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INTRODUCTION

Facilities Management is in the midst of a significant transformation.

While it remains an industry largely driven by cost reduction, FMs and their clients 
are finally beginning to realise that there are many drawbacks to this penny-pinching 
model. 

This is further supported by FMs’ changing approaches to outsourcing. Traditionally, 
outsourcing has been seen as a means of driving down the cost of specialist service 
delivery. Today, things have changed. While cost continues to be a key competitive 
factor, the primary driver for outsourcing today is the superior level of expertise that 
specialist service providers can offer.2

As similar trends continue to emerge, it is clear that FMs need to focus their efforts 
on delivery, adopting an outcome-driven approach instead of a commodity service 
underpinned by frugality. By doing this, FMs can considerably increase their value to 
organisations.

This paper outlines three strategies for doing so.

“It is clear that FMs need to focus 
their efforts on delivery, adopting 
an outcome-driven approach 
instead of a commodity services 
underpinned by frugality” 
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1. USE OUTSOURCING AS A STRATEGIC TOOL

To increase their value to organisations, FMs must move beyond commodity 
0service delivery.

With an ISS survey2 finding that 68% of respondents expect FM services to 
be increasingly outsourced in the future, a unique opportunity now exists for 
FMs to secure new contracts and increase their value to client organisations.

However, to capitalise on this opportunity and effectively differentiate 
themselves from competitors, FMs must view outsourcing as more than 
a way of achieving cost reductions. Prices in today’s over-commoditised 
market cannot be driven down any further without compromising quality. 

As a result, FMs must outsource specialist services as part of an outcome-
driven, collaborative, and long-term strategic approach.

In practical terms, this means less of an emphasis on the minutia of contracts 
and SLAs. More specifically, it means that FMs need to assess prospective 
specialist service providers against a new set of criteria. This should include 
their willingness to:

SHARE RESPONSIBILITY
This, coupled with a greater degree of openness and willingness to share 
information, is a marker of a provider that is open to the prospect of an 
alliance-type partnership built on mutual trust.

SUPPORT STRATEGIC OBJECTIVES
As shown in Figure 2, it is important that specialist support service providers 
are willing to work to an outcome-driven model instead of a traditional one 
that focusses entirely on output and compliance at the expense of outcomes.

The best providers will pivot and adapt their services to support agreed 
strategic goals, they will be not restricted by a focus on cleaning a certain 
amount of rooms within a specific timeframe, for instance.

DRIVE INNOVATION 
Emerging trends suggest there will be an increased emphasis on innovation 
in FM outsourcing and FM support service outsourcing. 

Also, as FMs continue to consolidate suppliers and service providers to 
reduce costs and make procurement more efficient, it is crucial that specialist 
providers deliver insights in their specialist areas. These insights and 
innovations are key in helping FMs lead the market and achieve heightened 
performance in specialist areas for their client organisations (see Figure 2).

Many of the challenges that organisations face today are multifaceted and 
complex, requiring  multiple specialist services that FMs cannot effectively 
deliver without third-party support. 

However, these providers must not only be judged on their compliance 
records or ability to deliver specialist services, but on their ability to form 
relationships and work collaboratively with FM companies, developing 
comprehensive and competitive solutions for client organisations.
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Figure 1: 
Key trends in outsourcing 
arrangements 3, 4

Current Emerging Trends 

Create new processes Create solutions

Output-driven Outcome driven

Multiple providers Symbiotic ecosystems of service provider

Provider in control Shared responsibility  

Joint partnership Strategic alliance

Current Emerging Trends

Enhancing value to client organisation Creating value for client organisation

Access expertise skills Build value networks

Respond to the market Lead the market

Manage operations Improve processes

Maximise benefits, minimise costs Invest in strategic value

Optimise processes Transform client organisation
Figure 2: 
Key trends in reasons for 
outsourcing 3, 4
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2. CONSOLIDATE SUPPLIERS AND SUPPORT SERVICES PROVIDERS

Meeting complex challenges often calls for solutions and services from 
multiple suppliers. Consolidate Suppliers and Support Service Providers

Though this approach can have it merits, it can lead to a needlessly 
fragmented supplier base, creating unnecessary complexity for FMs.
 
To reduce the risk, waste and expenses created by these complex and 
fragmented supplier bases, FM companies should seek to consolidate even 
the most specialised services where possible. This is supported by yet 
another emerging trend:

“Companies are becoming more interested in exploring opportunities to 
consolidate multiple services from single suppliers as a way of improving 
value.” - Mitie 1

While consolidation should never compromise delivery and there will be 
instances where niche services providers are undoubtedly the best option, 
there are many benefits to consolidating FM support services:

Reduced purchase and management costs: as the number of suppliers 
reduces, buying power naturally increases. Similarly, consolidation also 
allows FMs to achieve greater savings on indirect spending and landing 
costs such as shipping, handling, taxes and duties or fees.

There’s also the hidden costs ofto consider. More suppliers means more 
transactions, more time spent managing supplier relationships, and more 
resources spent sourcing suppliers. Magnified over the course of years, the 
cost savings achieved via consolidation can be significant.

Reduced non-compliance: research from the Hackett Group shows that 
beyond cost savings, improved compliance is one of the largest benefits of 
supplier consolidation.  

While each supplier’s track record for compliance and delivery against SLAs 
will vary, having fewer suppliers enables FMs to more actively and effectively 
monitor and manage performance and address it accordingly. 

More strategic relationships: fragmented supplier bases inevitably 
create silos and barriers to effective communications between parties. By 
consolidating service providers, FMs can focus their resources and effort on 
a much smaller pool of suppliers, exercising greater control over delivery and 
how it supports the underlying strategy. 
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Instead of focussing primarily on KPIs and SLAs, FMs must move toward an 
outcome driven model that supports strategic goals.1

KPIs and service level agreements are inherently task and output driven. 
As a result, they often reduce delivery to a commodity focussed on 
compliance and cost reduction. To significantly increase their value to client 
organisations, FMs must rethink such potentially restrictive agreements with 
their client organisations and FM support service providers.

Instead, relationships with client organisations and suppliers should be 
underpinned by mutual trust and the confidence that all activity serves to 
support agreed strategic outcomes. What this demands from all parties 
is a more collaborative arrangement from the outset and an emphasis on 
transparency.

“The best service providers will move to a more collaborative structure 
fundamentally rooted in equal responsibility, with a high degree of openness 
and information sharing.” Mitie 1

Although the industry is becoming more outcome driven, there is a 
dichotomy in the relationships FMs have with client organisations and 
specialist service providers. Specifically, while the industry continues to shift 
its focus to long-term strategic partnerships driven by outcomes, contracts 

3. RETHINK THE SLA MODEL

are becoming increasingly consumption based, focussing on the resources 
used by providers.6 
Despite the growth of consumption based contracts, FMs need to follow the 
former trend, encouraging their client organisations to focus on the quality of 
the delivery as it relates to strategic goals, as opposed to strictly paying only 
for ‘what is used’.2

The same principle needs to apply in FMs’ relationships with specialist 
service providers. FM companies are becoming increasingly aware of the 
benefits of bringing in specialist suppliers. To truly move beyond commodity 
service delivery, FMs need to empower these specialist providers with the 
autonomy and trust necessary to effectively innovate and utilise their niche 
expertise. 

“Increasingly companies are finding that the ability to bring in specialist 
suppliers, particularly where complex technologies or services are 
concerned, does pay dividends.” - Mitie  

By focussing too heavily on consumption and cost reduction, FMs are at 
danger of trading opportunities for significant added value for a greater 
control of expenditure. While this might save money in the short-term, it 
might also be reflected in the quality of the provider’s delivery and ultimately, 
how well the client organisation values the FM company altogether.

Increasing Value To Organisations
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SPECIALIST FM SUPPORT SERVICES 
FROM ADLER & ALLAN

With nationwide coverage, class-leading capabilities and a range of 
patented innovations, Adler & Allan is the UK’s leading provider of 
environmental, technical, fuel and defence support services for FM 
companies. 

Trusted to provide maintenance for over 10,00 UK assets, offer specialist 
support for over 80% of the telecoms industry, and service 50 armed 
forces sites worldwide, Adler & Allan boast an impeccable record for 
compliance and reliability.

To find out why over 50 UK FM companies rely on our services, or how 
our specialist turnkey solutions can help you meet the demands of your 
clients’ sectors, visit our website or get in touch with one of our dedicated 
FM experts.

In summary, for FM companies to remain competitive in today’s over-
commoditised market and increase their value to organisations, they must 
reject the “least-cost” model altogether. FMs must work with a minimal pool 
of highly specialised providers that are not only experts in their respective 
fields, but are aligned with the strategic aims of both the FM company and 
the client organisation.
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