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Abstract

Effective, Efficient and Comfortable working environment improves perceived satisfaction of
facility users, their quality of work life and their wellbeing which in turn improves their
performance to achieving organizational goals Thus, to gauge the effectiveness of facility
management, it is necessary to reach an understanding of the current conditions of the facility
and to postulate changes in facility management practices in order to achieve the desired
performance. Therefore, this study intends to identify factors affecting effectiveness of facilities
management in the case of Commercial Bank of Ethiopia. Descriptive research method
particularly survey design approach was adopted for the study. The survey was conducted with
Head office staffs of Commercial Bank of Ethiopia using questionnaire. The study used a two
stage disproportionate stratified random sampling technique to select 180 representative
samples from the total population. A Balanced Score Card concept was used to determine the
existing level of effectiveness of facilities management. With support of IBM SPSS 20, a
descriptive statistical analysis was conducted to generate the results. The study findings show
that Facility Management had not given due regard to cost effectiveness & quality in obtaining
goods and services, it has no consistency in ensuring demand will be met satisfactorily and
economically, it does not have a systematic measurement for its internal processes to check and
ensure quality outputs, and it does not have a disciplined organizational learning system that
effectively captures internal & external best practices & lessons learned from operations. This
indicates that the current level of facility management is less effective when compared to where
it supposed to be. According to this study findings, the most important issues in assessment of the
level of effectiveness of existing facility management and determination of those factors affecting
FM effectiveness is to streamline the root causes for this level of effectiveness. In this case
findings suggest that Facility Management of CBE needs to control and properly manage these
eight critical success factors such as:- Leadership, Facility Strategic & Operational Planning,
Customer Focus, Process Management, Assessment & Information Analysis, and Development
& Management of Human Resources, Performance Result and Supply Chain Management in
way that the process improves its performance and get benefited through process efficiency &
effectiveness.

Key words: Effectiveness of Facility Management, Critical Success Factors, Balanced Score
Card
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CHAPTER ONE
INTRODUCTION

1.1. Background of the Study

Physical Resources Management is one of the strategic issues of Commercial Bank of Ethiopia.
This strategic issue is emerged from one of the support processes of the bank called Facility
Management sub process. No matter what the industry, Facility Management is being challenged
to reach beyond their capabilities and industry and utilize best practices to strive for operational

excellence.

According to International Facility Management Associations (IFMA, 2012), Facility
Management can be defined as a Profession that encompasses multiple disciplines to ensure
functionality of the built environment by integrating people, place, process and technology. The
facilities are composed of buildings, infrastructure and support services. On a day-to-day level,
effective Facility Management function is required to provide a safe and efficient working

environment essential to the performance of the occupants making use of the facility.

A robust, effective Facility Management strategy allows an organization to provide the right
environment to carry out their core business functions. The task of operating, maintaining,
improving and adapting buildings and infrastructure is pivotal in supporting an organization
reach its business objectives. Buildings and facilities also have the potential to improve
workplace productivity by providing a prime, safe working environment and enhancing
individual well-being. Conversely if buildings are not managed properly they can impact on an

organizations performance (Atkins and Brooks, 2009).

For CBE to take Physical Resources Management as a strategic issue, there exists a ground
evolving around three major points such as existence of a wide gap between requesting
department’s needs and supply of office equipment, furniture and related items in terms of
timing, adequacy and quality regardless of its little improvement; despite large capital budget
allocation and high demand for construction works, the construction projects have been rolling
over for many years; Head Office and Districts are working at scattered rented building which

affect process efficiency and effectiveness. Empirical studies show that there are different factors
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affecting effectiveness of facilities management most of which evolve around the main factors:
people, process, place, technology and finance (Mohd, etal. 2013, Encon, 2005, and
Gopalakrishnan, 2008). This study focuses on those factors such as Leadership, Facilities
Strategic and Operational Planning, Customer Focus, Assessment and Information Analysis,
Development and Management of Human Resources, Process Management as well as
Performance Measurement system & Performance results and Supply Chain Management that

affect effectiveness of facility management.

Holding this facility management’s gap, to become a world class commercial bank by the year
2025 is very difficult if not possible to live it. Such strategic vision hence requires CBE to exert
maximum effort on those strategic issues for successful accomplishment of corporate objectives.
It is for these reasons that the researcher wishes to assess various factors that might have been in
existence in Commercial Bank of Ethiopia that may influence effectiveness of facility

management sub process.

1.2. Statement of the problem

As a support process, Facility Management is concerned with all the processes that ensure user
needs are satisfied in particular business operations; in setting up the conditions in which
processes can be continually improved. The balance between an organization’s needs and the
provision of the facilities that are necessary for effective operation of a business is achieved by
the processes that continuously match the provision of buildings, systems and services to
changing needs. It thus becomes absolutely imperative to manage facilities effectively so as to

avoid unnecessary costs and ensure high level of customer service.

From the past three years top management visits of branches and branch operations, it was
observed that facility management fails to fulfill their requirements and branches are tied up to
accelerate operational excellence and make customer satisfaction to the highest level. Through
those visiting followed by meetings, the voice of operational staffs revealed that there exists so
many problems such as; poor qualities of physical resources at branches, insufficient supply of
required facilities for operation, mismatch of facility supply and branch expansion, poor service
delivery in maintenance service, furniture purchased for office standardization are broken easily

and becomes nonfunctional in a very short period of time.
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Hence, the mere fact that ineffective facility management affects virtually the organizational

objectives necessitated this type of research work. According to Gagendran (2000), enduring

optimism towards facilities as a means of organizational effectiveness through enhancing

facilities performance in a dynamic environment requires a dependable framework for the

assessment of facilities performance. Therefore, this research tried to identify the root cause for

the ineffectiveness in facilities management of CBE by determining factors affecting

effectiveness of facility management process.

1.3.

1.4.

Research Questions

Where is the current level of effectiveness of Facility Management of CBE?

What are the factors influencing effectiveness of Facility Management of CBE?

What are the critical success factors that facilitate effectiveness of facility management of
CBE?

What are the critical failure factors that hinder effectiveness of facility management of
CBE?

Objective of the study

This research aimed to determine factors affecting effectiveness of facility management in

commercial Bank of Ethiopia.

Specific Objectives of the study were:-

1.
2.

To Assess the current level of effectiveness of Facility Management of CBE

To Determine factors influencing effectiveness of Facility Management of CBE

To Identify critical success factors that influence effectiveness of Facility Management of
CBE

To Identify critical failure factors that influence effectiveness of Facility Management of
CBE
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1.5. Scope of the study

The scope of this study was limited to Facility Management sub process in Commercial Bank of
Ethiopia to focus on identifying the factors affecting effectiveness of the process from Facility
Management point of view. The study hereby assessed the current level of the process’s
performance through investigation of critical success/failure factors which are linked to its
different departments such as procurement, warehouse management, acquired asset
administration, transport management, building construction and contract management, building
maintenance and administration, and archives management. The study also came up with

recommendations for possible areas of improvements for process efficiency and effectiveness.

1.6. Significance of the study

To date research confirms that building an effective and sustainable facilities management will
result in higher level of process efficiency and effectiveness which takes the organization
towards the successful accomplishment of strategic objectives. Therefore, this study assessed the
current level of effectiveness of facility management in Commercial Bank of Ethiopia and tried
to determine the factors affecting its effectiveness, and in the end has provided guidance
frameworks for any improvements for the current practices. It aids those entrusted with decision
making to formulate strategies of combating the persistent problem of facility management of
CBE. This study will help management of CBE understand the current level of facility
professionals and to transform them in to higher performing managers and leaders, and to elevate
the value of facilities management and their direct impact on other core & non-core processes.
The policy makers also use the result of this study as an input to formulate the guiding principles,
policies and procedures of facility sub process which will lead to the highest level of service
excellence. In addition to this, this study will add a value on facility management researches
conducted in developing countries especially in Ethiopia so that other researchers will use it as a

reference for their research work.
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Chapter Two

Literature Review

2.1.Conceptual Review

2.1.1. Definition of Facility Management

The definitions and scope of facilities management and facility management services could be
wide ranging. It could mean different things for different organizations whether they are under
the same industry or not. But regardless of the scope and service difference, most scholars will
buy the idea that facility management ensures functionality of an organization by creating
interrelations between physical resources and human resources under a working environment.

Let’s see some of the definitions by different scholars below.

International Facility Management Associations (IFMA, 2012) defines Facility Management as a
Profession that encompasses multiple disciplines to ensure functionality of the built environment

by integrating people, place, process and technology.

FM involves supporting services and coordinating functions necessary for maintaining, operating
and managing physical assets and workplaces. As a result, the needs of an organization and its

employees can be met and successful business activities are enabled (Lavy et al., 2010).

FM can be defined as the integration and alignment of the non-core services required to operate
and maintain a business to fully support the core objectives of an organization (Tucker and Pitt,
2009). FM has been gaining increasing credit for the crucial role it can play to generate

efficiency and cost savings in business operations.

The BIFM defines Facility Management as “the practice of coordinating the physical workplace
with the people and work of an organization”.

Atkins & Brooks (2000) define Facilities Management (FM) as, “an integrated approach to
operating, maintaining, improving and adapting the buildings and infrastructure of an
organization in order to create an environment that strongly supports the primary objectives of

that organization”. Thus, FM is viewed as a “....hybrid management discipline that combines
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people, property and process management expertise to provide vital services in support of the
organization (Then, 1999).

Goyal and Pitt (2006) state that FM is evolving from an operational non-core business support
services function to a strategic FM position, which supports and enhances both the core and non-
core activities in an organization.

FM can be defined as the integration and alignment of the non-core services, including those
relating to premises, required to operate and maintain a business to fully support the core
objectives of the organization (Pitt and Tucker, 2008).

Atkins and Brooks (2000) state that the main role of FM is managing non-core business services
to enable an organization to function at the most efficient and effective level as a result of
appropriate working environment, cost-effective practices and value-for-money facilities.

Atkins and Brooks (2005) again argue that a holistic definition of FM should emphasize on the
importance of integrative, interdependent disciplines whose overall purpose is to sustain an
organizations in the pursuit of its business or objectives.

FM can be outlined as creating an environment that is conducive to carrying out the
organization’s primary operations, taking an integrated view of the services infrastructure and
using this to deliver customer satisfaction and best value through support and enhancement of the
core business (Atkins and Brooks, 2005).

In Commercial Bank of Ethiopia, Facility Management encompasses Procurement management,
Warehouse Management, Acquired Assets Administration, Transport Management, Building
Construction and Contract Administration, Building Maintenance and administration, Purchasing
Management and Archives Management. This shows that Facility Management is wide in scope
in CBE.

Based on the scope of FM in CBE and the above definitions, the researcher will try to put a
comprehensive definition of Facility Management as follows.

Facility Management is a support process whereby an alignment and integration of core and non-
core (support) processes are created for effective and sustainable organizational success through
effective and responsive services of Procurement management, Warehouse Management,
Acquired asset administration, Transport Management, Building construction and contract
administration, building maintenance and administration, Purchasing management and Archive

Management which yields a high degree of operational excellence and delighted stakeholders.
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2.1.2 Effective Facility Management
In managing processes in organizations, interfaces and interrelationships are crucial for success.
In Facility Management, these challenges are felt even more keenly, because diverse core and
support processes have to be synchronized and checked for effectiveness and efficiency
(Christian, 2011).

To support the establishment of FM in an organization, it is essential for the management of the
organization to identify the needs of strategic FM as well as allow their facilities managers to
think and work innovatively. The management should provide support in terms of supplying
adequate resources, ample working space and practical guidelines to their facility managers.
Providing an ideal environment would add value to the organization as a whole. People in
innovation leadership positions need to have their relevant authority ensure that there is a widely-
understood system process with adequate resources to achieve a rich culture which supports
innovation (Mohd et al, 2009).

In this regard, innovation in facilities management should be firmly installed as an integral part
of the total management system, and if innovative ideas are perceived as a culture at all levels
within an organization, then it can flourish as a whole. The role of innovation in FM services is
not just to produce innovative solutions, but also to establish and develop a creative environment
in which solutions can be conceived, developed and implemented (Mohd et al., 2009).

Effective facilities management, combining resources and activities, is vital to the success of any
organization. At a corporate level, it contributes to the delivery of strategic and operational
objectives. The aim of FM is the improvement of the effectiveness and efficiency of physical
assets and workplace to contribute to enhancing operational business performance (Mangano,
2014).

On a day-to-day level, effective FM function is required to provide a safe and efficient working
environment essential to the performance of the occupants making use of the facility. “Facilities”
create environments for occupants to work effectively within organizations and the performance
of these environments influence the activities that are carried out.

A robust, effective FM strategy allows an organization to provide the right environment to carry
out their core business functions. The task of operating, maintaining, improving and adapting

buildings and infrastructure is pivotal in supporting an organization reach its business objectives.
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Buildings and facilities also have the potential to improve workplace productivity by providing a
prime, safe working environment and enhancing individual well-being. Conversely if buildings
are not managed properly they can impact on an organizations performance (Atkins and Brooks,
2009).

Further, enduring optimism towards facilities as a means of organizational effectiveness through
enhancing facilities performance in a dynamic environment requires a dependable framework for

the assessment of facilities performance, as supported by Gagendran (2000).

To manage the resources effectively in maintaining the facilities, managers must be pro-active in

identifying the existing condition.

Kaya et al. (2004) proposed that facilities should be strategically planned, aligned to business
needs and demonstrate contribution to achieving business objectives. In addition, the interface of
services within the scope of FM needs to be administered carefully to enable FM to deliver the

utmost value to the business entity (Goyal and Pitt, 2007).

Thus, to gauge the effectiveness of facility management, it is necessary to reach an
understanding of the current conditions of the facility and to postulate changes in facility
management practices in order to achieve the desired performance.

Cable and Davis (2004) warn that poor facility management could result in inadequate facilities
to support functioning, excess facilities not contributing to the organization’s mission, cost
inefficiencies, inadequacy, and unavailability of facilities for future needs. On the other hand, a
strong facility management approach provides needed support to the organization’s mission, the
realization of future facility requirements, greater cost efficiency, and the ability to anticipate
results of current management decisions.

It stated clearly in bank’s vision, mission and value is to provide a high level of service
excellence to stakeholders and keep improving customer satisfaction from time to time. To
realize this, the existence of an effective facility management is much prevalent in Commercial
Bank of Ethiopia.

Effective Facility Management in CBE can be resulted from coordinated effort of departments
under facility management such as; Procurement management, Warehouse Management,

Acquired asset administration, Transport Management, Building construction and contract
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administration, building maintenance and administration, purchasing management and Archive
Management working together for alignment and integration of core and support processes by
maintaining the demand and supply of facility requirements, managing construction projects for
their successful accomplishment within the time specified as well as working hard to locate Head
office and District Offices in own buildings and near to each other to maximize process

efficiency and effectiveness.

2.1.3. Factors Affecting Effectiveness of Facility Management
In a Facility Management (FM) context, there is a wide range of choices in measuring facility
management performance reflecting the varied nature of the field. The focus of facility
management skills and techniques should be in the area that contributes to the overall
management of a business by relating accommodation and support infrastructures issues to
business, financial and personal criteria (Barret, 1992). Therefore, the issue of measuring facility

performance is a critical task to the facilities manager.

The measurement of facilities has three main components, namely, physical, functional and
financial (Williams, 1996). Physical performance relates to the behavior of the building’s fabric
and embraces physical properties such as structural integrity, heating, lighting, energy efficiency,
maintainability, durability etc. functional performance concerns the relationship of the building
with its occupiers and embraces issues such as space, layout, ergonomics, image, ambience,
communication, health and safety and flexibility etc. Finally financial performance arises from
the physical and functional performances of the building and comprises capital and recurrent
(life cycle) expenditures, depreciation and efficiency of use etc (Maimunah and Michael, 2005).

Facility Management is seen to be able to contribute to performance of organizations in many
ways, including strategy, culture, control of resources, service delivery, supply chain
management, and perhaps most importantly the management of change. Quality, value and the

management of risk emerge as significant factors (Dilanthi, 2003).

The existence of facilities management is to support the activities of the organization which is
the core in achieving organizational goals. In the field of facility management, there are four
main factors which are people, process, technology and also premises. Egan (1998) recognized
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the need for construction and facilities managers to work together as part of an integrated team to

improve results to reduce maintenance expenditure.

Facility management affects company’s ability to act proactively and meet all requirements by
coordinating properties and services using management skills and processing many changes in
environment (Vyskocil, 2009). The environment created for the occupants of a facility influence
the performance of the activities carried out in that facility (Gagendran, 2000).

It has become recognized that the management of the physical resources can have a considerable
financial impact for an organization (Goulet, 1999) and requires skills that are different to those
of other support activities (Young, 2004).

Accessibility of the required information is essential to any efficient facility management and

operations practice (Teicholz, 2013).

2.1.4. Critical Success/Failure Factors of Facility Management
Critical Success Factors (CSFs) if managed by an organization to some extent govern the success
and failure of that organization and hence they are vital for organizational assessment. Chua et
al. (1999) state that the CSFs can be identified by obtaining expert opinions in two ways: first, by
asking respondents to list and rank indicators that are critical to the success of an organization;
and second, by providing a list of factors and soliciting experts’ opinions about their ranking.
Grunert and Ellegaard (1992), citing Rockart (1979), explain that CSFs could be ascertained by
soliciting managers’ opinions on a list of indicators.
Critical success factor is the approaches used to develop framework that will serve as a reference
in optimizing the role of FM in the property development industry (Tucker et al., 2012).
The skills and competencies are essential for effective, efficient and cost effective procurement.
Inadequate procurement skills and competencies affect value for money negatively as
procurement officers may make inappropriate decisions due to their inadequate procurement
skills and competencies (Sapa, 2012). Value for money means to maximize the benefits and
minimize payment for a service when procuring a services and products for service delivery
(Raymond, 2008).
Value for money is achieved through the optimal combination of all significant relevant factors
over the lifespan cost of a specific procurement, where user requirements form the primary basis
for the evaluation (Moitswadi, 2012).
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In recent years we have observed the introduction of Key Performance Indicators (KPIs) in the
FM discipline, such as loss of business due to failure in service, provision of project to customer
satisfaction, provision of safe environment, effective utilization of space, effectiveness of
communication, service reliability, professional approach of staff, and responsiveness of

problems.

Poor FM could result in inadequate facilities to support functioning, not contributing to the

organization’s mission, cost inefficiencies, and unavailability of the facility for future needs.

2.2.Empirical Review

2.2.1. Empirical evidences on Facility Management Effectiveness

If managed correctly FM should have a strategic importance to adding value to the core business
delivery of an organization, (Tucker & Pitt, 2009). According to Jensen et al. (2012), “‘green
FM’ is undoubtedly one of the major ways to influence the core business positively and create
added value through many ‘value channels’ (e.g. save energy, reduce costs, improve image,
support productivity, etc.)” With more organizations aligning with the strategy of sustainability,
facilities managers will have a greater role to play in advancing sustainability agenda through the
practice of SFM (Elmualim et al., 2012).

An effective role of facility management will enhance the performance of the organizations,

flexibility in space use, efficient service delivery and offers sustainability to organization’s core

business (Tucker et al., 2012).

It is commonly suggested that effective procurement planning and management of FM services

can directly affect the relative success of an organization’s business (Ventovuori, 2007).

The aim of FM is the improvement of the effectiveness and efficiency of physical assets and
workplace to contribute to enhancing operational business performance. In this context,
improved logistics performance via FM and maintenance services is a significant factor to

achieve continued competitive advantage (Mangano, 2014).
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2.2.2.Empirical evidences on Factors affecting effectiveness of Facility

Management
Empirical studies show that there are different factors affecting effectiveness of Facility
Management in different sectors. Herewith after investigating the following empirical studies,
the researcher will try to sort out the most relevant and influential factors that affect effectiveness
of facility management.
According to a study by Gopalakrishnan (2008), insufficient investment in facilities management
organizations leads to postponement of major repairs and replacements of facilities. Lack of
centralized information within an organization on the assessment of deficiencies and conditions
in the facilities causes these projects to be carried out at the cost of critical replacements and
repairs.
According to Japheth (2013), the most important factor was found to be procurement planning
followed by contract management as pointed out by most of the respondents. This was because
good plans result to effectiveness and efficiency in attaining projected results. Mamiro (2010)
agrees with these findings and concludes that one of the major setbacks in public procurement is
poor planning and management of the procurement process which include needs that are not well
identified and estimated, unrealistic budgets and inadequacy of the skills of staff responsible for
procurement.
Based on a study by John K. and Hildan W. on internal factors affecting procurement process of
supplies in a public sector, procurement process is affected by factors such as accountability, ICT
adoption, operation procedures, justification for results of internal & external monitors, and
conflict of interests.
The need for information to stimulate appropriate action and organizational learning at the right
level of the organization and stage of the decision making process emphasizes the need for
effective performance measurement (Brignall and Ballantine, 1996).

FM can bring value towards organizational effectiveness, through management and the
improvement of services (Noor and Pitt, 2009). Effectively planned FM services can create

significant business returns.
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2.2.3.Empirical evidences on CSFs of Facility Management

The Critical Success Factors (CSF) approach represents an accepted top-down methodology for
corporate strategic planning, and while it identifies few success factors, it can highlight the key
information requirements of top management (Byers and Blume, 1994; Rochart, 1979). In
addition, if the critical success factors are identified and controllable, management can take
certain steps to improve its potential success (Tser-yieth, 1999).

The identification of different critical success factors according to the BSC framework and
related performance measurement tools which exist within FM organizations, present a new
framework through which to measure FM performance aimed at increasing the effectiveness of

the FM process thereby to increase the overall organizational efficiency.

The identification of its critical success factors provides a means by which an organization can
access the threats and opportunities in overall facilities management opportunities (Yasin &
Charles, 2010).

An empirical study conducted in the banking industry shows that ability of bank operation
management, ability of bank marketing, ability of developing bank marketing, and ability of
financial market management has been found as the composite critical success factors which are
linked to various strategies (Tser-yieth, 1999).

A case study conducted in South African University of Technology shows that Critical Success
Factors (CSFs) identified from preliminary findings for smart and sustainable facility
management include effective knowledge management, presence of required skill sets and

enhanced top level management support (Bankole A. Et al., 2015).

A study conducted for theory building in facilities management performance measurement,
customer related factors (service partnership, quality and timeliness), Internal Process related
factors (contract management, operational service efficiency, supply chain management, work
environment and risk management), Financial related factors (financial resource management,
value for money, profitability and asset utilization) and Learning & Growth related factors

(innovation, strategic facility management information and management, and staff training and
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development) are identified as critical success factors for facility management (Amaratunga,
2001)

A research conducted in Malaysia shows that The critical success factors for harnessing
knowledge management in facilities performance evaluation has been identified as management
leadership support, culture, strategy & purpose, technology, measurement as well as the

knowledge management process itself and human resources factor (Yasin & Charles, 2010).

The findings in the study of facility management team show that three human factors such as
communication, teamwork and training has been identified as critical success factors for
managers of facility management which are key to improving the level of service and delivery
performance, where people are required to work together in teams (Kym Fraser et al., 2013).

Faremi et al. (2013) In their study in Lagos state, Nigeria to assess factors influencing the options
of procuring Facilities management service; it has been able to capture the consideration
parameters that inform organizations decision on In sourcing or outsourcing FM services either
in totally or in part. This study identifies efficiency of the service delivery process, continuity
and risk management as major factors affecting the choice of procurement route which an
organization may toll or adopt.

To truly operate and maintain a high performance building requires the synthesis of people,
process and technology using system thinking approach. This requires the extraction of
knowledge from multiple areas of expertise including health, ventilating, air conditioning and
control systems, energy and maintenance management, software and IT systems, and
competencies of managers and technicians. This study concluded that system thinking, for both
building systems (heating, ventilating and air conditioning, lighting and others) and
organizational systems, is necessary to achieving successful high performance building operation
(Angela et al., 2010).

A study which examines prospects of applying logistics management to branch operation in a
typical commercial banking sector using the case of Nigeria Commercial Banks shows that an
efficient logistics management of resource and facilities movement between bank branches will
leverage several internal factors like management style, culture, human resources, technology

and by implication improve performance (Adekunle R. and Araoye O., 2012).
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In a study conducted on commercial bank of Thailand in which empirical study of Facility
Management strategy were explored, examined and presented; in the case that either FM
department had high position in the bank’s organizational structure or FM director had close
relationship with senior business management, the department tended to have wider range of
strategies covering both strategic and operational issues. On the other hand, a more typical or
traditional FM department, with lower position within organization’s structure, was more likely
to focus on operational issues and operational/functional strategies. By examining the strategy
content of FM, this study found that in providing support to organization FM department could
choose different strategic stance. Regardless to type of organization, FM needs to develop its
strategy to reflect and fit both short and long term needs of the given organization as well as
business plan (Sarich C. and Veerason L., 2011).

In relation to each variable, stakeholder opinion, value for money, service standards,
performance and continuous improvement are found to the top five ranking factors and could
therefore be described as the “most” critical of the factors analyzed. The data suggests that
providers of a social housing repairs service should pay particular attention to; the views of its
staff and customers; the pursuit of value for money, achievable and clear service standards,
measuring/ reviewing performance and targets for improvement within the service (Tucker,
2014).

According to Mohd, et al. (2013) in their study entitled ‘Defining the CSFs in FM Malaysian
Health Sector, there are five main factors which are people, process, place, technology and
finance. The critical success factor of people includes continuous training, competency,
leadership support and FM profession or carrier. There are six criteria critical success factor of
process which are restructuring, integrated, consolidation, process coordination, service quality
and regulation. For criteria critical success factor of place are space management, sustainable and
infrastructure. Besides that, the criteria for critical success factor of technology including
integrated system and data management. While, the value for money and life cycle analysis are
criteria for critical success factor of financial. Therefore, these factors are critical to the

successful implementation of FM.

Encon (2005) shows in his study that the key success factors of building management are
leadership of management committee chairman and commitment of management committee

member, competence of contractor staff. To reduce the gap between the expected level of service
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and the perceived level of service, customer orientation, information sharing, and a consistent
track record of professionalism are important. Regarding the functioning of the contractor, the
selection of management staff and subcontractors with the right service ethics, training and
teamwork is important.

Ability of FM to extend the performance of buildings and facilities is an appropriate yardstick to
measure the contribution of FM in the sustainable development. Challenges to integrate FM in
the development processes have to be addressed and should be viewed as a success factors.

It was also observed that some major variables lead to the inefficiency and ineffectiveness of the
maintenance projects includes: the occurrence of poor contract management, lack of availability

of materials and the incidence of in accurate estimate (Owolabi et al, 2014).

2.3.Conclusion to the Literature

As mentioned before, in this study: mismatch of demand and supply of facility, existence of
prolonged/delayed construction projects and the scattered locations of Head offices and districts
makes the effectiveness of facility management of CBE under question. Based on these
problems, the procurement management and the building construction and contract
administration departments as well as the facility management as a whole will take the major
contribution for the current level of facility management effectiveness. Off course other
departments will have their own inefficiencies but has little impact when compared to the above
ones.

Hence, this study focuses on those factors such as Leadership, Facilities Strategic and
Operational Planning, Customer Focus, Assessment and Information Analysis, Development and
Management of Human Resources, Process Management, Performance Measurement system &
Performance results as well as Supply chain Management th