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Section 1:
People
The future of facilities management will certainly involve an increasing
focus on data and technology, but that’s not to say that human skill and
capability won’t still be absolutely central to quality and efficiency.
FM is fundamentally about people: the people at every level in the
provider organisation, delivering services to customers; the people
working for supply chain and client organisations, in partnership
with providers; and the people who ultimately benefit from the
highest levels of repair and compliance in the buildings where
they work, shop, access services, or enjoy their leisure time.
People are the focus of our purpose, they are also the means
of delivering the changes to FM delivery that result in achieving
our purpose. They’re at the heart of what we do.

FM is fundamentally
about people, at
every level in the
organisation.
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Traditional FM provision is compromised
by limited thinking. Inadequate processes,
poorly-applied technology and unreliable data
lead to inflated cost and unacceptable waste.
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Changing the rules of FM
Cloudfm does things differently – it’s in our DNA.
Our company was founded in 2011 specifically to disrupt
the sector and fix the systemic problems in our industry,
revolutionising the market by offering the most effective,
best-value solution in facilities management.
With many years’ experience at the coalface, our founders knew
traditional FM provision was compromised by limited thinking.
Inadequate processes, poorly applied technology and unreliable
data lead to inflated cost and unacceptable waste.
They also knew that a new approach could result in significant
benefits to clients’ businesses – both in terms of profitability
and quality (with its corresponding positive impact on staff
and customer experience). So they changed the rules.
Unlike any other provider, we automate every step of our
processes. Data in our system cannot be altered, and our
trained experts verify 100% of tasks, quotes, costs and compliance
certificates. With verified, comprehensive data, our portal
allows our clients to control costs and make informed
decisions while simultaneously driving up quality. That’s
why we’re trusted by some of the world’s most successful brands.
We’ve put together this paper to explain what makes us tick,
why we can’t be easily compared to the rest of the market, and
how our offering delivers the best solution to the needs of a 21st
century organisation’s estate – resulting in tangible benefits to the
business, its staff, its customers, and even the wider economy.
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Even quite minor gains in
efficiency and productivity
in FM have the potential to
have a significant positive
impact on the economy of
the UK, as well as make an
immeasurable difference to
the lives of professionals,
workers and citizens.
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Purpose
We believe in FM. We believe
it’s important – not just to
the UK economy as a whole,
and to the companies that
comprise it, but to the everyday
safety, convenience and
enjoyment of us all.
But we don’t believe that
FM always delivers the value
that it should. Dissatisfaction
with providers is common,
and the industry giants are
barely profitable. That points to
systemic challenges. Moreover,
there is little variation in the
way services are delivered
and managed in FM. Most
providers and users of services
follow similar assumptions
and principles, which preclude
positive change. Change is
needed. And when the ‘rules’
accepted by the industry preclude
change, you need to change the
rules. So that’s what we’re doing.
Why do we care so much
about FM? Well, everyone cares
about it, they just sometimes
don’t realise that it’s FM they care
about. Both in business and in
the public sector, FM is directly
relevant to safety, efficiency,
productivity, cost control,
gaining value from spend, and

positive staff and customer
experience, amongst other
important considerations. It’s a
critical part of any organisation’s
effective running.
By some measures,
FM contributes 8% of UK
GDP. FM is a business-critical
service, underpinning much of
the UK’s key business sectors
– all retail, leisure, hospitality,
education and office-based work
is made possible by effective
facilities management.
Even quite minor gains in
efficiency and productivity in
FM have the potential to have
a significant positive impact on
the economy of the UK, as well
as making an immeasurable
difference to the lives of
professionals, workers and citizens.
So why do we think there is
so much scope for improvement?
Quite simply, business practices
in FM lag far behind those in
other industries.
Manufacturing; retail; law;
finance; hospitality; transport;
leisure; agriculture; construction.
All have been changed
immeasurably by new thinking
and technology over the last ten
years. But the core of the FM
model remains unchanged since
the dawn of outsourcing in the
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1980s: delegate away from the
boardroom, squeeze margins,
use unskilled staff, and report
optimistically.
While productivity
growth in the UK has slowed
recently, its growth over the
last three decades has been
driven by advances in financial
management, human resources,
automation, mobile technology,
data analysis and process design.
Few would claim that FM as an
industry is at the cutting edge of
any of these fields.
In response to shareholder
demand for growth and profit,
and client demand for better
value, FM leaders have cut
costs relentlessly, but there is
a limit to how long that can be
effective. Further, a race to the
bottom is not consistent with
a business-critical service, and
one concerned with increasingly
complex systems and equipment.
Clients and providers
alike have lost sight of what
they are trying to achieve
with FM. Clients feel that
they are paying over the odds
for inadequate service. Providers
feel that the demands of clients
are unreasonable. Suppliers
feel that they are asked to
do the impossible.
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TFM is not the answer. There is
no efficiency in selling unrelated
services as a package, and
bundled pricing breaks down
trust between provider and
client. CAFM is not the answer.
Simply capturing a process in a
software model adds nothing if
the process was flawed to begin
with. These are the so-called
innovations of the last 20 years
in FM – but neither providers
nor clients in the industry would
claim that these changes have
solved the industry’s problems.
They may have squeezed
a few percentage points of
improvement from the existing
ways of doing things, but no
more than that.
The underlying flaws in
the FM industry do not in
themselves cause financial pain
and operational challenges
– but they encourage the
behaviours that lead to these
negative outcomes. When the
model precludes more effective
behaviours, then it is time to
change the model.
That is our purpose as
an organisation – changing
the rules of the industry.
And by changing the rules,
we keep people safe, make
people’s working lives better,

and improve the consumer
experience in the UK. That is
fundamental to our success. We
believe that when people are
motivated by a purpose greater
than themselves, they enjoy
their work, and they bring the
best of their creativity, effort and
empathy to what they do. That
is why Cloudfm is able to do so
much with so few staff, and why
we have had such an impact on
the industry in such a short time.

Fairness
A fair deal is the foundation
of successful business. Unless
both parties feel they will benefit
from a transaction, customers
will not buy, vendors will not
sell, employees will not go to
work, and employers will not pay.
And while power or information
imbalances may force parties
to accept an unfair deal for a
while, this isn’t sustainable.
Pressure from customers,
suppliers, legislators and
commentators will eventually
restore the equilibrium. In fact,
the recent movement toward
open-book contracting and
wider transparency in the FM
industry is a demonstration of
this phenomena.

While it may seem natural
to act with self-interest when
faced with a moment’s pressure
or opportunity, we recognise
that all businesses have a
responsibility not to exploit other
people and organisations, even
when the opportunity presents
itself. We all have a responsibility
to look after the interests
of stakeholders: employees,
customers and suppliers. We
also understand that a failure
to live up to this responsibility
will eventually prove counterproductive – employees will
leave, customers will defect, and
suppliers will disappear. Business
is not a zero-sum game. For us
to be better off, stakeholders do
not have to be worse off.
We should all gain from
doing business together.
Facilities management is
one sector in which borderlineexploitative practices are
common – extended payment
terms, low pay, poor training,
work charged for but not
delivered, ‘optimistic’ reporting.
All common; none universally
frowned on. That doesn’t mean
that the facilities management
industry is full of crooks – just
of people doing their best in an
environment of unreasonable
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pressure, sometimes forced
into decisions they’d rather not
take, in the name of ‘expediency’
or ‘practicality’.
The consequences of this are
severe, and material. In facilities
management, we’ve seen in
recent years year how ethically
questionable practices can wreck
even plc-scale organisations.
We see every day how such
practices destroy value for
organisations large and small.
Cloudfm was founded
to combat these systemic
weaknesses in the FM industry.
We identified an opportunity
to shun short-term thinking in
favour of sustainable success –
and we very quickly found that
commercial achievement was
the natural by-product of ethical
decision-making. This isn’t
always easy, but it is worth it.
We don’t necessarily believe
that we’re more enlightened than
any other organisation, but our
experience has shown – and our
success has proven – that the right
thing and the successful thing are
almost always one and the same.
With fairness as the foundation
of a business transaction, the
advantages are wide-ranging
and far-reaching, and all
stakeholders benefit as a result.

14

THE DNA OF CHANGE

In a complex business,
identifying what is fair and
equitable is not always easy,
but we put a great deal of effort
into identifying, defining and
executing what ‘fair’ means in
our business and our industry.
So what does the concept of
fairness look like in real terms?
• We pay very quickly compared
to the industry as a whole, and
offer faster payment terms for
our highest-performing suppliers
– those who add the greatest
value to our business.
• We pay fair rates, with bonuses
for high performance, and only
charge for administration carried
out on our contractors’ behalf at
their choice.
• We do not make unreasonable
demands of our team members,
and no-one at Cloudfm is
ever put under pressure on
numbers alone. Conversely,
we never restrict the scope our
team members have to test and
challenge themselves.
• We pay our employees fairly,
we set clear, realistic goals for
progression, and we place no
limits on the ambitious.

• We have created a culture
which shuns unreasonable
rules, and promote a working
environment that fosters positive,
productive behaviour.
• We never take on contracts
with our clients that we aren’t
certain we can fulfil. We
always charge fairly, and we are
completely honest about our
pricing structure, our margins
and our delivery.
All this might seem basic,
even obvious, but in a widely
commoditised industry, where
questionable practices are
common, it’s not currently
the norm. We are making it
our mission to redefine what
is considered best practice, by
proving that doing the right
thing – promoting fairness –
results in positive outcomes,
both for those involved in
the transaction, and for the
balance sheet as well.

Training
At Cloudfm we take a very
different approach to investing
in our people, compared to other
organisations in our industry.
The prevailing dynamics in the

FM sector are towards low
levels of skill – or at least the
lowest levels of skill possible
– and the pressures on hourly
rates of labour are considerable.
Indeed, in some cases, the
hourly rate is the defining
metric by which tenders for
business are judged.
This is wholly misguided.
Ultimately, a low hourly rate
makes front-line roles less
attractive – which decreases
the quality of candidates. It also
impacts directly and significantly
on the quality of the work they
do. At the same time, the reduced
margin closes down the potential
for investment in the training
and mentoring that would drive
up quality and motivation.
Without that, workers have
minimum skills, and poor
motivation. Through no fault of
their own, they are unlikely to
be worth even their cost to the
organisation. They cannot solve
problems on their own initiative,
and they do not add value when
they interact with the business
environment around them.
It is a fundamental
economic fact that productivity
– output per hour worked – rises
with investment in skills, training
and systems. Investment in
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people improves their behaviour
and increases their value. At
Cloudfm we prove the truth
of this every day.
Although we pay our
engineers, contractors and
administrators well above the
average, our clients pay the
lowest costs in the industry.
That’s a fair, positive outcome for
all parties involved.
This is possible partly because
our team members and supply
chain partners work within a
system that allows them to be
highly efficient – they waste
nothing and complete more work
in the time available than their
peers at other organisations.
However, it is also because
our team members are so
highly skilled. The Cloudfm
process demands skillsets that
are not found anywhere else
in the industry, so we literally
have no choice but to invest in
training our people to the highest
level in the sector.
The way we do this is unique,
too. The Cloudfm Academy is
a purpose-built facility – with a
team of full-time training staff
and a roster of visiting lecturers
– which exists solely for the
purpose of training our staff
(and supply chain partners) in

industry-specific and business
skills. Uniquely, its engineering
suite is stocked with the actual
makes and models of equipment
our clients use, so everyone in
the organisation is familiar with
them. This resource ensures
that they are able to deliver
above and beyond their roles,
tackling problems on their own
initiative. What’s more, they are
incentivised and empowered to
behave with pride, diligence
and enthusiasm.
This contributes hugely
to the value that our clients
receive – not only do we operate
a uniquely effective system, but
our staff are fundamentally more
efficient than those of any of our
competitors. With their superior
skills, attitudes and behaviour,
they can eliminate the waste and
inefficiencies that destroy value
in so much of the industry.

Empowerment
Work forms a vital part of our
personal identity, and we spend
some third of our waking hours
there – some of us even more. If,
as business leaders, we can make
that time more enjoyable, more
satisfying and more fulfilling, for
more of the workforce, then we
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make a material difference to the
wellbeing of our team members.
This not only benefits them
personally, but it cannot fail to
have a positive impact on the
business outcomes.
We’ve found that instituting
processes and systems that
properly manage targets,
inputs and outcomes creates
an environment where stress is
reduced, and where it is possible
to focus on the wellbeing of
both teams and managers.
We do everything we can to
encourage team members to
bring the best of themselves to
work every day – but the system
they work within guarantees
they are never under pressure
to meet unrealistic targets. And
the rewards of that are not just
ethical, but offer material gain for
us and for our clients.
By automating and
controlling an ever-growing
proportion of lower-order, basic
decision-making situations,
we are able to remove many of
the stressful, routine activities
that can cause team members
to become unfocused and
disengaged. Not only does
this eliminate many of the
unproductive behaviours that
are otherwise common in our
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industry and many others, it
also frees up our team members
to focus on the higher-order
decision-making that allows
them to rapidly solve more
complex problems for
our clients.
For us, automation does not
mean that we hire fewer team
members (though our helpdesk
team is proportionately small,
compared to our client base), but
that we employ them a great deal
more productively.
Of course, that means our
teams need a far higher level of
skill than they would otherwise.
But it also means that we have
the resource available to give
them those skills – opportunities
that they would not have
elsewhere in our industry:

management – they are
empowered to be the face of
our brand, to take ownership
of the sites they visit, and to
help those working at our client
sites to make the most of our
systems and technology.
• Our back-office teams are all
experts in their field – across
compliance, PPM, finance
and quoted works, we train
even our junior administrative
team members until they have
knowledge and insight far
beyond their industry peers.

We believe that people are
more fulfilled when work gives
them the opportunity to stretch
themselves in this way. We
never put undue pressure on
our employees to do more than
they are qualified to do, but we
empower them to do as much as
they feel themselves capable of.
And we work constantly to
increase those capabilities.

• Our most junior helpdesk
workers have a detailed
knowledge of their client’s estate;
have a hands-on familiarity
with the assets on that client’s
sites; and have the opportunity
and support to solve detailed
problems every day.
• Our engineers are
trained across multiple
disciplines, including customer
service, training and task
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Section 2:
Process
Even the very best people need
good tools to work with. Our
approach to process differs
greatly to the industry norm,
and it’s integral to the improved
value we offer our customers.
FM is not generally seen
as fertile ground for innovation.
The short-sighted view is that
there’s not much innovation
in cleaning grease traps and
fixing air conditioning. Indeed,
the boardroom is wont to
dismiss the possibility for
innovation in FM outright,
on the grounds of a lack of
accurate measurement.
Cloudfm understands
this. This is why our process
is so focused on accuracy and
completeness of data – not
just because it is necessary
for fairness, quality and value
in FM, but also because it
facilitates constant improvement
in these areas.
The advent of our
groundbreaking system
moved the benchmark of the
industry forward by 20 years.
But we understand that this
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modernisation alone is not
enough. To further our mission
of making the industry a better
one to work with and work in,
we need to innovate constantly.
Stagnation breeds complacency,
and complacency is not a
productive behaviour.

It’s not the
technology
that makes
the difference,
it’s how you
deploy it
and manage
it that counts.
Jeff Dewing, CEO, Cloudfm

New thinking
The processes and technology
that guarantee the integrity of our

data also ensure that we always
deliver what we say we will. In
questions of fairness and ethics,
delivering on promises should
be fundamental – the elemental
building block of a fair deal. To
do otherwise is to undermine the
foundations on which a business
transaction is built.
There is an extent to which the
question shouldn’t even need to be
asked – an understanding (on both
sides) of what is being transacted
should be a given. But most of the
facilities management industry
is not like that; the majority of
the sector is 15-20 years behind
leading industries in the use of
technology and process. And
this means that, in our industry,
the question really does need
to be asked – ‘have we received
everything we paid for?’ And,
just as important, on our part –
‘have we delivered everything we
promised we would?’
When we discuss the mistrust
that can arise when data is
incomplete, unverified or unclear,
the prime suspicion is often that
a provider or supplier has not
delivered as they promised they
would. It’s the process that allows
us to demonstrate beyond doubt
that we have delivered exactly what
we say we have. Without effective

measurement and reporting, the
potential to overpromise and
underdeliver is considerable.
In facilities management, where
inefficiency and disregard have
led to margin pressure at all
levels, incomplete or inaccurate
reporting is often used –
intentionally or unintentionally
– as an opportunity to maintain
profitability in the face of
unrealistic targets.
There are many ways that
this can happen:
• An unqualified or partially
qualified engineer may be
sent to a job where a statutory
qualification is required –
resulting in potentially
dangerous electric, gas or
refrigerant installations.
• A site may be recorded as
‘compliant’ when remedial
works remain outstanding,
and it really is nothing of
the sort. Across a number
of disciplines, this opens the
possibility of genuine physical
danger for team members
and the public.
• Time on site may not be tracked
precisely, allowing charges for
time that has not been used as
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In questions of
fairness and ethics,
delivering on
promises should be
fundamental – an
elemental building
block of a fair deal.
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part of the job. This is a common
reason for inflated charges on
quoted and reactive works.
• PPM intervals may be extended
beyond the agreed timescales,
with some visits never actually
delivered at all – this causes
increased breakdowns and
inflated costs in the medium term.
• Extra charges for travel,
sundries, disposal and other
miscellaneous items may be
invoiced without agreement.
This commonly results in
inflated charges.
Not all of these actions are
born of malign intent – in
our experience, it’s seldom
deliberate. Rather, these are
often the actions of individuals
and organisations that are under
severe financial pressure, and
do not have access to the right
systems and technology.
This scenario is far from
unique to facilities management,
and the consequences are
severe – not only in terms of
the general ethical and financial
impact, but in the safety of
workers and the public, who
do not expect to be exposed to
risk in their daily lives.
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Eradicating these ethical and
material risks is a matter of
designing, developing and
maintaining processes that
control a workflow at every
possible step, and closing all
loopholes. Additionally, it’s about
continually innovating to ensure
that improvements in service
and value can be made.
To that end we have
an elite, cross-disciplinary team
within Cloudfm, constantly
looking to tackle both old and
emerging challenges in the FM
industry. Since its inception,
this team has brought such
innovations as the engineer skills
register, which ensures that an
engineer working on a Cloudfm
job will always be qualified
for the task; mandatory asset
scanning, which builds a detailed
service history for every piece
of equipment at client sites; and
the warranty register, which
automatically holds warranty
details for every piece of work
done, every replacement part,
and every piece of equipment
installed by Cloudfm or its
suppliers, so warranties are
always fully utilised. This is so far
unique in the FM industry.
These innovations and more have
saved our clients tens of millions

End-to-end
integration

of pounds in FM spend – but they
have also enabled our clients to
make tens of millions of revenue,
and that is a fundamental change
in what FM is capable of doing
in a large business.
We’ve shown that our
process allows us to generate
sustainable profits, while still
offering our clients the lowest
costs in the industry and paying
our suppliers some of the
highest rates around. Equally,
it’s the process that allows us to
ensure the safety of our clients’
customers and teams, as well as
our engineers and suppliers –
and it’s the process that allows
us to demonstrate beyond doubt
that we have delivered exactly
what we say we have. That’s not
just the right thing to do, but the
commercially sustainable
thing to do as well.

To fulfil our aim of fairness to
stakeholders across our dealings,
we recognised the need to rethink
how we encourage all involved to
do the right thing from the start
to the end of the process.
In practice, this meant reducing
the scope for unfair behaviours.
Reimagining how we create
and apply technology held the
key to achieving this – make a
system genuinely comprehensive
and easy to use, covering the
entire process end to end, and
it becomes possible to bring all
significant activity within it.
That’s why our automated and
paperless process is worth more
than just the raw efficiencies it
offers. When everyone – clients,
team members and suppliers – is
working on the same system,
then that system can be designed
to effectively guide behaviour so
as to ensure fair outcomes. Set
up workflows and transactional
processes to share benefits
appropriately, and it becomes
possible to guarantee that this
will be the case.
For example, always allowing
contractors to make a fair margin
eliminates the need for them to
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report optimistically on
their time on site, or on the
materials they have used in
their work. Conversely, rather
than fining contractors for not
using our technology, Cloudfm
pays bonuses for using its
tech solutions consistently
and effectively.
But even removing
practical barriers and creating
financial incentives is still
not enough to change
behaviours. People in general
seek an easy life. If there is an
easier way of doing something
then that’s the way most will do
it. In order to make data capture
the default option, it has to be
the easy option.
For example, within the
Cloudfm Freedom system, the
only way to record and invoice
work is through the engineers’
Freedom app; each item of data
captured throughout the on-site
workflow is actively prompted
by the app, and any alternatives
are considerably more
time consuming.
We understand that selfserving behaviours are natural,
and can be entirely intentionless.
Indeed, they are so natural that
it is normal to sense them in
others; even where no sharp
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practice has occurred, honest
oversights have the potential
to be seen as attempts at such.
This fosters tension and mistrust
where there’s no need.
In an industry where
sharp practice is widespread,
this effect is common, and
it’s one of the reasons behind
Cloudfm’s inception; honesty
and transparency underpin our
process from start to finish. Our
systems are designed so that
the same information is seen
by ourselves, by our clients,
and where appropriate, by our
suppliers. Nothing can be hidden
without agreement (though we
must of course retain the facility
to obscure personal information
under GDPR). In combination
with the forced process that
guarantees the veracity of data
and the accuracy of its capture,
this dramatically reduces the
scope for disagreements,
mistrust and stress.

Verification
While automation is key to
accurate and comprehensive
data capture, on its own it is not
enough. The FM process can be
automated, but the assessment of
quality and finance is simply too

complex for any current
or imminent technology to
manage unsupervised. Expert
judgement is still required.
Therefore, our process also
enforces full expert audit on all
exceptions or anomalies in the
complex data that is captured
by the system. In the case of a
quote, for example, our platform
automatically benchmarks all
quotes against the market rates
for materials and labour, with
exceptions identified and passed
to a highly-trained technical
team for further examination
and challenge. Only when this
process has been completed can
the quote then be sent to the
client’s finance team for approval.
Our system mandates that
even the most minor repairs
are checked by site managers,
and are also audited by our
own engineering team, through
the PMV system. A review of
each piece of work completed
by contractors is automatically
included in the managed
workflow on our engineers’
planned monthly site visits.
This is unique in the FM
industry, and carries no
additional cost to the client.
Further, before payment
can be made, all tasks are

then reviewed by our trained
operations experts. These teams
check for the meeting
of contractual obligations and that
all documentation is not simply
present (our system checks this
automatically) but completed to
the required standard of detail:
• Our Certification Auditing
team’s only job is to validate
the documentation associated
with requests for payment by
suppliers, verifying that all
applications for payment match
our automated records of work
requested and completed.
• Our Compliance team’s only
job is to check that compliance
certificates match the legally
binding definitions of validity.
• Our Benchmarking team’s only
job is to check all exceptional
(i.e. complex, not automatically
verified) quotes against the
market rate, and verify that our
automated decision-making
systems are always correct.
• Our PPM team’s only job is
to work with our automated
scheduling systems and respond
to their alerts – ensuring that
compliance-related and routine
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In order to make
data capture the
default option,
it has to be the
easy option.
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maintenance is always completed
on time, with no chance that
tasks can be missed.
Applying this sort of
diligence to every task may
look extravagant. But it is, in
fact, extremely economical.
Many providers use a spot-check
system, but it’s worth bearing
in mind that checking only
10% of data entries means that
there is a 90% chance that any
one error will pass unaudited
into the system.
That error could invalidate
the document that transfers
legal liability in the event of an
accident, or it could be a huge
invoice for work never ordered
or never completed. Using spot
checks, nine out of every ten of
these errors will pass without
comment, and that is indeed what
happens. It is a fact that the true
rates of statutory compliance in
some parts of the FM industry
can be as low as 30% – even when
the suppliers concerned have
declared rates as high as 90%.
And, with a conventional
process, even documents that are
checked may contain errors. Even
a routine document such as an
electrical installation condition
report will have a large number
of opportunities for error in
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it. Unless the team member
checking the document has a
relatively high level of knowledge
and skill, only the most obvious
errors will be noticed.
That’s why we have our
expert teams check everything.
And because they are supported
by our automated workflow
management, this is less labour
intensive than the basic (and
far less effective) administrative
processes that are common
elsewhere in the industry.
Perhaps most importantly,
no data can be altered once
it has been entered into our
system. Once entered, it is in
place forever. And there’s no
way for us to hide anything from
our clients’ management teams,
either. They can see all the data
that we can see, in real time. On
the rare occasions when it tells
an unflattering story, our only
recourse as a provider is to take
remedial action and do better in
future. It is a powerful incentive
to behave constructively. The
advent of blockchain technology
in other industries very clearly
demonstrates the power of data
managed in this way, and this
is one of the many technologies
that Cloudfm is exploring as part
of its extensive R&D programme.

While no organisation likes to
consider, or will admit, that its data
is flawed, the systemic assumptions
that have been endemic in FM
practically guarantee that it will be.
The only way to change that is to
design a new process from scratch,
with data integrity at its heart. This
is what we’ve done at Cloudfm,
and the benefits of that manifest in
improved behaviours throughout
the process.

Strategic benefit
As we have already discussed,
improving process and systems
can bring a level of transparency
to the FM business function that
hasn’t previously been possible.
Once detailed, verified, accurate
data is made available on FM, then
the third or fourth or fifth largest
budget line can be effectively
managed in terms of its costs and
benefits to the organisation.
This is why we take so much
care over the details of data and
process: because, in aggregate,
they mean our data is verified.
And, when it is verified, then
it can be trusted. When it is
trusted, it can be used to drive
the strategic objectives of the
company, through both the
bottom line and the top.

But – and it is a big but – this
is only possible if data is
comprehensive. And that means
the provider can’t put any filters
between the data they hold
and the data they share with
the client. Everything must be
shown, in real time and without
any omission. Without that, even
the best data and the best process
will not succeed in building trust
with a client.
This isn’t always comfortable.
In fact, it can be downright
uncomfortable at times. But
there’s no greater motivation to
get things right than knowing
that your client is going to see
everything you have done to
manage a particular situation.
Again, our system encourages
our teams to behave in a manner
that delivers equal benefit for all
parties involved.
And we have an important
self-interest in this transparency as
well. Cloudfm is an organisation
founded on and steeped in the
principle of innovation and
disruption. If we were to hide
anything, whether within our
organisation, or from external
stakeholders, it could result in
us missing an opportunity to
improve, and define the next
innovation in our industry.
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But we don’t just let our
client see everything, and
leave it at that. To get the best
value from this transparency,
we also maintain a commercial
finance team – a group of
experts in both financial
analysis and FM, dedicated to
working with the client’s finance
team and senior management.
Their role is to work directly
with the client’s senior
management, to balance
operational and financial
goals, and harness FM as
a driver of strategic success.
And, because the processes
and systems are designed to
promote control at every stage,
then the designs of the finance
team can be easily enacted
on the ground. With verified,
trusted data, the impact of
changes is clear – there is never a
disconnect between what senior
management want and what is
happening in reality.
At Cloudfm, we help C-level
management focus on FM by
providing verified, unfiltered
insight on its costs and its
operation. And we also see
how quickly that kind of focus
can bring improvements to the
FM operation, driving positive
financial and operational outcomes.
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With verified,
trusted data, the
impact of changes
are clear – there is
never a disconnect
between what senior
management want and
what is happening
in reality.
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Section 3:
Technology
We may have robots that can
mop a floor, but it will be many
years before we have a robot
that can re-gas an AC unit, or
carry out an EICR test. Until
we do, facilities management
will remain about people. And,
as long as it does, managing
productivity will mean managing
the vagaries of behaviour,
emotions and character. Any
application of technology to
challenges in the industry
must be done with this as the
primary consideration.
You can’t manage what you
can’t measure – an old saying,
and a true one. But recording
detailed data on what we are
doing day to day is not a natural
human behaviour, particularly
in an industry where operatives
consistently come under pressure
to deliver as much as possible
as quickly as possible. For an
engineer who has one too many
jobs in every day, administration
is neither welcome nor
necessarily easy.
At the inception of
Cloudfm, our organisation’s

THE DNA OF CHANGE

founders created what
was then, and remains, the
most advanced technology
solution in facilities
management. But they knew
that using the latest technology
was not enough in itself. Only
by designing an integrated
process and embedding a
robust ethical framework
could they begin to access
some of the transformative
gains that technology has
afforded outside of the
FM industry.
Of course, it’s not just
a case of designing the
optimal system and then
resting on our laurels –
we continue to push the
boundaries, exploring and
investing in new technologies,
to maintain our position at
the cutting edge of facilities
management solutions.

We need to refocus
on what matters in FM.
And more and more
organisations are
re-evaluating how they
think about, apply and
manage FM.

Transparency
The modern business
environment is so complex
that it cannot be understood
adequately without data.
Indeed, it cannot be managed
effectively without data. In
order for communication and
understanding to be more than
simply a matter of personal
trust (both within and outside
an organisation), data must
be captured and displayed in
a way that allows exploration;
that offers access to both detail
and overview; that prioritises
the things that matter; and
that doesn’t require technical
knowledge to interpret.
Anything that falls short of
this will, in our opinion, fall
short of the moral and material
requirement to capture, use and
share accurate, verified data.
In our industry, but also in
most others, this requirement
must be met across three main
areas, in order that we might:
• Manage our own business
ethically, ensuring that we base
all our decision-making on
objective fact, and delivering
value to our clients, our
suppliers, and our own business.

• Report fairly, accurately and
transparently to our clients and
suppliers on our performance.
• Ensure the safety of the
public and workers, and the
quality of the environments we
look after every day.
Our whole business is built on
respect for, and focus on, data.
Practically, that manifests itself
in three key ways, and these too
are applicable across almost all
complex industries:
• We automate as much data
capture as possible, using
geolocation technology and
prescribed workflows, and
enforce full data entry in the
few circumstances where
human input is required.
• Our systems automate all data
transfer, and have no editing facility,
for anyone inside, or outside the
company – so there is no scope
whatsoever for manual error.
• We employ teams of trained
experts to check exceptions and
complex items, and verify that
the documentation is valid – this
includes 100% of compliance
certificates, quotes and costs.

Jeff Dewing, CEO, Cloudfm
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We have removed the principle
of ‘sampling’ data and moved to
100% verification of data.
These are powerful
commercial differentiators, but
they’re much more than that –
they’re ways in which a company
can demonstrate it is doing the
right thing, making sure that
clients, shareholders and the
business only ever see data that is
100% accurate.
It is a truism that statistics
can be made to say anything, but
it is lot harder to doubt them
when their presentation
is clear and the underlying
process demonstrably watertight.
We believe that ensuring this
is key to both doing the
right thing, and to achieving
commercial success.

Automation
At Cloudfm, the same system
that we use to guide the
behaviour of our team members
also automates all data transfer,
automates all data capture for
simple data points, and forces
full data capture, even in the
complex workflows associated
with multiple tasks, statutory
compliance or recall and
warranty work.
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That means that, just as our
team members cannot behave
in a fashion that will be bad for
the client, our sub-contracted
engineers and their support
teams cannot behave against
the interest of the client either.
For example, engineers cannot
be paid for compliancerelated tasks unless they also
provide appropriate, completed
compliance documentation.
Similarly, an engineer
cannot submit a quote or claim
that a job is done without
specifying the exact materials
and labour used, and a client-side
store manager cannot log another
job without giving feedback on
the quality of the work and the
conduct of the engineer.
Being based on smart
mobile technology, the Cloudfm
Freedom app is location aware,
so our review teams can always
assess where engineers have been
and for how long, and compare
that against the work they have
documented in the system.
And, of course, the
process is entirely paperless.
Because it is app-based, the
system mandates that relevant
paper documentation is
immediately photographed.
That way, there is no scope for

any relevant information to
be lost. When the process is
demonstrably watertight, there
is no reason to question the data,
and no reason to doubt other
stakeholders – that opens up the
scope to work collaboratively to
create a better outcome.
This means that our staff are
never put in a position where
they have to choose between
the needs of our clients and the
needs of their employer. They
cannot choose to behave in a
way that generates an unfair
outcome for any party, because
the system has already defined
what should happen.
Many organisations
profess fairness. A smaller
number may even preach it.
But delivering fairness is a
challenge. We succeed, because
we, our clients, and our suppliers
use a system that can do nothing
but deliver fair outcomes.

Mobile technology
As Cloudfm’s technology has
evolved to drive out inefficiencies
and achieve even greater levels
of productivity, we have found
that success is as much a matter
of understanding and responding
to human behaviour and

psychology than anything else.
We can’t remove all the stresses
from every workplace we work in
– but we can take the stress out
of managing FM.
This is the principle behind
our engineers’ Freedom app –
by controlling workflow, and
making data capture completely
non-optional, we can remove
any fear that the engineer may
have that their diligence or
commitment to a specific job
could be questioned.
It’s also the principle behind
our Freedom Client app. In busy
retail and restaurant environments,
one of the biggest stresses for
building managers is time spent
away from the shop floor. Many
organisations in these sectors
actively restrict the time available
for admin, which places an
additional pressure on managers
who already know that their time
is best spent on the shop floor. A
mobile app for building managers
as well as engineers was the
obvious solution.
But delivering one effectively
isn’t as easy as it may seem.
Apps, by their nature, must
be simple – and maintenance
tasks within an organisation
can be complex. Reconciling
complex tasks with a simple
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of that principle to bear in
increasing engagement and usage
of the Cloudfm system amongst
building managers.
This is equally true of the
view of the Freedom App for
operations managers. Designed
for FM and maintenance leaders
who, for example, need to
respond promptly to requests for
quote approvals, we harnessed
the same principles to make
it easier (and, indeed, actually
desirable) for them to respond.
By creating an additional
psychological incentive to react
to issues on an estate, we are able
to generate mass engagement –
and that offers the prospect of a
genuinely transformative effect
on productivity.

DNA

user experience is challenging –
especially when the golden rule
of consumer app design is that it
should require no instructions.
The advent of robust, reliable
artificial intelligence has made
this possible. When we designed
our new app for building
managers, we sought to reduce
the time to log a task from seven
minutes (including time to walk
off the shop floor), down to 90
seconds. And, by including an AI
interface, we were able to include
data capture prompts in the same
manner as our engineer app –
allowing our helpdesk to direct
an even faster response in the
case of complex or unusual tasks.
Because including AI allowed
us to put the full power of our
Freedom system into a simpleto-use app, we were able to
enhance some of those features
by using the inherent benefits
of the mobile format itself. For
example, real-time updates
on the allocation of an urgent
task, or on the progress of an
engineer, all appear as push
notifications from the app. And,
just as Facebook or Instagram
notifications trigger the brain’s
positive hormonal response to
attention and new information,
so we are able to bring some
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The Cloudfm system
can do nothing but deliver
fair outcomes, encourage
positive behaviours, and
incubate a culture of
excellence and positivity.
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Artificial intelligence
Cloudfm has changed the rules
of what it is possible to do with
technology in the FM industry. We
started out with the most advanced
technology in the sector and we’ve
never fallen behind. We’ve taken
our clients on that journey and
they now benefit from the material
benefits of a highly advanced
technology platform.
But we know that this is not
enough. We know that as the global
economy continues to evolve,
businesses’ competitiveness will
depend absolutely on their ability
to keep increasing productivity.
This is why Cloudfm is a restless
organisation and never stands still.
We have already put the first
stages of artificial intelligence
into use in our app – and we are
currently working to put in place
a fully dynamic, active artificial
intelligence framework to support
the next iteration of our technology.
Not only will this make it easier
for site managers to log a task,
but the app will be able to assess
the full data on historical tasks
for a given asset, on the financial
performance of that site, and
on the available contractors and
their expertise – to assist with the
speedy allocation of tasks, to make
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proactive suggestions on asset
lifecycle, and to update operations
and building managers proactively
on the budget implications of any
given activity on site.
This will be another stepchange upwards for productivity
in the FM industry, and the
analytic technology that lies
behind the implementation
of active artificial intelligence
enables the productive application
of another key emerging
technology, the Internet of Things.

Predictive analytics
Cloudfm is not alone in
having experimented with and
successfully applied Internet of
Things (IoT) technology in the
FM industry. However, the uses
of IoT have thus far been limited
to remote monitoring.
These are useful gains, but they
are not transformative. Optimising
energy consumption is useful,
but it is only a small part of the
effective management of an estate.
And, in a busy environment,
breakdowns involving important
equipment are almost always
recorded rapidly.
The real potential in IoT relates
to predictive information about
systems and assets – to anticipate

breakdowns before they occur
and drive remedial reactions,
directly reducing the number of
breakdowns experienced across
an estate. By focusing on the ‘vital
signs’ of mechanical and electrical
systems, it is possible to predict
when an asset will fail within a
specific timescale, and act preemptively to prevent that failure.
Of course, it will never
be possible to eliminate all
breakdowns. But, because Cloudfm
records service histories for every
mechanical and electrical asset
across the estates we look after, we
know the indicators of imminent
failures for common key assets
across large-scale commercial
estates. And, because we hold
detailed, verified, accurate financial
data for some of the busiest retail
estates in the country, we know
when it is worth making a preemptive repair – we have clear
visibility of which breakdowns will
have the most severe impact on the
commercial success of a business in
any given sector.
Very soon, thanks to the
insights this data offers, we will
know when key assets are going to
fail and be able to act to prevent
that happening. We will also be
able to model the financial impact,
so clients can make informed

decisions about whether to repair,
replace, or allow the asset to fail.
And, by bringing that insight
together with a proactive artificial
intelligence capability, we will be
able to achieve unheard-of levels
of automation and efficiency. By
bringing together predictive data
on asset performance, service
histories and financial histories,
the Freedom platform will be able
to make proactive suggestions
on decision-making that directly
align with a client’s specific
commercial objectives.
Only at the cutting edge of
the FM industry is it currently
possible to collect and use
data in such a way as to enable
decision-making at the strategic
level. As we further automate
the collection and analysis of
data, the scope to optimise and
enhance this capability is huge –
as are the potential gains for the
organisations that take advantage.
This is the digital future of FM,
and the near-term destination
for Cloudfm’s technology –
layering AI, IoT and advanced
analytics on top of user-friendly,
consumer-influenced cloud and
mobile technologies, to create
not just a fully-fledged predictive
analytics capability, but a genuinely
prescriptive technology platform.
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Does all this work? Unequivocally, it does. Cloudfm is growing rapidly,
and doing so profitably – at a time of limited growth and many other
difficulties in the wider industry. By creating a workflow and system
that removes flawed and negative behaviour from our process, we have
created a culture of excellence, positivity, and continuous improvement.
The benefits of this fall into five broad categories:
Reduced costs
Through the control, efficiency and transparency afforded by our
system, we can do more, in fewer visits, with a lower average cost for
each visit. Consequently, our clients benefit from the lowest costs in
the industry.
Increased revenue
Through our intelligent, automated proactive maintenance planning
and unique incentive structure for engineers, our clients benefit from
reduced breakdowns and quicker fixes when breakdowns do occur.
Facilities are more appealing and restricted trading is reduced.
Reduced legal risk
We are the only FM provider to automatically control and mandate
expert audit of compliance documentation; our clients enjoy a
significantly improved corporate risk profile, with a provably safer
estate and solid legal protection in the event of any accidents.
Controlled financial risk
Because our suppliers must work within our system, they must agree
to submit all invoices within 75 days. This allows us to create an
automatic, highly accurate real-time accrual profile for all our clients,
so invoices never come as a surprise.
More informed decision-making
Since our system offers 100% audited, real-time data at both the
overview and a granular level, and can integrate easily with data on
energy and property finance, senior management can act to maximise
profit and income from the estate. They can also make predictive,
forward-looking decisions about the future of each site.
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Our Purpose

To restore
trust in a
failing industry
by changing
the rules

THE DNA OF CHANGE

Our Values
Changing an industry isn’t
easy – it requires people
with exceptional qualities
and the right attitude. That’s
why we’ve put a set of values
at the heart of Cloudfm
which help guide us in
everything we do.

…we speak truthfully
and sincerely, act with
honesty and fairness, take
ownership for our actions,
keep to our word and – above
all – we are trustworthy.

…we put ourselves in
the shoes of others,
seeking to understand
their needs and feelings; we
treat them with sensitivity,
care and respect.

Integrity

Empathy

Humility

Freedom

…we are humble and
open-minded, putting the
needs of others before
personal gain and accepting
that we might not always be
right. We give everyone
a voice and trust implicitly.

…we give ourselves and each
other freedom to learn and to
grow, to challenge the status
quo and try something new,
to be creative and have fun,
to express our individuality
and be our best selves.

Always do
the right thing
44

45

THE DNA OF CHANGE

Of course, we don’t believe that we have the answers to all the ethical
questions in business, or even in facilities management. But we believe
that we have a responsibility to seek those answers, and to put our
conclusions into practice as well as we are able. And we can prove that
we, our clients, and our suppliers benefit materially from that.
Our purpose as an organisation is to restore trust in our industry, by
changing the rules. But even becoming the biggest and most successful
company in our sector will not be enough to achieve that. To do so, we
need others to adopt our way of doing things.
That is not the case in our industry only – many of the factors that have
caused clients and the public to lose trust in FM have caused a loss of
trust in business more generally. And many of the remedies that we
have demonstrated to be so effective are relevant across all industries.
That’s why we’re so open about how we’ve achieved what we have, from
the mindsets, attitudes and behaviours we encourage, right down to the
software stack and management processes we employ.
At the root of our identity as a company is our determination to
do the right thing. We might not always manage to be successful in
that, but we never stop trying. And our success stands as a powerful
demonstration of how commercial and ethical concerns can be
reconciled effectively – indeed, that they are one and the same.
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Thank you

Changing the rules of FM
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www.cloudfmgroup.com

