
Why FM is Investing in Technology  
to Deliver Tangible Efficiencies

Creating a competitive 
advantage in an uncertain 
business climate Fingertip®

 Knowledge where it’s needed



Increased customer satisfaction

Enhanced regulatory
and OEM relationships

Improved safety / lower risk

Increased asset availability /
service reliability

Increased labour productivity

Reduced material costs

Reduced service costs

Reduced equipment investment

Reduced facilities investment

Increased inventory and
accounts receivable turnover

Revenue / capability

Operating costs

Fixed capital

Working capital

E�ective service delivery /
profits generated

Capital e�iciently employed

ROI and shareholder value /
qualitative benefits

-
-

+

Value drivers

The need to be able to create a competitive advantage that 
differentiates an offering from others, particularly in light 
of the imminent uncertainty caused by a global pandemic 
and Brexit, is increasingly imperative. Being able to deliver 
FM services more effectively and retaining FM contracts are 
therefore Board level discussions that continues amongst 
senior executives. 

One of the key considerations is how technology can be used 
to support the business operations and processes, whether 
it is through automation, efficiencies or gathering data to 
drive business intelligence for decision making. 

Why is Technology Key? 
Technology is playing an increasingly important role; using 
it as a virtual backbone for processes and intelligence 
gathering and collating, FM companies are able to reduce 
their labour resources and improve their business decisions.

This is borne out by the findings of the 2019 BIFM Facilities 
Management Business Confidence Monitor which reported 
over half of the FM businesses were looking to invest in 
technology. The results showed that 54% of businesses are 
planning to make a technology investment that will focus on 
measuring and reporting tools, and 52% are looking to invest 
in technology that will target service delivery software.

The Facilities Management (FM) sector continues to face the challenges of tight profit 
margins, reduced facilities occupancy, decreasing budgets and increased client expectations, 
especially around keeping their staff safe. 



One of the key IT systems that can bring a real competitive 
advantage to a Facilities Management company is asset 
management technology; it is also widely recognised that 
using asset / facilities managementsoftware to support the FM 
or outsourcing offering can generate significant savings. 

There is no doubt that a facilities management system 
supported by well-designed business processes should 
expect to drive down costs, raise labour productivity 
and improve service levels. Indeed there are numerous 
statements made within the industry that propose asset 
management can deliver 10% improvement in utilisation, 
15% in cost savings and 10% increase in asset availability. 
However, there is little hard evidence available for senior 
executives to rationally evaluate whether their facilities 
management system and approach are fit for purpose or 
maximising the full potential. 

Building the Case to Fully Optimize your Facilities 
Management Service Solution
To counter this lack of tangible evidence Peacock Engineering 
Ltd carried out diagnostic research to identify the potential 
savings an FM provider could look to achieve with an 
effective facilities management system. As an IBM Gold 
Business Partner, Peacock Engineering used its experience of 
developing and delivering IBM Maximo solutions to analyse 
the typical savings available to FM companies.

The key assumptions of the facilities management approach 
was to ensure that the FM company was able to retain 
and deliver existing contracts more profitably, as well as 
competing more effectively for new FM deals with new and 
existing customers. 

This means that the facilities management system was able 
to increase profitability and customer satisfaction by:

•	 Providing	detailed	and	accurate	billing	for	all	work	 
 including additional jobs that fall beyond the original work  
 order scope

•	 Improving	cost	control	of	maintenance	materials	and	 
 labour. 

•	 Improving	efficiency	of	service	delivery	and	compliance	 
 with SLAs through automatic notification and  
 assignments. 

•	 Achieving	better	manpower	planning	and	scheduling	and	 
 reducing non-value-added activities.

•	 Reducing	administrative	costs	for	work	planning	and	 
 commercial administration.

The study focussed on a company that had a turnover of 
c.£1.5bn with a mobile workforce of 3,000 engineers and 
technicians and a large supporting team structure. They had 
grown through acquisitions and contract wins, which meant 
a number of discrete teams came across on TUPE who did 
not share one single approach.

In order to establish where savings could be made, the 
workflow lifecycle was broken down into five areas, which 
could then be analysed for opportunities for improvement. 

These five process areas are:

•	 Work	order	receipt

•	 Work	planning	and	receiving

•	 Work	execution	and	recording

•	 Supporting	administration

•	 Commercial	administration

Increasing profitability and customer satisfaction



A summary of these five areas, each showing the area for improvement and the potential cost saving to be delivered, are shown in 
the table below:

Workflow	Lifecycle	Area Area	for	Improvement

Work order receipt Automation of work order requests through Maximo at point of request 
removes the need for duplication of manual entry into the system. Also use to 
identify nature of work (through uploading photos/images and documents) to 
improve first time fix ratio. This reduces the size of the team required to handle 
work orders received.

Planning and Scheduling of work Use of scheduling automation and optimisation components such as 
ClickSoftware’s solutions, which has an algorithmic approach to scheduling 
and allocating work, reduces the number of planners or schedulers required. 
The ratio of planners and dispatchers to technicians is a key performance ratio. 

Optimised scheduling will also consider skills matching, ensuring the right 
person is allocated for the job helping to improve first time fix ratio.

Carrying out work and recording job details Using automated scheduling to assign work to the right person based on 
specific criteria (i.e. skills, geography, availability) improves first time fix ratio.

Use Maximo to improve the supply chain process (i.e. to reduce time lost 
during a job and improve billing for materials used). Increase the work orders 
delivered by both in-house and outsource teams per day by 5% through 
effective scheduling and management to contribute to reduce numbers of 
engineers required. 

Supporting administration Engineers using the Fingertip mobile app ensures information is captured in 
real-time on-site, which reduces the amount of administration support for data 
entry for work sheets and other paper-based reports.

Commercial administration Having the right information input on-site and visibility of billable work 
carried out allows SLAs to be accurately calculated. This reduces the amount 
of time required to prepare clients’ bills and invoices, and therefore reduces 
the amount of support required. In addition, there is an increase in warranty 
recovery, and a reduction in potential penalty charges for SLA infringement. 
Cash collection is eased by clear and undisputed billing for contracted and 
beyond liability works.



About	Peacock	Engineering

Peacock Engineering Ltd was established to deliver a 
diverse range of Asset and Service Management solutions 
to asset intensive industries.  

Our consulting team is made up of long standing 
Maximo professionals, each with an average of 12 
years’ experience in the product and who, together, 
have amassed over 400 man-years of Maximo systems 
implementation experience.  

From this knowledge and practical application, a proven 
and trusted process-driven methodology has emerged. 
With the methodology in place, the ongoing challenge 
is to improve delivery efficiency and provide affordable 
solutions, using a mix of services and systems provisioning 
models, to meet a broad range of industry verticals.

The relative costs of the work progression lead to differing 
costs for the activities. For example, typical industry norms 
comprise a cost ratio of 10:1 for work execution versus work 
planning. Instigating automation and optimisation into the 
workflow offers improvements in both areas, increasing 
the ratio to above 25:1 and the utilisation rate of the direct 
labour force.

Technology based performance gains, when totalled across 
the different work areas, can exceed 17% with subsequent 
revenue increase through efficient capture of works that 
should be billable extras, and more effective income 
recovery through clarity of work performance and billing. 
The recommended steps to identify the benefits to your 
company are:

1.  Assess current system for capability and delivery.

2.  Analyse current processes around work orders to identify  
  areas of improvement

3.  Align potential improvements against technology  
  solution and use to calculate improvements, reductions,  
  cost savings and revenue generation. 

4.  Clearly understand the cost of work delivery, and how  
  that is proportioned across the management and  
  delivery processes. 

5.  Identify overall business benefits and risks to new system  
  adoption. This would include figures for improved staff  
  utilisation, reduced income loss, improved material  
  billing and improved allocation of work. 

6.  Design a solution platform that enables operational  
  efficiencies and standardised ways of working. This  
  should consider how to achieve standardisation and  
  efficient billing; improving job estimation; delivering  
  contract modelling through a data driven approach,  
  rather than system changes per contract, and eliminate  
  revenue leakage through full work capture. 

7.  Evaluate how smarter resource planning and enhanced  
  business insight will be delivered. This should include  
  longer-term demand planning and forecasting,  
  resourcing required, optimisation of in-house versus  
  outsourced support and improved pricing. 

Develop a plan for integration/migration of contracts to 
drive standardisation and business case customisations. 

Having an effective facilities management system improves 
maintenance materials, labour, utilisation and efficiency of 
service delivery stock levels with SLA for an FM organisation. 

This supports the over-arching business strategy of 
preserving minimal costs, raising labour productivity, and 
improving levels of service in order to retain and deliver 
contracts. The result is ensuring assets are available and 
maintained, and that a field-based workforce is effectively 
scheduled, thus giving the organisation a clear competitive 
advantage in the marketplace.

To find out more please contact us:

Peacock	Engineering	Ltd

t:  +44(0)20 3356 9629

e:  info@peluk.org

w:	peluk.org

Peacock House, Bell Lane Office Village, Bell Lane, 
Little Chalfont, Bucks, HP66FA, UK

Identifying the Benefits for your Company


