask what it can do beuer? 

If you are not asking these questions today, rest assured 

th at there are innovative competitors who are. The new reality 

is that innovation is more than the key to success. IL is the key 

to surviva l. 

Advances in technology, changing customer needs. shon er 

product life cycles, and global competition are making inno

vation not just a luxury but a practical necessity. 

O utside-the-box thinking, once a radical notion, is rapidly 

becoming a cliche. Change agen ts a re transforming today's 

workplaces, allowing p eople in innovation leadership posi

tions to take their seal at the table along with o ther top 

managers. And o n campuses everywhere, online learning and 

growing numbers of older s tuden are forcing institut'ons to 

take a fresh look at who th erv'e and how they se e th m . 

The lesson is clear: innovate or fall behind. Envision the fu-
ture, imagine y ole i · cha c utse to 

happen bas hat y l. ow is tH Lim 

vert cha! 

nderstanding nnovation 
I ough more niza 10 ll a ou nnovation, 

man do not have a I sense of how to achieve it. T~ cre-

Ul focus, or even worse, wit oun eating 

val e. The fact is, innovation is a proc f gene tin Jresh 

idea for t.J-i P. rfose of cr ·ng value for your customers. It 

is a systematic process that should be a lign ed with your busi

ness strategy and sh ould grow out of your core strengths. 

Deb Na 11gl1ton is senior vice president at Sodexlw USA, 
Downers Grove, Illinois. Sl1e can be reaclted at 
d11augl1ton@sodexl1ousa .. co111 . 

From the largest public corporation to the smallest private 

college, the requirements for successful innovation are the 

same: 
1. Leadership with vision. The most innovative organizations 

are run by leaders who not only see the possibilities of the 
future but who know how to communicate that vision to 
their employees. 

2. Deeply rooted values. An organization's values provide the 
foundation for its s trategy and strategy provides the road 
map fo r innovation . 

3. Inclusive culture. The most innovative cultures empower 
employees, welcome ideas, celebrate s uccess, and to lerate 

ris k. 
4. Focus 0 11 the customer. The secret of value-added innova

tion is to put the customer at the center of everyth ing you 
do. 

5. Open com111u11icalio11 . Innovation thrives with the free flow 
of information from the top to the bouom and visa versa. 

6. Collaboratio11 . The best innovation comes from interaction 
and the power of teamwork that makes the whole greater 
than the sum of its parts. 

Changing the Culture 
It has been said that innovation doesn't come from a few 

brilliant people but from getting the most out of many ordi

nary people. Time and again . we have seen th is notion proven 

in successfu l companies who encourage innovation at all 

levels o f their organizations. These companies know that 

good ideas can come from anywhere. Their secrets of foster

ing a more innovative cu lture are not complicated. In fact, 

they arc surprisingly straightforward: 
• Equip every employee with the tools to think more 

creatively and make those tools accessible online. 
• Develop a system and process to collect ideas and 

informatio n throughout your organization. 
• Educate your employees so they understand the system 

and how their ideas can add to the customers' value 
experience. 

• Make it easy for your employees to learn and implement 
best practices from other organizations. 



Most importantly, never stop encouraging your 
employees to innovate. Empower them with more 
autonomy and optimal challenges that fuel their 
interests and intrinsic desire to succeed. Real 
creativi ty and innovation comes from people 
doing what they love and loving what they 
do. 

Following the Leaders 
From company-wide training programs to 

open-door policies, companies are adopting a 
wide variety of approaches Lo instill creative 
energy and foster innovative mindsets in their 
cultures. 3M lets company technicians spend an al
loned amount of time pursuing their own pet projects and 
visions. Sony gives its designers direct access to the CEO and 
other top executives. 

At Sodexho, where we have a long history of innovation 
and a strong entrepreneurial culture, we have regularly spon
sored Innovation Forums. These events, directed at our 
internal audience, showcase, promote, and reward a wide 
variety of Sodexho innovations. This year's Forum "Experi
ence Sodexho" will be held in six locations in the United 
States and Canada. The Forum will give our employees the 
chance to share their ideas and expertise while experiencing 

~ GALE 
Consulting Engin eers 

the depth, range, and diversity of Sodexho's products 
and services. 

In addition to leaders who have built innova-
tive cultures, there are many leaders who have 
built innovative business models. Some com
panies, such as Dell Computer, identified 
new customer segments and capitalized on 
the underserved market for online computer 
purchases. Some innovators, such as Wal-

Mart, leveraged their powerful brand, 
resources, and customer base to expand their 

product line and move into the grocery business. 
Yet another of today's leading innovators 

revolutionized the buying experience with an unprece
dented level of online customized service. Consider how 
Amazon.corn's self service business model has become heller 
than the full service model of many of its competitors. 

While these innovators saw and seized new opportunities, 
they were blessed witl1 competitors who never looked beyond 
the status quo-whose narrow focus prevented them from 
seeing the unmet needs of customer segments that offered 
major opportunities for growth. 

Similarly, we are seeing more innovation in higher educa-
tion. Carnegie Mellon's Center for Innovation in Learning 

s trives to develop innovative curricula 
to advance the field of instructional 
science. The Center works with other 

campus organizations that focus on 
improving faculty teaching, students' 
learning skills, and the use of technol
ogy in the classroom to enhance the 
college education experience. Engineered Solutions for Roofs, 

Walls, Windows, and Waterproofing. Whether on campuses, in the work-
place or the marketplace, today's 
innovative leaders are envisioning the 
future, leveraging their core strengths, 
empowering their people, and focus
ing on what mauers most: creating 
value for their customers. Sodexho's 
President and CEO, Michel Lande], 
put it best: "The ultimate power in 
business lies wi th the customers. Un
derstanding the consumer's needs and 
creating an organization that success-

Our Services Include: 
t Condition Assessments 
t Forensic Investigations 
t Maintenance Plans and Budgeting 
t Design Consultations 
t Preparation of Design Documents 
t Construction Period Services 
t Construction Inspections 
t Expert Testimony 

Specialized Building Envelope Engineering 
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Gale Associates, Inc. 

1-800-366-1714 
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fully delivers a product or service that 
meets that need is something that the 
su ccessful business person never loses 
sight of." 

In the end, that is what successful 
innovation is all about. i 
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Deadlines and budgets. Two of a design 
engineer's worst headaches. High-quality 
BlazeMaster CPVC fire sprinkler 
systems ease the burden of both. 

That's because our systems install 
quicker and easier than metallic 
systems. No pre-fabrication, in addition 
to on-site alterations, save up to 50% in 
design time. Lightweight and flexible, 
CPVC systems deliver the performance 
you require without compromising 
safety. BlazeMaster CPVC systems 
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are approved for use in all NFPA 13 
Light Hazard applications. 

BlazeMast.,. IS a registered trademir1< of -. Inc. 

Hotels. College dorms. Hospitals. 
High-rises. Wherever there is concern 
for safety, BlazeMaster systems are 
there. In fact, we're listed for more 
applications than any other non-metallic 
system. And unlike metal, BlazeMaster 
CPVC pipes and fittings are virtually 
maintenance free and immune to Micro
biologically Influenced Corrosion (MIC). 
Designed for a 50-year life expectancy, 
our sprinkler systems work for you long 
after many other competitive systems 
corrode away. 

Fast. Reliable. Long lasting. 
Fully approved. And cost effective. 

I COME VISIT us AT BOOTH 2021 

Listed for more types of applications 
than any other non-metallic system. 

• UL LISTINGS FOR BWEMASTER PIPE AND FITTINGS: 

Exposed solid wood joists in NFPA 
13D basement installations 

• Exposed system risers in 
accordance with 13D and l 3R 

• No set-back at ceiling openings 

Call today for more information. 
888-234-2436 

www.blazemaster.com 
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CUSTOMER SERVICE 

Are You Providing High Quality 
Service to Your Campus Customers? 

by Dean Kazoleas 

A 
cross the United States, organizations and th~ir inter
nal units have been moving to customer service 
models where the keys to value-based management 

are found in delivering value to the customer and/or stake
holder. This trend is also increasing among facilities uni LS 
today as they are being held accountable to their campus cus
tomers and increasingly face the issue of outside competition. 
Has your facilities organization adopted a customer service 
model or a "customer fi rst" set of values? Even if your unit 
has moved in this direction a second question needs to be 
asked. 

ls your unit providing value to its campus customers? This 
is a question that almost every faci lities manager and adminis
trator would like to answer with a resounding yes! However, 
are you sure that your campus customers would say that you 
do provide value? More important, are you sure that you and 
your customers both define value in the same way? 

Research indicates that often customers may define value 
in a different way than the service provider, which resulLS in 
a gap between what the customer expects and what is deliv
ered. The end result is dissatisfaction. Having dissatisfied 
customers on a campus can lead to complaints, frustration, 
low morale among facilities employees, and in the end may 
lead to calls for increased competi tion with outside vendors. 
The key to satisfied customers is to understand a simple but 
yet complex formula: 

Dean Kazoleas, Pla.D., APR, is an associate professor of 
Public Relations at Illinois Staie University and Senior 
Partner, Dynacom Research, Nonnal, Jllinois . He can be 
reached at dclwzol@ilstu.edu. Tliis is ltis fi rst article for 
Facilities Manager. 

Customer Satisfaction= 
Performance/Service - Expectations 

While this makes satisfying customers look easy, the truth 
is that determining how campus customers define quality and 
responsive service can be di(ficult to do. It is equally difficult 
to determine their expectations regarding the services of their 
facili ties personnel. Add to this decreasing budgeLS and 
staffing shortages in a post-September 11 economy, and a 
recipe for dissatisfaction emerges. 

APPAs session on customer service at the Educational 
Facilities Leadership Forum will help you build a customer
service ori.ented uni t that is designed to provide a high level 
of responsiveness and quality service by remaining in tune to 
the needs, desires, and expectations of campus customers. 
Specifically this program wi ll present: 
• A definition and examples of customer service models 
• A discussion of the general needs and expectations of 

campus customers 
• Methods of monitoring the needs, desires, and 

expectations of your customers 
• Methods of determining customer satisfaction and quality 

service 
• Communication strategies that keep customer 

expectations in line with budgetary and resource based 
realities. 
These are the facilities models of the future that you will 

not want to miss . .i 
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KNOWLEDGE MANAGEMENT 

Transforming Information 
into Knowledge 

by Paul Meyer 

Knowledge shrinks as wisdom grows. 
-Alfred North Whitehead, British philosopher 

In today's information rich society, the yellow flashing s ign 
reading Information Overload is incessantly blinking. 
Institutions, corporations, communities, and individuals 

are constantly challenged with information overload. We are 
continually asking the questions, "Are we making better deci
sions as a result of the availability of all this information? Are 

we saving time? Are we saving money?" These and many 
other questions focus on our ability (or inability) to transform 
information into useful knowledge and, ultimately, to 
wisdom. 

Information creates a framework for developing 
knowledge, knowledge drives good decision-making, and 
wisdom upholds tl1e culture to sustain decisions. A focused 
effort on the transformation of information to knowledge and 
knowledge to wisdom is tl1e soul of a successful knowledge 
management system. Whether your knowledge management 
system is set up to organize e-mail messages or to integrate 
the needs of a faci lity's complex web of users, the fundamen
tals are basically the same-the ability to organize, interpret, 
communicate, and make decisions using multiple sources and 
bits of information. 

Knowledge is information combined \vith experience, con
text, interpretation, and reflection. It is not just tl1e sum of 

Paul Meyer is the principal partner for Tecker Consultm1ts, 

Clifton, Virgir1ia. He can be reached at p111eyer@tecker.com. 
This is ltis first artide for Facilities Manager. 

what is known that is important, it is the ability to both create 
and effectively use knowledge that will distinguish successful 
organizations in the futu re. Knowledge creation is the act of 
taking relatively random data from across a broad spectrum 
and translating that data into a meaningful insightful context. 

Knowledge is more than the accumulation of random facL'i 
and data relevant to a particular wpic. Knowledge is not 
merely information. IL is the transformation of information 
into a meaningful and ins ightful context through study, inves
tigation, observation, and experience. Wisdom is the ability 
to sustain and integrate the collected knowledge through de
veloped cultural norms and common understandings. 

Transforming information LO useful knowledge that will 
lead to good decision making is an awesome task. The use of 
technology as a storage and retrieval tool is widely discussed 
as the answer to this challenge. New systems and platfom15 
are constantly being introduced providing greater integration, 
increased storage, and faster retrieval causing greater frustra
tion, increased confusion, and faster tempers for those 
responsible for these efforts. 

Technology and all its positive attributes is defi nitely lead
ing the charge in assisting organizations in the transfom1ation 
process, but technology alone is not enough. In addition, a 
greater understanding of the ultimate application and strate
gic outcomes as well as an understanding of the application 
by the encl user is vital to the success of a knowledge manage
ment system. 

Whether the decision maker is constructing a new facility, 
designing a new product, refining an exis ting procedure or 
developing a new business line, there are consistent elements 
of a successful knowledge management system and process 
that need to be considered. These elements combine the 
importance of technology as the tool, strategy as the driver, 
and people as the ul timate user and customer of the created 
knowledge. 
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Develop a Strategy and Technology is foundational 

Create a Clear Definition 
of Success 

is foundational to a solid 
to a solid knowledge manage
ment system. 1t is important to 

remember that it is merely a 
warehouse that collects and 
compiles data from many 
sources and displays the infor
mation at your fingertips, it 
cannot completely transform 

All successful initiatives stan 
wiLh a thoughLful plan and a 

clear definition of what success 
will look like. At this stage, 
stakeholders are identified, 
needs are assessed, and 
resources are examined. Lt is 

not uncommon for this stage to 

knowled9-' m•n•qement s,nem. It is 
important to remember that it ii merely 
a warehoue that collec:ts and com.piles data 
from. many souren and clupl-,. the 
information at ,0111' fin9ertip1, it eannot 
completely transform. information to 
knowledqe. 

information to knowledge. In 
other words, do not assume 
that the relational database 
alone will create a successful 
knowledge management 
system. 

take longer than expected. The 
end product should include a 
strategic plan with expected 
outcomes and a clear under-
standing of the resources needed to successfully complete the 
project. In addition, the plan should identify how the knowl
edge management system supports and links to the overall 
strategy of the organization. In other words, what is the rela
tionship between the knowledge management strategy and 
your business objectives? 

Create an Information Flow Chart 
This is a chan that identifies the now of information from 

its original collection point to its transformation to 
knowledge and, ultimately, to wisdom. This chan would have 
obvious branches and potential decision points that would 
guide the organization in deciding what to save, what to dis
card, and what to continue moving down the chart. As data 
passes down the transformation chain, it is likely to have in
creased human interaction, recognizing that it is through 
increased communication that information is transformed 
into other forms. For example, customer satisfaction data is 
transformed into valuable knowledge when it is interpreted 
by a group of individuals and compared with o ther sources of 
information. 

Organize a Cross-Functional Team 
Information is transformed into knowledge through the 

interaction of multiple disciplines and perspectives. A cross
functional team should be organized early on in the process 
so that all the appropriate voices are heard. Cross-functional 
teams are also used throughout the knowledge management 
and interpretation process so that infonnation is interpreted 
through the lenses provided from a variety of perspectives. 

Install a Relational Database 
There are plenty of off-the-shelf customer relationship 

management systems and platfonns and there are a variety of 
consultants that can assist in assessing the appropriate system 
for your needs. Basic, but imponant considerations are the 
ability of the system to carry out the outcomes you identified 
in your strategy and to interface with existing platforms and 
databases. 

Conduct Multiple Pilot Programs 
Pilot tests can be conducted during a variety of stages of 

the knowledge management process. Before significant 
resources are expended on elaborate knowledge management 
systems, several pilots using existing information and 
processes should be conducted. For example, gather a group 
of cross-functional employees operating a central facility on 
your campus to review the data you have collected from user 
satisfaction surveys. Compare the data with the campus pop
ulation demographic information and allow the group to 
provide feedback on their observations of the data. This be
gins the process of transforming infom1ation into knowledge 
and allows you to pilot the process without expending con
siderable resources. Pi lots should be conducted as new 
systems and processes are put into place. They will assist the 
organization in collecting, analyzing, comparing, integrating, 
funneling, contrasting, communicating, and integrating data 
throug a anization. 

n ere is 
more dat r 
have the capactt 
the strategic dir 
will assis t 
i e lm 
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TECHNOLOGY MANAGEMENT 

Emerging Building Technologies: 
Open Systems 

by Ron Bernstein 

Today's open systems marketplace is forcing the build
ings industry to rapidly change how business is being 

done. Manufacturers are embracing Lhe concept of 
open systems at a staggering rate and the benefi ts are being 
realized daily. On the forefron t of the emerging technologies 

are the control systems that combine multi-vendor product 
and multi-subsystem integration into a common, cohesive 
building system architecture. The advantages of a single infra

structure reach into almost every aspect of a facility including 
reduced up front constructio n costs, lower life cycle costs, 
improved system management, enhanced back office report

ing, beuer service, and proactive maintenance. 

As technologies improve and become more widely adopted, 
the benefi ts become realized quicker and by a larger se~ent 

of the facility. Much like when a facility puts in an Elh~r-n L 
network infrastructure, all areas of the facility can now 
advantage. Facilities can expand and cont Gt-a will be~use 
they are not locked into lo ng-term contracts, I u rc 

product suppliers, or closed tool- If ou an to add a 
workstation, you can purchase one rom a be o 

panies, plug it in, and it wo rks. Yo u n't t ro the orne 
without finding a certified computer ngineer lately. 0 
have become our tech support center. \A/11 .. ""'-RP' 

systems and open standards. 

Ron Be-rnstein is die manager of die Open Systems Alliance
program for the Echelon Corporation, Encinitas, 
Californ ia. He has been involved wid1 de.fining and 
promoting open systems and automation f or 20 years and 
can be readied at rbernstein@ecl1elon.com. TI1is is liis 
first article for Facilities Manager. 

Building Automation Systems Are Undergoing 
Major Changes 

The same concept is making sweeping changes in the facili
ty management and controls secto r. Technologies like 

LoNW ORKS Control Networks, Ethernet, XML, SOAP, and a 
host of others are opening doors that, in the past have been 

tigh lly closed by the system suppliers. In the past, if you 
wanted Lo enhance your facility wi th a Build ing Automation 
System (BAS) you might have hired an engineer to write a 

specification based upon Lhe perceived needs o f the faci lity. 
The engineer would present Lhe specification for bid and 

provide a "quali fied" bidders lis t. 

Mo re often than not, this lis t consisted of the recognized 

1 r, manufacturers of control systems and possibly a few 
anies tha t were "friends" of the facility or the engi

that had proven themselves by installing 

terns at the facility in the past. For the most 
, eac b th e majo r companies would respond to the bid 

wit a ystem desi consisLing o f products from one 

ve or thei f they, did not make a product, it most cer-
m~ w uld pa of the submiual. Or, they may 

roduc ~at is outdated or inferior to an alter

Lion. 

es1 ing lhto a Comer 
If we learn ro m the computer market, it is obvious to see 

that controls manufacturers must make a change away from 

H e of system. Whatever happened to the large computer 
manufactu rers of the 1980s? Most o f them are gone, 
swallowed up or merged with more progressive companies. 
The p rogressive companies have realized that in order to stay 
competitive, they need to offer choices and to supply what the 

customer wants and needs, ra ther than j ust what they happen 
to have on the shelf. 

Today's successful computer companies offer prod ucts from 
dozens o f manufacturers that they simply "integrate" into a 

system and o ffer it to the custo mer. These systems are fully 
customized based upon the individ ual requiremen ts of the 



user. The real value is that building up a PC today is signifi

cantly easier than the big computers of the past. 

Why? Because of standards and defacto standards. How did 

the mouse port on a PC become "the mouse port," that round 

connector also called a PS2 port? Someone (IBM) invented it, 

put it into their systems, and the rest of the world eventually 

wen t along with it. A defacto standard evolved into an open 

standard. The same is true for the monitor connector, the RS-

232 port, the RJ-45 Ethernet port, and the phone p lug. All 

started as one company's idea that was then adopted by 

everyone. 

Evolution and Innovation 
In the building control market, the same evolution is taking 

place. Standards are being adopted from defacto standards

from ideas and products brought to the market by companies. 

Arguably the widest sweeping change in the building con

trols market has been the definition and promotion o f an 

open standard device-level protocol for communicatio n. 

Much like PCs talk to each other over Ethernet using Internet 

Protocol (IP) as a standard, device-level manufacturers are 

building devices with internal communications that will allow 

their products to talk with other products from other manu

facturers without the need for custom design, reengineering, 

or closed tool-sets. There are numerous examples of technolo

gy that over the past few years has emerged as a good idea and 

C usTODIAL 

Co1 SULTANTS, LLC 

Professional Assistance for 
Housekeeping Departments 

• Quality Audits and Benchmartdng 

• Time/Cost Studies 

• Task Specific° Cleaning Programs 

• Personnel Training 

141 Willow Road 
Belle Mead, New Jersey 08502 

(9081 359-8516 
email: info@custodialconsultants.com 
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evolved into 

widely deployed 

systems or 

technologies 

tl1roughout the 

world. And 

frankly, it looks 

like it is j ust get

ting started . 

And when you 

marry these tech

nologies in 

innovative ways, 

the sky is the limit 

on what you can 

accomplish. 

Anyone wi th an 

imaginatio n and a 

little bit of train ing 
can take a funda

mental concept 

and confidently 

deploy a fully 

working, fully 

integrated system 

with products 

from hundreds of 

manufacturers. 

The Birth of the Open Systems Integrator 
No longer are facilities managers going to rely on the p rod

uct manufacturers as the sole source of bidders on their 

projects. New products tha t are more cost effective, o ffer bet

ter performance, and have more features will take the place of 

the traditional suppliers. As the market opens u p, competi

tion will follow and innovatio n will become paramount. 

Through a ll of this change, who do we rely on to make this 

techno logy work for us? Welcome the Systems Integrator! 

This is the person that you have been working with to install 

the closed systems hardware you have been purchasing for 

years. The independent systems integrator is a great source o f 

knowledge and exp erience and can take on the role of advisor 

and technology partner. 

No longer are these companies limited to what prod ucts 

they supply. As the open systems market will dictate, may the 

best integrator win! May tl1e best product from the best su p

p lier win! And savvy integrators wi ll be able to research and 

provide the best options for their customers. In the end , if 

something doesn't work, you call the local integrator to come 

fix it. He is the one taking the responsibility for your system. 

These independent system integrators will act as your local 

source for the latest technology, latest products at the best 

price, and the latest skills to integrate more and more of your 

facility into one fiat, open architecture. Their abilities \vill 

grow just like the computer geek you used to know from high 

school who now runs a Fortune 500 Informa tion Technology 

department. They will expand their system offerings to 

include more than the traditional controls components. We'll 

see HVAC systems tied in with lighting, access, security, lab 

equipment, irrigation , asset tracking, elevators, process con

trol, energy management, and more. 

As more companies adopt an open standard, more prod ucts 

and more innovation will enable greater use of the core infra

structure. Fifteen years ago, who would ever have thought 

that the Internet would be w hat it is today. No one could ever 

predict such a th ing with certa inty. But we are on the verge of 

a similar transition. 

Education is the Foundation 
So where do you go for more information, for more train

ing, o r advice? Organizations like APPA and EDUCAUSE are 

a great source of information on these emerging technologies 

that are bound to change the way we do business. Attend the 

industry trade s hows and forums. Auend an online o r live 

seminar. You can surf the Web for more information or take 

classes from valious training centers around the planet. There 

is even a new textbook available that covers the basics. 
Maybe the best idea is to call your local integrator or controls 

company and ask them to share with you what they have 

learned abou t open systems. 

Good luck and happy integrating! .i 



--® Munters 

There are over 100.000 types of fungi. All 
of them prosper when it's damp. After 
water damage. they can grow like wildfire 
So. they do. 

Many of them can cause allergic reactions 
Others trigger asthma attacks. Some of 
them stink. And a few of them can cause 
even more serious health problems. 

That's why there's an IAO crisis. And that's 
why you should know about Munters. 
Munters is the expert in drying after wate1 
damage. We've dried over 30,000 success 
ful projects. We're the biggest company 
of our kind in the world. And. we're the 
only company truly expert at what we do
post-disaster drying. 

Because we're expert in drying thoroughly 
after water damage. we can reduce the 
potential of microbiological hazards. What 
we do saves money, saves time. saves 
buildings. Under the circumstances. don't 
you want to know more about us? 

To learn more. call 1-800-428-8881 or visi 
our web site at www.preventmold.com 



You're making a smart buy in choosing dependable Solar gas turbines. Now you can maximize that investment with our latest 
offering: Asset Management Services from Solar Turbines. It's the best way to get optimum performance from your Solar 

equipment and your entire plant operation, with the security of our OEM commitment. 
Our experienced specialists make sure you have access to the latest improvements and upgrades - all through a single 

contact. You'll benefit from the newest technology and maintenance techniques. And we can provide manpower, training and 

complete support services for all operation and maintenance. You'll get maximum reliability and availability, with long-term 

improvements in productivity and profits. 
So let Solars asset management team help you minimize risks by providing more cost-effective results. It's part of our 

commitment to provide complete OEM solutions worldwide. For details visit www.solarturbines.com. 



I n 1995, Miami-Dade Community College (MDCC) took 

its biggest step into corporitization. IL was then that all 

MDCC staff, faculty, and administrators got their first 

exposure Lo the cold, real world. MDCC, like most higher 
education institutions, had been shielded from hardcore busi
ness management principles. Our new president was charged 

with the energy of change. Dr. Eduardo Padron made il the 
college managers' mission Lo reengineer all department opera

tions and to lower costs while increasing services Lo students. 
This change was needed Lo free operational funds for educa
tional programs and Lo bring the college omo a more stable 

financial footing. 
College managers began the reengineering by looking into 

all departments on the how, and why, of what they were 

doing. The process was tedious and controversial, but il 
revealed that there was a lot of room for improvement One of 

the most difficult decisions Dr. Padron has had Lo tackle was 
Lo eliminate a number of posi tions and academic programs. In 
the maintenance department, all open positions and the in
house motor pool operation were eliminated, and the 
contracts for the facilities dean and maintenance director were 

Al M enendez is director of plant mainte11a11ce at 
Miami-Dade Community College, Mimni, Florida. He c.a11 

be readied at a111e11e11de@111dcc.edu. This is l1is first article 
for Facilities Manager. 

□ 

Improves Service 
at Miami-Dade 

1 Community College 
by Alfredo Menendez 

nol renewed. Can anyone imagine the tremendous effect of 

this decision on a maintenance department supporting the 

largest community college in the United States? 
The department's interim dean called a senior s taff meeting 

Lo appoint an interim director Lo help with the possible out
sourcing. He asked for a volunteer for the job, and I was the 
only one crazy enough to take on the challenge. This is how I 

was given the ·'once in a lifetime" opportunity to reengineer 
the plant maintenance department and improve our credibili

ty that had previously fai led at accountability and customer 

recognition. Maintenance was so occupied with keeping the 
facilities operating that it neglected planning, strategies, train

ing, and, most important, recognizing its human assets. 

We began by removing worknow barriers, improving 
communication, centralizing management and purchases, and 

most imponamly, launching an internal public relations 
campaign Lo all senio r administrato rs. In the past, all trade 
staff had the responsibility Lo buy parts and supplies for their 

dai ly projects. These constant purchases diminished the effec
tiveness and lowered the productivity of the s taff. By 
centralizing 80 percent of the purchases, we were able to 
lower cost and increase the productivity of most trade 
personnel. 

Our department's only method of communication was 
through pagers, with an average response time of 45 minutes 
per call. With the introduction of two-way radios, the extel 

system, and e-mail , the average response time is down to less 
than 15 minutes. By centralizing the management function, 
we were able Lo create a call and work center where all work 



As you may have beard, a recent inspection program is 
expected by officials concerning environmental and safety 

compliance. Is your facility ready for this audit? 

EPA OSHA 

Are You Ready For 
Unexpected Company? 

Cal,/ Us For Co liance! 

STATE OFFICIALS 

Office Locations: 
Facility Support Services LLC 

2685 State Street 
Hamden, Connecticut 06517 

352 Country Lane 
Algonquin, Illinois 60102 

1-203-288-1281 EMAIL: 
Support@SNET.NET 

COMMERCIAL & RESIDENTIAL INSURANCE RESTORATION SPECIALISTS 

Professionalism, Knowledge, Resources ... 
When Disaster Strikes 

Restoration Services: 

• Structural Drying & Dehumidification • Industrial Equipment Restoration 
• Restorative Cleaning • Biohazard Remediation 
• Art & Furniture Restoration • Mold Remediation 
• Document & Media Restoration • Reconstruction Services 
• Electronics Reclamation • Nationwide CAT Response Team 

24 Hour Emergency Service 888-PBl-7363 

1924 Greenspring Drive• Timonium, MD 21093 • 410-453-9000 • Fax 410-453-9002 

10820 D Hannah Street• Beltsville, MD 20705 • 301 -595-5675 • Fax 301-595-5674 

is input into the electronic work order 
program and routed to printers in the 
trade shops. All payroll information, 
leave forms, personnel matters, and 
reporting would now be handled from 
this location. Purchases were procured 
and scheduled for all the trade staff. 

This new structure required new 
managers with more business training 
and skills to be hired. Five new 
positions were developed to handle the 
new demands of coordination and 
accountability. The college was divided 
into four work zones with each zone 
headed by a manager. The five new 
positions consisted of one contract 
manager who is responsible for the 
administration of all contracted services, 
and the four zone managers. One zone, 
designated a district zone, was responsi
ble for all fiscal, financial, mail, 
deliveries, and purchases for the depart
ment. The o ther three zone managers 
were responsible for all the day-to-day 
operations , personnel management, 
planning, and communication for each 
zone. 

The work and culture adjustments 
have been difficult, but slowly improve
ments of all operations are taking place. 
Most of the employees that were consid
ered trouble or difficult have become 
part of the team or have pursued other 
interests. 

Presently, we are in the process of 
upgrading the departments technology 
infrastructure, recruiting new staff, and 
implementing a college-wide energy 
retrofit (with initial energy savings ex
pected to average over $500,000 per 
year). The new infrastructure will allow 
us to gather more information in order 
to predict failures, lower cost, and prop
erly account for expenditures. 

No strategy or plan is perfect, and the 
introduction of measuring instruments 
into any organization wi ll create ques
Lions and discussions. I am a strong 
believer that any task or job that is 
important to the operation of the 
organization needs to be measured 
and benchmarked, allowing for service 
improvement and cost reduction . .l 
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You Call. We Haul. 

by TI1omas Lee 

S 
outheast ~issouri State U~iver~ity, a pubhc university, 
1s located m the heart of h1stonc Cape Girardeau, Mis
souri. Founded in 1873, the university has evolved into 

a comprehensive institution offering more than 150 academic 
programs. The main university campus has over 80 buildings 
on more than 400 acres and had a Fall 2001 enrollment of 
9,352 students. Along with the university farm, the Kelso Bird 
Sanctuary, and the River Campus, which is the future home of 
the College of Liberal Arts, Southeast Missouri State is close 
to 900 acres. 

The campus comprises 20 national social fraternities and 
sororities, and athletes at Sou theast compete in the NCAA 
Division 1 Athletics. It boasts outstanding programs in educa
tion, business, healthcare, and liberal arts. The universi ty has 
more than 150 student organizations and numerous on-cam
pus student supported services. Southeast Missouri State also 
has locations in four other Missouri communities: Malden, 
Sikeston, Kennett, and Perryville. 

Cape Girardeau, a community of some 40,000, is conve
niently located in the heart of America. St. Louis, Chicago, 
Memphis, Nashville, Kansas City, and Little Rock are easily 
reached in less than a day by car. Bordered by the states of 
lllinois, Kentucky, Tennessee, Arkansas, Iowa, Nebraska, 
Kansas, and Oklahoma, the state of Missouri is uniquely situ
ated. The city of Cape Girardeau is the largest city between St. 

Tom Lee is assistant supervisor for fleet, grounds, and 
support services at Southeast Missouri State University, 
Cape Girardeau, Missouri. He can be reached at 
tlee@semovm.semo.edu. This is his first article for 
Facilities Manager. 

Louis, Missouri, and Memphis, Tennessee. With this kind of 
location, the growth potential for Southeast Missouri State is 
astronomical. 

Serving the Campus 
The size of campus, the number of buildings, and the 

student population brings us to the questions, "How do we 
support all the events on campus, and how do we establish 
credibility to our department and get all the work done in a 
timely and professional manner?" How better to establish 
credibility than to bring competence, campus support, and 
creative solutions to the issues that we were facing. We need
ed to be viewed as a facilities management department with 
the whole campus picture in mind. We needed to stay focused 
on the reason for our existence. We needed a group who 
knew that the main goal of any job is the importance of serv
ices to others. Hence the name Support Services. 

The Su pport Services group was developed in the early 
1990s. Until that time, it was difficul t getting the routine cus
todial and grounds work done because of the extra work 
involved to support special events and functions. Before Sup
port Services was formed, the grounds department handled all 
the moving and hauling jobs. The custodial staff came in and 
did the set up and tear down part of the event. After studying 
the assignments of both groups, we broke down the time 
spent on event work versus routine custodial and grounds 
work. We then spoke with both bargaining groups and pre
sented the idea of forming a special crew that would support 
maintenance, grounds, and custodial operations and do the 
majority of the set-up work. This crew would also unlock the 
buildings in the mornings, perform the moving and hauling 
jobs, set up tables and chairs, support and clean up after spe-

Continued on page 52 
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cial events, and anything else that was seen as routine custo
dial and grounds work. The exceptions to this plan were the 

very big jobs that required large amounts of labor such as t.he 
gymnastics moves, setting up and tearing down our big 40 ft 
by 100 ft. tent, moving grand and baby grand pianos, or other 

large-scale jobs. 
Today, the Support Sen rices staff is a crew of seven full-time 

employees working two 8-hour shifts, 6:30 a.m. to l 0:10 

p.m., Monday through Saturday, and one 8-hour shift, 6:30 
a.m. to 2:30 p.m. on Sundays. The crew unlocks the academic 
buildings Monday through Friday along wi th moving furni

ture, delivering surplus items, and supporting special events 
both on and off campus seven days a week. We also sel up 

and support between 1500 and 2000 events throughout the 
year. These include major University functions such as sru
dent move-in, the studem welcome back picnic, Family 
Weekend, Homecoming Weekend, commencements in May 

and December, building dedications (both on and o ff 
campus), football , softball , soccer, tennis, and volleyball 
games. We also host the home football games of the local high 

school, Cape Central High School, which are played at our 
campus stadium, Houck Field. 

The crew sets up all functions within the Academic Audito

rium, University Center, and Dempster Hall. It also sets up 
and operates the public address sound systems and lighting 

systems for all events, including a special sound system pur
chased for the Presidential and Board of Regents meetings. 

This crew was responsible for moving all the occupants into 

the new Dempster Hall , the renovated Carnahan Hall, and for 
all other major moves on and olT campus. Our most 

recent major job was moving the industrial technology 

deparlmem into their new building. This move required over 
nine weeks of actual moving and setting up t.heir equipment 

Our next major move is already in the planning stage, moving 

the art department from one building into another building. 
We also maintain surplus property on campus, which in

cludes the pickup and delivery of furniture and computers to 
our surplus storage area. Approximately t.hree times a year, we 
coordinate a surplus sale with the state of Missouri where all 

items are sold at an auction. One full-time person from Sup
port Services, working 40 hours per week, maimains the 

recycling program at Southeast Missouri Stale. The recycling 
route is checked daily, Monday through Friday, and items are 
hauled to a trailer at our north campus storage area. When 
the trailer is fu ll (every four to five weeks), il is taken to a 

recycling center and the items are sold. 
Is t.his an easy job? Not at all , but it can be a very rewarding 

job. When you help someone, from start to finish, with a 

major event or even a small moving job, it can leave you ·wit.h 
an extremely proud feeling and an enormous sense of accom
plishment. Are there challenges? You bet there are! The most 
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significant short-range challenge is to overcome the 
inadequate s taITing within the Support Services area. This will 
help reduce the stress that is sometimes felt by everyone in 
this area. Adequate staffing is essential to meet the challenges 
of the continuing expansion on campus and the increased 
number of set ups and moving jobs. 

The most significant long-range challenge is to secure the 
resources needed to achieve this staffing. Another challenge is 
to educate customers on proper procedures to assure that 
their events and jobs are completed in a timely and correct 
manner. Daily challenges might include a customers failure to 
plan their events or moves, unrealis tic completion dates or 
times for set ups or moves, last-minute requests from 
customers without regard for other customers or schedules, 
failure to maintain accurate communication among 
customers, management, and employees, and the effect of 
employee vacations, sick leaves, and emergencies, on 
scheduling. 

How do we deal with these challenges? One way is to hold 
regular meetings with key people. Providi ng staffing and 
equipment for all moving and hauling jobs, coordinating the 
set up of special events such as ath letic events, music events, 
commencements, honors program , nursing pinning, building 
dedications, community concerts, and open houses, requi res 
many meetings, several phone calls, and continuous checking 
and rechecking details of the events. Some of the key contacts 

might include deans, faculty, staff, students, project managers, 
directors, and the campus reservationist. This is done to as

sure customer satisfaction on all events and jobs. Outstanding 
special event management creates loyalty, good will, and sup
port from our constituents. 

We have also established some helpful guidelines to assist 
our customers in their move and to receive feedback on our 
work. A moving and hauling manual was developed to send 
to the customer before their move to help them make the 
move and pack their materials. It shows everything from what 
to pack and how to pack it safely. Information in the manual 
includes moving guidelines, packing suggestions, how and 
where to get your new keys, and how to transfer the phone 
line and get your address changed. A customer services card 
was also developed to receive input on our services during a 
move or during a special event. We also developed a moving 
and hauling manual for the staff to show proper procedures 
for moving different types of furniture and items, such as pi
anos, bookcases, computers, copiers, desks, lateral and 
vertical file cabinets, podiums, tables, and chairs. Safety is our 
number one priority. 

All the accomplishments of the Support Services group did
n't happen by accident. They are the result of a hard working, 
dedicated grou p of people with the same goal in mind, which 
is to make each and every move, set up, and event a success 
and to make each and every customer happy. Service is im
portant because that is the main reason we are on campus-to 
help students, faculty, and staff. Concentrating on service is 

just a simple matter of practicing the Gold
en Rule. The aim of treating people as we 

We are your global busines.s partner 
providing engineering based 

consulting, construction services and 
facility management support. 

like to be treated shows them that they are 
a valuable part of campus and shows appre
ciation for their contributions to the 
workplace. Our goal is to do everything we 
can for everybody we can, the best that 
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we can. 
In the September/October 2001 issue of 

Facilities Manager, APPA President Gary 
Reynolds said that one challenge is to be 
"efficient and effective at the same time." 

Support Services at Southeast Missouri State 
University is this and more. Our motto has 
become, "We didn't know it was impossible, 
so we did it anyway." i. 
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IMPLEMENTATION OF TOTAL ASSET 

MANAGEMENT AT THE 

UNIVERSITY OF TASMANIA 
By Matt S111itli 

The implementation of total asset management (TAM) 
at the University of Tasmania grew from the vision of 
the deputy principal (equivalent to the vice president 

or vice chancellor) to transition the then-office or physical 
resources, and primarily its maintenance area, from a "doing" 
role to more of a "managing" role. 

The university has recognized that the three major cost 
drivers are staff, students, and space. With the ever-increasing 
pressure on resources, the university saw that managing the 
physical assets would allow resources (financial and physical) 
to be apportioned in a more focused and informed manner, 
cognizant or the university's strategic plan. Better cross-func-

Matt Smidt is the director, asset management services, and 
the University of Tasmania, Tasmania, Australia. He can 
be reached at 111.a.s111itl1@i,tas.edu.au. Tl,is article is 
adapted fro111 a presentation to tlte A1istralasim1 ammal 
conference in 2001 and was selected to receive tl,e AAPPA 
Best Paper Award. Tl,is is 1tis first article for Facilities 
Manager. 

tional liaison between sections within the deputy principal's 
division was also necessary to ensure improvement in the 
management or all organizational assets from a portfolio-basis 
perspective. 

The functions of the physical resources department at the 
university were largely outsourced (maintenance, capital 
works, cleaning, grounds, security, parking, audio/visual). 
Operations were regionalized in Hobart and Launceston and 
operational systems were "home grown." 

Maintenance and capital works were mainly reactive and 
had little reflection to the broader strategic direction of the 
university. This is now changing. There was little policy or 
procedure to support maintenance activity, and a documented 
register or fixed plant and equipment was lacking. The uni
versity drawing documentation was in relatively good shape. 

Why Total Asset Management? 
The decision to implement TAM principles grew from the 

need for a computerized maintenance management system, 
primarily to track maintenance requests. Adopting TAM was 
attractive to the university as it represented a strategic 



approach to managing all assets, offered a reduction in dupli
cation of effort between functional areas within the university, 
could be linked to the strategic plan, was deemed a contem
porary approach, and provided senior management with data 
for informed decision making when allocating resources. 
Asset management specialists were engaged to partner with 
the university in the implementation of total asset manage
ment at the University of Tasmania. 

The principles of TAM adopte,l by the university 
are: 
• Service delivery guides/asset practices and decisions; 
• Asset planning and management are integrated with 

business planning, budgeting, and reporting processes; 
• Asset management decisions are based on assessment of 

alternatives, life cycle costs, benefi ts, and risks; 
• Ownership, control, accountability, and reporting 

requirements are implemented; and 
• Asset management activities are undertaken within an 

integrated policy framework. 

The objectives of implementing TAM at the 
university include: 
• Provide an asset base that matches business needs; 
• Consolidate existing assets and improve space utilization; 
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• Meet statutory and regulatory compliance requirements 
(e.g. , fume cupboards, pressure vessels, confined spaces); 

• Align asset ownership costs with business planning and 
service delivery requirements; 

• Apply best practice asset management policies and 
procedures; and 

• Implement systems to support aims. 
The management structure for the project included a steer

ing committee and a project team. The importance of having 
adequate resources with the appropriate stakeholders 
involved in the process cannot be overs tated. At the Universi
ty of Tasmania, the deputy principal saw the value in the 
project and communicated this to senior management and the 
administration. The project team are the "doers" and need to 
be supported, encouraged, and given appropriate resources to 
ensure project success. 

The implementation of TAM saw a restructure within the 
physical resources department. Asset and facilities manage
ment activities and capital works were split into separate 
sections. The importance and need for communication 
between all staff during the restructure cannot be overstated. 
In addition, a close liaison with the human resources depart
ment was required to ensure a successful transition. 
Rationalizing the maintenance services has also required a 
shift from doing to managing, and this has had an impact on 
the maintenance staff. 

Where to From Here? 
The year 2001 was a transitional period for Asset Manage

ment Services, Design, and Acquisitions. Implementing 
structural and procedural changes on this magnitude will 
cause a rethink on how we look at assets from an organiza
tional perspective. The challenges for 2002-03 include: 
• Policy and procedure development; 
• Continued communication of the new direction; 
• Review existing maintenance procedures and update in 

light of maintenance delivery strategy; 
• Implementation of the systems and data integrity; 
• Development of the strategic master plan; and 
• Management reporting/benchmarking. 

Conclusion 
The years 2002-03 wi ll be consolidation years for Asset 

Management Services to make the above challenges a part of 
the daily activities. Communicating the objectives of TAM 
will be a continuous process and seen as a critical step in 
beginning the cultural chan~e required to adopt the principles 
and objectives of program . .A. 
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The "Nutritional Value" of the Outdoor Environment 

We are molded into a people by the 
thing we live with day after day. 
- Jens Jensen, from Siftings 

A 
PPA President Gary Reynolds 
has repeatedly urged facilities 
officers to be stewards of the 

institutional mission. If part of the 
institutional mission is to grow soci
ety's future leaders, what can those in 
the facilities management business 
contribute to the quality of that 
leadership? 

Landscape architect Jens Jensen 
(1860-1951) would say that the great
est contribution is to surround these 
future leaders wi th nature. Psycholo
gist Stephen Covey would agree. Both 
suggest that human beings draw 
wisdom, renewal, and balance from 
natural surroundings. 

My wife, Karen, and I returned 
from a visit to the Far East 
recently. We revisited cities we had 
first seen in 1964-65, visited some 
new places, and even took time to 
stop by the house in Saigon/Ho Chi 
Minh City where our family lived 
during that time. The overriding im
pression formed in our minds during 
these four weeks of roaming was of 
the extraordinary efforts by many 
people to use creative landscaping to 
soften the harsh, dense construction 
and strangling traffic of the area. 

Shanghai, with more than 88,000 
people per square mile (34,000/square 
kilometer) still found a bit of room for 
green space. The expressway between 
Shanghai and Suzhou is lined with 
well-tended shrubs and flowers. 
Crowded Hong Kong has strategically 

Jim Christenson is all APPA member 
emeritus and can be reached at 
jcl1riste@umich.edu. 

by James E. Christenson 

placed colorful pockets of landscaping 
throughout the city. Although the 
Vietnamese could do well to copy 
America's roadside trash-abatement 
efforts, they too are beginning to show 
great skill in creating attractive land

scapes. Singapore, with four million 
people crowded onto a tiny island, 
prizes its large botanical garden and 
nature reserve. Korea's denuded hills 
have been replanted with trees. ln 
Japan, every house with a few square 
meters of adjacent soil boasts a special 
niche of plants combining tasteful 
natural color, texture, and placement. 

Japan's Shizuoka Prefecture's Uni
versity exemplifies what higher 
education should strive for in creating 
a nurturing outdoor environment. 
The university is sited on the slope of 
a small mountain. lt overlooks a heav
ily populated metropolitan area, but 
most of the views from the campus 
are of the heavily forested and topo
graphically varied mountains across 
the valley. The campus is a sea of vari
ous textures and shades of green, with 
color at s trategic points. Wide path
ways built of hundreds of thousands 
of small paving stones curve up the 
slope through a pleasing combination 
of natural landscaping and sculpture. 

We saw a few professors and 
students sitting on thoughtfully 
placed henches--reading, thinking, 
talking, or just observing their sur
roundings. At the crest of a hill is an 
art museum with a window wall pro
viding an unobstructed view of a pool 
sprouting an angular, many-armed 
contemporary metal sculpture slowly 
moving in the breeze, and of the green 
mountains beyond. Adjacent open 
woodland covers a large part of the 
same slope. It too is scattered with 
benches. While we were there, fami
lies from the community were having 
picnics in the woods with their chil
dren playing nearby. It was an idyllic, 
peaceful setting within walking 
distance of the noise and traffic of 

dense development. 
If we are molded by our surround

ings, the outdoor environment of a 
university can contribute positively to 
the molding of those who learn, those 
who teach, and those who conduct 
research. Very few of you have heard 
of Jens Jensen. Yet, upon his death, 
the New Yorli Times referred to him as 
the "dean of American landscape 
architecture." He is credited with de
veloping the "Prairie Style" of 
landscape architecture, a style based 
on restoration or duplication of the 
native mid-Western prairie landscape. 
He designed the landscaping for many 
of the creations of architects Louis 
Sullivan and Frank Lloyd Wright and 
also Fair Lane, Henry Ford's estate in 
Dearborn, Michigan. His public land
scaping work included the design of 
Chicago's Humboldt and Columbus 
parks. 

Jensen's philosophy, though, is what 
should interest facilities managers 
today. Much like W Edwards Deming, 
father of the Japanese post-war indus-

Continued on page 60 
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trial revival and leading quality guru 

of the United States.Jensen was a man 

of very strong views. He intensely dis

liked the "beehives" of the large cities 

and had specific and sometimes un

popular ideas about how to make 

them more livable. Much of what he 

said and wrote about has direct appli

cation to campuses. The quotations 

tha t follow are from Jensen's autobio-

Concerned about 

graphical work, Siftings; they summa

rize his philosophy of design. 
"Art must be a guide, a leader, in 

the evolution of mankind toward a 

higher spiritual goal. None o f the arts 
is more able to do th is than that of the 

garden. It is a living expression of 

peace and happiness, and therefore a 

great influence in the forming of a 

people." Jensen was convinced that 

creativity in any scholarly discipline is 
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stymied when people are surrounded 

by only bric.ks and concrete, no mat

ter how magnificent the design. He 

maintained that people must be in 

daily con tact with plant life. Nature, 

for him, was a deep well that people 

should draw from to live each day. 

"Every plant has its fitness and 

must be placed in its proper 

surroundings so as to bring out its full 

beauty. Therein lies the a rt of 

landscaping ... The s kill o f the land

scaper lies in his ability to find the 

plant which needs not be maimed and 

d istorted to fit the situation ... Nature 

talks more fmely and more deeply 

when left alone ... " Jensen disdained 

those who introduced exotic plants. 

He always used materials that were 

native to the soils and climate of the 

site. He objected strenuously to those 

who felt they must adjust the natural 

shape of shrubs and trees by pruning 

them in to new forms. In the current 
times of reduced budgets, these views 

are worth considering. What grows 

naturally in the locale usually incurs 

the lowest cost for procurement and 

for maintenance. If these materials 

have such benefits and, in addi tion , 

thrive better than materials imported 

from different sites, we have a double 

win. 

To ensure contact between people 

and nature,Jensen advocated small 

parks scattered throughout neighbor

hoods. London is an excellent 

example of the application of that 

philosophy. At most educational insti

tutions, we have a luxury of space to 

surround the campus community 
wi th na tural materials. But we also 

need to provide some incentive for 

people to stop occasionally and soak 

in these surroundings. We would do 

well to build in "people pockets"
places where people can gather, where 

they can sit and take time to enjoy the 

natural environment that the 

landscape team has provided for 

them. From such an environment, 

Jensen would argue, will come the 

enlightened, creative leaders of tomor

row's world . .l 
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Facility Asse Management 

The Shared Language of Business Officers and Facility Managers 
by Matt Adams, P.E. 

T he budget of the physical 
plant department has always 
been at risk for two reasons. 

first, it was one of the biggest in an 
institution and second, it was one of 
the least understood. This is an un
comfortable combination during 
budget-cutting times. Unfortunately, it 
is a bad combination during good fi
nancial times as well. When asked 
ahout the reality of physical plant 
budgets, responses have been com
pletely different depending on 
whether a person came from the faci l
ities management side or the business 
adminis tration side. Several repeating 
patterns of miscommunication 
emerged during the last decades that 
ultimately proved harmful to both 
parties as well as institutions as a 
whole. Recently, both facilities man
agement professionals and business 
administration professionals have re
viewed communication st rategies and 
have begun thinking out-of-the-box 
in order to bridge communication 
gaps between the two groups. Mastery 
of this new "shared" language will 
prove to be a critical skill for success
ful facilities managers and business 
officers in the future. 

In the past, communication was 
made difficult due to the assumption 
that engineers and accountants do not 
speak the same language. During 
planning and budgeting sessions, this 

Matt Adams is p,.-eside11t 0JT11e 
Adams Consulting Gmup, Atlanta, 
Geo,.-gia. He is co-cltafr of APPA'.s 
Tmdes Stafj111g Gttidelines Taslt 
fo,.-ce and can be ,.-eaclied at 
matt@adams-grp.com. 

communication handicap was magni
fied by the inherently complex nature 
of facilities management. In other 
words, facilities management is not 
just one, two, or even three functional 
activi ties; it is more like 11 or 12 ac
tivities. You really can't blame the 
business officers, since if they don't 
understand what facilities managers 
do, what it costs to do it, or why facil
ities managers don't speak in tenns 
that they can understand, then the 
business relationship is spoiled. 

Facilities managers are some of the 
most devoted , productive, and yet 
humble professionals. We all know 
that the world is not fair, but still, why 
are physical plant people so often 
given a hard time? In fact, facilities 
people really only want and request 
(though only recently) the basics 
within the ins titutional environment. 
Their most important request is that 
they not get treated with a different 
standard in the budgeting process. lt 
makes sense. Give the facilities man
agement budget the same scrutiny 
that other budgets receive. Don't come 
back from a NACUBO conference 
with all of the answers based on some 
guy tha t sat next to you from a differ
ent institution. 

Benchmarks are fas t becoming the 
most frequently abused business prac-

tices and for good reason. 
The level and breadth of 
service at individual insti
tutions varies greatly and 
there are many real 
variables that must be con
sidered. Any knee-jerk 
comparison of one 
institution's facilities man
agement department to 
another's without detailed 
knowledge of each, is risky 

as best-often damaging. 
Even worse is a last minute test to de
termine if outsourcing is an option. In 
the past, outsourcing decisions have 
originated from the business office. As 
you might expect, this does not pro
vide confidence to the physical plant 
managers. 

The physical plant is just one of 

many operations under the business 
office. As such, business administra
tion professionals have considerable 
responsibili ty to the institution. The 
"art" of the business officer profession 
is one of quick study and interpreta
tion of summary data. lt is in this 
environment of interpreting, summary 
data that shared communications 
must occur. 

The communication difficulty for 
the professionals in our industry is the 
failure to remember that not everyone 
on campus wants to know all of the 
details of our work. In addition, the 
complex nature of the facilities man
agement profession encourages us to 

report data that is inconsis tent with 
the "fast-paced" decision style of sen
ior administrators. Our leaders are 
looking for simple judgments and 
decisions. If we can provide that in
formation and make their jobs easier, 
our jobs will probably get easier 
too . .t 
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Basic Communication "Rosetta Stone" for Facilities Managers 

Misunderstood Facilities Share Language Sr. Administration 
Management Message Translation Message Understood 

Multiple, independent reports O ngoing and repeatable data Continual report on summarized 
(financial and technical specific presentat ion template in lay performance variables of faci li-
to place and time). Considerable terminology and simple and ties management department 
use of internal facilities manage- concise goals and proposals with with identification of most 
ment jargon. Holistic presenta- supporting data attached. important new in itiatives, goals, 
tion is confusing at best. or requests. 

Repeated requests for budget Presentation of distinct facilit ies The professional standard of 
increases justified on previous management service centers' care for one or more service 
decreases or campus expansion . performance levels described in centers has fallen below accept-

common terms. Budget increase able threshold limits. T he cost 
requests by service center with to remedy this deficit is "X" and 
clear description of change in the results will by "Y." 
service level ofmeasurement/ 
versification of same. 

Ongoing requests for new Reprint of basic productivity The existing staff of the facilities 
positions of various types within measures for the particular management service center is 
the organ ization. Each seems service center that requires a productive and efficient. A 
desperate and like a long-over- new position. Clear achieve- demand staff change necessitates 
due emergency. ment of target productivity addition of another person 

levels coupled with a demon- without diluting the 
strated change in work load or productivity of the center. 
::ntrit ion is used to illustrate the 
need and corresponding 
cause-effect relationship. Passi-
ble alternatives to fi lling a new 
position are presented and 
evaluated briefly but proactively. 

Traditional customer service Simplified and redesigned 360 Ongoing scoring by stakeholders 
surveys coupled with direct degree stakeholder service in the weighted, yet shortened 
reports from faculty to the reviews. Facilities management format presents a snapshot of 
administration. reviews are often too general trends and gaps. 

and the data becomes anecdotal. 
Multiple classifications of stake-
holders, including internal, are 
routinely surveyed on between 
five and ten metrics that are 
most meaningful to that each 
respective group. 
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Solar turbine generator sets give you the power to save money. In today's energy markets, you need a reliable, 
cost-efficient power source. Whether you're generating combined heat and power for maximum energy efficiency, 
preparing for peak demand periods, or protecting against downtime, you can count on Solar Turbines. 

With the latest pollution-prevention technology, Solar gas turbine generator sets provide clean, cost-saving 
solutions for your operation. And as part of our commitment, we offer a fu ll range of support services, including 

maintenance. training, financing and complete turnkey operations. 
So if you want to achieve the highest energy efficiency 

and the lowest emissions in a total solution, contact Solar 

Turbines. For more details about our money-saving systems, 
visit www.solarturbines.com or call (619) 544-5352. 
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The Regulatory R eporter 

Setting the Stage for a Training Program 

T he qualiLy or employees and 

Lheir developmem through 

training and education are 

major facLors in detem1ining long

Lenn sarety and understanding or their 

job. tr you want to hire and keep good 

employees, it is good policy Lo invesL 

in the development of their skills in 

order to increase productivity and 

maintain a safe work environment. 

Over Lhe past year, l have trained over 

six thousand 6,000 employees in job 

safety and environmental compliance. 

I cannot imagine that all 6,000 em

ployees will take my training LO the 

limit and follow all safety and envi

ronmental procedures. It is d iITicult to 

get through LO all employees with this 

important message about safety, but 

when you reach a majority or them, it 

feels good. 

Training orLen is considered for 

new employees only. This is a mis Lake 

because ongoing training for current 

employees he lps with the adj us L to 

rapidly changing j ob requiremen ts 

and keeps the focus on their job 

duties. 

The main reason thaL a facilities 

director should focus on a training 

program is LO emphasize the potential 

growth and development o f employ

ees to handle a number or situa tions. 

I have always believed in the logic 

or: 
• Creating a pool of readily available 

and adequate replacemen ts for 
personnel who may leave or move 
up in the organization 

Sallto Mat1icot1e is presidet1t of 
Facility Support Services, Hamden, 
Cont1ecticut. He can be readied at 
support@s11et.net. 

by Santo Manicone 

• Enhancing the company's ability to 
adopt and use advances in 
technology 

• Building a more efficient, effective, 
and highly motivated team 

• Ensuring Lhat emp loyees have the 
knowledge for expans ion imo new 
programs. 

Employees frequently develop a 

greater sense or selr-worth, d ignity, 

and well heing as they become more 

valuable to their emp loyer and to 

coworkers. Generally, they will receive 

a greater share or the material gains 

that result rrom their increased pro

ductivity. These factors provide a 

sense o r satisfaction through the 

achievement o f personal and school 

goals. 

The Training Process 
The following these basic steps are 

necessary in Lhe training process: 
• Establish a need or objective 
• Be selective of the trai nees 
• SelecL the training methods and 

mode 
• Choose a means or evaluating the 

trainer 
• Establis h a set schedu le or train ing 
• Evaluate the training. 

Your school should have a clearly 

defined strategy and set or objectives 
tha t direct and drive a ll the training 

decisions. Facilities that plan thei r 

training p rocess are more successful 

than those that do not. Most facilities 

d irecLOrs want to succeed , but do not 

engage in train ing programs that 

p romise to improve their chances of 

success. I have found that over the 

years training problems seem Lo be 

rela ted to: 
• Time-Facilities managers find 

that time demands do not allow 
them Lo train employees. 

• Getting started-Most managers 
have no t practiced training 
employees. The training process is 
unfamiliar. 

• Broad expertise-Managers tend 
LO have broad expertise rather than 
the specialized skills needed for 
tra ining and development 
activi ties. 

• Skepticism as to the value of the 
training-Some managers believe 
the ruture cannot be predicted or 
controlled and their efforts, 
therefore, are best centered on 
current activities. 

A well-conceived training program 

can help your facility succeed. A pro

gram structured wi th a strategy and 

objectives has a high probabil ity or 

improving productivity and reaching 

goals that are set in the training mis

sion. A facilities director should take 

the lead in the training program and 

establish goals that employees can 

reach. 



For any facility, formulating a train
ing strategy requires addressing a 
series of questions. 
• Is the program regulator run? 
• Who needs this training? 
• Do we have the time for this 

training? 
• Who will manage the training? 

The purpose of formulating a train
ing strategy is to answer two relatively 
simple but vitally important 
questions. 1) Are my employees 
trained to do their job? and 2) What 
is the schools liability? Armed with 
the answers to these questions and a 
clear vision of its mission, strategy, 
and objectives, a facility can identify 
its training needs. 

Identifying Training Needs 
Training needs can be assessed by 

analyzing three major human resource 
areas; the organization as a whole, the 
job characteristics, and the needs of 
the individuals. This analysis will 
provide answers to the following 
questions: 

• Where is training needed? 
• What specifically must an 

employee learn in order to be safe? 
• Who needs to be trained? 

Begin by assessing the current sta
tus of the facility how it does what it 
does best and the abilities of the em
ployees to do their tasks. This analysis 
will provide some benchmarks against 
which the eITectiveness of a training 
program can be evaluated. Your 
depanment should know where it 
wants to be in five years and have a 
long-range s trategic plan. What you 
need now is a training program to 

take your school from here to there. 
Second, consider whether the faci li

ty is financially committed to 

supporting the training efforts. If not, 
any attempt to develop a sol id train
ing program will fail. 

Next, determine exactly where 
training is needed. It is foolish to im
plement a school wide training effort 
without concentrating resources 
where they are needed most. An inter-

Get answers 
and get started 
Our on line Facil ity Assessment 

Toolbox at www.3di.com/assessments 

is part of 3D/I's Web education series. 

Browse the site to learn bow a facility 

assessment is conducted and bow to 

use the findings to efficiently manage 

unfunded backlog and future renewal 

needs. Download RFP and RFQ 

teQ"Jplates in Microsoft Word format to 

help you get started. Email our facility 

experts at assessments@3di.com if 

you need additional information. 

3D/lnternational 
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nal audit will help point out areas that 
may benefit from training. Also, a 
skills inventory can help determine 
the skills possessed by the employees 
in general. This inventory will help 
the school determine what skills are 
available now and what skills are 
needed for future development. 

Once you have determined where 
training is needed, concentrate on the 
content of the program. Analyze the 
characteristics of the job based on its 
description-the written narrative of 
what the employee actually does. 
Training based on job descriptions 
should explain how the job is 

performed on a task-by-task basis. 
Actually doing the job will enable you 
to get a better feel for what is done. 

Individual employees can be evalu
ated by comparing their current skill 
levels or performance to the organiza
tion's performance standards or 
anticipated needs. Any discrepancies 
between actual and anticipated skill 
levels identifies a training need. 

Selection of Trainees 
Once you have decided what train

ing is necessary and where it is 
needed, the next decision is who 
should be trained? For a small school, 
this question is crucial. It is important 
to carefully select which employees 
will be trained. 

Training programs should be de
signed to consider the ability of the 
employee to learn the material and to 
use it effectively, and to make the 
most efficient use of resources 
possible. It is also important that em
ployees be motivated by the training 
experience. Employee failure in the 
program is not only damaging to the 
employee but a waste of money as 
well. Selecting the right trainees is 
important to the success of the 
program. 

Training Goals 
The goals of the training program 

should relate directly to the needs de
termined by the assessment process 

Continued on page 68 
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The look of a historic campus can be a real draw for a college student. The smell is another 

story. Yes, students today expect a lot from a school. They love your ivy covered walls, but the 

technology inside those walls factors into their decision, too. Technology that creates environ

ments that are comfortable, well-ventilated and safe. Thing is, more and more administrators 

face a serious backlog of deferred maintenance that hinders efforts to attract the best and 

brightest. Johnson Controls can help. We have the experience and know-how to create the 

finest, most advanced environments for learning and living. And we have innovative financial 

solutions that make improvements and new facilities possible. Best of all, you end up with the 

kind of campus today's students have a real nose for. For details, call us at 1-888-214-0916. 
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outlined above. Course objecLives 
should clearly state what behavior or 
skill wi ll be changed as a result of the 
training and should relate Lo Lhe mis
sion and strategic plan of the 
company. Goals should include mile
stones to take the employee from 
where they are today to where the 
school wanLS them to be in the future. 
Setting goals helps to evaluate Lhe 
training program and also Lo motivate 
employees. Allowing employees to 
participate in setting goals increases 
Lhe probability o[ success. 

Training Methods 
There are two broad types of train

ing available to schools: on-the-job 
and olT-the-job techniques. Individual 
circumstances and the "who," "what," 
and "why" of your training program 
determine which method to use. 

Creating Better Places 
To Live, Work 

And Play 

Dartmouth College 

Planning, engineering and landscape 
architecture services for higher 
educational facilities nationwide 

DH 
Dufresne Henry 

Contact 1-800-206-PLAN 
or visit our Web site 

www.dufresne-henry.com 

COME VISIT US AT BOOTH 6 13 

On-Lhe-job training is delivered to 
employees while they are performing 
their regular jobs. ln this way, they do 
not lose time while they are learning. 
After a training plan is developed, em
ployees should be informed of the 
details. A timetable should be estab
lished with periodic evaluations to 
inform employees about their 
progress. On-the-job techniques in
clude orientations, job instm ction 
training, apprenticeships, internships 
and assLc;tantships, job rotation, and 

coaching. 
Off-Lhe-job techniques include lec

tures, special study, films, television 
conferences or discussions, case 
sllldies, role-playing, simulation, pro
grammed instruction, and instructor 
Lraining. 

Orientations are for new employ
ees. The first several days on the job 
are crucial to the success of new 
employees. This point is illustrated by 
the fact that 60 percem o[ all employ
ees who quit do so in the first ten 
days. Orientation training should 
emphasize the following topics: 
• The school's history and mission 
• The key members in the 

organization and how they wi ll 
interact with them 

• The key members in the 
department and how the 
departmen L helps fu)[ill the 
mission o[ the company 

• Personnel rules and regulations. 
Some facili ties use verbal presenta

tions for training while others have 
written presenlations. Many small 
schools convey these topics in one
on-one orientations. No matter what 
method is used, it is important that 
the newcomer understand his or her 
new place of employment. 

Lectures present training material 
verbally and are used when the goal is 
to present a great deal of material to 
many people. lt is more cost effective 
to lecture to a group than to train peo
ple individually. Lecturing is one-way 
communication and, as such, may not 
be the most effective way to train. 
Also, it is hard to ensure that the 
entire audience understands a topic 

on the same level; by targeting the 
average attendee you may under-train 
some and lose others. Despite these 
drawbacks, lecturing is the most cost
effective way of reaching large 
audiences. 

Job rotation involves moving an 
employee through a series of jobs so 
they can get a good feel for the tasks 
that are associated with differem jobs. 
This method is primarily used to train 
supervisors. The employee learns a 
lilt.le about everything. This is a good 
strategy for small schools since em
ployees may be asked to perform 
many jobs. 

Apprenticeships train employees 
to do many different tasks. Appren
ticeships involve several related 
groups of skills that allow the appren
tice to practice a particular trade., 
They take place over a long period of 
time during which the apprentice 
works for and with the senior skilled 
worker. Apprenticeships are especially 
appropriate for jobs requiring produc
tion skills. 

Trainers 
Wh o actually conducLS the training 

depends on the type of training need
ed and who will be receiving it. 
On-the-job training is conducted pri
marily by supervisors; off-the-job 
training, by either in-house personnel 
or outside instmctors. 

Ln-house training is the daily 
responsibility of supervisors and em
ployees. Supervisors are ultimately 
responsible for the productivity and, 
therefore, Lhe training of their subor
dinates. These supervisors should be 
taught the techniques of good train
ing. They must be aware of the 
knowledge and skills necessary Lo 
make a productive employee. Trainers 
should be taught to establish goals 
and objectives for their training and to 
determine how these objectives can be 
used to influence the producLivity of 
their departments. They also must be 
aware of how adulLS learn and how 
best to communicate with adults. 
Small schools need to develop their 
supervisors' training capabilities by 
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sending them to courses on training 

methods. The investment will pay off 

in increased productivi ty. 
There are many outside training 

sources, including consultants, Lech
nical and vocational schools, 

continuing educati on programs, 
chambers of commerce, and economic 
development groups. Selecting an out

side source for training has 
advantages and disadvantages. The 

biggest advantage is that these organi

zations are well versed in training 
techniques, which is often noL the 
case with in-house personnel. 

Whoever is selected to conducL Lhe 

Lraining, either outside or in-house 

trainers, it is important that the 
school's goals and values be carefully 
explained. 

Training Administration 
Having planned the Lraining pro

gram properly, you must now 
administer the training to Lhe selecLed 

employees. It is important to follow 

F 

through Lo make sure Lhe goals are 

being met lLems Lo consider before 

training begins include: 
• Location 
• Facilities 
• Acccssibilily 
• Comfort 
• Equipment 
• Timing. 

Careful allention to these opera

tional details will contribuLe to the 
success of the training program. 

An effective training program ad

ministrator should follow these sLeps: 
• Define I he organizational 

objectives 
• DeLenninc the needs of the 

training program 
• Define training goals 
• Develop tra ining methods 
• Decide whom Lo train 
• Decide who should do the training 
• Administer Lhe Lraining 
• EvaluaLe the training program. 

Following Lhese sLeps wi ll help an 

administrator develop an effective 
training program to ensure that the 

LL • 
• HI 

school keeps qualified employees who 

are productive, happy workers. This 

will conLribute positively Lo Lhe bot

tom line. 

Evaluation ofTraining 
The Lraining program should be 

evaluated several times during Lhe 

process. DeLennine these milesLones 
when you develop the program. 
Employees should be evaluated by 

comparing their newly acquired skills 
with the skills defined by the goals of 
the training program. Any discrepan

cies should be noLed and adjustments 
made Lo Lhe program to enable iL LO 

meeL specified goals. Many training 
programs fall short of their 

expectations simply because the 
ad minis trator failed to evaluate its 
progress until it was too late. Timely 

evaluation will prevent the training 
from straying from its goals. i 



The Bookshelf 

Book Review Editor: Theodo1-e]. Weidner, Ph.D., P.E., AIA 

E 
very facility organization has 
customers; some we serve on a 
first-name basis and some 

through sophisticated Internet-based 
systems. The following book will help 
the reader unders tand the value of 
either level of technical solution (and 
solutions in-between). More impor
tant, it wi ll tell the reader how to 
make the necessary changes in order 
to become more customer-focused. 

* * * 

Innovation in Student Services, 
Planning for Models Blending High 
Touch/High Tech, edited by Darlene 
J. Burnett, and Diana G. Oblinger. 
Ann Arbor, Michigan: Society for Col
lege and University Planning (SCUP), 
2002. 269 pps, softcover. 

Customer focus 
Call take many fonns in 
higher education, academia, facilities 
management, or student services. 
There have been many books 
reviewed in this column covering cus
tomer-focused changes in service 
delivery from a facilities perspective 
but none until Innovation in Student 
Services, supported by IBM, has 
brought the expertise of individuals 
and teams who developed service or-

Ted Weidller is associate vice 
c11ancellor, facilities and campus 
services, at die University of 

Massac1111setts/A111l1erst. He is a 
co-chair of APPA's Trades Staffing 

Guidelines Tasll Force and 

can be readied at 

tweidne-r@ad111in.1m1ass.edu. 

ganizations recognized as an IBM Best 
Practice Partner. 

Similar to other books on innova
tive practices, this book gives several 
examples that show how several cam
puses improved their student service 
systems. Student services on every 
campus usually begin with the appli
cation process and end with either 
commencement exercises or yearly 
reunions. Despite the need for these 
systems, there is little uniformity in 
how campuses service their studen ts. 
It isn't necessary to read every chapter, 
the first two chapters and the last 
chapter tie the book together giving 
twenty examples between them. Each 
chapter explains how an innovation at 
a different campus improved their 
student service delivery systems. 

Some of these innovations deal 
with automation, others with process 
changes. They are held together by 
two formalling devices. First, there is 
a brief description of the campus. Sec
ond, and more interesting, there is a 
table showing elements common to 
each campus and identifying where 
the campus stands with its cus tomer 
service focus. Is it in production, 

being implemented, in the planning 

or design phase, or not intended? 
These responses address briefly the 
following areas: change and/or 
organizational management, student
centered services, one-stop service 
centers, web portals, etc. Each exam
ple does not address every service area 

Similar to other books 
on innovative practices, 
this book gives several 
examples that show 
how several campuses 
improved their student 
service systems. 

or technical level, but as a whole, they 
cover all relevant areas. 

I have been on campuses that have 
claimed to have a student service 
focus that forced multi-stop servicing 
on students for years; I have also been 
on campuses that provided one-stop 
services when out of necessity it was 
people and/or paper-based and which 
now is done on the web. I have expe
rienced the effects of both systems 
and know what I prefer. But changes 
to entrenched organizations are often 
difficult regardless of whether it is for 
student services or faci lity services. 
And that's why this book may be good 
for facilities officers. Although the ex
amples may be out of the normal 
operating perspective or knowledge 
area of a facilities officer and the pri
mary customers may be different, the 
importance of identifying and imple
menting cus tomer-focused service 
changes are critical to all colleges and 
universities . .l 
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Maintenance Staffing Guidelines for Educational Facilities 
Look no further-this is the ultimate resource guide for staffing your facilities 
department! Using this guide, you, as a Facilities professional, can calculate 
staffing levels for your facility simply by applyi ng basic data from yow· 
institution to predefined standai-d formulas (provided in the book). 
Although the book takes a generalist approach, examples and ideas are 
given that can be tailored to your facility. 

Maintenance StaJ]ing Guidelines for Educational Facilities 
Price: Member price= $95, onmember price= $130 

What will you find in this book? 
Information on 
• Maintenance Te rms-Generally accepted terms 

and defi,nitions used by facilities professionals. 

• Staffing Needs-How to determine stqffing needs based 
on the level of maintenance you require for yourfacilitJr. 

• Levels of Maintenance-K1/iat level of maintenance 
will you get with the staffing selected? 

• Stafflng Le-vels-How to reconcile recommended 
levels versus appropriate,/realistic stqffing levels. 
Compare your facilities' FI'Es with recommended levels. 

• Personnel Needs-How to hire and retain stq[f. 

• Case Studies-Apply what you've read to several 
examples of stqffing needs. 

• Survey Data-Compare these numbers lo your 
institution. 

Add this important third book of APPA's trilogy on staffing 
guidelines (in addition to Custodial Stqffing Guidelines 
for Educational Facilities and Operational Guidelines for 
Grounds Management) to your library today. You won' t 
be disappointed! 

To Place an Order: 
.- Visit APPA Bookstore Online at www.appa.org/publications 
({) Request an Order Form and Fax It to 703-549-2772 

Contents 
Maintenance or Buildings 

Theodore J. Weidne1~ Ph.D., P.E., AJA. 

Definitions and Assumptions Ron Calloway 

Ste"lvardshlp Versus Ser-vice Matt Adams, P.E. 

Maintenance Versus Construction/Renovation/ 
Alteration Joseph C. Fi.sher, P.E. 

Levels or Maintenance Eric R. ess, P.E. 

Trades Descriptions Joseph C. Fi.sher~ P.E. 

Aggregate FfE Determination 
Theodore J. Weidner; Ph.D., P.E., AI// 

Customizing the FfE lnformation Eric R. Ness, PE. 

Zero-Based StaJUng Buildup Matt Adams, P.E. 

Staff Development, Hiring, and Training 
Judy A. tead & Paul Courtney 

Residence Hall Maintenance Matt Adams, P.E. 

Outsourcing Matt Adams, P.E. 

Estimating Pre-ventive Maintenance Phillip R Waier, P.E. 

University Case Studies Theodore 1 Weidner; Ph.D., P.E., AJA 

Survey Data and Estimating Phillip R. Waie,; P.E. 

Mail Your Order Form to 1643 Prince Street. Alexandria, VA 22314-2818 
The Association of 
Higher Education 
Facilities Officers 

1 Questions? Call APPA at 703-684-1446 ext. 235, or e-mail cotrenia@appa.org 
(No phone orders, please.) 



Ne-w- p oduct s 

New Products listings are provided by the manufact.urers and suppliers and are selected by the ed itors for variety and innovation. for more informa tion 
or LO submit a New Products listing, contact Geny Van Treec/1, Achieve Communications, 3221 Prestwich Lane, Northbroo/1, /l 60062; phone 847-562-
8633; e-mail gvtgvt@earthlinh.net. 

Daniels Associates, the world's 

leading consultant firm to the 
cleaning industry, has 
introduced Audit Route. The 

new quality assurance program 
links building inspections di

rectly wi th specifications. Audit 
Route is programmed with sam
ple facility data-combining 
Palm Pilot technology and 

Daniels software. Take a test 
drive! Demo available on Daniels website. For detailed infor

mation, log on to Daniels Associates at www.danielsww.com. 

Bayview Technology Group, LLC is a leading supplier of 

lntelUgent Power Control solutions. Bayview's controller for 
vending machines, VendingMiser, reduces electricity use by 

an average of 4 7 percent, providing significant cost savings for 
Bayview's customers. 

l)tilities, schools, hotels, 
retail stores, and other 
customers now benefit 

from thousands of Vend
ingMiser ins tallations. 

For more information, 

call Bayview Technology Group, LLC 800-770-8539 or visit 
their website www.bayviewtech.com. 

Kenwood Communications has introduced a compact, 
rugged 2-way radio designed expressly for the job-site com

munications needs of 
workers. The new Pro Talk 
XLS (Model TK-3130), a 

palm-sized radio with four
mile range, transmits ultra 
high frequency (UHF) 
radio signals providing a 
penetrating, reliable com
munication link even in 
challenging RF environments. Pro Talk is equipped with 
built-in VOX capability, vibration alert, and 242 channel com

binations that will accommodate personal user preferences 
and organized group communications. For complete details, 
call Kenwood Communications at 800-950-5005. 

Tech Products, lnc. announces its 
new, patented Everlast outdoor s igns. 

Almost one-quarter inch thick, the 
high-impact, polyolefin plastic signs, 
markers, and tags are more durable 

than any other sign in the world. 
These indestructible signs use the 

highest quality UV stabilizers, antiox
idants, and permanent color 

pigments. For lifetime legibility, all 
words and logos are "molded in" not 
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simply painted o r screened. For further information, call Tech 
Products, lnc. 800-221-1311. 

OSI Sealants, lnc. introduces Pro 
Series SBR-100 Window and Siding 

Caulk. SBR-100 is formulated for year
round use, extruding consistently and 

easily from 0° to 100°F When cured, 

the rubber base of SBR-100 forms a 

tight seal that maintains its bond under 
most weather conditions. SBR-100 is 
available in over 100 colors and is 
paintable after curing. For additional 
information , call OSI Sealants, Inc. at 

888-445-0208. 

BASCO announces a unique 

ergonomic drum transporter that 
requires less than 40 lbs. of force to 
manually lift a full 55-gallon drum 

weighing 660 lbs .. This drum trans
porter, cons tructed of stainless steel, 
allows a single operator Lo move 

heavy drums effo rtlessly and safely. 
It is designed to take the strain and 
struggle out of lifting and moving 
drums. The drum transporter does not consume fuel, require 
maintenance, or require the operator to be specially trained. 
For greater detail , call BASCO 800-776-3786. 

Continued on page 75 



Legal Notice Legal otice 

If You Have a General Claim, or a Claim for 
Asbestos-Containing Products in 

Your Residence or Building Manufactured 
or Sold by the Companies Listed Below: 

USG Corporation 
United States Gypsum Company 
USG Interiors, Inc. 

L&W Supply Corporation 
Beadex Manufacturing, LLC 
B-R Pipeline Company 

USG Industries, Inc. 
USG Pipeline Company 
Stocking Specialist s, Inc. 

USG Interiors International, Inc. La Mirada Products Co., Inc. 

YOU MUST FILE A CLAIM BY JANUARY 15, 2003 

The United Sta,tes Ba.? kruptcy C?urt for the Distric t of 
Delaware (the 'Court ) has established January 15, 2003. 
as the general claims bar date (the '·General Bar Date") in 

the chapter 11 cases of the companies listed above (the "Debtors"). 
All entities, including governmental units, that wish to assert any 
claims against the Debtors are required to file proofs of claim on or 
before 5:00 p.m. , Eastern Time, on January 15, 2003. 

Who Must File a Proof of Claim 
The General Bar Date appl ies to a ll "General Claims," which 

are claims of any kind against the Debtors that arose before June 
25, 2001, except asbestos-related personal injury claims. General 
Claims include Asbestos-Related Property Damage Claims. The 
definition of an Asbestos-Related Property Damage Claim, as well 
as other important information and definitions, may be obta ined 
from the USG Claims Website listed below. 

If you wish to assert a General Claim against any Debtor, including 
any Asbestos-Related Property Damage Claim, you must file a proof 
of claim by January 15, 2003. 

Additional Information 
• Additional information about the clai ms process and the General 

Bar Date may be obtained from the USG Claims Website, the 
USG Claims Helpline, or the Claims and oticing Agent listed 
below. 

• Certain of the Debtors manufactured or sold. at various times 
from the late I 920s through the late 1970s, a number of products 
that contained asbestos. These products include some acoustical 
plasters, some wall and ceiling plasters, spray fireproofmg, fire
rated ceil ing tiles, decorative textures, joint compound, and 
industrial insulation. For more information regarding the 
Debtors and products containing asbestos that may have been 
sold by the Debtors, please refer to www.usgclaims.com. 

Procedure for Filing Proofs of Claims 
• If you wish to assert an Asbestos-Related Property Damage 

Claim, you must use the Debtors' proof of claim form for 
Asbestos-Related Property Damage Claims. 

• If you wish to assert a General Claim other than an Asbestos
Related Property Damage Claim, you may use Offic ial 
Bankruptcy Form No. I 0. You may not use Official Bankruptcy 
Form No. IO to file an Asbestos-Related Property Damage 
Claim. 
These forms can be downloaded from the USG Claims 

Website, or obtained by calling the USG Claims Helpline lis ted 
below. 

A signed original of a completed proof of claim form, together 
with any supporting documentat ion, must be delivered to the 
Debtors' Claims and Noticing Agent: Logan & Company, Inc., 
546 Valley Road, Uppe r Montclair, New Jersey 07043, 
Attention: USG Claims Processing Department, so as to be 
received not later than 5:00 p.m., Eastern Time, on January 15, 
2003. The proof of clai m form may be submitted in person, by 
courier service, hand delivery, or mail addressed to the Claims and 
Noticing Agent. Any proof of c laim submitted by facsimile or e
mail wi ll not be accepted and wi ll not be deemed fi led. 

Consequences of Failure to File a Proof of Claim 
Any entity that fails to file a proof of claim by January 15, 

2003, as required by the Court's order establishing the General Bar 
Date and the procedures outlined in this notice, shall be forever 
barred, estopped, and enjoined from asserti ng any General Claim. 
including any Asbestos-Related Property Damage Claim, against 
the Debtors; or voting upon, or receiving any distributions under 
any plan or plans of reorganization in these chapter 11 cases in 
respect of such General Claims. 

Fai lure to use the Asbestos-Related Property Damage Claim 
Form to assert an Asbestos-Related Property Damage Claim, or 
fa ilure to inc lude all of the information and documentation 
requi red by that proof of c laim form, may lead to such claim being 
barred even if it was fi led prior to January 15, 2003. 

You may wish to consult an attorney regarding this matter. 

For complete information, including all relevant forms, notices, and instructions, please consult: 

USG Claims Website 

www.usgclaims.com 
USG Claims Helpline 

1-866-233-9048 

Write to: USG Claims Processing Dept., Logan & Company, Inc., 546 Valley Rd., Upper Montclai r, NJ 07043 





Continued from page 72 

C&K Manufacturing and Sales Co., LLC features Moisture 
Magnet, a revolutionary, patented, five-layer water absorption 
system that draws in and holds mois
ture. The Moisture Magnet prevents 
dangerous puddles from fom1ing on 
floors in entranceways, hallways, etc. 
This, in turn, reduces liability and 
labor costs. The mat's durable 
material also resists mold, mildew 
and rot, and the accompanying odors , 
resulting in a fresher appearance and 
a longer wear life. To obtain more 
information , call C&K Manufactur
ing and Sales Co., LLC at 800-821-7795. 

Nature Vision, lnc. introduces its new Tool-Vu, a portable, 
self-contained video inspection system. Tool-Vu allows the 
completion of difficult jobs and tasks in tight-squeeze, hard
to-see, and low-light situations. Using Tool-Vu for 
construction, 
electrical, heating, 
plumbing, and many 
other service jobs 
saves time and sanity 
by solving the prob
lem of being unable to 
see in tight spaces and 
dark places. Tool-Vu 
can also provide the "eyes" and "neck" for more thorough 
pre-job inspection and closer scrutiny of completed work. 
See Nature Vision, lnc.'s full line of viewing systems at 
www.naturevisioninc.com. 

Hanovia presents its Glow-in-the-Dark Escape Route System. 
Needing no electrical connection or batteries to provide an 
instant guide for emergency evacuation in any building, the 
Hanovia Glow-in-the-Dark 
Escape Route System is 
activated by prior exposure 
to natural or artificial light. 
The system's vinyl tapes, 
signs, and paints begin to 
glow immediately when the 
lights go out, even in a 
smoke filled environment. The phoLOlumenscent materials 
glow for up to eight hours or more. To find out more, call 
Hanovia at 908-688-0050. 

Da-Lite Screen 

Company, lnc. has just 
announced the intro
duction of their newest 
addition to their 

Oravisual Lectern and 
Communication 
Cabinet Product line
The Providence. The 
Providence Series is a 
clean , modern design with one-quarter inch reveals that 
accent the basic lines of this beautiful new series. Available in 
both standard veneers and laminates, The Providence Series 
can also be designed with exotic veneers or custom-matched 
finishes and is available in four different sizes. Call Da-Lite 
Screen Company, lnc. to learn more 800-622-3737. 

Bird-X, lnc.'s 

GatorGuard is a life-sized 
floating replica of an alli
gator head designed to 
scare geese, ducks, fish
eating birds, and small 
animals from the water 
areas they love. Unlike 
stationary owls that are ineffective because of their lack of 
movement, GatorGuard moves with the water and the wind 
and bounces all around the pond. GatorGuard works with all 
wildlife, even those that have never seen an alligator. The 
pests recognize predator-like patterns and flee instinctively. 
To hear more details about Bird-X, lnc.'s GaLOrGuard, 
call 800-662-5021. 

RubbAir Door Division provides 
rugged impact traffic doors , combin
ing the ease of operation with 
security. The steel-faced, double-act
ing Steel-lite traffic doors are 
engineered to exp edite motorized 
and non-motorized material and 
personnel movement between areas 
in a facility while providing a high 
degree of security. The door's large vision panels are double
glazed, one-eight inch thick, and UL listed as burglary 
resistanl. The low maintenance and safe operation Doors are 
custom manufactured to precisely fit the specific door open
ing. For complete information, call RubbAir Door Division 
at 800-966-7822 . .i. 



APPA E en ts 

APPA Events 

For more infom,ation on APPA 
seminars and programs, 
visit our website's interactive 

calendar of events at www.appa.org. 

Jul 21-23-Editcational Facilities 
Leadersl1ip Forum. Phoenix, AZ. 

Sep 8-12-Institltte for Facilities 

Management. orfolk, VA. 

Jan 26-30, 2003-Institllte for 
Facilities Management. Ft. Worth, 
TX. 

APPA Regional Meetings 

Sep 15-17, 2002-RMA Regional 
Meeting. Banff, AB, Canada. 
Contact Steve Baldick, 403-220-
8151 or baldick@ucalgary.ca. 

Sep 28-Oct 3-ERAPPA Regional 
Meeting. St. John's, NF, Canada. 
Contact Cynthia Whelan, 
709-737-3491 or 
cwhelan@mun.ca or 
www.housing.mun.ca/conf/ 
erappa. 

Index of Advertisers 
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Adams Consulling Group .... . .... . ... 15 
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Culligan .................... . ... . .. 26 
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Dorlen ProduclS ................. ... 35 
DriTherm ............ . .. . . .... Cover 3 
Dufresne-Henry, Inc .................. 68 

Sep 28-Oct 1-PCAPPA Regional 
Meeting. Reno, Nevada. 
Contact Buzz elson, 
775-784-6514 or buzz_nelson@ 
vpaf.unr.edu. 

Sep 29-Oct 2-CAPPA Regional 
Meeting. Spearfish, SD. Contact 
Artjones, 605-642-6245 or 
artjones@bhsu.edu. 

Sep 29-Oct 2-MAPPA Regional 
Meeting. Ames, lA. Contact Chris 
Ahoy, 515-294-8079 or 
ckahoy@iastate.edu. 

Sep 29-Oct 2-AAPPA Regional 
Meeting. Brisbane, Queensland, 
Australia. Contact Brian Fenn, 
61-07-3864-3778 or 
b.fenn@qut.edu.au. 

Oct 12-15-SRAPPA Regional 
Meeting. Atlanta, GA. Contact 
Ri ta Tyler, 404-727-7487 or 
rtyler@f md .emory.edu. 

Other Events 

Jul 11-12-Physical Plant Crafts 
Association Conference. 
Los Angeles, CA. Contact 
Paul Herrera, 505-646-15998 or 

Eagle Technology .................... 20 
Environmental Strategies .... . ....... . 60 
Eurolex ........................... 28 
Facility Support Services .............. 34 
Ford Farewell MilJs & GaLSch ..... . .. . . 69 
Friedrich Air Conditioning Corp. . ...... 61 
G. Reale Enterprises Inc ............... 24 

Gale Associates ...... . .......... . .. . 38 
The Gordian Group ..... . ... .. . .. .. . . 17 
Indus Systems ... ..... . .... ....... . . 21 
Informed Software ..... . . . ......... . . 16 

Jani-King .......... . .... . ...... . ... 51 
Johnson Comrols ................... 67 
LB&A ............................. 53 
McCoun Manufacturing .............. 57 
Motion Control Engineering ....... . .. . 49 
Munters ....................... . ... 45 

pherrera@nmsu.edu or 
www.ppca.net. 

July 13-17-SCUP 37: Mision y 
Cambi/Mission and Change. 
San Diego, CA. Contact 
SCUP, 734-998-7932 or 
www.scup.org or www.scup.org/37. 

July 20-23-NACUBO 2002: 
Business Officers Without 
Borders. Vancouver, British 
Columbia, Canada. Contact 
National Association of College & 
University Business Officers, 
202-681-2500 or www.nacubo.org. 

Jul 20-23-IEHA's 38th Association 
Convention. Saint Paul, MN. 
Contact International Executive 
Housekeepers Association, 800-
200-6342 or 614-895-7166 or 
excel@ieha.org or www.ieha.org. 

Jul 29-Aug 1-2002 State Energy 
Program/Rebuild America 
National Conference. New 
Orleans, LA. Contact Rebuild 
America Program, 202-466-7868 
or www.pcgpr.com/sep
rba/home.html. 
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