Risk less.
Expect more.
Giving you unparalleled control over every
maintenance detail on your estate

The Cloudfm
difference

Welcome to Cloudfm. Our award-winning FM solution leads
with our internally developed technology, backed up by the best
people and the most stringent processes. No one can influence
or manipulate our data. This means you can trust what you see.
No hidden agenda, no hidden costs.

146%
23%
65%
20%

Working in partnership with Cloudfm typically delivers

Increase in
compliance
Reduction in
total FM spend
Reduction in
reactive job spend
Reduction in
site closures

It goes without saying you want results across the board
from your facilities management provider; not only can
we typically deliver reductions in spend, our increase in
compliance levels are second to none.
Without auditing, compliance levels can be reported
unrealistically, leading to unsafe levels of actual
compliance, sometimes below 50%. With 100%
estate-wide compliance auditing you will know your exact
compliance levels 100% of the time and targeting 100%
compliance for your estate becomes a manageable goal.

We know you want an FM provider who can give you back your
time, help you manage your costs – even at a granular level –
and take on the risks associated with FM to your business. We
are experts at managing complex, multi-site estates. We believe
working in partnership with our clients is key to a successful
long-term relationship. Our data is exactly what it says it is, no
manipulation, no missing links. That’s why you will know where
you stand on compliance, quality and cost every single moment.
Our pricing model is different to the rest of the industry and
completely unique. It is called Average Job Value, or AJV, and
is the total cost of combined tasks divided by the number of
tasks. AJV shows the true value provided by the contract,
ignoring the highs and lows associated with types of tasks
and time of year, and it helps us to establish the true value
offered by a contractor.
Rate card models are outdated and only encourage poor
behaviours endemic in the FM industry; these behaviours are
only undertaken to ensure providers and suppliers alike can still
maintain a profit from the contract they have taken on, but they
are not the way we should do business.
Our purpose is to restore trust in the FM industry by
changing the rules. This means we have a code of conduct
that we live and work by. And that is fundamentally that we
always do the right thing – by our clients, our staff and our
suppliers. This involves a total step-change in operations
compared to the rest of the industry – from an incentivised
supply chain to the Average Job Value model to 100%
checks on compliance works.
Here, we pride ourselves on doing things differently, and doing
the right thing – so all stakeholders can benefit.
We are proud to replicate this model in our operations in the
Republic of Ireland and Spain.

Average Job Value
(AJV) Model
Cost of all tasks combined +
number of tasks = AJV

Contractor A
Charges £28
per hour and
takes 3 hours to
complete a task

(£28 x 3 = £84)
Contractor B

Charges £35
per hour and
takes 2 hours
to complete a task

(£35 x 2 = £70)
It is easy to see the difference in value
between contractors A and B and why
rate card models are misleading.
AJV:
Highlights trends and
helps us benchmark.
Enables us to predict total
spend based on run-rate.
Shows true contract cost, ignoring
the highs and lows associated with
types of tasks and time of year.
Helps us to establish the true value
offered by a contractor.
We commit to control the AJV
throughout the life of a contract.
cloudfmgroup.com
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Facilities Management

Managed
delivery

It’s all too common in the industry for
data to be manipulated so you only see
what your FM provider wants in order to
paint the best picture. We give you the
best service with accurate, live data – no
one can influence or change it which
means there’s no hidden agenda or costs.
Our online Freedom platform is internally
developed and is backed up by a highly
skilled 24/7 helpdesk, dedicated account
management and stringent internal
processes. All of this means you, and the
supply chain, get a fair deal and quality
service every step of the way.
We also recognise that often you want to
keep your existing supply chain when you
become a client, and we want to ensure
your relationship with them is protected.
That’s why we make the transition to
Cloudfm for supply chain partners as
easy as possible. Our rates are fair, and
performance is incentivised.

Facilities Management

How it actually works

• Our Freedom platform is specifically designed

to minimise human involvement and duplication.

• Tasks are logged online by the relevant person
on-site in line with in-built controls agreed with
you, the client, at contract level.

• Our 24/7 helpdesk team triage the job.

With access to in-house technical expertise,
the team can ensure the job has been logged
appropriately and take any corrective action
needed. This does not involve changing any
data on the system (there remains a
clear audit trail of all actions).

• The team then assign an appropriate level of

urgency and allocate the service provider from
an automated list.

• The selected supplier responds by accepting
the job and providing an ETA. The ETA is
always in line with the Service Level
Agreement in place with Cloudfm where
correct behaviour is incentivised.

•The supplier arrives at the job and scans in to

provide a precise time of arrival and exact site
location. They undertake the work, or provide
further information or a quotation for work, before
scanning out to show a precise time on site.

• The helpdesk team, with the support of your

Key Account Supervisor (the main point of
escalation for the team - a role specialist to
Cloudfm), manage both arrival and completion
times, and provide special incentives when
a site is non-operational – minimising lost
operating hours.

• All interactions are recorded on the system –

you, the supplier and Cloudfm can see every
single piece of information logged by everyone,
from task notes to supplier check-in on site.

• Any problems are escalated rapidly through

set protocols with the support of the designated
Cloudfm Account Manager and Key Account
Supervisor wherever necessary.

The difference
You benefit from processes not
found elsewhere in the industry,
like our geo-technology, meaning
you know, to the minute, how
long a supplier is on site.
Our checks mean you only get
billed for this precise time.
Other checks include 100%
benchmarking of quotes
submitted by the supply chain,
100% of compliance works
assessed for validity and 100% of
applications for payment by the
supply chain assessed against
quoted/carried out works; the rest of
the industry only sample test each of
these areas, we have expert teams
in place to ensure 100% of these

checks are completed, 100% of the
time. There always remains a full
audit trail on the Freedom system,
meaning all documentation is
at hand whenever needed.
Our Service Level Agreement is
industry-leading and helps us
continue to maintain trusted long-term
partnerships with all our supply chain.
Correct behaviour is incentivised
– for example, we pay £3 for every
successful scan in/out where the
suppliers’ scanning in success rate is
above 90%. We request that partners
pass this benefit directly on to their
engineers; this helps to influence
the most appropriate behaviours
in the supply chain.

cloudfmgroup.com
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Facilities Management

Self-delivery

Our Group company, Cloudfm Shared
Services, directly employs specialist
engineers for the sole purpose of
delivering planned maintenance visits
and compliance work across the UK and
Ireland. This service is subject to the
same stringent standards expected of
our supply chain partners with the same
service level agreements in place. Their
wide skill base and range of disciplines
is consistently grown through training
and development meaning our engineers
are the best in the business.

Facilities Management

How it actually works

• Planned maintenance visits involve a

prioritised list of complete compliance checks,
health and safety inspections, building care
tasks and regular proactive maintenance of any
items of equipment prone to failure.

• Visits can take anything from two to four
hours, depending on the requirements
of each site.

• Building care tasks are non-urgent jobs that

take less than an hour to complete. By logging
these on the Freedom system, the site can
ensure these are completed at the next planned
monthly visit by a Cloudfm engineer. They
reduce reactive callouts and therefore save
you money. If it’s not practical to complete all
building care tasks during the scheduled visit,
the engineer can either complete them on the
next visit or our Helpdesk team can bundle the
remaining tasks together as one reactive task.
This will ensure jobs are completed before the
next visit and mean only one call-out fee is
charged. The approval of this, and what is
defined as a building care task, always
falls with you, the client.

• Our engineers are allocated to look after certain

sites meaning your managers will always get a
continuity of care and be able to establish a longterm partnership with their engineer.

• Auditing of third-party supply chain tasks is

undertaken by our engineers as a matter of
course on each planned visit. This challenges
industry norms and illustrates our commitment
to the service delivery outcome of all tasks, not
just those completed by our self-delivery arm.

The difference
Because costs are important to
you, Shared Services consistently
deliver a reduction in reactive tasks
and therefore, control of Average
Job Value. These visits also protect
the lifecycle of assets which sees
decreasing costs year on year.
The allocation of a fixed engineer to
each site means our engineers are
equipped with the parts specific to

each client and are trained on any
specialist asset at client sites, so they
know your buildings inside out. They
receive specialist customer service
training, supporting the building
of genuine relationships with your
site managers. These relationships,
alongside the unique auditing of thirdparty supply chain work, adds up to an
unparalleled level of quality of service –
setting us aside from other suppliers.
cloudfmgroup.com
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Our clients

Our clients

PizzaExpress controls
activity and cost in real
time with Cloudfm
Cloudfm’s industry-leading technology provides
end-to-end visibility of supply chain activity.
Thanks to this functionality, PizzaExpress
empowers restaurant managers to log their own
maintenance jobs, resulting in more efficient
activity and faster results.
Background

One of Britain’s best-loved casual
dining brands, PizzaExpress has
485 restaurants across the UK and
Ireland (known as Milano in the ROI),
each with its own distinctive style.
Outstanding customer experience,
great design and exceptional quality
are fundamental values of the
brand, which continues to grow
at an impressive pace.
Facilities management is therefore
central to the company’s success
and, when looking for a new FM
partner, the goal was to engage with
a company that could deliver further
improvements. Particular emphasis
was place upon supplier coordination,
cost management and communication.
Connecting all of these was the
necessity for reliable, real-time
data. PizzaExpress explored the
various software solutions available
on the market, but these still relied
on administrators to input the
data. A complete change of
approach was required.

The solution

PizzaExpress began the process by
engaging with restaurant managers
throughout the country. Real-time
financial and compliance data was
highlighted, together with a more
efficient accounting system, dynamic
PPM planning, and end-to-end
visibility of supply chain activity.
Cloudfm were able to deliver on
all counts. Their unique processes
and system platform means that
responsibility for inputting data resides
with the engineer on site, measured
by the minute to ensure clients only
pay for the value received. For the first
time it was possible for PizzaExpress
to control activity and costs in realtime,
while at the same time improving
confidence in their data, compliance
and trading capability.

Main outcomes
• Within nine months of
working with Cloudfm,
PizzaExpress saved 30%
on reactive works.
• Completion against SLA
increased by 28% in
the first six months.
• Service sheets were
replaced with electronic
scanning - reducing
administration and enabling
PizzaExpress to pay
engineers by the minute.
• Restaurant managers log
jobs themselves, speeding
up previous processes,
creating a clear audit trail and
ensuring greater visibility and
accountability at building level.
• As a result of not having
to continually track routine
activity and deal with minor
issues, the client FM team
now has the time to focus on
strategic improvements.
• Suppliers are evaluated
on a like-for-like basis, which
has improved performance
across the estate.
• Confidence in maintenance
has improved throughout
the business.

Don’t just take it from us

Partnering up with Cloudfm has provided
transparency and audit trails not previously
possible. Enabling a confidence in compliance
data that forms the rockbed of FM.
The evolving partnership has enabled innovations
in technology and bolt on additions to FM service
creating a more efficient and streamlined
offering to the business.

cloudfmgroup.com
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Tech solutions

Freedom

No one wants another dashboard
that computerises outdated, incorrect
paper processes. Our internallydeveloped Freedom platform is
a workflow management system
designed to work seamlessly in line
with your business – giving you (and
our supply chain partners) real-time
visibility of every single element
of your maintenance contract.
Once data is inputted, nothing
can be edited, unlike the more
common Computer Aided Facilities
Management systems (CAFM).
Freedom is delivered through an
online portal, with field engineers
working through a specialist app,
minimising administrative processes
and ensuring everything is submitted
directly to the system.
We have a robust and resilient
IT infrastructure, supporting the
constant development of Freedom,
meaning we do not rely on external
sources to make improvements
for you, our suppliers or internal
teams. This allows us to work
with agility and responsiveness in
line with your needs at any given
time of the contract.

How it actually works

Tech solutions
Client site
management

Access to every
day real-time activity
and site data.

Commercial
finance

24/7 Helpdesk
Allocation of
engineers, access
to every day realtime activity, job
management.

Real-time input of
works, progress
and quotes. H&S
management.

Access to data for
reports and analysis.

Self-delivery
engineers

Account
management

Access to every day
real-time activity, site
data and escalation
management as well as
data for reporting.

Client
management

Access to every day
real-time activity and
data at estate and
site level.

Managed
delivery
engineers

Freedom, the
only end-to-end
integrated system
in the industry

Auditing

100% assessments
of all applications for
payments against
works completed.

Real-time input of
works, progress and
quotes. Auditing of
managed delivery jobs.
H&S management.

Key account
supervision
Access to every
day real-time
activity, site data
and escalation
management.

Benchmarking
100% assessments
of all quotes.

Engineer back
office function

Applications for payment,
progress of applications
and queries.

Compliance

100% assessment of
all compliance tasks
and certification.

The difference
Data can’t be changed or manipulated
– only the engineer doing the work
on a job can record activity, which
is calculated by the minute using
geo-location technology. You have
full cost control and our supply chain
partners get a faster, more efficient
invoicing process; our system does
not allow any supplier to invoice more
than 75 days after work is completed
so accruals can be managed.

We also do not allow ‘sent-to-quote’ or
‘made safe’ to count as a complete job
on the system, minimising the number
of unfinished jobs on the estate.
We are the only FM provider to show
clients all data about tasks in real
time. Every piece of documentation
associated with the tasks is held in the
system, meaning the information you
need is always at your fingertips.

cloudfmgroup.com
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The future is here now

Tech solutions

Tech solutions

How it actually works

Building

N

Energy waste and its
associated costs are
likely to be hitting the top
of your business agenda. Cloudfm’s sister company,
Mindsett, exists to eliminate this waste and these
costs, through its cutting-edge IoT and AI technology.
It is the first predictive maintenance and energy saving
IoT solution for multi-site organisations.

Using our own hardware and
software, we’ve developed
a system that harnesses the
principles of gamification to inspire
and monitor behaviour change. The
result is an innovative and open
standard system with a payback of
typically one year.

DIRECT SENSORS

HVAC

N

Gateway

ELECTRICITY SUPPLY

Machine learning & AI

N

POWER
MONITORING
SENSORS

Cloud

N

Extraction

Transmitter

N

N

Refrigeration

N

N

N

Apps

N

Analytics

The difference
Hot water

Other assets

N

N

Distribution
board

Developed by our team of experts, this
technology doesn’t just present itself
as another dashboard showing you
endless, uninspiring data. It presents a
new way of thinking and a new way to
inspire sustainable behaviour change
in operations across your estate.

It takes minute by minute data and
applies principles of gamification to
inspire staff to modify their behaviour
to achieve waste reductions.
For more information on Mindsett
visit mindsett.co.uk

cloudfmgroup.com
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Our clients

Our clients

TUI delivers a
more positive retail
customer experience
with Cloudfm
With the support of a dedicated account
manager and the team of experts at Cloudfm,
TUI has been able to achieve substantial
efficiencies in FM spend. This, along with
notable improvements in quality and service
delivery, has directly contributed to an
improved TUI customer experience.
The customer’s retail experience is of
utmost importance to TUI, so when
they retendered their FM, their priority
was to engage a provider offering
high quality services that support the
retail estate and its dedicated store
teams. Additionally, operating in a
heavily regulated industry, transparent
reporting, assurance on compliance
and real time ﬁnancial controls were
key requirements for the brand.
Our industry-leading Freedom platform
and accompanying processes – which
provide TUI with real time ﬁnancial
reporting, compliance data, and task
management – have improved the
quality of the estate. Our unique
management tools and system also
mean that responsibility for inputting
data resides with the engineer on site,
measured by the minute to ensure the
client only pays for the value delivered.
For the ﬁrst time it has become
possible for TUI to have complete
visibility of all maintenance activity
and costs in real time, simultaneously
improving quality, compliance and
value for money.

Main outcomes
• Average Job Value reduced
from £290 to £240, saving
£209k over the ﬁrst full year
of the contract.
• 24% reduction in task
volume in the first year.

Don’t just take it from us
During the tender process, we
could see that Cloudfm were best
in class. With their innovative
systems, transparent reporting
and real time data, it was clear
that they would be the best ﬁt
for our business – and we were
conﬁdent they could deliver on
their promises, too, since they had
the data to back up their claims.
As a company we employ a high
level of due diligence with regards
to ﬁnancial spend. From the start,
we could see that Cloudfm’s
processes would make it incredibly
easy for us to demonstrate where
we are spending money.

Simon Walker, Head of
Property, TUI Group

At any point of the day I can look
on the Cloudfm portal and obtain
real-time data about a task – when
it will be completed, who will be
doing it, and how much it is going
to cost. The commercial ﬁnance
reporting is second to none, and
the monthly management report
allows us to drill down into the
data and use it to make business
decisions which improve the
appearance and compliance
of our retail stores.

• Over £240k saved with the
ability to log building care
tasks on planned visits.
• Faster process with clear
audit trails and greater
visibility and accountability
at building level.

cloudfmgroup.com

15

Technical consultancy

Strategic
advice

The health of your estate is an
important part of your business
strategy. From understanding which
sites are profitable to assessing
the viability of leases, our team of
strategic experts offer a service that
includes surveying, procurement and
analytics, assisting with decisions
that will benefit your business and
your customers.
Our methodology was designed
to quickly identify sustainable
opportunities to control, manage and
reduce the overheads associated
with commercial property.

Technical consultancy

How it actually works

• Property strategy solutions: Within four weeks,
we can present a clear and simple picture of how
property costs on your estate affect financial
performance, and define specific, measurable
actions to rapidly optimise that performance.
Our analysis and remedial programme is able to
target costs quickly and bring marginal sites into
profitability within 12 weeks.

• Technical and regulatory compliance: Unlike

the assurances of any other provider, our audit can
provide a legally verified overview of compliance
on your estate. We offer specific insight at the level
of discipline, site and asset, and precisely defined
actions to achieve compliance wherever existing
work has fallen short. Accurate data of this nature
drives a scientific assessment of the risk involved
and allows resources to be allocated objectively.

•

Cost control, FM optimisation and procurement:
We deliver this support with the expertise of Cloudfm
behind us but entirely separately from our service
delivery arm so you can be sure the advice is entirely
independent. First, we create a specification and then
we engage with the market (which cannot include
Cloudfm), before applying a proven methodology to
analyse the options on offer ahead of selecting the
best provider for you. If you need additional support
throughout the mobilisation process, we can be there
every step of the way.

• Energy management and optimisation:

We work with you to understand the financial
objectives of your business and provide a plan to
deliver verified savings. Need help implementing
the plan? Then we can support you there also.

• Strategic property surveying: With a complete

range of surveying expertise and market-leading
methodology, we scope our surveys to meet your
business objectives precisely and then follow a
streamlined process to get the right data, first
time. We are experts in the interpretation of current
regulations and legislation. This means that our
reporting can always ensure legal compliance,
while ensuring against unnecessary spend. We can
also recommend the most cost-effective actions to
achieve specific objectives for the commercial estate
(e.g. consolidation, acquisition or dilapidation).

The difference
Our consultancy team are amongst the most experienced in the business.
The service they offer is the only solution on the market able to provide a
360° view of how an estate is performing for your business. We leverage
the unique skillsets and technology within Cloudfm and our knowledge of
commercial property management is second to none. Our team includes
acknowledged experts in all key disciplines, and we have a peerless track
record of success at some of the best-known companies in Britain.

cloudfmgroup.com
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Technical consultancy

Managing
projects

We know refurbishing or upgrading your
estate plays an important part in your
financial planning, that’s why it’s crucial
these projects are cost effective.
We are experts in project delivery
for large commercial buildings and
multi-site properties, bringing together
our specialists from the fields of design,
build and engineering. From health
and safety management to energy,
carbon and resource management,
Cloudfm Consulting are here to
manage the risk and the budget,
so you don’t have to worry.

Technical consultancy

How it actually works

•

Project management: When it comes to
major upgrade and refurbishment works, we
can ensure sustainable value, particularly on
large and multi-site estates. We can cover all
aspects of a building and its construction, from
foundation to roof, and all assets in between.

•

Programme management: We take an
inter-disciplinary approach to long-term
development and refurbishment works.
Our expert team drives down cost and risk
and delivers a service bespoke to you,
assigning dedicated people to act
immediately when support is required.

•

Principal designer and health and safety
management: We identify, obtain and collate
pre-construction information, raise and manage
F10 notifications and carry out design risk
workshops and interviews. Where complex
contractor groups are involved, we ensure
that all contractors comply with their duties,
and co-operate effectively.

• Energy, carbon and resource management:
Our team can specify and manage the
installation of the particular assets that will
deliver planned savings and efficiencies.
These include voltage optimisation equipment,
renewable energy systems and LED lighting.

The difference
We have an enviable track record of successful project management across
multi-site estates and large commercial buildings. We can ensure rapid
project delivery, deliver superior cost control and minimise risk.
Most construction and project management specialists do not have the
experience to understand and manage risk, to ensure the right resources
are in place, or to define effective stakeholder management processes.
Cloudfm Consulting, on the other hand brings together leaders in
construction, M&E design and project management, so you’ll always get the
precise expertise you need.
cloudfmgroup.com
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Our clients

Our clients

Helping BPP achieve
significant savings
BPP is a private
education group
specialising in law,
business, finance,
accountancy, banking,
chiropractic, dentistry,
nursing, psychology
and healthcare. It
educates more than
80,000 learners a year.

We undertook an analysis of BPP’s
utility expenditure on gas and
electric across all sites and found
their Holborn building (Red Lion
Street) to be the most expensive
building to maintain in terms of
reactive maintenance. The site had
an unusually high rate of lightbulb
outages, the materials and repairs of
which were cutting into the FM budget.
Over a 7-week period, the 7-storey
building was entirely refitted with LED
lighting. LEDs were the perfect fit for a
variety of reasons, most notably their
extended lifespans, reduced energy
consumption and lower maintenance
requirements. What’s more, the refit
now contributes to BPP’s Carbon
Reduction Commitments (CRC), a
commodity which is set to become
more expensive than electric due to
Climate Change Levy charges.
Cloudfm also worked with Utility Team
to centralise the metering agreements
for gas and power for the BPP estate.

Don’t just take it from us
When we asked Cloudfm
Consulting to carry out a
re-procurement of our energy
provider, we had no idea that they
would go above and beyond our
expectations. Not only did they
succeed in significantly reducing
our gas and electricity rates,
but they secured a significant
energy grant, at no cost to us.
The LED lighting refit will provide
a huge financial payback to
us whilst helping to meet our
carbon reduction commitments
and optimising the working
environment for our students.

Maggie Parker,
National Facilities
Manager, BPP

Main outcomes
• £115,000 energy grant
secured and fully invested
in to LED lighting.
• Energy saving of, on average,
7,000 kwh per month at the
Holborn site.
• Maintenance saving
on labour and materials, on
average, £14,660 a year.
• Optimised learning
environment for students,
leading to increased
work output.

cloudfmgroup.com
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Award-winning

In 2019, we were incredibly proud
to have been awarded the Queen’s
Award for Enterprise in Innovation;
the first maintenance company in
10 years to receive the accolade –
the most prestigious business award
available in the UK.
We were commended for our
transformative technology-led solution,
as well as our advanced systems and
processes that benefit both clients and
suppliers, while also improving service
quality, cost control and public safety.
The awards were instituted in 1965
by Royal Warrant and called The
Queen’s Award to Industry. In 1999,
the scheme became the Queen's Awards
for Enterprise with International Trade,
Innovation and Sustainable Development
as the categories. In 2017, a fourth
category was introduced, Promoting
Opportunity (through social mobility).
Specifically for British businesses,
they are the highest official UK
awards for industry.

cloudfmgroup.com
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