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Global Partner in Learning 

From t.he Editor 

by Steve Glazner 

The APPA staff, Educational 
Programs Committee, and 
Welcome Committee are busi

ly preparing the final details for your 
attendance at the 2004 Educational 
Facilities Leadership Forum. Set for 
July 25-27 in beautiful and exciting 
Washington, D.C., the Forum prom
ises to challenge and stimulate 
everyone who cares about high-per
forming educational facilities. 

We urge you to register today if 
you have not already done so. The 
early-bird registration fee of $595 for 
APPA members ($795 for nonmem
bers) has been extended indefinitely, 
and it is a bargain. In addition to 
three keynote/general session speak
ers, numerous concurrent educalional 
sessions, a dynamic and cohesive Hall 
of Resources, and up-to-the-minute 
experience exchange sessions, your 
registration to Lhe Forum also 
includes the Welcome Party, three 
breakfasts, two lunches, the banquet, 
and much more. 

We are truly pleased to have the 
Capitol Steps as our banquet enter
tainment this year. This comedy 
troupe entertains with hilarious, on
target song parodies that skewer 
politics and politicians. And with the 
Forum overlapping with the Democ
ratic National ConvenLion this year, 
you can be sure that if it's in the news 
that week, we'll hear about it at the 
banquet. 

You may want to extend your stay 
in D.C. to enjoy the many sites, 
memorials, and museums that make 
Washington a grand city indeed. ln 
addition, you may want to arrange in 
advance visits to some of the many 
excellent colleges, universities, and 
schools in the immediate area, 
including: 

D.C. 
American University 
Catholic University of America 
Gallaudet University 
George Washington University 
Georgetown University 
Howard University 
Trinity College 
University of the District of 

Columbia 
Wesley Theological Seminary 

Northern Virginia 
Episcopal High School 
George Mason University 
Marymount University 
Northern Virginia Community 

College 
The Potomac School 

Suburban Maryland 
Montgomery College 
Prince George's Community College 
Towson University 
University of Maryland/College Park 

You can also drive a bit further to 
the University of Virginia in Char
lottesville; Old Dominion and 
Norfolk State universities in Norfolk; 
College of William and Mary in 
Williamsburg;Johns Hopkins and 
Loyola College in Baltimore; St. 

John's, Anne Arundel Community 
College, and the Naval Academy in 

Annapolis; and Hood College in 
Frederick, Maryland. Those are just a 
sampling of the excellent educational 
ins titutions that reside in the District, 
Maryland, and Virginia. We hope that 
you will find the time to visit one or 
more of them this summer. 

To register for the 2004 APPA 
Forum, please visit www.appa.org/ 
education. We look forward to seeing 
you in Washington, D.C. this 

July. ! 
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Election Results Are In! 
APPA's officers for 2004, with in

stallation taking place this July at the 
Forum, are: 

President-Elect 

Jack Colby, North Carolina State 
University 

Vice President for Educational 
Programs 
Sam Polk, Tennessee State 
University 

Vice President for Information 
and Research 
Mike Sofield, Smithsonian 
Institution 

The four Bylaws changes were 
passed and became effective immedi

ately. To read the complete text 

of the new Bylaws, please visit 
www.appa.org. Thanks to the Tally 

Committee for tabulating the resul ts: 
Chair Al Steams, member emeritus; 
Patrick Andriuk, Episcopal High 

School; and Al Guggolz, member 
emeritus. 

Put These Dates in Your 
PDAs 
June 20-24-Leadership Academy. 

Visit www.appa.org/education to 
register. 
July 25-27-Educational Facilities 

Leadership Forum. For registration 
information, visit www.appa.org/ 
education. 
September 12-16-Institute for 

Facilities Management; registration 
opens June 1, 2004. 
September 12-16-Supervisor's 
Toolkit: Nuts and Bolts of Facilities 

Supervision; registration opens 
June 1, 2004. 

Start Planning Now! 

A n historic event is happening 

July 8-11, 2006, in Honolulu, 
Hawaii. A fi rst of its kind joint confer

ence hosted by APPA, National 

Compiled by Betsy Colgan 

Association of College and University 
Business Officers (NACUBO), and 
Society for College and University 

Planning (SCUP). The benefits of a 

joint meeting include: 
• an opportunity for members to 

atlend one conference that meets 
all their needs 

• a single educational event for 
individuals who wear many hats 
on the job 

• the chance to access high-quality, 
joint educational programming 
addressing the top issues in higher 
education 

• the opportunity to build synergy 
and trust across the educational 
community 

• Registration and travel savings if 
you normally attend one or more 
of these annual conferences 

Clearly, this will be the most valu-
able networking event of 2006. Look 

for more information in future issues 
of this magazine. 

Are You Listed? 

Facilities professionals use hun
dreds of products and services 

each month-where do they find 
their suppliers? If they are a member 
of APPA, they can turn to APPA's 

Buyer's Guide. For this reason alone, 
it makes sense to list your company in 
this guide. As a Business Partner, you 
are eligible for one free listing; addi
tional lis tings may be added for 
$75 each. 1f you are not a Business 

Partner of APPA, visit www.appa.org/ 

membership/businesspartner.cfm for 
information on how to become one. 

AIA Announces 2004 
Winners! 

T he American Institute of Archi

tects announces the 2004 

Recipients of the AIA Education 

Honor Awards. The awards were 

presented to the recipients on March 
19 at the Association of Collegiate 

Schools of Architecture annual meet
ing in Miami. 

Selected as exceptional models 
of instructional and educational 

excellence in classroom, studio, com

munity-based service learning, or 
laboratory work were: 
• "Preservation Praxis ," taught at 

the New School of Architecture, 
Polytechnic University of Puerto 
Rico and at the University of 
Pennsylvania, Graduate Program 
in Historic Preservation 

• "Envisioning the Future of the 
South End Neighborhood," taught 
at the School of Architecture, 
University of lll inois at Urbana
Champaign 

For more information, contact 
AIA's public relations office at 

202-626-7462 or visit www.aia.org. 

Great Schools by Design 

A major initiative aimed at trans

forming the way America's 

public schools are planned and 
designed was announced in March 

by the American Arch itectural Foun
dation. Great Schools by Design 
was developed in response to the 

challenges communities face because 

of the deteriorating condition of the 
public schools and the need to build 
new schools. One-fifth of the U.S. 

population (55 million) spend their 

days in elementary and secondary 
school buildings, many of which are 
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in disrepai r. This initiative has two 

goals: 
• To be a resource to school 

and community leaders and to 
inform them about leading edge 
thinking in school design, and 

• To create a national forum for the 
major stakeholders in school 
design to think creatively about the 
larger issues a[ecting the design 
and construction o f schools. 

Forums wi th superintendents, 

teachers, and other stakeholders to 

d iscuss these issues will be held in 

late spring and summer. These forums 

will provide the background for a 

major national summ it on school 

design to be held in 2005. 
For more infonnation on this 

initiative, please visit 

www.archfoundation.org. 

Facilities Salaries Increase 

The International Facility Manage

ment Association (IFMA) has 

released a new salary report that 

shows an estimated 21 percent leap in 

compensation for facility management 

professionals in the last five years. 

Based on a survey of 4,700 IFMA 

members, the Profiles 2003 report 

shows the median base salary for 

facility pro fessionals has risen from 

$60,000 in a 1998 Profiles report to 

$72,500. The report showed that 

advanced degrees and the Certified 

Facility Manager designation have 

a significant impact on earning 

po tential. 

To obtain a copy of the Profiles 2003 
(I FMA Research Report #24), e-mail 

bookstore@ifma.org. 

Did You Know ... ? 
First campus building: Old College at 

Harvard University. Completed in 

1644 and used for 35 years; aban

do ned because of its poor design. 

Oldest academic stmcture: Sir Christo

pher Wren Building, College of 

William and Mary. Buil t in 1695 and 

ravaged by fire in 1705, 1859, and 

1862. 
Largest university by acreage: The 
Ohio Sta te Universi ty with 15,246 

acres as of September 2003. 
Largest university library: Widner 

Library, Harvard with 3.5 mi ll ion 

books. 

Tallest college building: Cathedral of 

Learning, University of Pittsburgh. 
Buil t in 1937, it is 535 feet high with 

42 stories and 2,529 ,vindows. 

Tallest bell tower: Sather Tower, Uni
versity of Cali fornia at Berkeley. Built 

in 1914, it is 307 feet high with 61 
bells, the lightest weighing 19 pounds 

and the heaviest 10,500 pounds. 

Largest campus stadium: Michigan 

Stadium, University of Michigan with 

a capacity of 107501. 
-Chronicle of Higher Education. i 
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Preside Corner 

A 
s I write this article, we are 

experiencing springtime in 
Alabama. This Lime of the 

year is when my son Hop and I begin 
LO gel exci ted about farming and fish

ing. I'm sure many of you remember 
the opening scenes from the Andy 

Griffith show where Opie and Andy 

are walking down the gravel road Lo 
go fishing. Well, if you hold on Lo that 
mental picture, you can have a bit of 

an idea about why we look forward to 
spring here in rural Alabama. The 

small town where I live would remind 
you of Andy Griffiths Mayberry in 

many ways. It is still small enough for 

everyone to know everyone else and 
small enough to know several genera

tions of everyones' family tree. 

Our small town has seen some 
positive changes such as a much im
proved fire department, more stores, 

and shops. You know, some 90 years 
ago, APPA started out as a small com

munity of faci lities professionals who 
banded together in order to find ways 
LO help each other in their jobs in 

higher education. Unlike our small 
Lown that has grown very little over 

the last 90 years , APPA has expanded 

its membership and geographical 
reach LO include facility officers and 

business partners from all parts of the 
United States and much of the world. 
This growth has occurred because 
APPA provides services to its member

ship that are seen as valuable, not 
only to the facilities professionals, but 
to our administrators as well. We are 
truly becoming more of a Global Part
ner in Learning. 

Brooks Baker is t1,e associate vice 
presid.entfor facilities at tl,e Uni
versity of Alabama at Bin11i11g l1am 
,md tlte 2003-04 APPA President. He 
can be reacl,ed at bbaker@fab.uab.edu. 

Catching the Big One 
by Brooks H. Baker ill 

Recently l was at a meeting where I 
met a newly appointed vice president 

of a major university. This vice presi
dent had called in a consultant to 

evaluate the physical p lant operations 
of his university. The consultant, of 
course, had a number of recommen

dations regarding the physical plant, 
one of which to my delight was to 
contact APPA for further resources in 

facilities management. 

As members of faci lities staffs, we 
are bombarded weekly with informa

tion from other facilities management 
organizations and are given opportu
nities to participate in a menagerie of 

events that reportedly are designed to 
help facil ities managers. Some of these 

events are sponsored by excellent 
organizations while others host meet
ings for purely financial reasons. One 
thing is certain, there is no other or

ganization or association with the 
mission of advancing the professional 
skills, expertise, and motivation of 
higher education facilities officers that 
can come close to matching what 

APPA can provide. With all of the of
ferings that are available, we need to 
select meetings and educational pro
grams that can help us not only to 

advance in our profession, but also to 
advance our profession as well . 

Remember that mental picture of 
Opie and Andy that you got at the 

beginning of the article? Well, one 
Saturday Hop and I got out the old 
nat-bottom boat and the 40-year-old 

outboard and headed for one of our 
farm ponds. Hop has big plans for 

"catching the big one," while he is 

taking a break from school for spring 
holidays. This is also a good time for 

us to go fishing for APPA. As mem
bers, we need to be making calls to 

those cohorts o f ours who are not 
members of APPA. We also need to 
recruit members for APPA from our 

own organizations who not only need 
the experience of professional devel
opment in APPA, but who also can be 

future leaders. Take time today to pick 
up the phone and make one call and 

try to "catch the big one." 
You may have some apprehension 

about talking to prospective members 
about becoming a member of APPA. 
They may have a question to which 

you may not know the answer. Also, 
s ince we are facilities folks and not 

sales people, closing the sale may be a 

bit o f a problem. Don't let any of that 
s top you from giving someone the 

opportunity to improve themselves 
through membership and participa

tion in APPA. I recently told a 

potential business partner about our 
association and he was quite interest
ed. I sent his mailing address LO 

Randel Edwards at randel@appa.org. 
Within a couple of days, a packet of 
information and an application for 
membership were in the mail to this 

individual. 
So, pick up the phone and call 

some potential members or tell your 
next vendor contact about the need to 

become a business partner of APPA. 
Remember, it will benefit not only our 
association; it will also benefit the 
new member. i. 
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Drawing a blank trying to answer these questio ns? You're not 

a lone. Facilities managers at colleges and universities everywhere 

face similar questions every day. Your success depends on informa

tion, so having the r ight information is indispensable. That's 

why the right facilities management software can make aU the 

difference. 

FacilityFocusT"' from MAXlMUS was specifically designed 

to address the u nique needs of higher education institutions. 

FacilityFocusT"' goes beyond trad itional CMMS and CAfM to 

offer a feature-rich facilities management software solution. 

1 mag i ne managin g your organ iza t ion's m ission -cri ti cal 

infrastructure assets - People, Facilities, Space, Equipment and 

Materials - with a single, fully integrated solution. 

Wh eth er using a workstatio n , an Interne t browser, or a 

wireless PDA, Facil ityFocusT" puts the power of information at your 

fingertips - anywhere and at any time - enabling you r organi

zation to realize substantial benefits, including: 

■ Lower facilities maintenance costs campus-wide 

■ Improved asset availability and reduced equipment downtime 
■ Lower expenditures fo r maintenance/repair/operations inventory 

■ Better spnce utilization and greater indirect cost recovery 

■ Lower utility costs through improved metering and tracking 

MAX I MUS FA C ILIT I ES MANAGEMENT SOFTWA R E SO L U TI O! 



Over 1,400 educational inst itutio ns througho ut North 

America rely on MAXIMUS solutions to improve operatio ns and 

strea mline business processes. Today, more Carnegie Research 

Universities rely on FacilityFocus"™ to manage their mission-critical 

infras tructure assets tha n a ny other facilities management 

software solution in the market. 

Call today to learn how Facili tyFocus,." can help your institu

tion maximize asset lifecycles, improve productivity, reduce 

operating expenses, and streamli ne maintenance operations. 

Contact a MAXIM US representative today at (800) 659-9001, or 

visit us on the Internet at: www.assetsolutions.maxi.mus.com. 

1 R H I GHER EDU C ATION 

I 

MAXIMUS 
HELPING GOVERNMENT SERVE THE PEOPLE" 



I n today's world of both local and 

global communities, collaboration 
has become an essential and 

strategically important ingredient for 
individual and organizational success. 
From my perspective, collaboration is 

key. So what is collaboration anyway? 
The simplest of definjtions states that 
collaboration is the act of performing 

work or labor together in the pursuit 
of a common good or collective end. 
At its very core, collaboration is not a 

singular effort but a cooperative 
venture. So collaboration is first and 

foremos t about relationships. 
Therefore, if we are going to build 
meaningful relationships both indi
vidually and organizationally, we 

must make a commitment to do so 
in meaningful ways. Making strong 
commitments to build lasting 

relationships takes several levels of 
focused effort to achieve substantial 

meaning and value. 

Making a Connection 
Choosing to get connected with 

and be an active part of an association 
is the first step toward becoming more 
closely related to its members and 

their collective purpose and values. 
When you choose to belong to an 
association through its membership, 

you have the opportunity to serve 
others by getting involved. At times, it 
is easier for us to si t in our o ffices, 

surf the Web, but not engage. Engage
ment takes time and effort. It is a give 
and take. However, the more you give, 
the more you get. It is exponential. 
Yet, you have to avail yourself of the 

La11der Medli11 is APPA's executive 
vice presidmt. She ca11 be reached at 
la11der@appa.org. 

Summary 

Collaboration is Key 
by E. Lander Medlin 

opportunities by attending education
al p rograms and participating in 
discussion groups (listservs, small 
local gatherings, etc.) to make 1.hose 

important connections. 
Interestingly enough, New York 

City is considered the loneliest city in 
this country even though it is the 

most populated. For many it feels big 
and impersonal and, therefore, hard to 
make personal connections. In order 

to make association experience more 
personal , members need to collect in 
small groups based on needs or de

grees of similarity to themselves and 
the organization they represent. For 

instance, doctors, lawyers, and judges 
alike belong to a community of pro
fessionals where they not only engage 
in social activities but learn from each 
other professionally. Where do you 
choose to belong? What community 
of professionals do you most identify 
with? How engaged are you with its 

members? Will you choose to engage 
in its important activities to further 
your growth and development? 

Organizationally, APPA has spent 
much time and effort connecting with 
o ther associations, organizations, and 
agencies in an effort to: provide depth 
and breadth to the facilities manage-

ment profession; improve the facilities 
management profession as an indus
try; maximize and further leverage our 

collective resources; and increase our 

understanding of the education 
arena. By combining our efforts and 

resources, we can achieve things col

lectively that we cannot accomplish 

individually. 

Leaming to Share 
Frankly, it is difficult, if not impossi

ble, to develop relationships without 
meeting together and sharing our ex

periences and perspectives. We learn 
more from one another than by our

selves. It is wise to learn from the 
experiences of other people, because 
you just do not have time to make all 
the mistakes yourself. lf everything 

you learn in life you have to learn per
sonally by trial and error, you are 
going to go through a lot of problems 
unnecessarily. More importantly, you 

do not have time to learn everything 
you need to know on your own. Con

versely, meeting regularly and sharing 

your experiences, successes, and fail
ures adds to the richness of your 
network immeasurably. The added 
benefit is that it is an excellent way to 
get to know one another better. The 
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weah.h gained for all concerned is, 

again, phenomenal. Think of the 
wealth of knowledge thaL exislS across 
our institutions and how much we 
could learn from each o ther if we 

would j usL avail ourselves or the 
opponuniLy. APPA'.s Effective & Inno
vative Practices awards is a Lerrific 
example or one way Lo share (and po

tentially benefit financially) your 
organization's best practices. We were 
not meant to face our problems alone. 

Let us be there to encourage one an
other. «When you share a joy, it is 
doubled; when you share a problem, it 
is CUL in hair. n 

Doing Your Part; Partners 
Working Together 

We each have gifLs and talenLs that, 
if given back in service to others , will 
help everyone grow and ensure the 
health and vitality of the profession 
and the association as well. For exam
ple, taking responsibility to serve on a 
Facilities Management Evaluation 
Program (FMEP) team, working on a 
research project through the Cemer 
for Facilities Research (CFaR), or 
joining a committee or task force in 
your interest area are just a few ways 
to give back to improve the facilities 
management profession and the edu
cation community. 

APPA'.s s trategic alliance partners 

are a good example of partners 
working together toward mutually 

beneficial goals for the advancement 
of the profession and higher educa
tion as an industry. I cannot think of 

a better example than the 2006 Joint 
APPA, NACUBO, SCUP annual meet
ing titled, "The Campus of the Future: 

A Meeting of the Minds," to illustrate 
muLUal benefit and collective gain. 

In addition, we are forging strong 
partnerships with our business 
partners to build higher levels of 
understanding and involvement with 
them and through them. Our newest 
designation, Strategic Business Part
ner, is the culmination of a significant 
investment of time and energy. ILs im
portance to all of us is priceless. 

Choosing to get connected 
with and be an active part 
of an association is the first 
step toward becoming 
more closely related to its 
members and their collec
tive purpose and values. 

Expressing Care and Concern 
for Others 

You see, life is not abouL all your 
accomplishmenLs. Ultimately these 
things are temporal. Life is really 
about relationships. They last forever. 
Are you genuinely interested in oth
ers--their growth, success, and 

friendship? Are you sincerely interest
ed in the betterment of the facilities 
management profession? What deci
sions are you making and what 
actions are you taking daily to build 
strong bonds-lasting, meaningful 
relationships-with your colleagues 
in the profession? How devoted are 
you to making our campuses a better 
place to work and live? This is a level 
of "kinship" that can only be forged 
over time through your words, your 
actions, and your active engagement. 

Remember, these places are not 
only where we work, but where we 
Live, and they have become a signifi
cant pan of our lives. There needs 
to be joy, happiness, reward, and 
satisfaction as a result. Some of the 
strongest bonds of friendship in my 
Life have come from this cadre of 
colleagues. My life would be impover
ished without them. 

It is my hope that as you become 
more aware of the importance of 

relationships, you will make the 
commitment Lo engage in and Lake 
advantage of the opportunities 
available through membership 
involvement and participation. You 
don't need impressive credentials; you 
don't need huge responsibilities and 
budgeLs; you don't have to come from 
a large research university; and you 
don't need a representative or sponsor. 
You just need an interest in and will
ingness to engage in the wealth of 

knowledge and opportunity available 
in this collaborative adventure we call 
APPA . .i 

Steps to Building Lasti·-·'ngr .. i 
Relationships .X <' 1 

. . . 

• Make the commitment to"" --~· 

connect with an association 
family-either IP.c.al,1,state, 
regional, natio~a~ 
or internatio~ 

• Share with:andilE;arn from 
others-yd~fcl~ learn from 

.:..-i,1i,··· 

an association family of 
any~•-

• Co_Qtrioute to the profes
~_ion-~veryone has 

1_something to give . 
. ··· ~--

->~: Sl1ow your colleagues how 
~;-.- 91uch your concern for them. 

Ask about color-coding for 
differentiating between jobs! 

'RC 
ERC WIPING PRODUCTS, INC. 

www.ercwlpe.e-0m 
800-225-9473 ■ fax 781-593-4020 
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Members · Matters 

How You Can Help Your Association 
by Robert]. Carter 

Ever wonder why you are an 

APPA member? No, this is not 
a trick question. You may be 

surprised to learn that there are some 

members who may not know the 
answer to that question. 

There are innumerable organ
izations in today's society that cons ist 

of individuals, companjes, business 

professionals, and other groups of 
like-mmded indjviduals. Why? Simply 

put, by pooling our knowledge, skills, 
and experience with other members of 

APPA we can significantly enhance 
our ability to carry out our job respon

sibi lities. Two old adages come to 
mind-two heads are better than one 
(a.k.a. teamwork) and don't re-invent 

the wheel. I like to think of APPA as a 
cooperative in which members pool 

their dues and level of participation 
to create an extensive knowledge 

base, educational programs, and man

agement tools that are second to 
none and tha t add value to your 

membership. 
One of the excellent tools that APPA 

has developed for the membership in

cludes the sta!Ting guidelines trilogy 
(Custodial Staffing Guidelines for Edu
cational Facilities, Maintenance Staffing 
Guidelines for Educational Facilities, 
and Operational Guidelines for Grounds 
Management). 1 have personally used 
these publications (at a fom1er univer

sity) to measure the present level 
of service provided and target an im
proved level of service. This resulted in 
a savings of millions of dollars in oper
ating funds for our faci lities operation 

Robert Carter is the exerutive 
director of physical resources at the 
University of Guelph, Guelpl,, 
Ontario, Canada, and APPA's 
Secretary-Treasurer. He can be 
readied at bcarter@pr.uoguelph.ca. 

over a four-year planning horizon. Do 
you think that being a member of 
APPA was good value for m y institu

tion and for me personally? Purely on 
a financial basis (and that is not the 

only way to measure it), the return on 
our investment as a member of APPA 

was astronomical. 

Other tools provided by APPA are 
its excellent educational programs 

such as the Institute for Facilities 

Management and the Leadership 
Academy. These programs are so well 

respected that several outside organi

zations in the facilities business want 

to participate. These programs are 
invaluable not only in the content 
they offer but in making contacts for 

future networking among your peers. 
These and other APPA programs 

and services would not be possible 
wi thout the fi nancial and human 

resources provided by our members. 
l t stands to reason then, that our 

strength as an organ ization stems 
from having a solid membership base 

that is committed to the goal of be
coming a Global Partner in Leaming 
for our profession and "supporting 

educational excellence with quali ty 
leadership and professional manage
ment through education, research, 

and recognition." In the past few 
years, we have seen a slight decline in 

our insti tutional membership. A con
tinuation of this trend would reduce 

our resources of people and fundi ng, 
both of which are needed to carry out 
our mission. 

What can be done to encourage 
members to remain members and to 
introduce nonmembers to the advan

tages of being an APPA member? First 
of all , I must put in a plug for the mo

tivated and enthusiastic APPA staff 
who have developed several member

ship recruitment programs including 

the Top Fifty, Community College, 
and Member-Get-a-Member 
campaigns. As members, we all be

lieve in APPA and would like to see 
membership and member involve

ment increase, but what commitment 
have you made to personally increase 

membership and your level of 
involvement? Take this brief quiz to 
determine what you can do to foster 

increased membership. Respond to 
each statement with "often," "some
times," or "rarely" to denote how 

frequently you practice the following: 
• I telephone prospective members 

who come to my attention and 
invite them to become involved 
in APPA. 

• I offer to share APPA publications 
such as Facilities Manager 
magazine with prospective 
members. 

• l make sure that new members 
receive thanks and recognition 
from our region. 

• I bring prospective members to 
chapter meetings. 

• I keep membership materials 
convenient and distribute them 
whenever the opportunity arises. 

• I educate prospective members 
about the benefits and services 
provided by APPA. 
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Member-Get-A-Member 
Campaign ~r.~ 

How to Participate? 
• Contact a colleague at a nonmember 

institution to share the benefits of APPA 
membership with them. Send them the 
new membership DVD. 

• Refer them to www.appa.org/ 
newmember where they can download 
the membership application. 

• Send the contact information to 
APPA Member Services (703-884-1446, 
randelOappa,org). We will send them 
1ft "QQll-tnl~ 

It stands to reason then, that our strength as an organization 
stems from having a solid membership base that is commit
ted to the goal of becoming a "global partner in learning for 
our profession" and "supporting educational excellence with 
quality leadership and professional management through 
education , research , and recognition. " 

• l offer ideas and advice on 
recruionent and retention to the 
APPA or Regional Membership 
Committee. 

• l offer my own informal orientation 
to the members that I recruit. 

• I introduce new members and 
prospective members at meetings. 

• I ma intain contact with new 
members. When I find a member 
who has leadership potential, I act 
as his or her mentor and encourage 
them to become personally 
involved in APPA leadership. 

• I ask the advice of new and 
prospective members on facilities 
issues. 

You have a choice. 

• I forward information on successful 
membership development activities 
of other organizations to my 
Regional Membership Commiuee 
or to the APPA Membership 
Committee. 

If you put just six of these activities 
into practice on a regular basis , you 

will be helping APPA remain the 
organization of choice for facilities 

professionals. 
This quiz is adapted from the 

website of Scouts Canada
www.scouts.ca. i 

Make your choice t he SE L-749M Motor Relay for complet e motor protect ion combined wit h innovative monitoring, 
report ing, met ering and control capabi lities to col lect vital i nfo rmat ion about your t hree-phase motor operation . 

• Protect and control al l types of th ree-phase moto rs, including two-speed and 
reduced-voltage start motors. 

• Eliminate false tri pping, especially dur ing cycl ic overload operat ions by using 
t he patented SEL therma l model. 

• Exclu sively from SEL - t rack motor performance during t he cr itical starting period 
with comp lete motor start reports an d 30-day average motor start trending reports. 

• Troubleshoot motor/ process problems using valuable, stored information about 
motors and processes from oscillographic event repo rts and sequent ial events records. 

• Quick and easy setup, data retrieval, and event ana lysis using t he included, 
Windows-based AcSELERATOR• SEL-5030 Sof tware. 

• SEL qualit y including 10-year warranty and operati ng temperatures of -40°( to +as•c. 

Contact Schweitzer Engineering Laboratories today and discover how the SEL-749M Motor Relay 
can help improve the reliability of motor operations at your facility. 

[SEL] SCHWEITZER ENGINEERING LABORATORIES, INC. 
MaldntJ Electric Power Safer, More Reliable, and More Economical'" 

For more information on SEL products and services visit our website at: www.selindustrial.com/inforequest.html 

Industr ial Solutions Group 
130 Seaboard Lane Suite A 7 • Franklin , TN 37067 

Phone: (615) 507-2184 • Fax: (615) 507·2188 
Website: www.selindustrial.com 

Headquarters 
2350 NE Hopkins Cour t • Pullman, WA 99163 

Phone: (509) 332-1890 • Fax: (509) 332-7990 
Website: www.selinc.com 
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Instructions: Please complete the form 
below. Check to be sure that you have 
indicated all optional items you would 
like to purchase. Remember that 
prepayment is required in U.S. funds 
before your registration can be pro
cessed. 

Fees: Your registration fee includes 
conference materials, the Welcome Party, 
breakfast from Sunday through Tuesday, 
lunch Sunday t hrough Tuesday, and the 

banquet dinner and entertainment on Tuesday evening. All 
other meals are at the attendee's expense. Registration does 
not include travel, accommodations, additional meals, or 
optional events. 

Costs Before May 31 
Members: $595 
Nonmembers: $695 
Spouse/Guest: $250 
Speakers: $350 
Students: $175 
Emeritus: $175 
Emeritus Spouse/ Guest: $175 

Personal Information 

After June 1 
$695 
$795 
$250 
$350 
$175 
$175 
$175 

First Name ________________ _ 
Badge Name ______ _ _________ _ 
Last Name ________________ _ 
Institution Name _____ _________ _ 
Title _____ _____________ _ 

Please check your Registration Code 
__ Member __ Nonmember __ Student 
_ _ Emeritus _ _ Speaker __ Press Pass 

Mailing Information 
Address _________________ _ 
Address _____ ____________ _ 
City ___ ______ State _ ___ Zip ___ _ 
Country _________________ _ 
Phone __________________ _ 

E-mail ______ _ __ Fax ________ _ 

Are you a New Attendee? _____ ___ ___ _ 

Spouse/Guest Information 
First Name _ _______________ _ 

Last Name. _____ ___________ _ 

NOTE: The registration fee for a 
spouse/guest ($250) includes all meals and 

the banquet. All tours are optional. 

Washington, D.C. 
July 25-27 

Register at 
www.appa.org/ education 

Tour Options 
Sunday, July 25 

-II■ -
U.S. Botanical Garden 
Old Town Trolly 

$10x __ = $ __ _ 
$25x __ = $ __ _ 

Monday, July 26 
Arlington National Cemetery and 

Old Town Alexandria $30x _ _ = $ __ _ 
National Monuments & National Museum 

of American History $20x ___ = $ __ _ 
Cathedrals of Washington $15x ___ = $ __ _ 
Evening at the Museum $55x = $ __ _ 

Tuesday, July 27 
Day at Mount Vernon $40x ___ = $ __ _ 
Nat ional Monuments & National Museum 

of American History $20x ___ = $ __ _ 
Hillwood Garden & 

Museum $15x = $ _ _ _ 
(For full details on the tour activities, 
please visit www.appa.org/ education.) 

Banquet $50x __ = $ __ _ 
(Non fully registered spouse/guest.) 

Banquet (Under 12) $25 x 

Payment Information 
Total Cost $ _______ _ 

Payment Method 
Check (Enclosed) # ______ _ 
PO # ______ _ 

Charge 
__ Visa 
__American Express 

__MasterCard 

Credit Card Number __________ _ 

Exp. Date ____ _________ _ 

Name on Card. ________ ____ _ 

Signature _____________ _ 

To register, fax this completed form to 
703-549-2772 or visit www.appa.org/ education. 

Questions? 
Contact Suzanne Healy, director of meetings, 
education, & exhibits, at 703-684-1446 ext. 233. 



Open Systems in the Contracting World 

by Ron Bernstein 

Open procurement 

Flexibility 

Future proofing 

Sustainable design 

T
hese are the most sought after benefits when facilities 

managers are investigating options for new projects. 
Out are the stand-alone, sole-sourced, locked-in sys

tems designs and in are the open systems, multi-vendor, fully 
integrated, and fair bid comracts of today. More consulting 

engineers are embracing this concept based upon the 
demands of the procurement offices. No more long-tenn 
service contacts by the sole-sourced vendor of the system. 
Facility managers just cannot afford this avenue any more. 

Each s tep along the way needs to be open bid-from the 
initial engineering effort to the initial system comract to the 
service contract. Multiple bidders are required in o rder to 

keep the costs in line. 
So, how are facility managers dealing with this process? 

For the most part, not very wel l. There are several key factors 
involved in o rchestrating a successful multi-phase, multi
building, and multi-bid campus project. In order to achieve 
these benefits, a master plan has to be identified for the cam
pus that includes the short-term and long-term design cri teria 
and procurement methods. The current method of contract
ing building projects has lo be adapted to the master plan of 
the campus. 

Ron Bernste in is 1l1e cl1a1111el manager-Americas at & l,elon 
Corporation, Encinitas, California. He can be reacl,ed at 
rberns te in@ed1elon.co111. Tl,is is l,is first article for 
Facilities Manager and is adapted from ltis fortltco111i11g 
presentation at the APPA Fornm in Wasl1ingto11, D.C. 

Let's look at the way buildings are bid and built now. Figure 

1 shows the typical contracting process. 
The owner decides to fund a project on the campus and 

hires a consulting engineer, architect, and general contractor. 
The architect designs the structure, the engineer designs the 
systems going into the structure, and the general contractor 

takes the responsibility of building the building. He hires the 
subcontractors: mechanical, electrical, plumbing, etc. These 
subcontractors provide the product, labor, and installation of 

the systems in the building according Lo the specifications 
provided by the consulting engineer. Very often the mechani

cal contractor hires a controls subcontractor to do the 
integration of the mechanical systems in the building. This 

controls contractor has the ultimate responsibility of how the 
systems in the building function and, although they are the 
lowest on the totem pole, often the controls contractor has 

the most to win or loose on the project. They get the hot and 
cold calls. They also take on the integration of the various 

pieces in the building, often di rectly interfacing with tl1e cam
pus Ethernet system and the campus 1T department. 

Since the mechanical contractor is primarily interested in 
the HVAC systems, his or her part of the contract focuses 

solely on this aspect of the facility. Rarely will you see a me
chanical contractor hiring a subcontractor LO integrate 
lighting, energy metering, or security systems into the build
ing automation system. This is primarily due to the method 
that the Construction Specification Institutes Master Spec 
( www.csi net.o rg) lays out the different divisions of labor. 

More recently the concept of a Division 17 design that cap
tures the integra tion of the various control systems has been 
promoted. But the contracting world has been reluctant to 

adopt this strategy due to the traditional contracting model. 
Organizations such as LonMark International have developed 
standard specifications to take advantage of open systems 
technologies and that can be used as a master guide for con
sulting engineers (www.lonmark.org). 
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Figure 1. Traditional Contractor World Today 
Single Building Project - Minimal System Integration 

The problem becomes that there is no one enti ty responsi
ble for integrating all the systems in the building, not to 
mention integration of a single building system into a campus 
or enterprise-wide control strategy. The door is opened for 
too much "finger pointing" when it comes to system 
commissioning. By adopting an open systems standard, the 
opportunity for finger pointing is dramatically reduced. 

The building contracting world lives in a relatively closed 
environment of single project scope and low bid. Without a 
master plan, the benefits of integration and open systems can
not be fully achieved. 

So how do we change the model? What are the objectives? 
Well, we want better integration; we want open procurement; 
and we want long-term sustainabili ty. This translates into: 
1. Cross discipline system integration-integrating HVAC, 

lighting, energy management, security, access, fire, life 
safety, etc. , into one common system architecture. 

2. Sustainable design-taking into account the campus/enter
prise backbone, long-term integration, maintenance, and 
operational service contracts. 

3. Common methods of communication and integration LO 

reduce maintenance staff training-using the existing 
campus Ethernet backbone. 

Figure 2 shows how this model changes as we have a dif
ferent view of the campus contract process. 

Enter the system integration (SI) contractor/consultant 
who is responsible for setting up the best practices, advising 
on the campus master plan, and making sure specifications 
are put in place and enforced to ensure the benefi ts are 

ln!Ega:es 
Prirraily 
HVAC 

achieved. Similar to the IT consultant who designs the cam
pus data network, backbone, and systems, the SI contractor 
focuses on the control systems, graphical user interfaces, and 
common databases for the subsystems, communications pro
tocols, and system architectures for all new projects. Very 
often the SI contractor consults directly with the campus IT 
group that deals with issues such as security, scalability, and 
energy management-ensuring that the objectives for all new 
building systems are met. 

The problem becomes that there is no one 
entity responsible for integrating all the 
systems in the building, not to mention 
integration of a single building system into 
a campus or enterprise-wide control 
strategy. 

As we expand the contracting process into more than a 
single building, we see in Figure 3 that tl1e SI contractor takes 
on a larger role-a coordination effort between multiple proj
ect designs, multiple consulting engineers, archi tects, and 
general contractors. 

In the IT world we would never think of putting in a sepa
rate network just for e-mail, another for accounting, or 
another for adminis tration. The costs would be prohibitive 
today, yet this is exactly how it was done a few decades ago. 
Today, the IT world has evolved where common backbone 
architectures dictate how the various subsystems will 
integrate, not the other way around. 
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Figure 2. The Changing Contractor World 
Typical System - Single Building - Enhanced System Integration 
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Open Systems Changes the Model - Multi -Premise 
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Start with a master plan and develop the best practices and objectives for both short-term and 
long-term integration; then develop the specification standards around this plan. 

In the automated building world, we must design a com

mon architecture for the subsystems and fo llow the lT model 
as much as possible. In order for that Lo happen, there needs 

to be a coordinated effort and standards developed for the 
campus 1ha1 are delivered to each design engineer. The SI 
contractor takes on this responsibi li ty and works directly 

with the owner to ensure the use of open systems, open 
procuremelll, and fair competit..ive bidding practices. The Sl 

contractor should also be responsible for the design and im

plementation of the graphical user illlerface of the system, 
ensuring a common look and feel for all of the various build

ings and systems. Web browser technology enables the SI 

contractor to accomplish this quite nicely with no one system 
being locked into a sole-sourced vendor's user interface. Stan

dard databases of devices. interfaces. routers. and controllers, 

etc., can be designed and include naming conventions , alarm-

ing standards, scheduling met.hods , and trend analyses. Once 
all the subsystems have a common backbone to communicate 
over and a standard set of design criteria established, achiev

ing the full campus integration objectives can more easily 
be met. 

So to recap. start with a master plan and develop the best 
practices and objectives for both short-term and long-term 

integration; then develop the specification standards around 
th is plan. When hi ring a consulti ng engineer, make sure they 

understand the objective and that they know how to design 
the controls s trategy to meet the plan. Use the services of a 
good system imegrator to help coordinate full campus inte

gration. Eventually you might find it more pract..ical to bring 
those functions in house much like many IT departments 
have done. i 

• Guaranteed Savings 

Programs 

• Utility Analysis 

• Energy Efficiency Upgrades 

TAC EnergySolutions 
Guaranteed Energy Savings 

• Improved Comfort through 

HVAC Upgrades 

• Deferred Maintenance 

Solutions 
uThe actual savings we realized during the construction 

period were greater than TAC had estimated. My impression 

is that this project has been approached as a team effort by 

my staff and their staff. The working relationships have 

been excellent " 
- Raymond E. M cFarlane 

Director, Physical Plant and Facilities Planning 
University of North Texas 

866-TAC-/NFO • www.tac.com 

• Increased Building Value 

through Building IT 

t.a.c 



Are You Experiencing 
the 

UPs 
& 

DOWNs 
of 

ELEVATOR MAINTENANCE? 
YOU CAN TURN THINGS AROUND 

@ Equipment Availability 

@ Quality of Maintenance 

@ Safety 

@ Performance 

@ Overall Costs 

@ Trouble Calls 

(i) User Complaints 

@ Pre-Maintenance Repairs 

GET INDEPENDENT ASSISTANCE 

B 
Lerch, Bates & Associates Inc. 

Elevator Consulting Group 
21 Offices in North America - Certified Inspectors 

For Information Call : (303) 795-7956 

E-mail : busdev@lerchbates.com 

Website: www.lerchbates.com 
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Maintaining Employee Health and Regulatory 
Compliance in Lean Times 

by Cl1ristopl1er K. Alioy mid David Ballard 

In t..he past few years , universi ties in the Midwest and 

elsewhere, have been under d ifficult budgetary financial 

situations due to revenue shortfall in their respective 

states. evertheless, the work of organizational excellence 
and operational excellence continues in the safety and well

being of its constituents. 
The impact of budgetary shortfall and lean times provides 

an opportunity for the Iowa State University staff to consider 

how the uses of quality tools can be applied to achieve suc
cess. Using some of the total quality management principles, 

behavior-based safety and information management can be inte
grated with proven strategies, such as the Occupational Safety 
Hazard Administration's components of an effective safety 

program, and the hazard control hierarchy to increase safety 
performance and lower costs. 

Existing Paradigms of Safety Management 
OSHA Paradigms 

OSHA was created over 30 years ago, long before the 

quality revolution, the inception of behavior-based safety, 
or current information management technologies. This was 

a time when laws mandating workplace safety were non
existent and accidents resulted in over 14,000 deaths. Since 

its conception in 1970, the Occupational Safety and Health 
Administration has emphasized a hazard control hierarchy 
(Figure 1) and maintained that an effective safety program 

must be based on: 
• Management leadership and employee participation, 
• Hazard identification and assessment, 

Chris Alioy is associate vice president for facilities at 
Iowa State University, Ames, Iowa; lie ca11 be reached at 
chalwy@iastate.edu. Dave Ballard is safety and training 

coordinator at Iowa State University, Ames, Iowa a nd can 
be reached at dballard@iastate.edu; tliis is l1is first article 

for Facilities Manager. Adapted from a forthcoming 
presentatio11 al. die APPA Forum in Washi11gto11 , D.C. 

Figure 1. Hazard Control Hierarcliy 

• Hazard prevention and control, and 
• Information and training. 

In effect, OSHA'.s strategy is to make the workplace safer by 
eliminating hazards. This strategy underlies all OSHA regula

tions and it has been effective in reducing workplace-related 
fa tal injuries to 5,524 in 2002. However, this is not the total 
solution, as it does no t address unsafe behavior, which is a 

contributing factor in over 90 percent of all workplace 
injuries. 

Behavior-Based Safety Paradigm 
The mid-1990's research by behavioral psychologist E. Scott 

Geller, in his book Psychology of Saf ety: How to Improve Behav
iors and Attitudes on tliej oh (1996), resulted in the concept 
of behavior-based safety. Th is over-simplification is based on 
the premise of identifying and modifying risk-taking 
behaviors to make employees work safer. The concept of 
behavior-based safety is less than ten years old, but in its 
various forms (e.g., DuPont Stop Program and Safety Perfor
mance Solutions, lnc.) it is showing positive results. 
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Figure 2. Systems Approacl1 to Safety 

Maintenance 
Environmental 
Controls 

TQM Paradigm 
Total quality management (TQM) has been around for 

many years. However, applying systems thinking and contin

uous process improvement LO occupational safety and health 
is a relatively new concept that has not been widely accepted 

and applied until recent years. 
The major benefit to applying TQM to safety is that work

place safety is viewed as a system, with inputs and outputs 

that are analyzed and continuously improved, rather than 
a descriptive program. Hazards are considered as system 
deficiencies that can be corrected using systematic problem 

solving. This strategy focuses on the identification and 
correction of root causes, rather than controlling separate 

hazards. When workplace safety is viewed as a systems 

approach, effectiveness is measured and expressed as safety 
performance (Figure 2). 

Knowledge Management Tedmology Paradigm 
Effective knowledge management is essential for ensuring a 

safe and healthy workplace compliant with applicable regula
tions. Simply put, knowledge management is the collection 
and dissemination of pertinent data, information, and knowl

edge in a timely fashion for the well-being of the entire 
organization. 

Knowledge management is finding the right information, 

at the right time, for the right process, problems, or issues. 
Consider that material safety data sheets (MSDS), accident 

investigations, employee training, personal exposure moniLOr
ing, and lockout/tagout procedures all involve knowledge 
management. Knowledge management is the glue that binds 

safety and health-related processes into a fully integrated sys
tem. In addition, information technology is the transmitter or 
the vehicle that deploys such information to members of our 
o rganization. 

We use knowledge management as one of the six criteria of 
a Bala nced Scorecard Plus to the four Balanced Scorecard cri
teria: financial , internal process, customer-focus, and learning 

Safety Performance 

and innovation, that were developed by Drs. Kaplan and Nor
ton in 1992. The fifth criterion that we use is information 

technology. Knowledge must be thought of as a refined form 
of information. Computers cannot create th e knowledge for 

us; human analysts are required. However, computers play a 
pivotal role by serving as the repository for data information 

and by providing tools to facilitate rapid analysis. 
Until relatively recently, knowledge management was the 

most time-consuming and least efficient process in managing 
workplace safety. The advent of knowledge management 

technology, such as e-documents, on-line training, and 
computer-based recordkeeping has made the collection and 

dissemination of safety and heallh-related information more 

effective and cost efficient. 

The Iowa State University FP&M Approach to 
Safety Management 

The facilities planning and management (FP&M) approach 

to managing workplace safety is not a new paradigm. lt is the 

integration of existing strategies with the additional goal of 
reducing OSHA recordable injuries and costs as related to 

labor rates. 

The need for a more effective and cost-efficient approach to 
managing workplace safety became apparent in 2002. In that 

year, FP&M suffered significant budget reversions and reduc
tions. It became apparent that the organization's approach to 

workplace safety that emphasized wriuen programs, training, 
and walk-through inspections conducted by employee safety 

committees, was ineffective in reducing OSHA recordable 
injuries. ln the same year, university risk management pro

jected that the university user contribution to Iowa worker's 

compensation self-insurance could increase as much as Sil 
million dollars if existing trends continued. 

Systematic Approacl1 
Once the problem was identified, FP&M partnered with 

the univers ity risk management and environmental health 
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Figure 3. Safety Managema ,t Advisory Group 
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and sarety deparonents (Figure 3). We applied systematic 
problem solving to identiry, analyze, and correct underlying 
causes of workplace injuries. The analysis included: 
• An audit of all reponed injuries to identi fy who was being 

injured, and how, why, and when injuries were occurring. 
• An examination of worker's compensation claims lo 

identify cost-reducing opponunities. 
• A review of programs, procedures, and records to identify 

opponunities for applying knowledge management 
technologies in an effon lo increase the efficiency of the 
collection and dissemination of safety-related information. 

Based on the analysis, FP&M designed a five-point action 
plan (listed below) to improve safety performance at a 

lower cost. 

1. Use a systematic si tuational strategy to mitigate unsafe 

condi tions and behaviors. 
2. Hold personnel accountable for compliance with 

established safety-related policies, procedures, and 

practices. 
3. Develop on-line safe ty-related training in conjunction with 

the FP&M Academy, which was in the early stages of 
design at that time. 

4. Place safety-related information on FP&M Web page. 
5. Establish a transitional employment plan. 

Systematic Proactive Sinmtio11al Strategy 
In order to focus the resources required to resolve identified 

problems, FP&M adopted a si tuational strategy. This was 
based on the principles of systematic problem solving to 
idemiry and correct the underlying causes of hazards and 
injuries-human, design, environmental, and procedural 
factors. This strategy has proven successful in reducing the 

number of sprain and strain injuries incurred by custodians 
and addressing employees with a long history of injury 

reporting. 
FP&M teamed with environmental health and safety and 

custodians were observed by an ergonomics specialist while 
performing routine tasks. The goal was to identify ways the 

Figure 4. Situntional-Specific Resource Toolbox 
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work could be performed with less potential for sprain and 

straining injuries. The resulting information was communi
cated to custodians. 

Approximately 47 percent of injuries reported al FP&M are 
from employees with a his tory of injury reporting. Some are 
recurrent injuries, but most are different types of injuries. To 
address this problem: 
• FP&M is providing counseling, in a caring and 

compassionate manner, Lo employees reporting multiple 
injuries. 

• University risk management has placed increased scrutiny 
on claims filed by employees with a long history of injury 
reporting. 

• Univers ity environmental health and safety is performing 
ergonomic assessments of employees reporting muscular
skeletal injuries. 

FP&M continues to use the hazard control hierarchy to 
mitigate physical, electrical , and chemical hazards wi th 

emphasis placed on identifying simple and cost-effective 
solutions (Figure 4) . 

The same problem-solving approach is applied to accident 
investigations. Beginning in 2003, all injuries are investigated 

by service unit managers. These then are reviewed by the safe
ty coordinator to ensure that human, design, environmental, 



Figure 5. 

Flnanclal 
Assistance 

Records 
Reports 

FP&M 
Academy 

Career 
Development 

Information 

Dellvery 
of 

T raining 

or procedural contributing factors have been identified and 
addressed. 

Personal Acco1mtabiliry 

In the past, FP&M relied on voluntary compliance with 

applicable sarety-related policies, procedures, and practices 
because it was doing "things right." This practice was shown 

to be ineITective by an analysis or injury occurrences, which 
showed that employee work practices were a contributing 
factor in over 90 percent or all injuries. As a result, FP&M has 
begun to enforce safety -related policies, procedures, and prac

tices through progressive discipline, even when the incident 
involves an injury. In other words, we moved away from 

doing "things right" to doing the "right things right." 

FP&M Academy 

In 2001, FP&M leadership identified a need to modernize 
training processes into a comprehens ive system to develop 
self-equity and organizational equity. In response to th is vi

sion, a nearly paperless computerized network of data and 
learning resources was developed by FP&M personnel and 
made accessible to employees in a user-friendly training 
system (Figure 5). 

Key features of the system are: 
• Personal training page 
• On-line training 
• Descriptions of all merit and professional positions 
• On-line requests for training and approval of requests by 

authorized personnel 
• Resource library 
• Tuition and development grant 

• General personnel policies 
• Resources for trainers 
• External training links 
• Automatic documentation of training 
• Individual, service unit, and organizational-wide training 

reports 

From the onset, eITecLive safety-related training was identi

fied as a requirement for selr-equity, organizational equity, and 
was incorporated into the FP&M Academy. Furthermore, as it 

was known that mandated training courses were increasing 
and as a result impacting employee downtime and labor rates, 

it was decided to develop objective based on-line safety-relat
ed training using the four-step instructional technique: 

motivation, presentation, application, and evaluation. 
The advantages LO on-line training are that it: 

• eliminates scheduling conflicts. 
• can be based on needs assessment for each position so 

employees are only required to complete courses dealing 
wi th the hazards for which they are exposed. 

• can be designed LO include organization-specific information. 
• requires less time and resources than lecture presentations. 
• is available on-demand and can be accomplished during 

periods or downtime. 

Figure 6. FP&M Web Page 
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Figure 7. Safety Courses Ccmpleted Per Year 
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Figure 8. Ccst of Safety-Related Training Downtime per Year 
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• accommodates compULerized documentation of testing and 
scoring. 
To date, FP&-M has developed 37 safety-related on-line 

courses from existing PowerPoint presentation and public 
domain programs available from the Federal Emergency 
Management Agency (FEMA), ational Fire Administration 
(NFA), Occupational Safety and Health Administration 

(OSHA), and National Oceanic and Atmospheric 
Administration (NOAA). 

On-line training has been well received by FP&-M employ
ees and their supervisors, and the instant availability of 
employee training records has facilitated more effective 
accident investigations. 

Figul'e 9 . OSHA Recordable Injuries per Year 
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Figure 10. All Reported Injuries 
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Health and Safety for Web Page for FP&M 
Employees 

Through a self-assessment, the FP&-M safety coordinator 
determined that to much time was being spent preparing, 

distributing, and revising safety-related information. This 
included written programs, hazard assessments, MSDS, lock
out/tagout procedures, and confined space entry permits. 
Working wi th FP&-M computer support services, the safety 
coordinator designed a user-friendly employee safety and 

health page to communicate required safety and health-related 
information. As a result, FP&-M has a paperless system that is 
accessible to all personnel. This system allows safety-related 

documents to be revised and ins tantly made available. Gone 
arc the days of printing revised pages and lists and inserting 
them into notebooks located in each service unit. As a result, 
the safety coordinator has more time to focus on actions hav-



ing a direct impact on employee safety and concerns. This 
also relieves the safety coordinator from the time-consum

ing effort of maintaining up-to-date safety-related 

documen ts for our s taff (Figure 6). 

Transitional Employment Plan 

In mid-2003, FP&M teamed ,vith university risk man
agement to pilot a transitional employment plan. The stated 

purpose of the plan was to help injured employees get back 
to work and off worker's compensation as soon as feasible 

by accommodating work restrictions established by the 
employees physician. Transitional employmenl plans are 

coordinated by the FP&M human resources professional. 

Nine employees have participated in the plan since July 2003. 
Although exact savings are not currently available, the tran

sitional employment plan has the potential 10 result in 

significant savings by reducing wages charged to worker's 
compensation. This would directly impact the universitys 

user contribution to the Iowa worker's compensation 
self-insurance. 

Results 

MORE THAN ENGINEERING 

Preliminary results of the initiative 

show a reduction in injuries and an in
crease in the number of safety courses 

completed with less down time. In the 
firs t year: 

The gears of change move us forward. 

Working together. 

Listening to you. 

Understanding your needs. 

Providing solutions. 

Building relationships. 

Creating the motion to 
turn your plans for today 

into a better tomorrow. 

EXPERIENCE TEAM STANLEY 

Stanley Consultants 1Nc. 
Allanl,yG<Oup'-11 ~-n"'""""""'s.r.a..--

Central Heating/Cooling • Steam/Chilled Water • Cogeneration 

Power Plants • Power Distribution • Power Transmission 

Master Planning • Communications Systems • Water/Wastewater 

Muscatine, Iowa 

563.264.6600 
www.stanleyconsultants.com 

• Total injuries decreased by 29 percent 
and OSHA-reportable injuries 
decreased by 28 percent. Custodian 
sprains and strains decreased by a 
remarkable 52 percent. 

• FP&M employees completed 1,735 
on-line safety courses at downtime 
cost of $4,332, a significant savings 
over attendance at lecture-delivered 
courses. In 2002, auendance to 947 
lecture delivery courses resulted in 
a downtime cost of $44,000 
(Figures 7-10). 

Conclusion 
In our current organiza tional envi

ronment of learning and teaching, we 

focus on specific as well as generic 
training along with development 
methodologies LO increase capabilities 

lof our staffs. Using appropriate learning 
and teaching tools, leveraging technolo
gy in lean times has enhanced the 

edi fication of all staff members through 
painless on-line training. There are 

now inherent built-in ski ll sets 
through development of self-equity 
that promulgates organization 
equity. Process improvements with 
quality initiatives theory and practices 

have reduced downtime, increased 
productivity, capabilities, and innate 

understanding of employee health and 
regulatory compliance in lean times. 
This bodes well for an organization as

piring to become the best, namely a 
world-class operation. i 
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We're helping 
school administrators 

save millions on custodial 
and maintenance expenses 

SDI gives you campus-wide control of your facilities maintenance. 

With control comes power. The power to cen tralize the management of aU MRO 

supplies. The power to boost staff productivity and eliminate excess invento ry. 

The power to reduce total costs. 

SDI is bringing the supply-chain integration solution proven to save milljo ns of 
dollars in the business world to academia. Our supply-chain solutions streamline 
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supplies to tracking inventory to generating detailed reports for informed decision
making. Al l in a single, sophisticated system accessible via the Web and convenient 
hand-held technology. 

It's the smartest way to take control o f your facilities operations - and save. 
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Information and Research Committee 
Shakes Things Up 

by Vickie Younger 

D
uring the time I have been associated with APPA'.s In

formation and Research Committee ( formerly called 

Information Services), I have witnessed changes in 

the commiuee name, charge, fo rms, processes, ideology, and 

even personnel. This article highlights the most dramatic and 

exciting change yet-the total revamping of APPA'.s data col

lection process! 

Our two most well-known survey instruments are CCAS 

and SAM, with the resulLs published in the biennial Compara
tive Costs and Staffing Report for Educational Facilities and the 
Strategic Assessment Model. Our earliest formal efforts al the 

CCAS survey occurred in 1965 with the "Uni t Cost and Wage 

Rate Report on Maintenance and O pera tion of Physical Plants 

of Universities and Colleges." (And you th ink our acronyms 

are bad now!) We have even found some 1928 APPA meeting 

proceedings that refer to the comparison of the cost of coal 

and the wages paid Lo the building watchmen. We have been 

interested in these figures for a Jo11g time. SAM is a relative 

newcomer, conceived in 1995 and firs t published in 1999, 

with the focus on measurement of organizational effectiveness 

th rough continuous improvement. 

Interest in the data and resulting co mparisons taken from 

both su rveys have continued to be s teady, but participatio n 

has been up and down, with overall lower numbers. As we 

look al statistics, we want stable, consistelll results in orde r Lo 

assure the membership that we are actua lly measuring what 

we say we a re and that the results can be relied upon as both 

"repeatable" and "cons is te nt." The more partic ipants who 

complete the surveys with accurate and complete informa

tion, the greater value to all. 

Vickie Younger is director of facilities resources at Kansas 
State University in Manliattan, Kansas and vice preside11t 
of APPA'.s Infonnation and Researcli Committee. She can 

be readied at ryounger@lmt.edu. Tliis article is a preview 
of a presentation scheduled at die APPA Forum in 

Washington D.C. 

To s trive for these resul ts, the Infonnation and Research 

Committee has gone through a series of modifications Lo the 

Comparative Costs and Staffing Survey (CCAS) and the 

Strategic Assessmelll Mod el (SAM). In both cases, we have 

worked to provide beuer definitions, refine the way questions 

are asked, and improve the formal and ease of completion. 

But, even with these modifications we didn't see significant 

increases in participation. So, we asked the question, "Why?" 

And, we found that confidentiali ty, understanding of the 

process, clarity of definitio ns , choice of surveys, time, and 

benefi t to the member to be among the barriers. 

With the above answers in mind, we decided Lo take a fresh 

look and re- th ink the whole process and then create a new 

approach that allows for: 
• more flexibility, 
• more ease and help with the completion process, 
• more automated calculations, 
• more focus on "what's in it for me," 
• more colla boration with o ther organizations , 
• more support for our new Center for Facilities Research, 

and 

• more outcomes that wi ll assist members in the ir work. 

As you might guess, we had to break away from tradition. 

Changing a few words or processes would no longer get us to 

where we needed Lo be. So we got a clean sheet of paper and 

asked ourselves, "What do we want to know?" and "How can 

we get this information?" 

We Have a New Product 
We think you will like it. The survey will be done annually. 

IL will be more clear. IL will be easier LO use. It can be divided 

among s taff members. lt wi ll have basic and previously pro

vided informatio n a lready input. It will be based upon 

coordinated, clear defi nitions of terms. IL will provide results 

LO you from CCAS, SAM , and other ongoing research efforts. 

It wi ll have a totally new formal. And, most importam, it will 

provide clear facilities peeforniatice indicators. 



As you might guess, we had to break away 
from tradition . Changing a few words or 
processes would no longer get us to where 
we needed to be. So we got a clean sheet of 
paper and asked ourselves, "What do we 
want to know?" and "How can we get this 
information?" 

Sessions and Workshops for: 
• Facilities Managers 
* CADD Technicians 
* Mapping Coordinators 
• GIS Administrators 
* Space Managers 
Ar. lT Support Staff 
• CAFM Administrator 

Modules 
EighL modules will be the base for the new daLa collection 

process. Each will have basic organizaLional information 

already entered (i.e., Fl CEID, Funding, Carnegie Classifica
tion , APPA region, Enrollment Range). Specific information 

on the person completing the survey element will be asked so 
that q uestions can be directed to thaL responsible person con

cerning any claLa points that fall outside expected ranges. 
Previously submitted information will show up in daLa fields 

to give a reference point. The participant may update or leave 
the informatio n showing as current. 

The eight modules are identified as: 
• General Data 
• Operating Cost Data 
• Strategic Financial DaLa 
• Process DaLa 
• Staffing DaLa 
• Customer Satisfaction 
• Innovatio n and Leaming 
• Process Level Self-Evaluations on 

Finance, Internal Business, 
Customer, Innovation and 
Learning 

The beauty of the new format is that it 

is easy to delegate by sections and does 
not require a commitment to provide all 

data. A participant is encouraged to 
complete as much of the information as 

they can. The more we have, the more 

we can feed back to the membership
therefore, the more valuable the results 

are. Another outstanding feature of this 
new formal is the 0exibili ty to acid infor

mation Lo any specific module or Lo acid 
new modules based upon our needs for 
research and to answer specific inquiries 

that APPA regularly receives from Lhe 
media and oLher university-affil iaLed 
organizations (i.e., NACUBO, CAUBO, 
SCUP, CUPA-HR). 

Samples o f Lhe new survey tool are 
clepicLed in Lhe figures on the facing 

page. There may be a little fine tuning 
before final publication on the Web, buL 
this w ill cenainly give you an idea of 
how the changes are being introduced. 

We are hoping thaL for the good of 
your deparunenL, your institution , and 
APPA thaL you will participate in this 

new survey. The information that will be 
coUecLed is necessary and useful for the 
decision makers at your institution and 
governing body. 
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The beauty of the new format is that it is 
easy to delegate by sections and does not 
require a commitment to provide all data. 

Why You Need This Data 
• If you don't know where you are going, any road will get 

you there. 
• Improvement or decline is only determined rela tive to a 

base line. 
• Data collection and presentation adds credibility to the 

member. 

You can see by the following comments that others are 
finding this information to be critical in their decision making 

and for presentations for support of their organizations 

• Data collection helps the facilities professional tell his 
story to campus decision makers. 

• Information helps to assess the o rganizations financial 
performance. 

efforts. • It's necessary to determine the readiness of employees to 
embrace the future. 

It's 
really 
not nis 
fault. \ 

Grout soaks up 
dirty mop water 
and all the germs 

and odors 
that go with it. 

Night after night after night. 

Our overnight tile and grout 
restoration process can eliminate 
this problem forever. 

BEFORE AFTER 

It eliminates odors, shields against germs 
and mildew, is eosy lo keep sparkling 
clean and will slay that way for years. 

Contact us today for either a free orHite demonstration or video. 

The Miracle Process '" 

T ILE & GR OUT RESTORA T ION 

www.saniglaze.com 
1.800.874.5554 

• Data collection helps to determine our 
ability to delight customers. 

How You Can Use the Data 
• I use these tools for self analysis; the 

more data the more valid. 
• I use the data to make my case for 

budget requests and to help depict 
what impact budget cuts might cause. 

• I use the data in conversations 
concerning reasonable expectations 
with senior administrators and the 
Board of Directors. 

• I use the data to see what would 
happen if our organization decides 
to shrink o r grow. 

• I have gone to speciJic publications that 
result from data collection to help with 
staffing for our grounds department 
as we anticipate increases in the 
landscaped area of our University. 
We were able to increase our FTEs by 
two s taff members and dedicate an 
addi tional $50,000. 

We will be offering a hands-on training 

session at the Educational Leadership 

Facilities Forum in Washington, D.C. in 
July to demonstrate this new survey tool 

and answer any questions that you may 
have on how to complete the information 
and how these tools might be of greatest 
value to you for planning and bench
marking. Please join th e Information and 
Research Committee on Tuesday,July 27, 
2004, from 9:00 a.m. to 10:15 a.m. for this 

session. IL will defi nitely be worth your 
time! i 
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by Theodore] . Weidner, Plt.D., P.E., ALA 

In the search for meLrics Lo compare campuses for opera

Lional efficiency, physical cond iLion, and other facLors of 
importance, chief financial and facility officers have devel

oped ratios based on the current replacement value (CRV) of 
the construcLed verlical (buildings) and horizontal (roads, 

util ilies, and grounds) infrastructure of a campus. CRV is an 

essenlial element o f Lhe facility condition index (FCI) , Lhe 
needs index ( 1),1 and other measures of insLitutional com
miLmenL to facilities.2 CRV is an element in annual reports 

describing campus assets and can also be used to predict costs 
of fuLure expansion of the campus for fund-raising efforts or 
for academic and financial planning. Getting the CRV wrong 

means LhaL Lhe FCI and other ratios will be wrong, plans will 
not be Lied well to budgets, and your credibility with faculty, 

Lrustees, or executives will drop. GeLting the CRY righL 
improves your chances to gel Lhe next new project or campus 

rehabiliLalion approved. 
Current replacement value is defined as "the actual cost 

of replacing the facililies ... noL the book value"1 and "the 
total expenditure in current dolla rs required to replace a facil
iLy ... [ to I meet current acceptable sLandards of constructio n 

Ted Weidner is president of Facility Asset Consulting, 
Amherst, Massaclmseu.s. He can be readied at 
ted@weid11erfac.co111. 

and comply with regulatory requirements.~' Despite thaL clari

ty, knowledgeable people provide varying responses often in 

connicL with the above definilions; the chief financial officer 

may provide a book value while the chief facilities officer may 

answer differenLl y. Defining CRV seems Lo have more LO do 

with whaL makes sense to the facilities and financLal officers, 

making Lhe campus more or less valuable depend ing on their 

interest or organizational needs. 

However, given Lhat the physical infrasLructure of a campus 
likely has greater rep lacement value than the endowment$ 

(which has fairly clear rules and definiLions for valuation), 

it seems irresponsible LO have a relaxed attitude about the 

definition of the cu rrent replacement value of campus 

facilities. Too often the impo nance of a consistenL CRY is 

diminished ; it changes every year because construction costs 

change. Consistency is importanl for benchmarking. This 
arlicle presents the rationale supporling a consistent defini

tio n of and methods to deterrnine an appropriate current 

replacement value. lL looks at sLandard real estate valuaLion 

techniques, national data sources, and common errors. Lastly, 
some practical Lechniques and examples are included. 

Consistency 
Both definitions of CRY provided above focus on replacing 

a faciliLy as currently used . A building constructed for 

$10O/gsf ( inflation adjusted) may be used in a way where it 

cannot be replaced for less than $2OO/gsf. The defini tions say 



Defining CRV seems to have more to do with what makes sense to the facilities and financial 
officers, making the campus more or less valuable depending on their interest or organizational 
needs. 

the faci lity is valued al $200/gsr; the cost to replace it. In 
another case, older buildings that have been grandfathered 
by the building code (they met the building code when con
structed but now don't meet the current code) can only be 

replaced if they meet the newer, more stringent code require
ments. Since they can't be replaced with a non-code 

compliant building, they should be valued as ir they were 
code compliant. Thus, a multi-story building without an ele

vator should be valued as ir it has one or more elevators 
(depending on the code or needs). However, a campus that 
has made the commiunent to increase faculty office sizes from 

100 sr to 150 sf should not increase the value of its faci lities 
for that reason.• These are examples where CFOs (bOLh Hnan
cial and facilities) may incorrectly estimate CRV This concept 

may be a big leap but it is important to accept. 
Knowing how the building is used and what it would cost 

to replace can be a mechanical exercise with varying levels or 

complexity and accuracy. Normalized values, cost per gross 
square foot, are used to faci litate the calculations. But how is 
the correct normalized value determined? 

Real Estate Appraisal 
Real estate appraisers use three methods Lo arrive at the 

value or a facility and/or the land it is situated on. These 
methods are called the income, comparable, and cost 

approaches. 
Most real estate is valued for commercial (and tax) purpos

es and therefore the value is panly based on the income it can 
derive. Because most universilies are nonproHt entities, an 

excuse can be made to avoid taking the Hrst approach 
(income method) to value campus faci lities. ( ote: The 

income approach may be considered, but it requires analysis 
of the income from instruction and research that are too con

troversial to be handled here. See articles by Jacquin7 and 
Winston.8) This discussion will ignore the income approach 

and focus on the comparable and cost methods. 
To determine the value or a campus building through the 

comparable method, one would identify similar facilities that 
have changed ownership recently. This is usually done by 

investigating real estate transactions in county offices or in 
business publications. Adjustments are made for diITerences 
in size, physical reatures, amenities, etc. , and a valuation is 

set. The three most important factors in the 
comparahle approach are "location, location, 

R ® 

location." This works two ways when valuing 

higher education facilities. 

Colleges and universities have a fundamental 

challenge in that they are usually tied Lo a given 
site o r campus. Your campus brochure probably 

mentions how the campus is located in the 
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beautfful town of X and emphasizes proximity 
to cultural and recreational activities; in large 
cities the emphasis may be on access to the 
campus for after-work degree programs and 

other continuing education opportunities. 

However, real estate transactions involving a 
building similar to a college building 

(classrooms, laboratories, etc.) are rare. More 
generic buildings may have comparable value 
when appropriate adjustments are made for 
renovation of the building to college purposes 
but such examples involve the cost method 
(which is explained below). Land transactions 
are more typical, but even here they may be 

driven by the college and result in distorted 
comparisons.9 

Having omitted the income and comparable 
approaches, the cost approach. becomes the 
remaining method of valuing higher education 
facil ities. This method focuses on the cost to 
construct the facility as the basis fo r valuation. 
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Appraisers utilize one of the major cost estimating books, 

Means10 or Whitestone," that provide examples and construc

tion costs per square foot or they may consult a building 
comractor. 

In the cost approach method, details about the building are 
needed, such as building area, general construction, use, and 

any important features. Square foot cost estimating methods 
approximate the value but are not robust enough to address 

either unique characteristics or customizations that a univer

sity may demand12 or to recognize the added cost for 

architecturally significant buildings that often find homes on 
college campuses; the Peter B. Lewis Building designed by 

Frank Gehry and located at Case Western Reserve Universi ty 
is a recent example. 

A modified cost approach is to inflate the original building 
cost by historic cost indices; however this alternative has 

flaws. There will be changes in construction techniques and 

bui.lding code requirements (discussed above). Building codes 

are updated on a three-year cycle and invariably incorporate 
new safety measures that add to the cost. Fire sprinklers in 

dormitories may have been optional ten years ago, no more. 
Twenty years ago, a building might have been constructed 

without any Internet infrastructure. Forty years ago the build

ing might not have included smoke or fire detectors, only pull 

stations. It might be argued that it is not appropriate to com
pare 40-year-old building requirements with current building 

requirements. But the counter-argument is that professors 
don't teach in buildings the way they did 40 years ago; they 

teach in a way that students will learn and become engaged 

today: 13 

The building valuation must respond to the changing needs 
for the activities housed within. Figure 1 shows how the 

lllinois Board of Higher Education has inflated college 

construction costs over 20 years as compared to other con

struction cost indexes; apparent college costs have increased 
by 1.3 percent over the cons truction indexes. Most members 

of the college community would be unwilling to work in a 
building that limited them to 40-year-old building technology 

and com fort. ln reality, facility officers are regularly incorpo
rating new building features. While President James A. 

Garfield once referred fondly to a well-known professor at 
Williams College as "The ideal college is Mark Hopkins on 

one end of a log and a student on the other."" Colleges don't 
look like that today even if the cl imate would al low it. Most 
colleges today are acting on the comments of Walter Broad

nax, president of Clark Atlanta University who said in a PBS 
interview "Our dormitories and our classrooms and our 

instruction has lsicl be to as good as anybody else's, because 
today's youngsters aren't going to accept anything but the 
best."'s 

Can a campus keep up with a reasonable estimate of its 
CRY when the bar is constantly being raised in terms of 
technical systems, educational methods, and student expecta

tions? Yes. It may require some effort but the tools and 

Figure 1 

Illinois Higher Ed Const. Costs vs. Other Historic Cost Indexes .... 
.... 
,.,. 

,.,. 
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information are available. Let's look at the minimum amount 

of information required and add complexity as appropriate. 

Square Foot Estimating 
First, know the size of the campus area in gross square feet 

of buildings. Use the Means or Whitestone square foot cost 

data to estimate the value of individual buildings or the entire 
campus using the general descriptions of buildings and cost 
ranges; the horizontal infrastructure (sidewalks, parking, and 

utili ty distribution) can be estimated at 25 percent of the 
building value (institutions wi th linle campus-owned infra

structure should reduce th.is number accordingly). Use the 

historic cost indexes to make short-term inflationary adjust
ments. Remember that while the historic cost indexes may 

cover 50 years or more, building designs have changed so 
much that pure inflationary adjustments are not appropriate. 
Campus records of recent new construction costs provide a 

better resource. 
Another approach used for public ins titutions in Illinois is 

to have data on net assignable building area (nasf) by 14 dif

ferent space types. Use the state-supplied construction costs 

for each space type; there may be some inaccuracies but the 
advantage is its consistency and state-wide application. 

Greater accuracy through the accumulation of building 

components, quantities, and corresponding installation costs 
do not add much value. lt would be better to maintain costs 
of campus construction projects and compare normalized 

data against the national databases to determine what your 
campus "quality factor" may be. Be sure to include architect 
and engineering fees and o ther related construction expendi
tures since these are part of any building project. 

Summary 
Detailed cost estimates, similar to what would be performed 

as part of a new construction project, may not be necessary to 

determine CRV Square-foot based cost estimates can provide 
reasonable accuracy as long as they focus on current replace
ment and not replacement of a facili ty that is no longer 

current. 
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Real estate a ppraisers use three metho ds to arrive at t he value of a facility a nd/ or t he land it is 
sit uated on. These methods are called t he income, com pa ra ble, a nd cost a pproaches. 

Example 1 
A typical campus building is used to illustrate how to 

determine the current replacement value of a single building 
or entire campus. 

An example building is a three-story, 113,000 gsf 
(57,684 nasf), classroom building constructed in 1959 for 
$2,916,000. 

Building cost by type comes from The Whitestone Build
ing Maintenance and Repair Cost Reference 2003 adjusted 
for Springfield, Illinois- College classroom $109.54/gsf. 

CRV = gsf x cost/gsf 
CRV = 113,000 x $109.54 
CRV = $12,378,020 (plus factor for horizontal 

infrastructure) 

A clear understanding of the composition of a generic 
classroom building is essential to make the appropriate 
adjustments for quality of materials and different 
components but this is a good start. 

Example2 

Just as the chief financial officer must know the value of 

the endowment, so too the chief facility officer must know 
the current replacement value of the campus along with other 
data that describe the campus condition. Consistent measure

ment of both the fi nancial endowment and physical 
infrastructure is essential to present the campus administra

tion as a responsible manager of all resources. Reasonably 
accurate representations of facili ty value are easy and can be 

done with data and materials that most facility officers have at 
hand. Consistent measures across institutions demonstrate to 

internal and external constituencies the cost of higher educa

tion and the corresponding value of the investment. i 

Footnotes 
l. Cain, David A. and Maggie Kinnaman, "The eeds Index: 

A New and Improved FCl", Facilities Manager, March/ 

April 2004. 
2. APPA: The Association of Higher Education Facilities 

Officers . The Strategic Assessment Model. Alexandria, 
Virginia: APPA 1999 & 200 1. 

The Illinois Board of Higher Education (IBHE) provides costs by net assignable square feet (nasf) for different use types of 

buildings (a grossing factor, gsf/nasf, is used to estimate gross area). The data for this building result in: 

nasf gsf/nasf Factors gsf Cost/gsf Total Cost 

Classrooms 26,046 1.5 39,069 $176.24 = $6,885,520 

Laboratories 3,016 1.67 5,036 $197.43 = 994,400 

Offices 28,185 1.7 47,914 $182.44 = 8,741 ,521 

General Spaces 437 1.9 830 $210.66 = 174,907 

$16,796,348 

ln the last example, if the IBHE costs are accurate for the campus, then the campus can also develop a quality factor to use against 
the costs shown in the Means or Whitestone publications. Comparing the two examples, the apparent quality factor is: 

Campus quality factor= $16,796,352/$12,378,020 = 1.36 

This factor can be applied to o ther campus facilities to adjust for differences. 
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In a profession as technical as facilities management all the 

hardware in the world can be a mighty force. Nonetheless, 
the software of management skill matters more than ever 

before. My observations about this are pretty s imple ... leaders 

have the biggest impact on any organization ... employees tend 
to take on the characteristics of their leader. The world of 
sports, campus administrations, and facilities organizations 

provides many examples of people who have rescued teams, 
turned organizations around, and raised their performance 10 

another level. They are able to do this because leaders set the 

tone of the workplace by putting a personal stamp on it. 
"Leadership means setting an example. When you find your

self in a position of leadership, people will follow your every 
move" (Maxwell 1998). People do follow the leader. In fact, 

employees ascend or tumble to the level of the leader. There
fore, it is important for leaders in facilities management to 
consider how their behavior, attitude, and level of job satisfac
tion impacts the work environment and the performance of 

the people in it, including themselves. 

Only within the past 70 years or so have 
people begun to be interested in the topic 
of job satisfaction and its impact on 
organizations. 

Because the leader of a facilities organization impacts every
thing and everybody in it, I was imerested in cons idering 

where we lead from ... what's our perspective, attitude, disposi
tion? It occurred to me that studying the relationship between 
organizational climate and job satisfaction for directo rs of 

physical plants would reveal important information. As part of 
my doctoral dissertation, a questionnaire measuring job satis
faction and organizational climate was electronically sent to 

directors of physical plants who were members of APPA as of 

July 2001. 

The research posed four questio11s: 
1. How do directors of physical plants perceive organizat ional 

climate at their respective institutions using a set of seven 
identified factors for climate? 

2. Using the same seven climate factors as an index, how 
satisfied are directors of physical plants with the 
organizational climate of their respective institutions? 

Fred Gratto is assistant director of pliysical plant at die 
University of Florida, Gainesville, Florida. He can be 
readied atfgratto@ujl.edu. Tliis article is adapted from 
die autlwr's doctoral dissertation, w 11ducted under tl1e 
auspices of APPA's Center for Facilities Researcli. 

CFaR Center for 
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3. How important are each of the eight identified job 
satisfaction variables to physical plant di rectors in the 
performance of their specific job responsibilities? 

4. For each of the eight job satis faction variables, is there a 
significant relationship between measures of job 
satisfaction and a set of seven measures of satisfaction 
with organizational climate, as reported by directors of 
physical plants? 

Seven factors about the organizational climate were 

addressed by the survey instrument. The intent was to see 

how they related to the eight job satisfaction variables. Defin

itions for the seven organizational climate factors are shown 
below. 
1. Internal Communication. The institution's formal and 

informal communication processes and styles. 
2. Organizational Structure. The administrative operation of 

the ins titution or its hierarchical lines of authority and 
requirements for operating within that hierarchy. 

3. Political Climate. The nature and complexity of the 
institution's internal poli tics or the degree to which an 
employee must operate wi thin a political framework in 
order to accomplish a task. 

4. Professional Development Opportunities. The 
opportunities for employees to pursue and participate in 

activities to enhance job performance. 
5. Evaluation. The institution's procedure for evaluation 

through positive feedback intended to provide 
professional growth for the employee. 

6. Promotion. The commitment of the institution to internal 
promotion and advancement with.in the organization. 

7. Regard for Personal Concern. The institution's sens itivity 
to and regard for the personal concerns and well-being of 
the employee. 

The eight job satisfaction variables used in this study were 
• participation in decision making, 
• autonomy, power, and control, 
• relationship with peers, 
• relationship wi th subordinates, 
• relationship wi th superior, 
• salary, 
• benefi ts, and 
• professional effectiveness. 

Leaders today understand that people are every organiza
tion's most important resource. However, this has not always 

been our perspective .. . where we have led from. Only within 
the past 70 years or so have people begun to be interested in 

the topic of job satis faction and its impact on organizations. 
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In the 1930s, when Elton Mayo and his associates observed 
experiments underway at the Western Electric Hawthorne 
plant near Chicago, job satisfaction became a popular topic 
for research because of the unanticipated findings of the 
study. The experiments were intended to determine the im
pact of illumination levels on worker productivity. The results 
were a surprise because they indicated there was no s igniJi
cant relationship between levels of illumination and the 
productivity of workers (Hersey & Blanchard 1996). This 
unexpected outcome caused the researchers to conclude that 
factors other than lighting levels must have affected worker 
productivity. They identified other variables that impacted 
productivity more than aspects of the physical environment. 
Two of these variables were the effect of infonnal work 
groups and the attitude of workers about the company. The 
researchers made two important conclusions. One was that 
human variability was a significant factor in determining 
worker productivity. The second one was that norn1S and 
expectations among workers had a greater impact on 
productivity than the work environment (Lucnburg & 
Orns tein ] 991). 

Prior to the Mayo studies, those who studied human 
relations considered motivation at work to be a rather 
straightforward matter. A person was either satisfied with his 

or her job or not satisfied. But the research of Argyris (1962) 
led to a more comprehensive way to consider job satisfaction. 
The s tudy set out to measure how well organizations worked 
with people rather than with things such as machinery. Stud
ies considered the human climate, which was comprised of 
variables such as mutual understanding, mutual trust, self
esteem, openness, and internal commitment. Argyris found 
many factors that infl uenced job satis faction. Some of these 
were adminis trative leadership, effectiveness of groups, formal 
organizational structure, and policies and practices. Interper
sonal relationships and management's understanding of the 
social needs of the workers were found to impact factors such 
as conformity, organizational structure, and job satisfaction. 

McMurray (1953) also considered the focus of organiza
tions on things rather than on people during a time when 
business and industry emphasized production, research, ac
counting, engineering, sales, and financial matters. Because of 

the emphasis on these things, management had little interest 
in human itarian considerations such as the needs of workers 

on the job. McMurray observed that while this focus resulted 
in a wonderful contribution to the national economy and 
tremendous improvement in the American standard of living, 
it came at a high cost to human well-being on the job. 
McMurray concluded that many of the frictions and conflicts 

that plagued organizations could be attrib
uted to the extent to which management 
was insensitive to the needs, problems, 
and anxieties of the people with whom 
they worked. 

Similarly, Golembiewski (1962) 
observed that the worker was a cog in the 
mechanical system of the organization and 
of interest only so far as he performed the 
expected functions. Whatever the individ
ual brought to the workplace other than 
ability to do the job was largely irrelevant. 
Man was regarded as merely a performer 
of a particular function rather than as a 
complex entity. Golembiewski concluded 
that a lack of intimate friendly coopera
tion and understanding about the worth 
of people in the workplace was a 
detriment to job satisfaction. His findings 
indicated that when organizations consid
ered the personal and social needs of 
people, they were more likely to have 
competent, committed, and fully function
ing individuals. ln contrast, Haire (1962) 
found that successful organizations creat
ed a structure and climate that focused on 
the strengths and interests of people and 
this enhanced productivity and satisfac
tion on the job. Similarly, the research 
fi ndings of Stogdill (l 965) indicated that 



The findings of this study have implications 
for leaders in any organization because 
work environments can be enhanced and 
job satisfaction enriched . 

successful organizaLions considered worker morale and job 
satisfaction outputs of the workplace just as important as pro
ductivi ty. 

Part of the changing character of American businesses was 
manifested in the climate of organizations. Steers and Porter 
(1975) studied climate and concluded that it could be consid
ered the personality of the organization. That is an interesting 
definition . Climate was revealed by feelings of people and the 
comments they made about the place where they worked. 
The study of job satisfaction and organizational cl imate 
revealed that organizaLions gradually changed their percep
tion and appreciation of workers. No longer were they 
considered mere cogs in the machinery of an organization. 
This perspective resulted in increased attention about how 
organizational climate and job satisfaction impacted institu
tional effectiveness. 

Findings of the Study 
Profile of the Director of Physical Plant 

For the purpose of th is study, the director of physical plant 
was defined as the chief facilities officer at an institution. The 

average director of physical plant was a white male. However, 
every eLhnic/gender combination was represented. The aver
age respondent had been in his or her present job for 5.21 
years. Most directors of physical plants (65%) served at public 

institutions. Almost half of the respondents ( 42.6%) worked 

at institULions that had 5,000-19,999 s tudents. 

Director of Physical Plant Perception of Organizational 

Climate 
Those who responded to the survey instrument revealed 

the presence of all o rganizational climate factors at their 

respective institution. These were internal communication, 
organizaLional structure, political climate, professional devel
opment opportunities, evaluation , promotion, and regard for 
personal concerns. Three of these factors-regard for personal 

concerns, professional development opportunities, and inter
nal communication-received the highest mean score ratings. 
These data indicated that directors of physical plants believed 
Lhey worked in environments where concern was shown for 
people, opportunities for fu rther training existed, and internal 
communication was effective. 

Director of Physical Plant Satisfacti011 witl1 Organizational 
Climate 

The three highest satis faction ratings regarding the organi
zational climate factors were regard for personal concerns, 
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professional development opportunities, and internal commu

nication. Over 80 percent of directors of physical plants were 

satisfied with their positions on campus and almost 75 per
cent were satisfied with the overall operation of their college. 

Physical plant director's satisfaction with regard for person
al concerns was consistent wi th their perceptions about il. 

The overall perception of and satisfaction with regard for 
personal concerns were both above 80 percent. Similarly, the 

perception about professional development opportunities and 

satisfaction with them were consistent with each other. Most 
of the respondents (84.5%) perceived that there were ample 

opportunities for further training at their institution and that 
81.8 percent were satisfied with these opportunities. 

The mean scores revealed that the lowest level of satisfac
tion was with political climate. The data revealed that about 

half of the respondenL'i ( 4 7 .6%) were satisfied with the 
political climate whi le 52.4 percent were moderately satisfied 

or unsatisfi ed with the political climate on campus. 

lmportat1ce of Job Satisfaction 
All eight job satisfaction variables used in this study were 

important to directors of physical plants. Most important to 
them was the relationship with subordinates, relationshjp 
with superiors, relationship with peers, professional effective

ness, and benefits. Salary; autonomy, power, and control; and 
decision-making were less important Lo the respondents. 

These find ings indicate that good relationshjps with others in 
work settings were most important to directors of physical 

plants. These findings supported the research of Jenkins 

(1999) and Medlin (1999) who stated that good relationships 

were the most important ingredient fo r success for managers 
of facil ities. The fact that autonomy, power, and contro l as 
well as decision makfag were less important to directors of 

physical plants pointed out the significance of collaboration 
in the process of successful leadership. 

The Relat'io11sl1ip between Measures of Orga11i.zatio11al 
Climate and Mea.~ure_~ of Job Satisfaction 

Internal communication was found to be significantly 

related to all eight job satisfaction variables. Organizational 
structure was found to be significantly related to decision 
making; autonomy, power, and control; relationship wi th 
peers; relationship with supervisors; and professional effec
tiveness. Political climate was negatively related to decision 
making; autonomy, power, and control; and relationship with 
supervisor. 

Professional development opportuni ties were found to be 
significantly related to decision making; autonomy, power, 
and control; relationships with peers; relationships wi th 

supervisors; salary; benefi ts; and professional effectiveness. 
Opportunities in an organization to learn more had a positive 

impact on directors of physical plants because it tended 
to increase decision making abil ities and to enhance relation
ships with supervisors. Moreover, professional development 

opportunities tended to have a positive impact on salary and 

benefi ts for directors of physical plants. These fi ndings rein

forced the studies of Galpin (1996) and Cain (2000), who 

asserted that learning on the job and further study were 
mutually beneficial to the organization and the employee. 

Evaluation was found to be significantly related to five of 

the job satisfaction variables: decision making; autonomy, 

power, and comrol; relationships with peers; relationships 

with supervisor; and professional effectiveness. These findings 

indicate that a fair and accurate evaluation process had a posi

tive impact on decision making, autonomy, and professional 

effectiveness for directors of physical plants. Furthermore, 

when directors of physical plants perceived that the evalua

tion process was fair and accurate, the relationship with 

supervisors was positively impacted as was professional 

effectiveness. 
Promotional opportunities were found to have a significant 

relationship with seven of the eight job satisfaction variables: 

autonomy, power, and control; relationships with peers; rela

tionships with subordinates; relationship with supervisor; 

salary, benefits; and professional effectiveness. These findings 

pointed out the positive consequences of developing relation
ships with others in the workplace and provide examples of 

what some of the benefi ts could be since promotional oppor

tunities were significantly related to salaries and benefits. 

Regard for personal concern was also found to be signifi

camly related to seven of the eight job satisfaction variables: 
decision making; autonomy, power, and control; relationships 

with peers; relationship with supervisor; salary, benefits; and 

professional effectiveness. These findings indicated that an 

organization that fos tered a high regard for the personal con

cerns of others had a positive impact on employees ... in this 

case, directors of physical plants. These findings supported 
the research of Capodagli and Jackson (1999) and Harris 

(1996) who provided their versions of the golden rule. 

Summary 
The findings of this study have implications for leaders 

in any organization because work environments can be en

hanced and job satisfaction enriched. In particular, these 
findings would be especially useful to administrators at insti

tutions of higher learning, including directors of physical 

plants. These and other leaders interested in providing a posi
tive organizational climate and helping people be satisfied on 

the job should recognize that it is important to consider the 

perspectives of those who do the work of the enterprise. For 
example, a demonstration of regard for the personal concerns 

of employees is necessary to have a successful caring organi
zation that treats people as the most important resource. 

Providing professional development opportunities is also 
an imponant and edifying component of organizational cli

mate s ince it contributes to job satisfaction and ultimately to 
organizational success. Clear lines of internal communication 

are critical and an essential component of a positive organiza-
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tional climate. They allow and help people to successfully 

interact so that the business of an organization can be effec

tively and efficiently accomplished. The perception that 

professional development opportunities exist is important to 
directors of physical plan ts. This feeling contributed to job 

satisfaction. A clear and fair process of evaluation was also 
important to these directors. Employees need to know o rgani

zational expectations and how well their performance is 
meeting these expectations. 

Lastly, organizational structu re is a major factor that 
impacts the success of people and ultimately the success of 
the organization itse lf. Just as the research of Kristof (1996) 

indicated , employees who have a comfortable fit within the 
organizational structure are more likely to be satis fied with it 

and more likely to be satisfied with their jobs. 
The magnitude of the role that directors of physical plants 

have in the higher education enterprise was made clear by 
Ernest Boyer in a 1998 Carnegie Commission report: "One 

canno t be a core of excellence in higher education if you do 
not demonstrate a commitment to facilities. It is time to rec
ognize that facilities provide the centerpiece around which all 

other functions in higher education take place" (Medlin 
2000) . Directors of physical plants have an important ro le in 
determining the quality of campus faci lities and, consequent

ly, the learning environment. Knowing more about the 
relationship between organizational cli-
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mate and job satisfaction among these 
campus leaders could enhance the level 

of job satisfaction for directors of physi

cal plants and positively impact thei r 

Sometimes our best work 
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by Richard W. Robben P.E. 

T raditionally the responsibility for ensuring quality has 
resided with the provider and was generally tracked 

and ensured through the use of inspection. Increased 
competition and greater demands by the end users of prod
ucts and services, has resulted in a rethinking how quality is 

measured and delivered to the cus tomer. 

Total Quality Management (TQM) and Process Re

engineering have served to focus auention on the methods or 
service delivery or the processes used as a way of building 
quality into the final product. Inspection s till plays a signifi

cant role in the total quality picture but is not the final 
measure. Below is a process that builds on customer expecta
tions and asks: 
1. What are the critical indicators that will define quality? 
2. What actions can be taken to ensure that critical quality 

indicators are met? 
3. How do you track aU the processes so that indicators are 

main tained and reported back to stakeholders? 

Determination of Quality/ Performance Measures 
Most facility departments in the United States do not meas

ure the performance of their operations. Reliance on "rules of 
thumbs, subjective evaluations, or war stories" are not typical 

techniques for reporting on the quality of delivered service. 
Instead measures used should be based on several importam 
considerations: 

Rid1 Robben is die director of plant operations at the 
University of Michiga11, Ann Arbor; Michigan. He can be 
reached at rrobben@bfumich.edu. This is his first article 
for Facilities Manager. 

I. Customer Input 
The most imponam requirement for the developmem of 
quality measures is a determination or factors that are 
critical to the customers and occupants of the facilities. To 
meet the customer's perception of quality, their input is 
necessary. Typical concerns or the customer that generally 
shape their opinions on the level of quality surround 
timeliness, cost, high standards of workmanship, worker 
courtesy, communication or issues and status, and the 
cus tomer's level or contro l over the process. 

Developing Customer Expectations 
Measuring customer expectations and then alignin g those 

expectations with the delivery mechanisms is the whole issue. 
It is impossible, however, to measure, record, and report qual

ity without a definition or what consti tutes quality. Several 
simple methods can be utilized to gain this valuable 
information. 

A routine meeting that we call a customer focus group has 
served successfully for this purpose. The basic fomun of the 
meeting depends on where in the process or quality defini tion 
the facility organization is positioned. By working directly 

with the customer and reviewing their needs, topic-by-topic, 
the facility manager can achieve three objectives: 
a. The customers' expectations for the space can be 

developed in tangible tenns of cleanliness, temperatures, 
pressures, available times for service, acceptable 
deviations, lighting levels, etc. Vague or subjective 
language can be avoided in favor or tangible or 
quantitative terms. 

b. By being presen t during the development of the 
ell.'Pectations, the facility manager can interject information 
concerning the capabilities of the systems or the 
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workforce, budget restrictions, regulatory issues, etc. 
Major discrepancies between expectations and capabilities 
can be identified at the oul5el or the process and resolved. 

c. The customers' desired level of involvement can be 
determined. Does the end user wish to receive per
formance reporl5, cost information, or be involved with 
the prioriti.zation or work requests? 

This meeting also provides an excellent medium for the 
maintenance or positive customer relations and continuing 
customer education. 

Another method of obtaining customer input to the quality 
definition involves the use of questionnaires and survey in
struments. Some considerations covered in the survey 
instrument include the following statements. 
a. It must be targeted al the correct individuals within the 

customer group. The danger here is that the survey may 
be filled out by an assistant or individual other then the 
person who will be ultimately judging acceptable 
performance. 

b. If the survey is intended to be a snapshot of a particular 
issue, then the instrument should be short and to the 
point and the questions should be worded so that the 
responses can be reported back to all stakeholders as a 
measure or service quality. 

c. Another concern is that the same customers often keep 
receiving the surveys and can become inundated and, as a 
result, may not complete the surveys or may dilute the 
response quality. An alternative to the written feedback 
survey instrument could be a brief telephone survey. 

2. Methods of Collectillg Data 
Unless there is a relatively simple method for collecting 
and reporting data, any system used will be difficult to 
monitor and may fall into disuse or data contamination. 
Computeri.zed maintenance management systems (CMMS) 
can quickly and easily be configured to provide reporl5 
that can track the planned performance requirements. It is 
critical, however, that the methods or inputting the 
required work history are simple and in agreement with 
the types of infonnation that need to be collected to 
support the quality measures. 
Choosing elevators as an example, the mean time between 

elevator failures cannot be reported if the time and date of 
failure and the return to service are not recorded. Often work 
order creation and closeout dates are generated automatically 
by an CMMS. Clearly, this would not satisfy the data need if 
mean time in hours was a critical quality indicator. Therefore, 
when developing quality indicators, "reality checks" should 
be made during the process to guarantee the feasibility or 
tracking and reporting of the quality factors. 

3. Staltdards 
Relying solely on the customer's expectation is an excellent 
way to abrogate the facilities managers' fiduciary 
responsibility for the stewardship or facilities. We as 
facility managers have access to a wealth of information 

from a variety of sources to assist us in determining 
the correct methods or maintenance, operation, and 
construction. Some or these sources are can include the 
following. 

Trade Organizations 
As members of trades organi.zations, we receive information 

covering every conceivable facility topic. Information on orga
ni.zational structure, staffing, and processes for every aspect of 

facilities management can be obtained. Some organizations of 
note are: 
• APPA-Association of Higher Education Facilities Officers 
• IFMA-International Facility Management Association 
• BOMA-Building Owners and Managers Association 

There are many more. 

Benchmarking 
As with the trade organizations, information can be gained 

from interchanging information with those organi.zations that 

are viewed as peers or companies that perform some aspect or 
the facilities responsibilities particularly well. Ideas can be 
gained from other organizations complete with all the details 
of how to execute them. 

Manufacturers 

Manufacturers and their related associations also provide 
information on the details of maintaining equipment and 
s tructures, good design practices, acceptable maintenance in

tervals, methods and practices for improving service, and 
controlling maintenance costs. 

4. Expertise of the Workforce 
Quali ty service delivery begins with the worker and lies in 
the knowledge level of the workforce. Knowledge level 
goes beyond the s ingle aspect of technical expertise. 
Technical knowledge or the job is important, but so is 
expertise in the processes of delivering service. Training is 
the key to a capable workforce that is customer oriented. 
Programs for the enhancement of worker skills should 
cover: customer service, effective communication, work 
procedures (non-technical), safety, and technical 
maintenance skills and procedures. 

Training 
Training should be conducted on items directly bearing to 

the performance of work and tracked to ensure it is properly 

conducted. Training should also be reinforced on the job 
through quick application of what is learned. 

This process should detem1ine the required aspects of 

training or what the needs are. Determining needs is twofold: 
first, to ascertain at a high level what types of training are 
required to support the service delivery mission, and second, 
working al the lower levels in the structure using work teams 
of individuals involved in the process to fill in certain detailed 



training activities as required. Typically the following types of 
training will be in the program: 
a. Process-The procedures of administering the work 

process. 
b. Safety and Regulatory-Leaming the regulations to ensure 

code compliance. 
c. Technical-That which is necessary to maintain the 

technical skills of the employee. 
d. Personal Development-Content is determined by the 

values of the organization, 7-Habits, advancement, etc. 
The information/criteria collection process described above 

is the most difficult aspect of measuring quality. It is critical at 
this stage to use an iterative process of identifying quality cri

teria and then checking: 
a. The stakeholder agreement with the selected criteria. 
b. The ability to track the selected quality indicators. 

If either of these parameters is not present, revisit the 
selected indicators, the stakeholder's opinions, and the meth
ods of collecting the data. 

The Administration of the Process 
How well the quality measurement process can be sus

tained is directly related to the effort made to correlate the 
desired quality measures against the means of tracking the 
raw data. CMMS are typically the cornerstone for tracking 
and reporting the raw data. It is critical, however, that the 

raw data is collected and input into the database. Several 
considerations bear attention by the facility manager in ad
ministering th is part of the process. 

Access to Results Data 
The information gained serves no value if ii is distributed 

on a limited basis to the organization. It is important that 
access to CMMS terminals or distribution reports are provid
ed to all stakeholders. If workers and management are to act 
on the data, then it must be readily available. Also, the back
up information must be easy to analyze and utilize for quality 
improvement. 

Worker Involvement in the Data Collection and Input 
Recording of input data should be as close as possible to 

the services delivery point. Electronic methods such as bar 
coding and PDA'.s can be used in many maintenance applica
tions. Time recorded on the ticket, feedback in form of 

repair, and problem codes can be easily entered as text 
comments. 

Quality of Input Data 
The accuracy of the information being entered into the 

quality database must be high. Data bits should be kept as 
s imple as possible. Code data can be used to replace text. For 

example, the use of repair and problem 

Software for the INFORMED Professional 
codes is necessary to avoid the use of 
text entry that can be misinterpreted or 
difficu lt to analyze. The input process 
needs to be closely monitored and the 
personnel responsible for input of data 
must be kept aware of the procedures 

Our Cleaning Management Software calculates custodial staffing needs using 
nationally recognized models such as APPA's Custodial Staffing Guidelines1 

and !SSA's 358 Cleaning Times2
• It's packed with tools that help you under

stand and manage every aspect of your cleaning operation. 

Pocket PC based inspection software is included as an integrated part of the 
package to help you manage and achieve whatever cleanliness level you staff 
for. We believe the integrated chemical usage calculation engine is the best in 
the business and our equipment library tools help you optimize your opera
tions within budget constraints. 

After eleven years on the market , the software is in use everywhere from 
small K-12 schools to the largest universities in the nation. 
We can help you benefit from the software quickly, through 
training, data migration , and space inventory collection. 

Visit our website to learn about our software and obtain a 
no-charge copy for evaluation. If you have never experi
enced the power of an easy-to-use, m odern workloading 
package, you owe it to yourself to look at CMS 2004. In a 
matter of hours you can see where your budget is going and 
how to significantly improve your cleaning operation. 

'Software developed in consultation with Jack Dudley, P.E., Editor and Co-Author of the rltSt Edition of the 
Custodial Staffing Guidelines and Co-Author of the Second Edition. Mention of APPA does not imply endorse
ment of the product. 
2I SSACJ . T . db flSSA 1· In ood IL 

INFOR1\1ED LLC www.contractron.com 
Telephone: S-4S . .5-4S.h,3h E-m,1il: l-:,1rrhm.irk~1\m.net 

and the need for accuracy. 

Time Lags in Data Input 
Delays in entering data in the CMMS 

can cause reporting problems. For ex
ample, materials may he assigned to 
work orders at a time point in the work 
order process that is different from the 
other data. These time lags must be con
sidered in the reporting process to make 
sure information is complete before it is 
reported as final. 

Level of Effort to Enter Data 
Depending on the application of the 

data, every effort should be made to 
make data entry as simple as possible. 
It should be an integral part of the work 
process. Training is key in this area. If 
those responsible for the development 
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and entry of results data view the data collection as problem

atic, it will not occur as anticipated. 

What to Track 
The indicators below are typical, but not all exclusive of the 

types of customer-focused measures that will develop as a 
result of the process. Three categories related to time, value, 
and cost are presented. 

Time 
Timeliness of delivered services is a critical evaluator of 

service level by the customer. The following may provide as
sistance in making suggestions to stakeholders in order to 
track quality associated with time. 
• Response Time. The time that it takes to respond to 

customer requests for service can be tracked as an 
indicator of the ability of the organization to provide 
prompt service delivery. Some examples could be first 
response, time to completion, or time to invoice. 

• Scheduled v Actual. "On-time performance" compares 
when a service item is scheduled v when the service is 
actually provided. 

• Preventive Maintenance Completion Rate. This meas
ures the compliance by the service provider in completing 
predetermined work tasks. 

• Work Status. Knowing what is going on and commu
nicating it to the customer creates a 
strong customer provider 
relationship. 

Value 

Underlying this element is the basic 
assumption that by meeting the 
customers expectations, you are 90 per
cent of the way to providing quality 
service. The following indicators are 
suggestions of how well the organiza
tion plans and executes the service. 
• Rework. Tracking the number of 

times that services have to be 
re-performed because of mistakes, 
poor workmanship, improper 
definition of scope, or inadequate 
communication are excellent 
measurement indicators. 

• Change Order Rate. The number of 
change orders that are required 
during a project or on a work 
request are indicators of the quality 
of the original scoping documents 
and/or description of the service 
required. This factor is also an 
indicator of how well original 
estimates are met. 

• Breakdown Rate. This measure 
provides an indicator of the effec
tiveness of the maintenance 

program. For example, as preventive maintenance 
effectiveness increases, the number of corresponding 
breakdowns should decrease. 

• Training level. Track and report the training level of the 
organization by comparing the items identified in the 
needs analysis v the amount of training actually 
conducted . 

• Deferred Maintenance. Assess the condition of the 
facilities at regular intervals and report the level of 
required work needed to bring the facilities back into a 
new condition. 

• Customer satisfaction. Direct customer surveys can 
provide a clear and direct indicator of an organization's 
ability to meet customer expectations. Formulation of the 
survey questions using customer input is critical. 

Cost 
Far too often this indicator is taken out of the context of 

quality indicators and made to stand on its own. Taken by 
itself, cost can be the nemesis of quality. If cost is to be an in
dicator then expectations must be aligned with what can be 
achieved at the target cost level. Some indicators of cost are: 

• Estimated v Actual Cost-The ratio of a pre-estimated 
cost divided by the actual cost to perform a specific 
service. This can include Labor materials, subcontracted 
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services, or any comhination thereof. This indicator can 
be applied to single work orders, projects, or service 
contracts. 

• Charge or Recharge Rate-The cost of the workforce on 
a unit basis that can be compared to similar rates of other 
organizations or contractors. One labor/hour of work with 
benefi ts, overheads, and profits (if applicable) can be 
tracked and reported to stakeholders. These can give an 
indication of the value of the internal company facility 
organizations' use of outside contractors. 

How to Report Back to the Stakeholders 
lnfonnation on the performance of the service organization 

is of no value if only higher levels of management retain it. 
Quality indicators should be shared with all stakeholders. 
Therefore, the fi rst rule of using, recording, and reporting 
quality is to distribute the information widely. 

Management should review quality information regularly 
with customers and workers. Some of the same methods that 
were used to develop the quality parameters can be used for 
discussion of the resultant performance measures. Specifically, 
the customer focus group or a routine quality meeting should 

be a recurring event to serve this pur
pose as well. This meeting w ill provide a 
critical in terface to ensure tha1 all parties 

Unify. Monitor. Manage. 
are interpreting the data in a similar 
fashion. It provides a forum in which 
deviations can be discussed, remedies 
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determined, and expectations 
reconfirmed. It will also address several 
cri tical factors associated with the deter
mination of quali ty that should be 
reviewed al the performance meeting 
including: 
• Customer satisfaction with the 

process 
• Work plan adherence---service 

contract 
• Routine reporting of indicators 
• Cost comparisons-value 
• CMMS utilization-presentation and 

collection of data 

Since not all customers will wish to 
meet routinely with the service provider, 
it is important that reports generated 
serve as a good substitute for these 
meetings. 

The process of ensuring quality 
requires the attention of the facility 
manager. Systems can be established 
that will ease the amount of time that 
needs to be commiued to the collection 
of data, but a strong commitment of 
time and resources must be made by the 
manager to keep the quality topic at the 
forefront of the organization. Training, 
review of the data collected, acting on 
that information, and openly communi
cating the information to the customer 
and all levels of the organization are the 
foundations of operating in a quality 
environment. .i 
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otes 

My Final Challenge to Leaders 

For the effective leade,; change Ls a 
friend, a companion, a powe,ful tool, 
the basis of growth. Creating positive 
change is what leadership is all about. 

-Stephen R. Covey and 
A. Roger Merrill in 
The Nature of Leadership 

T
his will be my last column for 
Facilities Manager. l have now 
been retired rrom the facilities 

management proression for four years. 
In one way, it seems to be an amazing
ly short time since I was actively 
engaged in that work at the University 
or Michigan. Even so, I already feel out 
or touch with what is going on 
in your lives today. While the basic 
nature or leadership doesn't change 
radically with time, its application to 
day-to-day issues does. In the profes
sion of surveying, field notes are 
userul soon after they are taken; their 
value fades rapidly with the changes 
that take place over time. So it is with 
my "field notes" on facilities manage
ment issues. But before I go, I want to 
leave you with some final grandfather
ly bits or advice that are obvious, but 
still important and timeless. What 
follows is based both on successful 
attiLUdes and actions that I have ob
served and experienced and those that 
I have, too late, realized were missing. 

People and the quali ty of the rela
tionships between them are always 
most important. Technology, policy, 
business partner support, customer 

Jim Christe11So11 is m1 APPA me111ber 
emeritus and ca11 be readied at 
jchriste@jackelec.co111. This is Jim's 

last column for Facilities Manager. 
A collection of his work has just bee11 
published by APPA as Field Notes: 
Commentaries on Leadership and 
Facilities Management. 

by James E. Christenson 

service, and expenditure control are 
important too. But it is the people in 
an organization that define its value, 
its reputation. Listen to them, to all of 
them. They are on the front Line or 
service. Each one, ir he or she trusts 
you, will share reelings or ideas that 
you can use in doing your job better. 

Help the people in your organiza
tion to grow-in skills, in proactivity, 
and in serving the members of your 
institution. Even in tough economic 
times, be willing to support robust and 
pertinent training and education. This 
invesunent leverages the effectiveness 
or the organization and gives a 
powerful reeling or satisfaction and 
seLr-confidence to those who are will
ing to grow. Linked with the training 
and education, give people appropriate 
and understandable boundaries within 
which they are completely free to per
form their service. Give them the 
"why" and the "what" and let them 
determine the "how," using 
their training and innovation. 

Your customers, those you serve, 
are only a little less important than the 
people in your own organization. Most 
or them do the things that students 
come for and pay for. And, or course, 
the students and their parents--and, 
for most of you , the taxpayers--are 
the ultimate customers for all mem
bers of the institution. Thoughtful 
listening works well for all or these 
folks, too. How else can we really 
understand their needs, their goals, 
their frustrations? 

As we listen to the many voices, we 
may hear conflicting messages. Sorting 
the widely dispersed data to yield 
meaningful knowledge and translating 
that knowledge into the wisdom need
ed to determine appropriate action is 
hard. But that's what a leader must do. 
Isolated, unique comments may re
quire an action response. When many 

voices identify a problem or point to 
an opportunity, an action response be
comes imperative. 

What you learn from people within 
and outside your organization can be 
the most important seeds for change. 
You will never find a time when every
one you talk to will say, "Don't change 
a thing; everything is perfect as it is." 
Change is the basis for growth, as 
Covey and Merrill suggest. Creating 
positive change that points to a worthy 
vision of the future is really what lead
ership is all about. 

As I've discussed in earlier columns, 
however, change is a fearsome thing
especially when imposed from 
without. Change from without is in
creasingly imposed on our institutions, 
on our facilities organizations, and 
directly on us. Often, these changes 
are also the triggers for changes you 
must make. Whatever the source of 
the seed or change, to be helpful and 
lasting, change usually has to be based 
on shared information and dialogue. 
Without involvement of those aITect
ed, they will make no transition to the 
new paradigm. 

The usefulness of listening and the 
quali ty or positive changes depend on 
the level or trust that those involved 
have in you. See to it that you are 
completely trustworthy, that you de
serve to be trusted. There is absolutely 
nothing that can be substituted for 
trusting relationships. Charisma is 
perceptual. Great oratory is entertain
ing. Trust is fragile and easily lost by 
insensitive leaders. But trust earned 
over years and maintained by deliber
ate, consistent action paves the road to 
any positive vision. 

I wish all of you the best on your 
leadership journey. Your leadership 
affects the lives of many. May the way 
you affect them be a long-term source 
or inspiration, hope, and success . .i 
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broadcast and zone 
approaches to 

organization, and 
consider the pros and 
cons of contracting out 
your landscape 
operations. 

You will also learn how best to staff your department. 
using our grounds staffing guidelines section, and how to 
use benchmarking to measure your progress. Plus, there's 
a chapter on environmental issues and laws to ensure 
your compliance with current regulations. 

Seven appendices give you easy access to references 
that will help you plan and maintain your grounds 
operation. These include a selected list of software 
available for grounds management, sample job 
descriptions, a bibliography for further reading, and an 
extensive glossary of terms. 

Operational Guidelines for Grounds Management is 
the result of a unique publishing collaboration 
between APPA. the National Recreation and Park 
Association, and the Professional Grounds 
Management Society. 

The price of the book is $75 members/Sl 25 all others. 

Please send me ___ copies of Operational Guidelines 

for Grounds Management. Copies are available from APPA 
for $75 members/$125 all others, plus delivery ($5.00 orders 
up to $80; 10% of total purchase for orders greater than $80, 
with Sl 5 maximum.) Please allow 2- 3 weeks for delivery. 

Name: 

Title: 

lnst1tut1on: 

Street: 

City: 

State: Zip: 

Phone: 

Fax: 

E-mail: 

0 My institution is a member of APPA 

Total: $ 

___ (quantity) x $75 members/$125 others 

___ +(delivery- add $25 for rush delivery.) 
For International Orders add 
20% of total purchase. 

-------

Payment Method: 

J Check enclosed 

.J Purchase order number: __________ _ 

.J Credit card: Please circle one: 

VISA MasterCard American Express 
Cardholder's name: ____________ _ 

Card number: ______________ _ 

Expiration date: _____________ _ 

Total amount of charge: __________ _ 

Authonzed Signature 
(required): ___ ___________ _ 

Return this form to APPA Publications, 1643 Prince Street, 
Alexandria, VA 22314-2818; or fax to 703.549.2772. 
For more information call APPA at 703. 684.1446 
or e-mail cotrenia@appa.org. 
Visit our online bookstore at 
www.appa.org/resources/publications. 



Facility A anagement 

Needed: Owner's Manual For Educational Buildin~ 
by Eric Dillinger 

Imagine buying a new automobile 
without knowing how to start the 
motor, when to change the oil, 

or what the instruments on the dash
board indicate. Instead of handing you 
a copy of the owner's manual along 
with the key, the dealer turns over an 
armful of engineering schematics, dia
grams, and blueprints and cheerfully 
waves goodbye as you drive ofT in 
confusion. 

That's exactly what happens too 
often when a newly completed build
ing is turned over to the institution 
and the facility manager. Architects, 
engineers, and contractors deliver nu
merous construction documents, but 
this information is almost useless to 
the operations and maintenance staff. 
The information is dense, voluminous, 
and close-to-incomprehensible for 
anyone except experienced design 
professionals. 

Educational facilities managers may 
find some of this information useful, 
but they need something beyond con
ventional blueprints and schematics. 

There is a disconnect between the 
information provided by the engineers 
and architects and the information 
that facilities managers can use. Facili

ties managers need, in e[ect, an 
owner's manual for the building and 
its systems. 

Work on a building doesn't stop 
upon completion. It is estimated that 
60 to 75 percent of the total lifetime 
cost of a building occurs after 
construction. Maintenance and opera
tions expenses are vital components of 

Eric Dillinger is vice president, 
facilities management services, 
Carter & Burgess, Inc., Fort Worth, 
Texas. He can be reached at 
dillittgeret@c-b.com. This is his first 
article for Facilities Manager. 

the entire life-cycle costs of a struc

ture, and it is a mistake to ignore their 
impact on the total. 

Today's facilities managers are not 
being given the right tools to develop 

a coherent maintenance strategy 
geared toward a unique s tructure and 
its specific systems. The onus for this 

problem is on us, the design and con
struction industry. Building owners 

and operators should be provided 
with a rational maintenance strategy 
for their structure; if they don't get it, 
they should demand one be provided. 

An educational building enclosure 
operai:es as a machine for conducting 

transactions between buyer and seller. 
It consists of architectural structural 
members; mechanical, electrical, and 

plumbing systems; and myriad of 
other systems and subsystems that 
work together as a functional whole. 
Keeping this machine at peak efficien
cy and effectiveness is the function of 
the facilities manager and, ultimately, 
the building owner. Unfortunately, 
architects, engineers, and contractors 
who are knowledgeable about these 

systems and how they work together 
too often fail to give the responsible 
parties the information needed to per
form this function. 

Rather than simply handing over 
construction documents, contractors, 
engineers, and architects should deliv
er a program that details how to run 
the building and keep it functional 
over the next 50 years. We can't 

assume that every facilities manager is 
an experienced veteran with the 
insight and education of an engineer, 
because that isn't the case. 

The solution to the problem is not 
more data, but better information. 
Some say information is knowledge, 
but they aren't the same things at all. 
People tum information into knowl
edge based on experience, but 
without the right information the 
knowledge is lacking. Construction 
documents may contain the essential 
information about a structure, but 
they don't give building owners any 
insight into operations or main
tenance. Operators of educational 

facilities need a distilled, step-by-step 
guide with clearly defined steps and 
procedures, written so they can be 

understood by non-technical 
personnel. 

A coherent building operational 
plan should divide system main
tenance into three segments: 
preventive/scheduled, predictive, 
and run-to-failure. 

Preventive/scheduled main
tenance is for essential systems that 
cannot be allowed to break down or 
fail. That is why you should change 
the oil in your car every 3,000 or 
5,000 miles. There's no way an aver
age motorist can know if the oil is 
dirty or breaking down in the engine, 

so the oil must be changed regularly 
to prevent fatal damage to the engine. 

Predictive maintenance is for sys
tems and equipment that can be 
monitored for signs of trouble. For 
example, you don't automatically 



change the tires on your car as soon as 
they have 30,000 miles on Lhem. But 
you might check the tread and the 

inflation pressure more often as Lhey 
age because these are better indica

tions of how long the tires will remain 

serviceable than mileage alone. 
The distinction between preven

tive/scheduled maintenance and 

predictive maintenance can be seen 
in air filters for HYAC systems. Manu-

facturers often recommend Lhat filters 

be replaced every four months so the 
contractor tells Lhe facility manager to 

replace Lhe filters three times a year as 
a preventive measure. However, from 
a predictive viewpoint, the filter's use

ful life might be much longer. The 
remaining effective liJe can be deter
mined better simply by removing 

Lhem and looking at how dirty the 
filters might be rather than relying on 

~ i.CRYMAX 
221 Brooke Street 
Media, PA 19063 

610-566-7470 800-553-0523 
Fax610-891-0834 

e-mail: info@acrymax.com T E C H N O L O G I E S, I NC. 

ENERGY 
STAR 
PARTNER 

Today's facilities managers 
are not being given the 
right tools to develop a 
coherent maintenance 
strategy geared toward a 
unique structure and its 
specific systems. The 
onus for this problem is 
on us, the design and con
struction industry. 

a strict schedule. Some filters mjght 
last much longer than a few months, 
but the life span of an air filter will be 

shorter in an arid envi ronment with 

frequent dust storms. 
Then there are items that qualify as 

run-to-failure and can be allowed to 

fail without consequence. For exam

ple, light bulbs in a janitor's closet 
should be replaced only when they 

fail , because their failure wi ll not 
affect life, property, o r any other sys

tem in the building. 
Institutions of higher education 

often spend far too much money to 

over-maintain facilities because they 
don't have the correct information for 

a coherent maintenance strategy. 

Architects, engineers, and contractors 
should develop a seamless system to 

ensure a smooth transition from con
struction documents to maintenance 

programs and to tum construction 
documents and specifications into a 
true decision-making tool for building 

owners and operators. 
A comprehensive maintenance 

strategy should be built into the struc

ture from the design phase through 
the construction phase. As construc
tion documents are generated, part of 
the plan mus t be to protect the 
long-term productive life of the 
facility . .i 
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T h e B Q o ks h e l f 

Book Review Editor: Theodore ]. Weidner, Ph.D., P.E., ALA 

Facility managers are always con
cerned about maimenance. 
They know that equipment 

must be maintained today to ensure 
it will work tomorrow. However, 
describing how to do that main
tenance or understanding the value of 
it may be more elusive. This month 
features two books that may provide 
those missing tools. 

* * * 

Life Cycle Costing for Facilities, by 
Alphonse Dell'lsola and Stephen]. 
Kirk. Kingston, Massachusetts: R.S. 
Means, 2003, hardcover. 

How many times 
have you put together the 'perfect' 
project-right budget, right schedule, 
right scope of work-and then some
thing went awry. The bids were 
opened and you were no longer within 
budget. You could go to your boss and 
beg for more money or you could 
scrap the project and start all over 
again. Both options are unpleasant, 
but you preferred the first. Yeah, your 
boss wanted to know why you needed 
more money, why couldn't you VE 
(value engineer) the project and make 
it cheaper; take out the things that 
cost so much? lf you hadn't read Life 
Cycle Costingfor Facilities, by Dell'lso
la and Kirk, you wouldn't have the 
answers and you might end up with a 
less-than-satisfactory project. 

Ted Weidner is president of 
Facility Asset Consulting, Aml1erst, 
Massachusetts. He can be readied at 
ted@weidne,f ac.com. 

I am not suggesting that this book 
will solve all your problems, only fairy 
tales do that. But this book provides 

the tools to assemble the argument 
that says the high quality or long-life 
components, the expensive things, are 
justi fied and really cheaper in the long 
run. Don't get me wrong, I'm not ad

vocating terrazzo over VCT or plaster 
over G\VB, you will have to prove that 
yourself. However, if you've done 
your homework right you'll be able to 

use this book and convince your 
supervisor (the tight-fisted bean
counter) that your project is worth 
the investment since the college is 

going to be using (and maintaining) 
these items for a long time. 

Living in the world of maintenance, 
where convincing people to spend 

more money on facilities is a fact of 
life where l welcome all the help I can 
get. Understanding the time-value of 

money, how to equate future expendi

tures to today's costs, and how to 
balance first costs against li fe-cycle 
costs is essential. A college class in 
engineering economics or microeco
nomics teaches many of the concepts 
presented in this book. However, your 
old college textbook might not be 
arranged in a way that makes it easy 
for you to assemble your argument. 

Life Cycle Costing provides the fi
nancial and mathematical basics in 

I am not suggesting that 
this book will solve all 
your problems, only fairy 
tales do that. But this 
book provides the tools 
to assemble the argument 
that says the high quality 
or long-life components, 
the expensive things, 
are justified and really 
cheaper in the long run. 

the first two chapters with real facility 
case studies. lt prepares you to 
address arguments about the uncer
tainty of your assumptions or the 
sensitivity of the analysis; both are 
questions the typical business officer 
will challenge you on when asked to 
spend more money. lt also provides 
some good examples of how to frame 
the problem, analyze it, and present 
the results-which may not be the 
answers you wanted but will be use
ful. The book contains good graphs 
and figures that demonstrate econom
ic and organizational concepts. And 
best of all, there's additional excel files 
that contain the Life Cycle Costingfor 
Facilities program available on the 
vendor's website. 

You may scoff at value engineering 
and life-cycle costing, but they are 
tools that your supervisor will use 
even if you don't. lt is best to be pre
pared for the argument by using the 
tools that may be used against you; 
Life Cycle Costing will help. 

Continued on page 57 





Continued from page 55 

Fundamentals of Preventive Mainte

nance, John M. Gross, New York, 
New York: AMACOM, 2002, 217 
pages, hardcover. 

We all know that 
maintenance is important in the 
preservation of facilities and that pre

ventive maintenance will save money. 
But what we often don't know is how 

to set up a preventive maintenance 

program and how to demonstrate its 
effectiveness. If you're new to the 

facilities maintenance field then you 
will be interested in Fundamentals of 
Preventive Maintenance by John M. 

Gross. 

Written from an industrial 
or manufacturing 
perspective, this book 
can be easily applied 
to educational facilities 
with little adaptation . 

This book is written in a relaxed 
style, rather like a conversation be-

1ween a coach and trainee, and has 
numerous helpful hints and forms. A 

CD-ROM, included with the book, 
provides copies of these forms in PDF 
fom, at so they can be printed, repro

duced, or revised to meet site specific 
needs. The book begins with a general 

overview of preventive maintenance 
and in subsequent chapters outlines 

how to conceive, lay out, begin, lead, 
and take initial measurements of the 
effectiveness of a preventive mainte

nance program. 
Written from an industrial or man

ufacturing perspective, this book can 

be easily applied to educational facili
ties with little adaptation. Chapters 
about equipment identification and 

inventory control are very helpful for 
anyone in a small organization that 
doesn't have access to expertise in 
these areas. While there's a cogent ar
gument for a CMMS (computerized 

maintenance management system), 

the book's focus is on paper-based 

techniques and systems that are easily 
computerized. There is a lot to be said 

for beginning with a manageable 
paper-based system before leaping 

into a CMMS; a computer won't make 
a bad system work better. 

However, the book's title, funda
mentals of Preventive Maintenance, tells 
it all . Examples of preventive mainte-

111111111111111 

nance costs v operate-repair costs are 

absent as are the mathematical 

concepts that a financially-oriented 

supervisor would require when 
reviewing requests for resources. This 

book is for the beginner, either to the 
maintenance field or one promoted up 
me ladder into supervision. It is an 

economical alternative to sending a 
person to a week-long seminar on 
preventive maintenance . .l 

What would be lost 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 lempo,ary 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.hvacportabfesystems.com or ca/I 800-586-8336 today and find out why 
we are 'The Ones to Call"! 

IINIHIII 
•616§-

A SubsJd,ary of the Carner CorporatJon 

HVAC 
Portable Systems, Inc. 

www.hvacportablesystems.com 
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Supervisor's Toolkit 
--- 1-, 

Nuts and Bolts of Facilities Supervision 

Structure 
This exciting new program, developed for 
front-line supervisors and written by 
facilities professionals and trainers, will be 
held in Montreal, September 12-16, 2004, 
alongside the Institute for Facilities 
Management. The training program consists 
of the following topics: 

Schedule 
Sunday, 10:00 am-2:00 pm 
Module 1: Supervision, What Is It? Learn 
to define effective facilities supervision; 
identify t he roles and responsibilities of 
supervisors; and understand four key 
functio ns of supervision. 

Monday, 8:00 am-11:50 am 
Module 2: It's More Than Administration. 
Learn to understand t he supervisor's role in 
ad ministeri ng organizational policy and 
procedures; recognize t he legal 
considerations in t he facilities 
environment; and gain an awareness of 
resource management. 

Tuition 
APPA members: $795 
Nonmembers: $995 

Meals 
Several meals are included in the 
registration fee: breakfasts from 
Sunday through Thursday; lunches 
fo r Monday, Tuesday, and Thursday; 
reception and banquet Thursday; 
and refreshment breaks from Sunday 
through Thursday. AU other meals 
are at the attendee's expense. 

Materials 
Materials will be provided to 
students at regist ration. 

September 12-16, 2004 
Montreal, Canada 

Monday, 1:00 pm-4:50 pm 
Module 3: Communication, Let's Talk! 
Identify barriers to effective 
communication; demonstrate 
communication skills; and understand your 
role in the communication process. 

Tuesday, 8:00 am-11:50 am 
Module 3: Communication, Let's Talk! , 
continued. 

Tuesday, 1:00 pm-4:50 pm: Module 4: If 
It Weren't for the People. Understand t he 
importance of developing and maintaining 
effective relationships with others in the 
workplace; examine the different types of 
relationships that exist in the workplace; 
and identify strategies and skills for 
improving relationships with others. 

Wednesday, 8:00 am-11:50 am 
Module 5: Motivation and Performance. 
Identify methods of training and 
developing employees; ascertain methods 
of positive reinforcement; and understand 

Accommodations 
Fairmont Queen Elizabeth 
Phone: 514-861-3511 
Fax: 514-954-2296 
www.fairmont.com 

Travel 
Association Travel Concepts 
www.atcmeetings.com 
Phone: 1-800-458-9383 
Fax: 858-362-3153 

Regist ration fees do not include 
lodging or travel and room 
reservations must be made 
separately. 

t he importance of performance management 
and evaluation. 

Wednesday, noon 
Free afternoon/ lunch & dinner on your own. 

Thursday, 8:00 am-11:50 am 
Module 6: Customer Service Triangle. Learn 
to create a basic understanding of three 
major aspects of customer service which 
include process, experience, and recovery; 
examine the role of the supervisor in 
customer service; and help participants 
identify areas for improvement in service 
delivery in their organizations. 

Thursday, 1:00 pm-4:50 pm 
Module 7: Supervisors as Leaders. Master 
techniques to understand critical elements of 
leadership; transition from managing to 
managing and leading; and understand your 
own preferred leadership style, and 
Module 8: Synthesis. Look at lessons 
learned, examine your toolkit, and evaluate 
the program's effectiveness. 

Trainers 
Carol Trexler is coordinator, 
facilities human resources, 
facilities business administration 
department, Rutgers University, 
New Brunswick, New Jersey. 

Nancy Yeroshefsky is the 
assist ant director, human 
resources, University of Maryland, 
College Park, Maryland. 

For a more information on t he 
Supervisor's Toolkit program, 
visit www.appa.org. 



New du Ct s 

New Products listings are provided by the manufacturers and suppliers and are selected by the editors for valiety and innovation. for more infonnation 
or to submit a New Products listing, contract Gerry Van Treec/1, Achieve Co111mu11icatio11s, 3221 Prestwick Lane, Northbrool1, IL 60062; phone 847-562-
8633; e-mail gvt,gvt@eartl1li11l1.com. 

Silent Knight, part of Honeywell's 
Fire Systems Group, offers industry
wide compatible fire alarm solutions 
for small- to mid-size institutions. 
Silent Knight introduces its Model 
5104, a six-zone fire control commu
nicator that provides digital fire 
reporting over ordinary telephone 
lines, thus eliminating the need for costly leased lines. The 
5104 can be used as a stand-alone system or can be incorpo
rated into an existing system as a Slave DACT. For additional 
information, please call Silent Knight at 763-493-6400. 

BioFit Engineered Products 
introduces the Bio Fit Adap
Table Bench, a convertible 
bench/table system that pro
vides space flexibility in 
schools. AdapTable Bench is 
a versatile system that can 
function as either benches or as tables with attached benches. 
The AdapTable Bench units can be used in classrooms, activi
ty centers, or multipurpose rooms and are available as 
benches wi1 h hackrests in auditorium configurations or as 
cafeteria tables with benches on either or both s ides. Request 
more information, from BioFit Engineered Products 
at 800-597-0246. 

Outdoor Partner Media pro
vides colleges and universities 
with PartnerBins-free, 
decorative, litter/recycling 
receptacles that display your 
advertising message. Outdoor 
Partner provides PartnerBins 
for free and shares a portion 
of the revenue generated from 
the advertising sales with the school. A percentage of the Part
nerBins' panels are reserved for the school's own advertising 
message. The school has the responsibili ty of litter/recycling 
collection. Each PartnerBin holds two 45-gallon interior lin
ers. Outdoor Partner incurs a cost of approximately $1,500 
for each unit ins talled. For more infonnation, call Outdoor 
Partner Media at 423-956-3078. 

Schoolcraft Publishing 
announces the launch of their 
website www.schoolcraftpub.com. 
By connecting to this site you will 
gain access to the largest technical 
skills library on the market. You 
can quickly find technical skills training materials that meet 
your needs by using the built-in, interactive course catalog. 
Course offerings include blueprint reading, metals, safety, 
fluid power, HVAC, welding, process instrumentation, electri
cal, mechanical, machining, etc. For additional details, log on 
to Schoolcraft Publishing at www.schoolcraftpub.com. 

CENTRIA Architectural Systems 
offers Formawall Dimension Series 
panels with Duracast finish system. 
CENTRLAs Duracast system allows 
you to achieve the desired look of 
precast stone with significant cost 
savings and minimal campus dis
ruption. The Duracast finish system is an acrylic coating 
containing natural aggregate applied over a low wax polyester 
that provides the look and feel of precast with the fabrication 
advantages of a metal panel. It can be applied to replicate the 
natural, subtle shading variations that characterize precast or 
stone facades and is an ideal option when trying to match 
existing materials. For greater detai l, call CENTRlA Architec
tural Systems at 412-299-8218. 

Illinois Glove Company announces 
the release of SilverBack Magnetic 
Powered Gloves. SilverBack consists of 
a half-finger glove with powerful Zeta6 
magnets mounted on the back of each 
hand. Small parts, fasteners, and tools 
can be held on these strong magnets, 
ensuring that valuable parts are not 
lost or misplaced. Zeta6 magnets are permanent and powerful 
enough to hold large tools such as hammers and wrenches. 
SilverBack is the ideal tool for jobs that demand dexterity 
when working with crucial parts. 
For more information, call Illinois Glove Company at 
800-767-4016 . .i 



Com· Events 

Coming Events 

For more informaLion on APPA 
seminars and programs, visit 

our website's interactive calen

dar of events at www.appa.org. 

APPA Events - 2004 

Jun 20-24-Leadenliip Academy. 
Fort Lauderdale, FL 

Jul 25-27-Edu.cational facilities 
Leadenliip Fomm. Washington, 

D.C. 

Sep 12-16-Institutefor Facilities 
Management. Montreal, Canada. 

Sep 12-16-Supervisor's Toolkit: 
Nuts and Bolts of Facilities Super
vision. Montreal , Canada. 

APPA Regional Meetings -
2004 

Sep 18-21-RMA Regional Meeting. 
Jackson Hole, WY. Contact Mark 

Shively, 307-766-2537; e-mail 

mshively@uwyo.edu. 

Sep 22-25-PCAPPA Regional Meet
ing. San Diego, CA. Contact Scott 
Burns, 619-594-6001; e-mail 

sbu rns@mail .sdsu .ed u. 

Sep 26-29-ERAPPA Regional Meet
ing. Syracuse, NY. Contact Robert 
Bri tton, 315-443-3520; e-mail 

rkbritto@syr.edu. 
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Oct 8-13-CAPPA Regional Meeting. 
Kansas City, MO. Contact Darrel 

Meyer, 8 16-759-1061; e-mail 
darrel.meyer@kcmetro.edu. 

Oct 28-Nov 2-SRAPPA Regional 
Meeting. New Orleans, LA. Contact 
Marion Bracy, 504-483-7507; e-mail 

mbracy@xula.edu. 

Oct 31-Nov 3-MAPPA Regional 
Meeting. Cleveland, OH. Contact 
James Cesen, 216-368-6537; e-mail 

jac5@.cwru.edu. 

Other Events 

June 9-Team Cleaning: Tlte Benefits 
Outweigl1 die Diffiadties. Telecon

ference. Contact Bernie Castillo 
at 210-567-2700, castillob@ 

uthscsa.edu. 

June 20-22- 56th International 
ACHUO-1 Conference. Montreal. 
Contact 614-292-0099, www.acuho. 

ohio-state.edu. 

June 22-23-Preventing and Solving 
Mois ture-Related Problems i11 
Buildings. Madison, WI. 

Contact Raymond C. Matulionis at 

matulionis@epd.engr.wisc.edu or 

visit http://epdweb.engr.wisc.edu/ 
WEBF712. 

June 23-25-Lighting Educators. 
Cleveland, OH. Contact GE Light
ing Institute at 800-255-1200, 
www.gelighting.com. 

DriTherm Inc ... . ....... .... .. ...... . . 7 
Dufresne-Henry, Inc ...... . . . ...... ... . 45 
ERC Wiping Products ...... . ...... ... . 13 
Famis Software, Inc ............... Cover 4 
Grice Engineering, Inc .. ..... ... . . ..... 49 
Informed Software .............. . . .. .. 48 
Lerch Bates&: Associates, Inc ... .. ...... . 22 
Marcis &: Associates .......... .. .. Cover 3 
Maximus, Inc ............ . ....... .. 10-11 
McCourt Manufacturing ... .... .... .... 29 
National Collegiate CADD Conference .... 32 

June 28-30-Advanced Ligl1tfog 
Co11cepts. Cleveland, OH. Contact 

GE Lighting Ins titute at 800-255-
1200, www.gelighting.com. 

Jul 14-Mydts and Facts: Environ
mental lnf ection Control in 
Health-Care Facilities. Teleconfer
ence. Contact Bernie Castillo at 

210-567-2700, castillob@ 

uthscsa.edu. 

Aug 2-4-Fimdamentals of Lighting. 
Somerset, NJ. Contact Philips Light

ing Company at 732-562-3600, 
www.lighting.phi lips.com/nam/ltc. 

Sept-Facilities Management and 
Maintenauce-Worll Group 70. East 

Lansing, Ml. Contact Ron Flinn at 

ftOinn@pplant.msu.edu or visit 
http://www.pp.msu.edu. 

Sept 12-14-CMAA'.s 2004 National 
Conference & Trade Sltow. 
San Amonio, TX. Contact Construc
tion Management Association of 

America, 703-356-2622, 
www.cmaanet.org. 

Sep 22-24-WorW Energy Engineer
ing Congress & Higlt Perf onnance 
Facilities Expo. Austin, TX. For 
more information, e-mail info@ 

aeecenter.org 

RoviSys Company, Inc ........ . ........ 50 
SaniGlaze International, LLC. ........... 34 
Schweitzer Engineering Laboratory ....... 16 
Siemens ... .......... ...... . ... . . .. .. 3 
Squire-Cogswell/Aeros Instruments ...... 39 
Stanley Consultants Inc ................ 28 
~ I . . .............. ... .... . .... . ... E 
TAC Americas . . ... ......... .. ....... 21 
TMA Systems, LLC .. ... . ...... ... Cover 2 



Our client base 
Universities 
Colleges 
Medical Districts 
Commercial High Rises 

Facility services we offer 
• Custodial, Grounds and 

Maintenance 

• On-site management and 
systems for maximum 
effectiveness 

• Hourly workers while we 
take responsibility of 
training, scheduling, 
quality control, staffing 
and budgeting. 

• Optional training/or 
your staff that is 
monitored and 
documented Certification 
is only awarded upon 
successful completion. 

Why is Everyone Migrating 
to Marcis & Associates? 

Clearly improved facilities management 
with the efficiency of working with one company for virtually all facilities 
service needs. Custodial, maintenance, and grounds, we cover the entire 
facility for one consistently clean image. 

Devoted to excellent performance, Marcis & Associates specializes in 
custodial, grounds and maintenance operations for Universities, Colleges, 
Medical Districts, and Commercial High Rise Buildings. Our consistent 
high standards and over 27 years of experience have earned us a reputation 
for professionalism and responsiveness with our clients. 

We can provide: 
• on-site management and systems for maximum effectiveness 
• hourly workers so we cake responsibility of training, scheduling, quality 

control, staffing and budgeting. 
• training for your staff that is monitored and documented along with 

certification which is only awarded upon successful completion. 

Tailored services mean we budget for only the services each facility 
needs so you don't pay for unnecessary overhead. 

Our Quality Assurance Program easily meets the required standards 
each facility demands. Together with our management, you review 
our achievements and set our short and long term goals. 
Additionally, Marcis & Associates employee recognition program 
also helps keep everyone happy and on top. 

D iscover an environment of enthusiasm, spirit, 
dedication and a great desire to build a quality and 
lasting relationship. Experience the Marcis & 
Associates trait. 

Call us roday co get started on your 
new, improved image or co 
join the Marcis team. 



The only truly integrated Enterprise Facilities 
Management solution available today. 

FAMIS, our Enterprise Facilities Management suite, unites many aspects of facilities management 
into one, integrated system. The entire facilities lifecycle, which includes; space management, 
projects, maintenance and operaions-are managed by one, integrated, software suite. FAMIS can 
also have performance metrics monitored by the FAMIS Performance Scorecard. All the applications in 
FAMIS have been web-architected to work together or in a modular basis, allowing customers buying 
FAMIS to easily fit the proper solutions into their existing IT environment. 

Mainttnanct & 
Optrations 

Enttrprise Integration Busfntss lntelltgtnce 

FAMIS gives you unprecedented breadth of functionality-in one system-all 100% Internet 
enabled. To learn how to transform your facilities operation into an E-business using FAMIS, 
contact us at 1-800-774-7622 or visit our website at http://www.famis.com. 

www.famis.com 


