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The Institute of Facility Management

The Institute of Facility Management (IFM) is the leading address in the area of Facility Management. The
IFM has, as the only University Institute in Switzerland, a comprehensive performance mandate in Facility
Management: Teaching at the level of Bachelors and Masters, Further Education (MAS), Research and
Development as well as Services. The Institute of Facility Management works closely with industry and
public institutions. With its activities in applied research and development, the institute contributes to the
development and innovation in processes, organisation, methods and products of Facility Management.
Both in applied research and development as well as in consulting, new approaches are developed and the

optimisation of Facility Management processes are supported.

The Author

The Author is a Senior Research Associate of the Institute of Facility Management (IFM) at the Zurich
University of Applied Sciences (ZHAW) and is responsible for various research and development
projects, primarily in the area of Healthcare (HC). The main topics are the conceptual connections of non-
medical support services in the overall strategic-tactical-operational context and the interface between FM
and IT in HC. The author has published several papers in this field, inter alia the 1.0 version of the Service
Catalogue for non-medical support services in hospitals (LekaS) and the Service Allocation Model for
non-medical Support Services in Hospitals (LemoS). In the latter two topics, the author is actively

involved in ongoing research and further development.
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Abstract

In 2014, the Service Allocation Model for non-medical Support Services in Hospitals was presented for
the first time. By applying the model in science and practice according to the principles of consortium
research, it became clear that several adaptations were necessary. The area of the non-medical support
services or Facility Management in Healthcare (FM in HC) is therefore rearranged in four main areas
Logistics, Infrastructure, FM Services and Hotel Services. Tactical Resource Management continues to be
described as important for coordination between individual areas. IT Services was identified as the key
interface between FM in HC and Management Support Services of the hospitals next to Marketing and
Finance & Controlling, and was thus presented accordingly. In this working paper, the findings are

portrayed visually and are presented as an updated basis for further developments.

Keywords:
Facility Management in Healthcare, FM in HC, LemoS, LekaS

Glossary:

FM in HC Facility Management in Healthcare

IFM Institute of Facility Management

LekaS Service Catalogue for non-medical Support Services in Hospitals [German:
Leistungskatalog fiir nicht-medizinische Supportleistungen in Spitélern]|

LemoS Service Allocation Model for non-medical Support Services in Hopstials [German:
Leistungszuordnungsmodell fiir nicht-medizinische Leistungen in Spitilern]

SLA Service Level Agreement

Translation by Nicole Gerber and John Bennett
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1. Introduction

In the period 2013 — 2015, the Service Allocation Model for non-medical Support Services in Hospitals
[LemoS] (Hofer & Gerber, 2013; Gerber & Liuppi, 2014a; Gerber & Liauppi, 2014b; Gerber, 2015) was
developed in collaboration with the fmpro association, hospital and business partners, and the Institute of
Facility Management [IFM] within the scope of the ThinkTank “FM in Healthcare”. The model shows the
understanding of FM in hospitals with the different service levels (cf. Figure 1 and Figure 2).
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Finance & Accounting HRM Legal Services Marketing & Communication Administration

Non-medical Support Services

Recyclables & Utilities Hotel Services

LT Disposal and Recycling Hygiene Reception & Contact Center
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Property Administration Reprocessing of Core Process Owner-operated Kiosks & Shops
Space (Accomodation) Devices Event Management
Operating and Preventative Maintenance Supply of Workwear & Textiles
of Land, Site and Lot Childcare
Outdoors Library
Operating and Preventative Maintenance ICT Services Tactical Resource Mon-medical Patient Care
of Additional Space on Site Management Management of Staff Accomodations
Maintenance & Operation of additional Areas on Site
Parking Lot Operation & Maintenance Procurement Lngistica
Movables Relocation
Medical Movables People Transport
{apcording to Ordinance of Medical Products, e.g. patient bards) 0 .
Operation & Maintenance of medical Movables %"d" T'“:;’:? £ Dm —
Non-medical Movables et Safety & Security Mail/ Courier Services
Operation & Maintenance of Health & Safety Documents Management
non-medical Movables Security Signage Services
DZHAN FM, Author: Nicoke Gerbiar Version 2.1

Figure 1: Service Allocation Model for non-medical Supporting Services in hospitals — LemoS, Version 2.0

(Gerber & Liuppi, 2014b, p. 70)
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DIHAN M, Author: Nicola Gerbar Norgon 2.1

Figure 2: Overall Layout of Service Levels in Hospitals, Version 2.1 (Gerber & Liauppi, 2014b, p. 69)

In the “Service Catalogue for non-medical Support Services in Hospitals” [LekaS] which is based on the
European norm SN EN 7152214 Taxonomy, Classification and Structures in Facility Management, the individual
result-oriented services of the non-medical support services were defined in detail (Gerber & Lauppi,
2015a, 2015b, 2015c). It was explained that the catalogue and the model are the basis for the further
development of additional areas. In the meantime, several projects were carried out on the basis of LemoS
and LekaS and several (interim) results could be gained. These findings now facilitate the adjustment of
LemoS with regard to the further development, thus helping it to become clearer and more systematic in

the context of FM in Healthcare [FM in HC].

2. Approach / Methodology

The findings gained pertained to several parallel ongoing projects in the area of FM in HC. Whereas the
context became clearer while developing a reference model for non-medical support services in hospitals
including key performance indicator models and process models for FM in HC, an awareness of structural
adjustment arose during the development of mapping FM in HC costs and accounts. At the same time,

the development of Good Practice standards for Service Level Agreements [SLA] and projects within the
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context of strategic-tactical-operational interconnections within FM in hospitals (Liuppi, 2016)

contributed to conceptual findings.

With all projects, the approach of consortium research according to Otto und Osterle (2009; 2010a,
2010b, 2010c) was applied. The method of consortium research describes the occurrence of new

knowledge by the iterative exchange between practice and science. The approach is illustrated in Figure 3.
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Figure 3: Overview on Consortium Research (Osterle & Otto, 2010c, p. 278)

3. Finding in Relation to LemoS

By means of the developments mentioned above, it became clear that firstly, FM in HC can or should be
separated into four different main areas, secondly, that Tactical Resource Management within non-medical
support services is important and thirdly, that there are at least three key interfaces to Management

Support Services.

3.1 FM in HC — Four Main Areas

With regard to manageability and thoughts about organisational and financial allocation, the division of
the vast topic of FM in HC in four areas makes sense:
- Logistics

- Infrastructure
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- Facility Services

- Hotel Services

3.1.1 Logistics

Logistics covers:

- Procurement

- Inventory Management

- Transport & Distribution

- Disposal & Recycling

3.1.2 Infrastructure

Infrastructure comprises
- Maintenance
- Space Management

- Energy

3.1.3 Facility Services

Facility Services includes:
- Safety

- Security

- Cleaning

- Sterilisation

3.1.4 Hotel Services

Hotel Services is made up of the following:

- Catering

- Textiles

- Accomodation Administration & Operation of Properties

- Hotel Various

3.2 Tactical Resource Management

In order to coordinate all the areas mentioned and to take systematic measures with respect to process

improvement and resource optimization, the function of Tactical Resource Management is propagated (cf.
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Gerber, 2014). The more precise definition of this area is currently being investigated in another context

and the findings will be published separately.

3.3 Key Interfaces to the Management Support Services

In LemoS 2.0, IT Services was depicted as being in the non-medical support services. However, it became
clear that IT services have to be treated like other established disciplines such as Marketing or Human
Resources and placed among Management Support Services — mainly also because of the organizational
aspect. It would be wrong, however, to conclude that I'T would be less important for FM in HC by doing
so. Lduppi (2016) shows that the interface IT and FM has great potential for improvement, as much as the
collaboration between Marketing and FM in terms of Identity Management. Developing FM in HC
accounts and cost center systematics have revealed that it is essential for FM to also work more closely
with Finance and Controlling. Thus, it can be said that in hospitals, FM and the interfaces with the
Management Support Services

- IT

- Finance & Controlling

- Marketing

should be investigated and that further systematically developed steps should be taken.

LemoS 3.0

Due to the observations mentioned above, an adjustment within the visualisation of LemoS and the

overall service levels is cleat:

- Grouping of the four main areas Logistics, Infrastructure, FM Services and Hotel Services, as well as
Tactical Resource Management

- Moving I'T-Services to the service level Management Support Services

These adjustments have been implemented and are shown in Figure 4 and Figure 5.
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@ IHAN FM, Author: Nicoka Garbar

Figure 4: Overall Layout of Service Levels in Hospitals Version 3.0
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Figure 5: Service Allocation Model for non-medical Supporting Services in hospitals — LemoS, Version 3.0
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With the new illustrations, it can be ensured that further FM in HC projects are able to work with a

consistently updated basis and thus with a common wording and understanding.

Outlook

Due to (interim) results of the currently ongoing projects within the IFM, it can be expected that — on the
basis of LemoS 3.0 — the following basis for the whole FM in HC sector will be available within the
current year:

- KPI model, KPI catalogue and categorization

- Process model

- SLA Good Practice

- System of Accounts / Cost centers

In the medium-term, the IFM is working with with partners in hospitals, industry and science with the

goal that

- benchmarking will be comprehensively possible in all FM in HC areas

- thanks to Tactical Resource Management, FM in HC can be coordinated even better and by doing so,
that more transparency and thus resource optimization will be possible

- communication between the individual FM areas, between FM and the core business and FM and
Management Support Services will improve

- the applied FM in HC software applications can be coordinated in a sensible and future-oriented

manner.
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