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Truth Can Be 
Stranger Than Fiction 

8:59 am: 

9:48 am: 

10:17 am: 

11:34 am: 

The Dean is panicked. The weather report calls for 105° on the first day of summer school. 

NO PROBLEM: Based on your improved Preventive Maintenance schedules, you're confident 
the HVAC systems will handle the heavy load. 

Housing is frenzied. They need a new dorm built ASAP to meet increased student enrollment. 

NO PROBLEM: You show them how to better utilize existing space to accommodate the 
fast growing student body. 

The President wants his house renovated before Alumni Weekend. 

NO PROBLEM: In an afternoon you can organize the work, line up the right labor, secure 

materials from inventory, and order the new furniture. And you can easily share 

the information with your in-house financial system. 

The Controller is having a fit over the total costs for contracted maintenance. 

NO PROBLEM: You can point to the first-ever reduction in total contracted maintenance 
costs - you used the right contractors for the right jobs. 

Finally! A day where you can quickly and confidently 
respond to complaints with ideas and information that 

count. Fiction? It doesn't have to be. Make these con- 
versations a reality with FM Enterprise from Asset Works_ 

A comprehensive solution for professionals like you 

who want to more effectively use your physical assets - 
people, facilities, space, equipment and materials. 

Help your organization be more profitable - achieve 

measurable results, do more with less, and still provide 

high quality service to your customers. 

Turn fiction into reality with FM Enterprise' 
Visit us at www.assetworks.com 

AssetWorks 
THE FUTURE OF FACILITIES AAAAA !MEAT 

AssetWorks. Inc.. formerly known as AEC Data Systems. Inc. 0 1999 Asset Works. Inc.. San Mono. Texas 
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Global Partner in Learning 

From the Editor 
Steve Glazner 

This issue of Facilities Manager 
is devoted to the discussion 
and application of APPAs 

Strategic Assessment Model, or SAM. 

Originally developed in 1995, the 
Strategic Assessment Model has 
evolved into a dynamic management 
tool for self-evaluation and continu- 
ous organizational improvement. The 
publication last June of The Strategic 
Assessment Model captured the work 
and concepts to date of the many in- 
dividuals and institutions who have 
supported this ground-breaking 
model. The book has proven to be 
one of APPAs most popular offerings 
from the Resource Catalog. 

The current Strategic Assessment 
Model Task Force, chaired by APPA 

President Maggie Kinnaman, has con- 
vened several times within the past 

year to bring the 
model to new 
heights, includ- 
ing the 
integration and 
application of 
SAM at our 
educational 
institutions. 
The mem- 

bers of the 
SAM Task Force include: 

Maggie 'Grumman, Chair, University 
of Maryland/Baltimore 
Don Briselden, Philips Exeter 
Academy 
David Cain, Illinois State University 
Doug Christensen, Brigham Young 
University 
Larry Givens, Gamma Group 
Consulting 
Steve Glazner, APPA 

Tom Harkenrider, Constructive 
Concepts, Inc. 
Laura Long, LTL Collaborative 

Dave Riddell, University of Western 
Ontario 
In this issue, Maggie Kinnaman 

focuses on the qualities needed for an 
enlightened leader in today's fast- 
paced education and facilities 
environment. David Cain discusses 
the elements of a learning organiza- 
tion in practical terms. Larry Givens 
provides a lesson in the Strategic As- 
sessment Model and how it can be 
utilized by the facilities organization. 
And Laura Long discusses the criti- 
cally important, but oft overlooked, 
aspect of surveying employees to de- 
termine the quality of the work 
environment. 

Also in this issue are updates on 
two other important APPA initiatives: 
technical trades staffing guidelines, 
reported by task force cochair Ted 

Weidner of Eastern Illinois Universi- 
ty; and operational guidelines for 
grounds management, written by task 
force chair John Feliciani of 
Winterthur Museum and Gardens. 
These exciting projects will make a 

valuable contribution to the body of 
knowledge and organizational effec- 

tiveness of facilities operations 
everywhere, and we're looking for- 
ward to their completion and 
publication. 

Finally, we urge you to register for 

this year's Leadership Academy, 
which will be held June 4-8 in Ran- 
cho Mirage, California. The three 
effectiveness skills programs that 
comprise the Leadership Academy 
individual, organizational, and pro- 
fessional have now been scheduled 
for the same week at one location. 
See the article on page 3 for more in- 
formation, or visit the APPA website 
at wwwappa.org. 
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Bon Voyage! 
APPA staff and members joined 
together in January to offer 
best wishes to Kathy Smith 

who recently left her role as APPAs 

director of education to join her new 
husband Rob in the United Kingdom. 
Kathy has been with APPA for 20 
years, during which time she served 
as staff liaison to the Educational Pro- 
grams Committee and the Midwest 
region. She was instrumental in the 
development of the successful new 
formats for both the Institute for Fa- 
cilities Management and the 
Professional Leadership Center. Kathy 
also managed speakers and exhibits 

for APPAs educational conference and 
annual meeting. 

Kathy's departure will be felt 
throughout the association. 
Fortunately, Andria Krug has been 
promoted to director of meetings, 
conventions, & education. She will be 
coordinating efforts for the upcoming 
annual meeting in Fort Worth, Texas. 

Andria can be reached by e-mail at 
andria@appa.org. 

And Welcome! 
APPA Executive Director 

Lander Medlin is pleased to 

announce two new staff 
members: Randel Edwards 
(randel@appa.org) joins APPA as 

executive administrative assistant, and 
Betty Farley (betty@appa.org) is 

APPAs new receptionist and adminis- 
trative assistant. 

New Format for Professional 
Leadership Academy 

join us as APPA launches into 
another session of the Leader- 
ship Academy June 4-8 in 

Rancho Mirage, California, near Palm 
Springs. Designed for those individu- 
als who are good at leading their 
department and want to get even bet- 
ter, the Academy is a three-track 
learning opportunity, with each track 
emphasizing a different perspective 
and type of leadership skills. The 

Gilsulate°500 )8R 

Thermal Insulation and 
Protection System for 
Underground Pipes Operating 
at 35°F to 801:PF 

District Heating & Cooling 
Cogeneration 
Retrofit 
Hydrophobic 
Load Bearing 
Computerized Heat Transfer 
Calculations and Design Reviews 
Engineered Drawings 

For complete material and design 
assistance contact: 

American Thermal Products, Inc. 
3371 Bonita Beach Road 
Bonita Springs, FL 34134 
800-833-3881 
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week-long schedule is designed to 
replicate the successful format of 
APPAs Institute for Facilities Manage- 
ment. 

Individual effectiveness, organiza- 
tional leadership, and professional 
leadership skills all combine to enable 
you to understand and appreciate the 
constraints, requirements, and goals 
of your institution. Translate this in- 
formation into a meaningful strategy 
that supports the academic mission, 
and advances your career. Registra- 
tions are being accepted online now 
Visit www.appa.org/education/ for 
more information. 

THINK GREEN: 
The Next Step in Campus 
Environmental Stewardship 
by Walter Simpson 
Energy Officer 
UB Green, SUM' Buffalo 

Save energy. Recycle. Reduce 
waste. Those are the slogans of 
the Think Green campaign, 

recently initiated by the UB Green 
Office at the State University of New 
York at Buffalo. UB Green is part of 
SUNY Buffalo's Facilities department. 
The purpose of Think Green is to en- 
courage campus environmental 
stewardship and create partnerships 
between groups on campus in an ef- 

fort to make campus operations less 
consuming of natural resources and 
less polluting of natural ecosystems. 

The program consists of a new 
green campus website, numerous en- 
vironmental projects conducted by 
Think Green campus partner organi- 
zations, and a variety of Think Green 
resources. The resources include 
Think Green booklets, posters, book- 
marks, buttons, stickers, reusable 
mugs, mouse pads (made of recycled 
tires), and table tents for food service 
areas-all with Think Green slogans 
and graphics. 

The campaign booklet is entitled 
Think Green: A UB Guide to Campus 
Ecology, also known as "UB's Little 

THE AMERICAN UNIVERSITY OF BEIRUT 

PUBLIC TENDER 

The University is seeking the services of a qualified firm to develop a 

long-term Capital and Building Plan for its Campus. Professional firms 
wishing to be considered to be pre-qualified to tender for this contract 
may obtain further information from the AUB website 
http://www.aub.edu.lb The pre-qualification requirements are listed 
at www.aub.edu.lb/capplan/prequalification. 

Pre-qualification information may also be obtained by fax. from 

The American University of Beirut, 
850 Third Avenue, 

New York, NY, 10022-6297, 
USA. 

Tel. 1-212-583-7600 Fax. 1-212-583-7650 

E. O'Connor Secretary to the Corporation 

Green Book." It lists many ways mem- 
bers of the university community can 
reduce the environmental impact of 
their activities on campus and else- 
where. There are informative 
("how-to") sections on waste reduc- 
tion, recycling, buying 100 percent 
post-consumer content recycled 
paper, campus transportation alterna- 
tives, energy conservation, enjoying 
nature on campus, handling 
hazardous materials, and even "eating 
green." Students are encouraged to 
take the "Graduation Pledge," promis- 
ing that they will consider the 
environmental implications of their 
future employment. The booklet also 
contains sections for getting more in- 
volved, a listing of campus 
environmental programs and groups, 
and who to contact on campus for 
green campus assistance. 

Gracing the cover of the UB's Little 
Green Book is a cartoon donated to 
the Think Green campaign by Pulitzer 
Prize winning Buffalo News editorial 
cartoonist Tom Toles. 

The Think Green campaign is 
premised on a recognition that 
achieving greater environmental 
responsibility at SUNY Buffalo de- 
pends on informed, voluntary 
cooperation and personal commit- 
ment from members of the campus 
community. Comprehensive and 
continual environmental education is 
essential. Supporting the program is 
a network of 170 members of the 
campus community known as 
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Building Conservation Contacts, or 
BCCs, who have volunteered to pro- 
mote environmental stewardship in 
their offices and departments. 

Among the Think Green partners 
are SUNY Buffalo's Computing and 
Information Technology unit and its 
Libraries. Both units are using 100 

percent postconsumer content recy- 
cled paper in all public printing 
sites-which annually amounts to five 

to seven trailer truck loads of paper 
manufactured without cutting addi- 
tional trees. Other partners include 
the university's student-led Environ- 
mental Network, its Environmental 
Task Force, Faculty Student Associa- 
tion, Office of the Vice President for 
Student Affairs, Go Green initiative, 
University Facilities, Eco-House stu- 
dent club, and University Residence 
Halls and Apartments. 

In conjunction with Think Green, 
the SUNY Buffalo Facilities depart- 
ment is beginning to implement 
public area recycling by testing new 
recycling stations in lobbies, lounges, 
and corridors across its two campus- 
es. These recycling stations, 
comprised of three bins each, will 
allow "one-stop" trash disposal and 
recycling of various materials. The 
public area recycling program will be 
substantially expanded in 2000 with 
the purchase of hundreds of new bins. 
SUNY Buffalo is now recycling about 
35 percent of its trash stream, primari- 
ly through a comprehensive office 
paper recycling program. Hopefully, 
the new public area recycling stations 
will help us achieve our recycling pol- 
icy goal of recycling at least 50 
percent of our trash stream. 

The UB Green Office of SUNY Buf- 

falo would be glad to send APPA 

colleagues a packet of Think Green 
resource materials (a sample poster, 
booklet, and bookmark). To receive 
the free packet, send your request and 
return mailing address to: Walter 
Simpson, UB Green Office, University 
Facilities, SUNY Buffalo, 220 
Winspear Avenue, Buffalo, New York 

14215, or fax to 716-829-2704 or e- 

mail to ecala@facilities.buffalo.edu. 
A lot of additional information 

about SUNY Buffalo's green campus 
program is available on our new web- 
site at http: / /wwwwings.buffalo.edu/ 
ubgreen. Think green! Act green! Be 

green! 

MAPPA/PGMS Turf Seminar 
Set for June 

The 2000 MAPPA/PGMS Turf 
Seminar will be hosted by But- 

ler University on June 20-22 in 
Indianapolis, Indiana. A block of 
rooms has been reserved at the Wynd- 
ham Gardens Hotel (317-574-4600) 
at the flat rate of $82 per night. For 
more information about the seminar, 
please contact Nickolas Hill at 
nhill @butler.edu. 

In Memoriam 
The following members of 
the APPA community have 
passed away in recent 

months. Please send information 
about deceased members within 
your chapter or region to Steve 
Glazner, Editor, Facilities Manager, 

at steve@appa.org. 
Kenneth V. Eyer, CAPPA mem- 
ber emeritus 
Charles Jankey, Cornell 
University 
Al Letourneau, Western New 
England College 
George Lyons, University of 
Missouri/Columbia 
William S. Rose, University of 
Alaska/Anchorage 

Correction 
In the article "Energy Submetering: 
The Key to Cost-Effective Conser- 
vation," which appeared in the 

November/December 1999 issue of 
Facilities Manager-, we left out the con- 
tact information for the authors. W.D. 

Turner, of Texas A&M's Energy Sys- 

tems Laboratory, can be reached at 
turner@esl.tamu.edu. John McBride, 
of New Horizon Technologies, can be 
reached at jmcbride@newhorizontech. 
coin. A 

Built 
to ast. 
Lightweight 
Multi-Purpose Tables 

"---- .. 

... 

Plywood Banquet 
Folding Tables 

___----"" 

Activi Tables 

a 
--)., 

(PALMER SNYDER) 
The Durable Table Company' 

1-800-762-0415 
www.palmersnyder.com 

email palmersnyder@compuserve.com 
262-780-8780 Fax 262-780-8790 
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The Aurora Borealis, known as the Northern Lights, 

visually demonstrates the awesome power of earth's 

magnetosphere. Created by the vaporization of 

energized particles being pulled into earth's 

atmosphere, the Northern Lights are a 

spectacular reminder of the consistent, 

dependable, powerful holding force 

we usually take for granted. 

High Security 390+ Narrowline 350+ 

Locknetics invented magnetic locks over three decades 

ago. Since then, the industry has learned to trust in the consistent, 

dependable electromagnetic locking force that's created virtually every 

major design innovation in the field. MagForce+ is the next-generation 

advance, derived from the industry-leading 390 Series. All MagForce+ 

locks, from the high security 390+ with 1650 lbs. holding force, to the 

narrowline 350+ with 1200 lbs. holding force and the traffic control 320+ 

at 700 lbs., are simply designed so if you know one magnet in the family, 

you know them all. 

Call Today( 60/584-91 Or visit us at: 

rt. r rk r P + Benefits 
If you know one, you know them all. 

Consistent functional and mounting design 
from lock-to-lock 

Quick, easy installations with adjustable 
mounting brackets 

Universal appearance with slide-in 
architectural finish plates 

Universal circuit boards with easy wiring 

Quiet operation with attractive armature 
housing 

Improved appearance and security 
with new top jamb bracket 

Secure Your Future With... 

NET1C 
INGERSOLL-RAND 

SAO: T. Wu) 

575 Birch Street, Forestville, CT 06010 Fax: 860/584-2136. 
GLYNN-JOHNSON LCN RECOGNITION SYSTEMS. 

SCHLAGE, STEELCRAFT VON DUPRIN 



Executive Summary 
Competency, Collaboration, and Credibility 

by E. Lander Medlin 

This past fall I again 
enjoyed the opportunity to network 
with a vast number of members 
while attending the regional meet- 
ings. The quality of the educational 
programs-both general sessions and 
break outs-was exceptional, focus- 
ing on both leadership and technical 
skills areas. The networking experi- 
ence proved valuable in further 
developing long-term collaborative 
relationships with colleagues and 
business partners. There was more 
time spent this past year utilizing 
speakers external to the facilities 
profession. In other words, APPA 
members are actively focusing on 
increasing their understanding and 
awareness of other subject matter 
areas beyond facilities management 
(such as diversity, continuous quality 
improvement, human resource man- 
agement, media relations, etc.). 
Certainly, all are essential to the suc- 
cess of the facility professional. 

I chose to highlight the content 
and experiential benefits of the re- 
gional meetings more fully to make 
the following point: These activities 
reinforce the need for our strategic 
plan to be on target. (For the full text 
of our present strategic plan, you can 
also visit APPAs website, 
www.appa.orWahout/). 

More specifically, our educational 
programs are helping to develop our 
professional competency. Our net- 
working experience is fostering 
stronger, mutually beneficial collabo- 
rative relationships. Our focus on 
increasing our awareness about 

Lander Medlin is APPA's executive 
vice president. She can be contacted 
at lander@appa.org. 

broader areas of responsibility help 
us improve our own credibility in the 
larger community. Therefore, the 
three desired outcomes of our educa- 
tional programs are: 1) competency, 
2) collaborative relationships, and 3) 
credibility. These are important be- 
cause they make the strategic plan 
become a real, feasible, and achiev- 
able tool for change and future 
progress. 

Now, from a member's vantage 
point, I reviewed the feedback from 
the Member Opinion Survey of last 
year to determine if the members' 
expectations were in alignment with 
the revitalized strategic plan's direc- 
tion and focus. Let me reiterate what 
the members said by quoting from 
my June report to the APPA Board 
and membership: 

You made it clear that your overar- 
ching expectation of APPA is to 
increase the awareness, visibility, and 
credibility of the facilities profession 
with senior institutional officers and 
across the industry as a whole. To do 
this, you stated we must: 
1) deliver high-quality information 

and education concerning the pre- 
sent and future of the profession; 

2) provide access to knowledge that 
stems from quality research 
grounded in comprehensive data 
collection and information derived 
from effective practices in the in- 
dustry; 

3) establish legislative ties with the 
federal government and its regula- 
tory agencies; 

4) stay abreast and informed of the 
newest, emerging technologies; 
and 

5) continuously improve communi- 
cation to and between members. 

Therefore, from my perspective, 
we have a wonderful opportunity to 
positively connect what we plan to 

do as stated in the strategic plan with 
the members needs and expectations. 

One additional point within the 
strategic plan concerns a "tag line." 
(A tag line is a marketing tool organi- 
zations use to "brand" itself; that is, 

connect itself with its focus audience 
and define itself within the larger 
community) It is interesting to point 
out that although we reaffirmed our 
original vision "to become a global 
partner in learning," this concept can 
be strengthened further by adding a 
simple tag line: 

APPA: Becoming a Global 
Partner in Learning-Building 
Your Children's Future 

"Building Your Children's Future" 
reinforces APPA's importance and 
purpose to the general public and the 
higher education community we 
serve in simple, easily understood 
terms. 

I hope the above background and 
context serves to reinforce and 
reconnect our efforts in the revital- 
ization and reaffirmation of the 
strategic plan with past and present 
activities. It will be an important 
guidepost for all of us during the 
next few years. 

All that being said, what are we 
actually engaged in at the present 
time or have accomplished during 
the past several months. I have at- 
tempted to capture these activities 
under the new strategic plan's frame- 
work of desired outcomes. 

Competency: 
Two of the three components of the 
Professional Leadership Center 
(PLC)-the educational academy 
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and the research program-have 
been finalized with information on 
the web and printed brochures 
being distributed. 
On the utilities deregulation front, 
five new RR-USA (Resource Reallo- 

cation-Utilities Strategic 
Assessment) state-based Executive 
Briefings have been slated for deliv- 
ery with endorsement from 
NACUBO and EPRI and funding by 
the DOE/RBA, EPA, and TREMCO. 
The Institute for Facilities Manage- 
ment redesign is still a monumental 
success as demonstrated by the 
burgeoning enrollments. 
The CCAS (Comparative Costs and 
Staffing report) will be ready for 
use and order fulfillment by March. 
The APPA website is being updated 
and refreshed on a regular, timely 
basis, thereby meeting our mem- 
bers needs and expectations more 

INFORMED' CUSTODIAL 
STAFFING SOFTWARE 

In a friendly Microsoft Windows 
atmosphere: 

Benchmark and justify your staffing level 
against national norms. 
Perform "what if' scenarios with the "click" 
of a button 
Establish balanced cleaning areas 
Produce instruments to evaluate your cleaning 

From Jack C. Dudley, PE, APPA Member 
Emeritus, Editor and Co-author of the APPA: 
Association of Higher Education Facilities 

Officers publication Custodial Staffing 
Guidelines for Educational Facilities, first 

edition and Co-author of the second edition. 
Software uses methods developed for the book. 

Several models are available starting at: 

$179 
Call or Write Jack for Details. 

The Institute for Facilities Operations Research and 
Management Educational Development 

5335 South Lakeshore Drive 
Racine, Wisconsin 53403 

(262) 552-8966 
E4lidl: Infomted@worldntattmt 

than ever before. This has been 
demonstrated by heavy APPAinfo 
listsery traffic; a new Listnotes col- 
umn in Facilities Manager 
magazine; and job descriptions 
added to the Job Express section 
online. 

Collaborative Relationships: 
Both our Grounds and Trades 
Guidelines Task Forces are working 
tirelessly and expect to have their 
publications complete this coming 
fall 2000 and next winter 2001, 
respectively. 
Our relationships with CSI and 
correspondingly with the CMD 

Group (two of our strategic alliance 
partners) are flourishing. The beta 
test of their latest design/build con- 
struction software "Perspective" is 

at several higher education institu- 
tions. Plus, we are collaborating 
with CSI and the National System 
Contractors Association (and oth- 
ers such as McGraw-Hill, the 
National Glass Association, and 
possibly IFMA) on a conference 
addressing Emergent Building 
Technologies scheduled for deliv- 
ery in February 2001. 
We will co-facilitate a day-long pre- 
conference workshop at the 
ACUHO-I Conference this July 
2000 in Pittsburgh entitled Build- 
ing an Effective Relationship 
between the Housing and Facility 
Professional. 
We have completed the migration 
to a new membership database and 
have printed the 2000 membership 
directory 
We will offer Historically Black 
Colleges and Universities (HBCUs) 

complimentary, trial membership 
for both APPA and all the regions 
this spring during the dues billing 
cycle. 

Credibility: 
The Strategic Assessment Model 
(SAM) Task Force is ready to deliv- 
er its survey and prepare a toolkit 
for publication this year. 

We are continuing to work with 
NACUBO on a number of projects: 
co-location of our annual meetings 
in both 2003 (Opryland) and 2006 
(Hawaii); a full, joint revision of 
the publication Managing the Facili- 
ties Portfolio; a seminar revisiting 
the old Institute for Facilities Fi- 
nance; and, co-sponsorship of our 
Professional Leadership Center 
academies. 
The RR-USA briefings and case 
studies book will be another way to 
improve our standing in the higher 
education community as we take a 

leadership role in managing the 
response to utilities deregulation. 
We are continuing to work with the 
Council of Higher Education Man- 
agement Associations (CHEMA) on 
a number of projects such as the 
Effective Practices/ Benchmarking 
website and a companion executive 
level publication, and participation 
in a conference for corporate busi- 
ness partners called the 
"Campus/Corporate Partnership" 
to be held in conjunction with the 
CHEMA meeting in early June in 
Baltimore, Maryland. 
And, all of this is being 

accomplished within the parameters 
of the budget. Indeed, our financial 
situation is more stable than ever be- 
fore even against the backdrop of 
leveling revenues and rising costs 
across many categories of expense in 
an association budget (publication 
and advertising sales; membership 
renewal and recruitment; inordinate 
increases in airfare, lodging, and 
business meals; and, audiovisual and 
office technology enhancements). 

Yet, we are still planning to achieve 
not only our targeted 3 percent of the 
total budget toward reserves, but a 

net surplus beyond that amount as 
well. As always, your support is ap- 
preciated and your active 
involvement and participation in the 
fabric of APPA is encouraged and 
welcomed. A 
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Focus on Management 
Customer Satisfaction Is Job One 

by H. Val Peterson 

The decade of the 1990s 
marked the 100th anniversary of the 
American automobile industry. Histo- 
rians have credited the Duryea 
brothers of Springfield, Massachusetts 
for the start of this industry in Ameri- 
ca. In 1896, the brothers J. Frank and 
Charles Duryea produced 13 cars 
from the same design. The car was 
powered by a 4-horsepower, 1-cylin- 

der engine. Although the very first 
American car was built back in 1805, 
this was the first time that more than 
one vehicle was produced from the 
same design. Prior efforts had been to 
produce one-of-a kind and start-from- 
scratch type vehicles. 

Ford Motor Company entered the 
business world without fanfare in 
1903. This pioneering company 
founded by Henry Ford was to 
become one of the world's largest cor- 
porations. Few companies are as 

closely identified with the history and 
development of America throughout 
the 20th century as was Ford. And 
perhaps no other American firm is as 
well known around the world. 

At the time of its founding, Ford 
Motor was a tiny operation doing 
business out of a converted Detroit 
wagon factory staffed with about ten 
people. In the first 15 months of oper- 
ation, 1,700 Model A passenger cars 
chugged out of the old wagon factory. 

Records show that by 1908, 485 dif- 

ferent companies were building the 
horseless carriages, but the most suc- 
cessful of all these vehicles was the 
Ford Model T. The first Model T was 

Val Peterson is director of facilities 
management at Arizona State 
University, Tempe, Arizona, and a 
past APPA President. He can be 
reached at valpeterson@asu.edu. 

delivered October 1, 1908 and Ford 
Motor Company has been mass pro- 
ducing cars ever since. Henry Ford is 
credited with putting America on 
wheels by producing a car within the 
means of the working class. Today, the 
company is the world's second-largest 
producer of cars and trucks, with 
manufacturing, assembly, or sales op- 
erations in 30 countries on six 
continents. 

A number of years back, in an at- 
tempt to offset criticism about the 

inferior quality of their vehicles as 

compared to those manufactured in 
other countries, Ford adopted the 
motto "quality is job one." This theme 
was intended to inspire workers to 
perform quality work and to assure 
customers that the design and work- 
manship of Ford-produced products 
was guaranteed to be of the highest 
quality. One of Ford's most successful 
car dealerships took this same con- 
cept a bit further by saying that within 
their particular dealership they also 

considered customer service to be 

"job one." This highly focused atten- 
tion on customer satisfaction led them 
to achieve phenomenal success in 
sales and service. 

Though facilities management orga- 

nizations do not peddle automobiles, 
the wisdom expressed by that one 
Ford dealership can benefit us as we 
serve our own customers. We might 
do well to consider how the five rules 
promoted by this automotive dealer- 
ship could apply to facilities 
operations. 

Rule 1: Never tell a customer that 
a problem can't be fixed. When a 
customer has a problem, the last thing 
they want to hear is "that's the way it 
is-live with it" It is important to lis- 

ten to the customer to identify the 
problem and then make an honest 
attempt to have it resolved. Some 
problems are easier to resolve than 
others and sometimes the resolution 
to the problem is not always obvious. 
Don't drop the problem after malting 
the first pass at fixing it. If repeated 
attempts are necessary, however, make 
sure you are working on the right 
problem. If the "fix" requires an ex- 
tended period of time, keeping the 
customer informed is vitally impor- 
tant. 

Rule 2: Never promise too much, 
and always do a little more than 
you promise to do. Taking responsi- 
bility to look into a customers request 
is expected, but caution must be used 
in promising something that can't be 
delivered. Make sure you fully under- 
stand the issue before making any 
promises. No one wins when false 

expectations are created. Know the 
limits of what can be accomplished 
and the time frame within which it 
can be scheduled and completed. On 
the other hand, one builds credibility 
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with the customers by doing more 
than they ask for. Sometimes that may 
be no more than completing a project 
ahead of schedule or doing it for less 
cost than was originally estimated. 

Rule 3: Treat your customer's 
needs first. In the private sector, or- 
ganizations that are most successful 
depend upon having customers come 
back again. Dissatisfied customers 
usually react first by using their 
mouth to complain and then secondly 
they use their feet to walk down the 
street to do business with a competi- 
tor. In our case, we need to make it a 

priority in meeting customer's needs 
so that our organization minimizes 
complaints and criticism, as well as 
minimizing the need to consider pri- 
vatization options. Always remember 
that if it wasn't for the purpose of 
meeting your customer's needs, your 

organization would not be necessary 
at all. 

Rule 4: Give all customers a fair 
deal. Some customers are more de- 
manding than others. But it is not 
good to give preferential treatment or 
better service to one customer and 
then try to make it up on another. All 

customers should be treated with con- 
sistency and fairness. Don't fall into 
the trap of dropping everything else to 
"grease the squeaking wheel." While 
attending to the problems of the 
"wheel," other less vocal customers 
may be doing a slow burn from ne- 
glect. 

Rule 5: Fix the problem right the 
first time you handle it. It is highly 
frustrating to a customer to repeatedly 
request that a concern be addressed or 
a problem be fixed. In addition, it is 

highly inefficient for the "fixer" to 
make multiple attempts to resolve the 

same issue. The organization that 
makes repeated unsuccessful attempts 
to fix the same problem loses credibil- 
ity and the customer is left with a lack 
of confidence in the organization's 
ability to resolve problems. 

Just as Ford Motor Company has 
promoted "Quality is Job One" and 
one of its most successful dealers 
maintains that "Customer Satisfaction 
is Job One," facilities management 
organizations would do well to ensure 
that both quality and customer service 
are job one. Employees need to un- 
derstand that quality and customer 
service must be a priority if the ser- 
vice organization is to be successful. 

A wise man, whose name has not 
been recorded by history, once aptly 
summed up the concept of service 
with this advice: "Aim for service, not 
success, and success will follow" A 

Looking For A High Quality, Lower Cost Alternative To 
Upgrade Your Outdated Computerized Maintenance 

Management System? 

If you find yourself ready to upgrade your aging Computerized 
Maintenance Management System (CMMS), but frustrated by 
astronomical implementation costs, there is a solution. 

At Signum Group, we specialize in providing full implementation 
support. From Business Process Analysis and Project Management 
to Data Migration, Database Administration, and building interfaces 

to financial systems. we provide the services that will make your 
implementation go smoothly. 

Contact 
Signum Group, L.L.C. 
Attn: Susan Hrib 
2064 Melissa Court 
Marietta, GA 30062 
Phone - 770.33 I .0220 
E-Mail - signum@mindspring.com 

We arc a small team of professionals who get the job done right, 
on time and on budget. Our team includes highly skilled data 
migration specialists and application developers to ensure that your 
precious data and histories are preserved during the upgrade. Our 
maintenance engineers know your business and will ensure the 
optimal configuration of your new CMMS. 

We specialize in implementing the Indus EMPAC and PSDI 
MAXIMO products, and provide integration solutions to Oracle 
Financials and PeopleSoft. 

SIG N4M 
G R L. C. 

rcoplc, Proidin5_ CQvali SoitrHonc 
www.signumgroup.com 

Contact 
Signum Group. L.L.C. 
Attn: Peter O'Donoghue, PE 

2064 Melissa Court 
Marietta, GA 30062 
Phone - 678.358.4065 
E-Mail - signum(0,avana.net 

All other products and company names used in this advertisement arc copyrights, trademarks, or registered trademarks of their respective holders. 
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WORLDWIDE LEADER ON-SITE EXPERT 

Ioday, there is a "new Nalco," 

blended with the capabilities of 

Calgon and Aquazur and backed 

by the global infrastructure 

services of our new parent, 

Suez Lyonnaise des Eaux.* 

A whole new world of 

opportunities is waiting for you - Nalco 

solutions that enhance your operational 

efficiencies, best practice technologies, 

world class service, creative approaches 

to doing business...and so much more. 

With the "new Nalco," you get 

unparalleled resources to solve 

your operating problems...the 

best of our combined water 

treatment and process chemical technology, 

world class on-site expertise, plus new 

services for outsourcing and infrastructure 

management in water, energy and waste. 

Discover A New 
World of Solutions 

SUEZ LYONNAISE DES FAUX 

Nalco 
One Nalco Center 
Naperville, IL 60563-1198 
630 305.1000 
www.nalco.com 

What's more, you get the same renowned 

commitment to service and your bottom 

line - to bring your 

organization to new 

levels of productivity. 

As you plan your course for the next century, 

look to the partner that can help build your 

future...Look to Nalco first for what's next: 

'int% Lyonnaisse des Eawc is a world leader in 
water, energy and waste management services, 

engineering and infrastructure development. 

Local offices worldwide 

NALCO 
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Mc.illbership Matters 
APPA-Your Association of Choice 

by Dina Nililay 

The new year has start- 
ed off with a whimper and not a 

bang. This is good news in spite of 
the Y2K doomsayers who predicted 
the chaos of services such as electric 
grids, computer systems, banking 
services, and other technology-based 
industries. Contingent, backup, and 
emergency plans were all in place but 
hardly any Y2K predictions came to 
fruition. While all the extra work and 
planning seems to have little justifi- 
cation now, a mock emergency could 
not have prepared us better for the 
unknown. 

APPA too has much to be thankful 
for in the millennium. After a com- 
puter migration in December 1998 

from Data Ease to Member Trak, APPAs 

services have expanded to meet grow- 
ing concerns internally and by our 
regions and chapters. Membership 
and accounting reports are now more 
accessible and user friendly. Without 
input from members-at-large, the 
APPA Board of Direcctors, and region- 
al officers, the scope of available 
reports, membership options, and 
billing capabilities demanded from the 
database would still be in its infancy 

stage. Further database customiza- 
tions are planned for 2000 which will 
provide more tracking information 
and demographics. 

Your ongoing help is needed to 
keep the database current. E-mail, 
fax, phone, or a postcard can be used 
to report changes to membership 
records. These changes include a new 
address, title, e-mail, fax, and phone 

Dina Murray is APPA's director of 
member services and staff liaison to 
the Eastern region. She can be 
reached at dina@appa.org. 

numbers. This data will help us to 
provide you timely information on 
APPA services, including Facilities 
Manager and the annual Membership 
Directory and Resource Guide. 

The Membership Directory and 
Resource Guide has now been deliv- 
ered to all members. Presenting the 
most up-to-date information in this 
publication is our pledge to you. This 

valuable networking tool will now be 
back on schedule after this edition. 
Look for the 2000-2001 guide in the 
fall of 2000. As APPA's President 
Maggie Kinnaman mentioned in the 
introduction to the Membership Di- 

rectory and Resource Guide, the 
creation of this guide has a variety of 
uses. Whether its used to network 
with former coworkers, learn about 
new product offerings by business 
partners, or discover APPA services 
such as e-mail discussion lists and 
educational programs, members rate 
this as an important membership 
benefit. Most importantly, this is a 
member-driven publication that can 
only become more useful through 
the years with your input on what 
you would like to see highlighted. 

In that light, it is that time of year 
to mail membership renewal invoic- 
es. It is our hope that APPA will 
continue to be your organization of 

choice for higher education facilities 
professionals. A mailing schedule for 
invoices is listed below: 
Initial invoice February 29, 2000 
1st reminder March 28, 2000 
2nd reminder April 28, 2000 
3rd reminder May 22-26, 2000 

The third reminder will consist of 
APPA staff making phone calls to 
members in nonpayment status. For 
those institutions that last year let us 
know about a later fiscal calendar, 
you will receive an invoice asking if 
that information is still current. We 

certainly don't want any members to 
be left out when the 2000-2001 
Membership Directory and Resource 
Guide is distributed in the fall. As 

always we strive to provide you with 
benefits and services that meet your 
specific needs, so if you have special 
concerns regarding the billing 
process, please let us know. 

As of the printing of this article, I 
will have served as APPAs director of 
member services for one year. I have 
now completed a full rotation attend- 
ing an educational conference, an 
Institute, a Board meeting, and a re- 
gional meeting. During this time I 

have met many members in person 
and hope to meet more this year as 
APPA continues to provide much 
needed services to the higher educa- 
tion facilities profession. Just as 
APPA has a mission statement, 1 too 
would like to state that my mission is 

not only to help recruit and retain 
members but also to be a sounding 
board for our members today and in 
the future. If I can assist you with 
your concerns or suggestions, I hope 
you will contact me by phone 703- 
684 -1446 ext. 232, via e-mail 
dina@appa.org, or if you're in 
Alexandria, lease stop by for an 
office visit. 
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How To MAKE A DIFFERENCE: 
Becoming an Enlightened Leader 

"Knowing is not enough; we must apply. Willing is not enough; we must do." 
-GOETHE 

by Maggie Kinnaman 

fitting in my office on January 3, 2000, after a personally 
draining 1999 holiday and an uneventful Y2K 

transition, I was desperately seeking inspiration for this 
article on renewal and continuous improvement, when sud- 
denly something caught my eye. On the corner of my desk sat 
a five-year-old paperweight. I read the inscription and could- 
n't help but be inspired. It read, "Leadership is owned by 
those willing to make a difference. Thanks for making a dif- 
ference." Ironically, the paperweight was given to the APPA 

Board of Directors by then-APPA President Doug Christensen 
of Brigham Young University. It suddenly became crystal clear 
that making a difference is what APPA's Strategic Assessment 
Model is all about. It is made for the leader in all of us. It fills 
our need for inspiration, renewal, continuous improvement, 
and excellence. Let's explore this concept a bit more. 

Organizational and Personal Renewal 
A book that I recently read by Ed Oakley and Doug Krug, 

Enlightened Leadership, tells us that all organizations as well as 
all people go through a number of growth phases: entrepre- 
neurial, growth, and decline or renewal. Characteristics 
presented in the entrepreneurial phase include adaptability, 
flexibility, risk taking, high motivation, and energy. As we 

Maggie Kinnaman is director of business administration 
and support services for the Office of Facilities Management 
at the University of Maryland/Baltimore. She is APPA's 

current President and also serves as chair of the Strategic 
Assessment Model Task Force. She can be reached at 
mkinnama@fin.umaryland.edu. 

enter the growth phase we want to capture forever the things 
that made us successful in the entrepreneurial phase and so 
we put in place systems, rules, and procedures that help to 
ensure continued efficiency and effectiveness. The problem is 
that the world does not stand still. 

Larry Wilson from Changing the Game: The New Way to Sell 

puts it this way. "Our options are to learn this new game, the 
rules, the roles of the participants and how the rewards are 
distributed, or to continue practicing our present skills and 
become the best players in a game that is no longer being 
played." This aptly describes the late growth phase, which is 
often marked by a breakdown in communication, habit orien- 
tation, rejection of innovation, bureaucratic style, low risk 
taking, and low energy. For those organizations that stick 
with the old ways, decline is inevitable. For people it is much 
the same. As we learn to survive in life, we establish habits or 
procedures that we rely upon and know work for us. But if we 
stay with the old ways of doing things, we will eventually ex- 
perience crisis. 

We can break this cycle by establishing new habits, new 
ways of doing things continuously that keep pace with our 
rapidly changing environment. We do this most effectively by 
exercising the alternative of renewal and continuous improve- 
ment. The renewal phase is marked by revitalization, 
closeness to customers and the market place, risk taking, de- 
veloping a changefriendly attitude, quality orientation, 
openness, and flexibility. Renewal is a conscious choice, a 

state of mind. Wayne Gretzlcy, the great hockey player, knows 
all about renewal and describes it this way, "I skate to where 
the puck is going to be, not to where it is." The need and 
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importance for change is the mark of a healthy organization 
as well as a healthy person. In order to be flexible and adapt- 
able, an attitude of openness and opportunity must be 
present, rather than a mindset marked by problems and fear. 

Ultimately, we must be willing to create our future rather than 
wait for it to arrive. 

Oakley and Krug tell us that excellent organizations don't 
believe in excellence but continuous improvement and con- 
stant change. "Renewing organizations require Enlightened 
Leaders who can bring out the best in their people-their 
people's innovation, their ability to anticipate the future, their - 

ability to make it work. In so doing, these leaders inspire a 
consciousness of continuous renewal in their people." 
So What About the Future? 

Rowan Gibson, a contributor to the book Rethinking the 

Future, tells us that the race to the future will be won by those 
who are able to stay ahead of the change curve and invent the 

world, rather than simply respond to it. The leaders in this 
brave new world will be explorers, always on the lookout for 
trends and opportunities. They will surround themselves with 
folks who are willing to embrace the future and exude a pas- 

sion for that future that will be infectious and encourage 
others to join in. 

Change requires personal skills and capabilities and a com- 
mitment to lifelong learning. Organizations in the future must 
find a way to work together as an integral whole. Most para- 
digm changes occur at funerals because no one willingly 
changes. It's too risky and uncertain. The organizations of the 
future must appeal to people's needs for a sense of purpose 
through a vision, something that people can really care deeply 
about. Nurture in people the ability to see the big picture and 
understand the interaction of all parts of the organization. We 

need to help people develop the ability to challenge their as- 
sumptions. 

Peter Senge, the learning organization expert, tells us that 
to be a real learner is to be willing to admit you don't know it 
all. Most top executives may not be up to this. Leaders don't 
know what the future will hold. They don't know if they will 
be qualified and they're scared, causing immense stress. Until 
stress lessens at the top, there is no way stress can be reduced 
at lower levels. In order to give up the past, you need to un- 
derstand what you'll get in its place. You need to help folks 
build a picture about what the future holds. The learning or- 
ganization of the future will be highly productive and one in 
which the employees feel that their work environment is op- 
erating closer to that which they value. 

SHOWING UP WITH A DEHUMIDIFIER 
DOESN'T MAKE THEM 

WATER-DAMAGE EXPERTS. 
Today, many companies would like 
you to think that they can handle water- 

damage drying. But drying after water- 
damage is very different than drying 
after shampooing a carpet. That's 

because moisture goes so deep into 
walls, concrete, wood floors, masonry 
and building structure, that on ordinary 
dehumidifier can't begin to remove it. 

When you face water-damage, you 
need the drying power only Munters can 
offer. Munters has the world's largest 

fleet of high-tech equipment. We have 
the experience of completing more than 

25,000 water. damage jobs. We have 
30 offices throughout North America ... 
and we're the experts. 

munters 
CALL THE EXPERTS! 
1-800-I-CAN-DRY 
(I-800-422-63791 
We're Available 24 Hours/7 Days 
www.muntersamerica.com 
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Futurist Gary Hamel tells us that the goal is not to predict 
the future, but instead to imagine the future that you can cre- 
ate. There is not just one future out there. The data about the 
future is out there for everyone, but how that data is 
interpreted and the ability to see new opportunities varies 
greatly. We need to be curious and contrary at the same time. 
We need to question and look at the possibilities. We will 
learn about the future outside of your own industry. As an 
example the future of utilities can be found by looking at 
what happened with the telecommunication industry. 

One thing for sure, the future is filled with much change 
and the leader's challenge is how to lead that change. John 
Kotter explains steps to the transformation process. Perhaps 
this can be added to your future's toolkit. 

Create a sense of urgency by looking at how your organiza- 
tion is functioning in comparison to others within your 
industry. Urgencies create opportunities for change. 
Form a group that can guide the change effort and put in 
place the policies and procedures necessary to support the 
desired change. 
Develop a vision and strategy for achieving it. 
Effectively communicate the vision to the entire organization. 
Empower people to change systems and structures that 
stand in the way of achieving the vision. 
Create some short-term successes so folks see that some- 
thing is happening and that they are recognized and 
rewarded for their contribution to the successes. 
Capitalize on the short-term successes to create even more 
change. 
Institutionalize all of the change into a new culture. 
Perhaps the biggest message here today is that the future 

will be a very different place than the past. And with the busi- 
ness we're in as facilities professionals, higher education has 
the opportunity to he the focal point of our evolving knowl- 
edge-based society. Those who survive and thrive in this 
brave new world will be the ones who did not cower from the 
eminent change, but embraced it and began to build products 
and services that will best serve the needs of the customer of 
tomorrow. The opportunities are many and they are there for 
the taking by those who have the courage and imagination to 
venture into new territory. 

Are we ready for the future? Does the following describe 
our APPA membership? 

We're flexible and adaptable and try not to predict and con- 
trol. 

We seek out opportunities for growth. 
We strive to let go of the past so that we can embrace the 
future. 
We've started the process of creating our future. 
We're ready for anything the future has to offer. 

Association Renewal 
And how about associations? Is renewal important for 

them? Remember we spoke about the rapidly changing 

marketplace. Well, I know you would agree that the environ- 
ment affecting higher education is highly volatile. We've 
previously identified forces that are making an impact on edu- 
cation as well as the facilities management profession; these 
include information technology, resource scarcity, societal 
needs/public accountability, governmental intervention, and 
environmental deterioration. In addition, in the information 
age where the individual is king, higher education becomes a 

growth industry in which individuals strive for enhanced 
competency. Sounds like a rapidly changing marketplace to 
me! 

In response to all of this change, facilities professionals 
must consciously choose renewal and adapt to very different 
roles. These include the roles of information technologist, 
operations expert, asset manager, partner, strategist, executive 
and leader. 

In response to all of this change, APPA is seeking renewal 
through revitalization, and in some cases a reaffirmation, of 
our Strategic Plan. Our existing Strategic Plan was developed 
over four years ago and includes the following. 
Vision To become a Global Partner in Learning. 
Mission To support educational excellence with quality 

leadership and professional management 
through education, research and recognition. 

Objectives To ensure meaningful participation and involve- 
ment of APPA stakeholders. 
To provide equal access to educational 
opportunities. 

Strategic To increase the effectiveness of education for 
APPA stakeholders. 

Initiatives To forge stronger links between the Regions and 
APPA. 

To expand the use of APPANet's electronic on- 
line services. 
To increase the awareness of the facilities pro- 
fession with senior institution officers. 
To engage in continuous improvement based on 
stakeholder input. 

At the last APPA annual meeting in Cincinnati, the Board 
of Directors agreed that reviewing and updating the strategic 
plan would be a worthy initiative. All decided that both the 
vision and mission were sound and would remain intact. We 

participated in an extensive brainstorming session and identi- 
fied some new themes that are being considered by the Board. 
Let me share our draft with you. 

Principles and Values 
Integrity 
Honesty 
Respect 
Fairness 
Patience 
Nurturance 
Encouragement 
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Growth & Development 
Service 
Quality 
Collaboration 

Desired Outcome #1 
COMPETENCY-The organization will consist of competent, 
educated, ethical professionals. 
Goal 1.1 To create, expand, refine, and transfer the body 

of knowledge of facilities management and lead- 
ership. 

Goal 1.2 To provide broad access of educational and re- 

search opportunities for members. 
Goal 1.3 To increase the participation in and value of APPA 

programs and services to APPA stakeholders. 
Goal 1.4 To fully recognize the accomplishments and 

achievements of APPA stakeholders. 

DESIRED OUTCOME #2 
COLLABORATIVE RELATIONSHIPS-The organization 
will engage in symbiotic and collaborative relationships and 
partnerships. The organization is inclusive and accessible 
serving facilities professionals, their institutions, and related 
communities. 
Goal 2.1 To increase meaningful participation and 

involvement by our diverse stakeholders (e.g., 
general membership, regional leadership, 

business partners, higher education community, 
other associations & governmental agencies). 

Goal 2.2 To ensure member and staff, regions and 
state/local chapters' expectations are in 
alignment. 

DESIRED OUTCOME #3 
CREDIBILITY-The facilities professional will provide 
meaningful input and value in the decision making processes 
of the institution. APPA will be the authoritative and influen- 
tial advocate of the facilities profession within the education 
community. 
Goal 3.1 To increase the awareness of the facilities profes- 

sion with senior institutional officers. 

Goal 3.2 To anticipate and adapt to changing conditions. 
Goal 3.3 To influence legislation and governmental regu- 

lations through relationship building and 
information. 

Goal 3.4 To ensure responsiveness to the needs of the ed- 
ucational enterprise. 

Goal 3.5 To ensure accountability for and stewardship of 
all human, capital, and financial resources. 

Once the desired outcomes and goals are finalized they will 

drive all that we do within the association and should for the 
foreseeable future. Each year the incoming Board would iden- 
tify their action plans for the upcoming year and these plans 
would help to ensure that we are continuously improving the 

organization, moving it one step closer to 
our vision of becoming a Global Partner 
in Learning; and ultimately achieving our 
desired outcomes of competency, collabora- 
tive relationships, and credibility. 

So what do you think? Do you believe 
that your association is embracing the con- 
cepts of continuous improvement and 
renewal? Please contact us directly if you 
have any ideas, questions, or comments 
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facilities managers timely delivery, low 
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about our direction. You may send an e-mail 

to me at mkinnama@fm.umaryland.edu, or 
to Lander Medlin, APPAs executive vice 
president, at lander@appa.org. 

Leadership 
"I find the real thing in this world is not 

so much where we stand as in what direc- 
tion we are heading." Oliver Wendell 
Holmes 

So what does this "leadership thing" 
have to do with continuous improvement 
and renewal? I'll refer you back to the new 
roles that will have to be embraced by facil- 

ities professionals in the future. One of 
those roles was that of leader. That brings 
up the age-old discussion of the difference 
between a leader and a manager. Some 

I 8 www.appa.org March/April 2000 Facilities Manager 



descriptions say that management is the act of efficiently 
managing things and leadership is the act of effectively lead- 
ing people. Other descriptions say that managers do things 
right and leaders do the right thing. I contend that each of us 
must master all of these roles in order to thrive in today's en- 
vironment. 

The Strategic Assessment Model 
That brings us to renewal and continuous improvement. 

Remember that renewal is a conscious choice, a way of view- 
ing the world. I hope that you can now appreciate the 
importance of making that conscious choice, that of renewal. 
As leaders who are willing to make a difference and have cho- 
sen the path to renewal, the Strategic Assessment Model 
(SAM) can provide you with a tool that can jumpstart your 
journey to organizational excellence based on a conscious set 
of continuous improvement and renewal tools and 
performance indicators. The essence of SAM follows: 

The APPA Strategic Assessment Model, referred to as 
SAM, is an essential tool that can be used to achieve orga- 
nizational excellence through continuous improvement. 
SAM enables the facilities professional to assess an orga- 
nization's financial performance, the effectiveness of its 
primary processes, the readiness of its employees to em- 
brace the challenges of the future, and its ability to 
delight customers. The facilities professional can utilize 

the model for self-improvement, peer comparison, or 
benchmarking. Think of SAM as your vehicle that takes 
you on a journal from today's realities to tomorrow's ex- 

cellence. 
As Chair of the SAM Task Force, I am pleased to be able to 

provide the kickoff article for the magazine theme of continu- 
ous improvement and renewal as embodied by APPAs 

Strategic Assessment Model. I encourage you to read through 
the articles that follow, think about the concepts and, most of 
all, be willing to make a difference and start your journey 
toward organizational excellence through continuous 
improvement. For some inspiration along the way, Peter 
Block in the Empowered Manager says, "Lasting improvement 
does not take place by pronouncements or official programs. 
Change takes place slowly inside each of us and by the choic- 
es we think through in quiet wakeful moments lying in bed 
just before dawn." A 
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[HEATING A LEARNING ORGANIZATION ENVIRONMENT 

HIFIff FACILITIES PROFESSIONAL 

by David A. Cain, Ph.D. 

Facilities professionals 
today are challenged to 
meet the ever-changing 

needs of the 21st century. 
Never before have the stakes 
and expectations been so high. 
So why do we continue to work 
toward and develop political or 
authoritarian bureaucracies 
while visionary enterprises 
such as Internet businesses, e- 

commerce, and others involved 
in the computer technology 
revolution are unfolding global- 
ly at supersonic speeds right 
before our eyes? Furthermore, 
why do facilities professionals 
allow isolated bits of informa- 

1 

N 

tion, piecemeal analysis, reactiveness, and fragmentation to be 
the rule rather than the exception, even as the rest of the 
world becomes more inter- and intra-connected with adaptive 
processes and transparent applications via technology? 

These issues could be resolved by understanding and using 
the theories and methods presented in The Fifth Discipline: The 

Art and Practice of Learning Organization authored by Peter 
Senge, a faculty member at the Massachusetts Institute of 
Technology and director of the Sloan School of Management. 
APPA has already adopted some of these constructs and theo- 
ries by embedding them into the Strategic Assessment Model 
(SAM) and the Leadership Academy. These theories represent 

David Cain is currently the director of facilities and capital 
planning at Illinois State University, Normal, Illinois. He is 
a member of the Strategic Assessment Model Task Force, a 
MAPPA program committee member for FY 2000, and a 
past contributor of several articles for Facilities Manager. 
He can be reached at dacain@ilstu.edu. 

the driving force behind a 

new vision of organizational 
change. According to Fortune 
magazine, "the most success- 
ful corporations of the new 
millennium will be 
something called a learning 
organization, a consummate- 
ly adaptive enterprise." 

Developing a learning or- 
ganization requires a 
quantum shift in how we 
interact and think. These 
fundamental shifts go well 
beyond the culture of facili- 

ties management, or even 
traditional western manage- 
ment culture. They challenge 

the steadfast assumptions of the industrial revolution about 
how individuals and organizations learn and work. 

One guiding principle in moving forward is the discovery 
and exercise of personal commitment and building communi- 
ty. Without personal transformation, there is no real chance of 
moving towards an organization that learns to relearn. The 
best example of this is found in the reptile world where a loss 
of limb, by the miracle of DNA, is replaced by regrowth. Dr. W. 

Edwards Deming, leader in the quality movement, once stated 
that nothing ever happens without "personal transformation." 
I would agree and conclude that an organization cannot learn 
and move forward unless the individual within makes the per- 
sonal transformation and commitment to the organization. 

Deming further explains that "our prevailing system of 
management has destroyed our people." Unfortunately, many 
organizations and institutions of our society are predominate- 
ly oriented toward cultivating control rather than learning. In 
learning organizations this postulate is reversed. 
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David's Top Ten List of Benefits 
The top ten benefits of developing a Learning Organization for facilities management are: 

1. To anticipate and adapt more readily to internal and external environmental impact 

2. To shorten the time required to implement necessary strategic changes 

3. To expedite the transfer of knowledge from one part of the organization to another 
4. To over-satisfy the needs and expectation of the "customer" with facilities services 

5. To energize the facilities organizational workforce and develop a strong commitment 
toward community 

6. To develop the necessary competitive advantage for contemporary facilities 

management organization 

7. To develop a belief that the purpose of learning is necessary for the survival of the facili- 

ties organization 

8. To develop superior performance for each individual and at all levels 

9. To develop an approach to deal with complicated and difficult problems rather than a 

quick fix 

10. To achieve excellence by embedding the fabric of the Strategic Assessment Model in the 

learning organization 
411111111.11111 

Learning Organization Defined 
A learning organization is one in which people at all levels in the organization, indi- 

vidually and collectively, are continually increasing their knowledge capacity to 
produce the best practices and possible results. A learning organization is one that 
deeply cares about its people first. A learning organization represents a new 
understanding of the process of organizational change. It is not a top down nor bottom 
up change but rather participation thinking at all levels. Any type of organization can 
become a learning organization, i.e., industries, businesses, educational institutions, 
nonprofits, community groups, and families. Learning organizations start with the as- 

sumption that learning is valuable, continuous, and most effective when shared and 
that every experience is an opportunity to learn. 

Learning Organizations' Characteristics 
According to Calvert, et al. (1994) and Watkins and Marsick (1993), learning organi- 

zations have the following characteristics and share the same core 
values: 
1. They provide continuous learning opportunities 
2. They use learning to reach their goals 
3. They link individual performance with organizational performance 
4. They foster inquiry and dialogue, making it safe for people to share openly and take 

risks 
5. They embrace creative tension as a source of energy and renewal 
6. They are continuously aware of and interact with their environment 

Those who work in a learning organization are "fully awakened" people. They arc 
deeply engaged in their work, striving to reach their business and personal potential 
and they share common vision and mission in an effort to achieve a greater capacity. 
They use mental models to guide them in the pursuit of personal mastery, and their 
personal goals are in alignment with the needs and mission of the organization. 

At its core, a learning organization understands itself as a complex organic system. It 
has a conscious vision and purpose. It is aware of its feedback system and alignment 
mechanisms and is deliberate about the method in which it constantly uses them to 
stay focused. 

The total quality movement (TQM) represented the first real effort in building learn- 
ing organizations. Its emphasis was on continuous improvement through analytical 
feedback. Today, leading organizations seek to understand and meet the "hidden need" 
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of the customer and create the new anticipated service, which 
meets or exceeds that need. These potential needs are what 
customers might truly value but would never think to ask for. 

To illustrate this concept, consider my two-year-old daughter's 
reply to questions outside her realm of understanding and 
imagination: "I don't know what I don't know" To further 
demonstrate my point, one only needs to consider the recent 
proliferation of .com businesses that have emerged (i.e., Ama- 

zon.com and ebay.com) to clearly understand this concept. 
You name it, they have dot com'd, dot gov'd and dot org'd it! 

Learning Organization's Core Concepts 
Peter Senge's The Fifth Discipline states that the concept of 

the learning organization (LO) has been promoted as a way to 

restructure organizations. Senge views teams as the core per- 
formance units in the organization. Much of the success of 
the Learning Organization movement is due in large part to 
Senge's emphasis on investing in the human capital rather 
than in the physical capital. While both are important, facili- 

ties professionals must give greater attention to human values 
in the work place and allow the natural forces to evolve and 
produce a genuine learning community. 

The five disciplines are the key characteristics to achiev- 
ing this type of organization: 
1. personal mastery 
2. mental models 
3. shared vision 

4. team learning 
5. systems thinking 

According to Senge, systems thinking is the most important 
and underlies the rest. 

1) Personal Mastery: Indicates a high level of proficiency 
in a subject or skill area. Personal mastery is the discipline of 
continually clarifying and deepening one's own personal orga- 
nizational commitment by learning to expand one's personal 
capacity to create the future and results one most desires. Per- 
sonal mastery applies to individual learning, and 
organizations cannot learn until their members begin to learn. 
Personal Mastery has two components. First, one must define 
what one is trying to achieve (a goal). Second, one must have 
a true measure of how close one is to the goal. Creative ten- 
sion is what motivates individuals to change and represents 
the difference in our personal vision of what an organization 
can be versus its reality 

2) Mental Models: Mental models are deeply ingrained 
assumptions, generalizations, or images that influence how 
we understand the world, the organization, and relationships 
and how we choose to respond to various situations. Mental 
models guide our actions and represent the framework for 
the mental (cognitive) processes of our mind. In other 
words, they determine how we think and act. Surfacing, 
clarifying, testing, and improving one's internal representa- 
tions of the world and understanding how these 
representations, along with their accompanying implicit as- 

sumptions, shape one's decisions and actions 
are important components of mental models. 
Understanding our own internal 'theories in 
practice" of how things work allow us to 
challenge, modify, refine, and change our 
mental models. Mental models also help us 
appreciate the perspective of others. 

3) Shared Vision: A shared vision begins 
with the individual, and an individual vision 
is something that one person holds as a truth. 
Better understood as a group competency 
than an individual skill, this is the practice of 
developing a vision for an organizational 
team. The shared vision of an organization 
must be built of the individual visions of its 
members. What this means for the leader in 

the learning organization is that the organiza- 
tional vision must not be created by the 
leader, rather, the vision must be created 
through interaction with the individuals in 
the organization. Only by compromising 
between the individual visions and the devel- 
opment of these visions in a common 
direction can the shared vision be created. 
The leaders' role in creating a shared vision is 
to share their own visions with other employ- 
ees. This should not be done to force that 
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The Five Disciplines Leadership 
Competencies ' ' - 

f. F oll ow e rsh ip 
. , . 

Personal Mastery Compassion 
Self and other acceptance 
Shared power 
Authenticity 
Nurturance of spirit 
Moral leadership 
Sensitivity 
Humility 
Mastery 
Growth oriented 
Risk taking 
Self directed 
Tolerance 
Value ambiguity 
Learning commitment 
Trust 
Spirituality 
Ego Subordination 

Encouragement 
Acceptance 
Empowerment 
Trust 
Self discovery 
Someone worth working for 
Dignity 
Autonomy 
Fulfilled potential 
Growth 
Supported choice 
Independence 
Space to make mistakes 
Support in transition 
Learning 
Responsibility 
Self/other connection 
Ownership of results 

Mental Models Insight 
Introspection 
Challenge assumptions 
Innovation 

innovation 
Meaning 
Challenge assumptions 

Shared Vision Principles 
Personal/co. values alignment 
Inspiration 
Goals 
Vision 
Vitality 
Mobilize commitment 

Sense of purpose 
Personal/co. values alignment 
Motivation 
Clarity 
Co-development vision 
Engagement 
Commitment 

Team Learning Cooperation 
Dialogue 
Listening 
Creativity 
Promote harmony 
Encourage relationship 

Co-design 
Self expression 
Contribution 
Creativity 
Social unity 
Relationship 

Systems Thinking Expansionist thinking 
Understanding of connectivity 
Intuition 
Perspective 
Integration 

Understanding the whole 

Figure 1 

vision on others, but rather to encourage others to share their 
vision, too. Based on these visions, the organization's vision 
should evolve. Shared vision fosters genuine commitment and 
recruitment rather than just compliance. 

4) Team Learning: The discipline of team learning focuses 
on the process of aligning and developing the capacity of 
team to create the learning and results members truly desire. 
Reflecting on action as a team and transforming collective 
thinking skills so that the team can develop intelligence and 
ability greater than the sum of the individual member's talents 
are important to team learning. The key to this discipline is 

that members of a team suspend their assumptions and take 
up a "think together" mode that embraces the collective 
good and eschews individual self-interest. Characteristics of 

successful teams are principled leadership, a clear and elevat- 
ing goal, a result-driven structure, competent members, 
possession of a unified commitment, working in a collabora- 
tive climate, using standards of excellence, and having both 
external support and recognition systems for feedback. 

5) Systems Thinking: The fifth discipline is singled out 
because it underlies the other four. It is the framework for 
seeing interrelationships rather than linear cause- effect re- 
sults. It is a learnable, habitual thinking process that allows 
one to look at events in an organization or life and see the 
patterns of complex interrelationships. Systems thinking 
takes the concept of interconnectedness of everything an or- 
ganization does and understands the intra-connections and 
inter-relationships that shape the behavior of the system in 
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which we exist. Systems thinking takes the doctrine of inter- 
connectedness and brings it to bear on the organizational life. 

This discipline helps us act more in tune with the larger 
process of the natural and economic world. The best vision to 
describe systems thinking is the image of a spider web. People 
in the organization should be keenly focused on how small 
changes may be able to influence significant changes through- 
out the organization. For example, when an insect tries to fly 

through the spider web and gets entangled in a single silk 
thread, its delicate vibration and reaction signals that the next 
meal has arrived alerts the whole web! 

Leadership Role in Learning Organizations 
The role of facilities leaders in a learning organization cen- 

ters on issues beyond just the operational management of the 
physical plant. The leadership shift is from that of the deci- 
sion-maker to one of stewardship, mentorship, teaching, and 
community building. These new roles will require facilities 
professionals to acquire and utilize a different set of skills. 
They require the ability to create shared vision and mission, 
to challenge prevailing models, to foster creative patterns of 
thinking, and to build an organization that is able to continu- 
ally expand the capability to shape its future. Figure 1 (Model 
of Leadership Competencies and Followership Expectations, 
by Chawla and Renesch, 1995) beautifully illustrates each of 
the five disciplines along with the desired leadership compe- 
tency and counter followership expectation. 

Measures for Developing a Learning 
Organization 

While there is no one given approach to building a learning 
organization, the following measures will assist you to 
become effective at designing your own approach. 
1. Make the commitment to becoming a learning organization. 
2. Connect the facility operation and maintenance function 

with learning. 
3. Evaluate and make an assessment on the organization's 

capability to learn. 
4. Clearly communicate the vision and mission in learning 

organization terms. 
5. Recognize and reward the importance of each of the five 

disciplines and results of each. 
6. Model and demonstrate commitment to learning. 
7. Transform the organizational culture to one of continuous 

learning and improvement. 
8. Cut bureaucracy and streamline the structure. 
9. Empower and enable employees to take risks and think 

smarter. 
10. Extend organizational learning throughout the entire 

organization. 
11. Establish facility-wide strategies for learning 
12. Capture learning and release knowledge. 
13. Acquire and apply the best of technology to the best of 

learning. 
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14. Encourage, expect, and enhance learning at individual, 
group, and organization levels. 

15. Provide training to learn all about successful learning 
organizations. 

16. Adapt and improve and learning continuously. 

Conclusion 
There has been a lot of interest for the past ten years cen- 

tered around the concept of learning organizations applied to 
management. That interest is taking shape in all types of orga- 

nizations developing into learning communities that 
continually regenerate themselves to maintain the competi- 
tive advantage. Knowledge of learning organisations provides 
a process by which facilities professionals can create and man- 
age the transformations that are truly desired. It is a whole lot 
easier, however, to read, discuss and talk about building a 
learning organization than it is to create one. Developing a 
learning organization may not be an easy task for the facilities 
professional. It would be analogous to a lifestyle style change 
for the dieter. It may take a great effort of time, some money, 
and a lot of understanding and commitment, but the rewards 
are infinite. Anything that is truly worthwhile is never easy or 
cheap. Oscar Wilde represented this notion very well, by stat- 
ing "For every complex question there is a simple answer, and 
it is wrong." 

Learning Organization is not the latest management/lead- 
ership fad of the decade but rather a process and set of life 
skills to guide individuals and organizations 
to become successful in their personal and 
professional pursuit. Much like Stephen 
Covey's Seven Habits Of Effective People and 
APPA's new tool, the Strategic Assessment 
Model for organizational effectiveness, and 
APPA's Leadership Academy. These can all 
become a change agent for most and a way 
of life for all who prescribe. An organization 
that can thrive in today's world of interde- 
pendence, uncertainty and constant change 
will be the organization that will survive to 
see Y3K. It will be an organization that we 
call today a Learning Organization. A 
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by Larry R. Givens, P.E. 

APPNs Strategic Assessment Model, referred to as 
SAM, is an essential tool that can be used to achieve 
organizational excellence through continuous 

improvement. SAM enables the facilities professional to assess 
an organization's financial performance, the effectiveness of its 
primary processes, the readiness of employees to embrace the 
challenges of the future, and the ability to delight customers. 
Managers can utilize the model for self-improvement, peer- 
comparison, and benchmarking and realize the benefits of 
developing high performance organizations. SAM is the vehi- 
cle that starts the journey from today's reality to future 
excellence. 

The purpose of this article is to simply 
explain what SAM is and how to use it. It 
will start by highlighting why facilities 
professionals are becoming increasingly 
aware of the need to improve their orga- 
nizations and implement a continuous 
improvement program. There will be a brief 
overview of the features of the two most accept- 
ed models for continuous improvement in higher 
education. The first is the Malcolm Baldrige National Quality 
Program and the second is the Balanced Scorecard. A general 
understanding of these two models is essential in utilizing the 
power of SAM to transform your organization. SAM incorpo- 
rates features from both improvement models and provides a 

Larry Givens is senior partner of Gamma Group 
Consulting, Santa Ana, California, which specializes in 
improving organizational effectiveness and implementing 
strategic programs. He recently retired as associate vice 
chancellor for facilities at the University of California! 
Irvine. He is a member of APPA's Strategic Assessment 
Model Task Force and can be reached at lrgivens@usa.net. 

consistent vocabulary for continuous improvement, regard- 
less of which improvement model the campus may be using. 
It will conclude with simple instructions on how to 
implement SAM as a continuous improvement program for 
your organization. 

Why Improve? 
Facilities professionals are facing greater demands for ac- 

countability and improvements than ever before. They must 
be aware of the varied interests of their stakeholders and satis- 
fy their requirements. Trustees are interested in ensuring that 

resources are efficiently and effectively utilized 
for the greatest needs of the institution. 

Customers have become more 
demanding for the delivery of cost- 
effective services that are high 
quality and sufficient to meet their 
own mission requirements. Employ- 

An APPA Program ees have greater expectations of their 
leaders and have personal needs that 

must be accommodated within the workplace 
environment. Of course, facilities professionals have 

their own values that drive them to seek improvements. With 
a strong sense of personal responsibility and commitment to 
the institution, facilities professionals recognize their role as 
leaders to strategically plan and prepare their organization to 
meet the challenges of the future. 

The first of the two models for continuous improvement is 

the Malcolm Baldrige National Quality Program. Baldrige is 
generally recognized as the premier continuous improvement 
program in the country It was established over a decade ago 
as a program to stimulate businesses to focus on quality and 
continuous improvement. Its primary objective is to prepare 
businesses to meet the demanding challenges of an ever- 

STRATEGIC 
ASSESSMENT 
MODEL 
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Figure 1 

Malcolm Baldrige Framework 
Points 

1 Leadership 125 
1.1 Organizational Leadership - 85 

1.2 Public Responsibility and Citizenship - 40 

2 Strategic Planning 85 

2.1 Strategy Development - 40 

2.2 Strategy Deployment - 45 
3 Customer and Market Focus 85 

3.1 Customer and Market Knowledge - 40 
3.2 Customer Satisfaction and Relationships - 45 

4 Information and Analysis 85 

4.1 Measurement of Organizational Performance - 40 

4.2 Analysis of Organizational Performance - 45 
5 Human Resource Focus 85 

5.1 Work Systems - 35 

5.2 Employee Education. Training, 

and Development - 25 

5.3 Employee Well-being and Satisfaction - 25 
6 Process Management 85 

6.1 Product and Service Processes - 55 

6.2 Support Processes - 15 

6.3 Supplier and Partnering Processes - 15 

7 Business Results 450 

7.1 Customer Focused Results - 115 

7.2 Financial and Market Results - 115 

7.3 Human Resource Results - 80 

7.4 Supplier and Partner Results - 25 

7.5 Organizational Effectiveness Results - 115 

TOTAL POINTS 1000 

increasing competitive market environment. Each year, the 
criteria for performance excellence are updated and refined to 
ensure that it truly emphasizes the factors that will make the 
greatest difference in improving an organization and achiev- 
ing performance excellence. 

The Malcolm Baldrige Criteria for Performance Excellence 
is the basis for organizational self-assessment, for making the 
award, and for giving feedback to applicants. The core values 
and concepts of the program are embodied in seven main cat- 
egories and nineteen subcategories. Baldrige takes a very 
comprehensive look at every aspect of an organization. It 
evaluates seven major categories: 

Leadership 
Strategic Planning 
Customer and Market 
Innovation and Analysis 
Human Resource Focus 
Process Management 
Business Results 
Baldrige examiners use a set of scoring guidelines to 

evaluate the approach, deployment, and results of an organi- 
zation submitting an application. You will see later that SAM 

has adopted the qualitative scoring guidelines of Baldrige to 

determine the level of performance of an organization. 
The Department of Commerce is responsible for the Mal- 

colm Baldrige National Quality Program and Award. The 
National Institute of Standards and Technology (NIST), De- 

partment of Commerce, manages the program. Additional 
information regarding the program can be obtained by going 
to http://www.nist.gov. 

Cie Nor Persoci lye 

How do customers 
see us? 

L 

Figure 2 

The Balanced Scorecard 

Financial Perspective 

How do we look to 
resource providers? 

Vision 
lierieller I twilit Perspective 

Can we sustain 
excellence over time? 

hien?' Prness Persaulive 

Are we productive 
and effective? 

It is interesting to note that more than a million copies of 
the Baldrige criteria have been distributed; yet typically only 
50 applications for the national award are submitted each 
year. The vast majority of businesses that are interested in the 
criteria are using it as a process for self-improvement, rather 
than a means to win an award. 

The second model for improvement is the Balanced Score- 
card. The Balanced Scorecard is a concept developed by 
Robert S. Kaplan, professor at the Harvard Business School, 
and David P Norton, president of Renaissance Solutions, Inc. 
They developed it as a tool for managers to mobilize their 
people for achieving organizational goals. 

The scorecard with its four perspectives-financial, inter- 
nal business processes, learning and growth, and 
customer-provides a balanced picture of current operating 
performance, as well as drivers for future performance. While 
the concept primarily addressed the needs of businesses, its 
success and acceptance has also been growing very rapidly in 
the public sector. Since the public sector is more interested in 
developing organizations to meet the challenges of the future 
than it is with growth, the third perspective is usually referred 
to as innovation and learning. 

The Balanced Scorecard integrates financial and non-fi- 
nancial measures, such as customer satisfaction and 
employee work environment, to show a clear linkage to or- 
ganizational goals and strategies. Goals are developed to 
achieve an organization's vision for the future. They become 
the roadmap to the desired outcomes. Goals established by 
departments and units become more specific further down 
the organization's hierarchy. They show how the units will 
participate in the overall goals of the organization. Managers 

Continued on page 30 
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APPA's 00 EDUCATIONAL 
CONF RENCE AND 

37TH A vt MEETING 

t Ole WORTH 

JULY 16-18 

FORT WORTH, TEXAS 

It's time for the yearly roundup! Mosey on down this 
summer to Fort Worth, Texas and join your educa- 
tional facilities peers as APPA 2000 spurs change and 
professional development with another Annual Meet- 
ing full of unparalleled opportunities. Learn the latest 
facilities management strategies featuring the newest 
and most innovative products and services. Network 
with colleagues, share tips, and explore new profes- 
sional relationships with institutional and business 
partner members. This is an event you can't afford to 
miss! 

DOWTOWN IS WOWTOWN! 

Headlines across the country are proclaiming "Cow- 
town is Wowtown! "and it's easy to see why. From a 
lively cowboy heritage in the Historic Stockyards to 
the top-ranked Fort Worth zoo, there's something for 
everyone! You'll find twenty blocks of dynamic enter- 
tainment, restaurants, shopping, and movies in down- 
town's Sundance Square. Discover year-round rodeo 
in the Stockyards National Historic District, along 
with daily round-trips aboard the Tarantula Steam 
Train. Fort Worth's collection of museums puts it on 
the map as the museum capital of the Southwest. It 
doesn't matter if you're a cowpoke or a city slicker, 
Fort Worth has critics raving. Come on down! 

WELCOME PARTY 

Don't take Whoa! for an answer! Saddle up and join 
APPA and Johnson Controls, Inc., for a welcome 
party celebration! This event is for the whole family, 
with fun, food, and fabulous festivities. Toe-tapping 
music will make this an evening to remember! 

TEXAS !JCS DANCE HALL HOEDOWN 

Pull off your coat and stay awhile. City slickers will 
enjoy a good ole Wild West experience as Texas Lil's 
hunkers down for an evening of dining and dancing. 
And remember, $5 of your ticket price will go to sup- 
port the Make-A-Wish Foundation, a charitable orga- 
nization that fulfills the dreams of terminally ill chil- 
dren. 

EXHIBIT HALL RODEO ROUNDUP 

Hold on to your saddle! APPA's business partners are 
showcasing the latest in facilities management prod- 
ucts and services. Stop by to see the newest and 
hottest trends at the official grand opening of the 
exhibit hall on Sunday. Strap on your feedbag and 
enjoy refreshments while you explore the expanded 
exhibit hall and APPA's Learning Resource Center. 



SPECIAL OFFER FOR FIRST-TIME MEETING 

ATTENDEES 

Now is the time to make up for all those broken 

New Year's resolutions. Make this your first of 

many APPA events! As a first-time attendee, reg- 

ister for the 2000 Annual Meeting and you'll 

receive a special discounted rare of only $295! 

You get three full days of educational sessions, 

activities, exhibit hall admission, and most meals, 

plus the unique opportunity to network with 

hundreds of fellow higher education facilities 

professionals from around the world. Nothing 

else comes close! just mark MY the "First Time 

Attendee" when you register. 

FEATURING! 

THE CYBER CORRAL 

Don't think that you can escape your e-mail! You can access 
those little doggies in the Exhibit Hall as APPA offers the 
Cyber Corral. Check e-mail! Send e-mail! Show off your 
facilities department website to friends! 

Go online to APPANet for speaker and registration informa- 
tion: www.appa.org. And visit www.fortworth.com for excit- 
ing things to do in Texas. 

APPA: The Association of Higher 
Education Facilities Officers 
1643 Prince Street 
Alexandria, VA 22314-2818 
Phone: 703-684-1446 

Photos courtesy of Fort Wort 
Convention & Visitors Burea 



Continued from page 27 

define and implement strategies or action plans for accom- 
plishing each of the goals. They also establish performance 
measurements to indicate the progress obtained in accom- 
plishing their strategies. 

The Balanced Scorecard is a management tool for commu- 
nicating goals and strategies throughout an organization, as 
well as for communicating progress and status of the strate- 
gies for accomplishing the goals. Each department and unit 
develops its own Balanced Scorecard for its own strategies. A 

well-constructed Balanced Scorecard for each unit would 
clearly show how the unit plans to contribute to the overall 
success of the organization through its goals and strategies for 

the four perspectives-financial, internal business process, 
innovation and learning, and customer. 

The SAM Model 
APPAs Strategic Assessment Model (SAM) combines fea- 

tures of both the Malcolm Baldrige program and the Balanced 
Scorecard. SAM has three components: the four perspectives 
of a Balanced Scorecard, the quantitative performance indica- 
tors, and the qualitative criteria for determining the levels of 
performance of an organization in each of the Scorecard per- 
spectives. 

The one-page SAM matrix illustrates the three components 
of SAM, which are combined to assist facilities professionals 
in assessing their organizations and carrying out a continuous 

improvement program. The Balanced Scorecard, in the upper 
portion of the matrix, represents the concept of pursuing 
continuous improvements in all perspectives in a balanced 
manner. Key performance indicators have been identified for 
each perspective. The lower portion of the matrix outlines the 
criteria for determining levels of performance. There are five 

levels of performance, which can be applied to each perspec- 
tive. The levels of performance range from the lowest, Level 
1Copper, to the highest level of performance, Level 5Plat- 
inum. The qualitative descriptions for determining the five 

levels are very similar to the scoring guidelines used by 
Baldrige examiners when evaluating award applications. 

In defining the four perspectives of the Balanced Scorecard, 
the SAM Task Force decided to use the more comprehensive 
definitions of the Malcolm Baldrige program wherever possi- 
ble, rather than the general definitions used by Kaplan and 
Norton. By including the Baldrige criteria in defining the 
perspectives, the continuous improvement program imple- 
mented with SAM would be more consistent with the national 
program for quality. The four perspectives are: 

1. Financial Perspective reflects the organization's finan- 
cial performance in ensuring financial integrity and 
demonstrates stewardship responsibility for capital and finan- 
cial resources associated with the operation and preservation 
of physical assets throughout the campus. Financial perfor- 
mance indicators are tracked to ensure that services are 
delivered in an efficient cost-effective manner. The Financial 

Perspective is linked to the other perspec- 
tives through the relationships between cost 
and the results in achieving the other score- 
card objectives. An example would be to 
understand how improving internal process- 
es or customer satisfaction correlates with 
increasing or decreasing costs. Another 
might be to determine how financial bene- 
fits are derived from improvements in 
employee safety, absenteeism, and turnover. 
Primary services include those for 
operations and maintenance, energy and 
utilities, and planning, design and construc- 
tion. (Combines Baldrige categories 4.1, 4.2, 
and 7.2.) 

2. Internal Process Perspective addresses 
the key aspects of the organization's process 
evaluation for the delivery of primary ser- 
vices. These services would include those for 
operations and maintenance, energy and 
utilities, and planning, design and construc- 
tion. Examples of processes supporting these 
may include handling of work orders, pro- 
curement, billing, and relationships with 
suppliers. Evidence should show that 
processes for delivering services are efficient, 
systematic, and focused on customer needs. 

NOT ALL BOLLARDS ARE CREATED EQUAL 

Only Pro-Stop offers all these benefits: 

Collapses with standard hydrant wrench 
Raises and lowers effortlessly. 
Discourages illegal parking. 
Eliminates hazards caused by chains. 
Increases campus security. 
Protects pedestrians. 

For more information, call today: 
1-800-BOLLARD 

(265-5273) 
Prosec, Inc. 
200 Lincoln Ave., Suite 130 
Phoenixville, PA 19460 
Tel (610) 933-8399 
Website www.prostop.com 
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APPA's Strategic Assessment Model (SAM) 
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Facility Operating CRV Index 

Facility Operating GSF Index 

Facility Operating GIE Index 

Capital Renewal Index 

Facilities Condition Index 

Needs Index 

Cycle Time 

Backlog 

Energy Usage 

Energy Investment Index 

Estimating Index 

Project Solt Cost Index 

Work Environment Survey 

Work Environment Index 

High Score Index 

Top Box - Bottom Box Index 

Distribution Index 

Organizational Change Assessment 

Customer Survey 

Customer Satisfaction Index 

High Score Index 

Top Box - Bottom Box Index 

Distribution Index 

Weighting Index 

Gap Analysis 

Levels General Qualifying Criteria for Each Perspective 

5 

Platinum 

A sound systematic data collection, evaluation, and refinement has been fully established that accomplishes overall scorecard 

perspective objectives. A very strong fact-based improvement process is fully in place for all primary areas. Emphasis is 

placed on refinement of previous improvements to make them even better. Cycles of improvement demonstrate a mature 

program of continuous improvements in primary services and have been sustained over several years. Current performance is 

excellent for most primary services. No adverse trends are noted. Most trends and/or service levels are evaluated against 

relevant comparisons or benchmarks from other similar institutions. Some are benchmarked with outside industries. Results 

show areas of leadership with excellent relative performance levels. 

4 

Gold 

A sound, systematic data collection, evaluation. and refinement program has been established that documents results in 

satisfying scorecard perspective objectives. A fact-based improvement process is in place for all primary areas. Cycles of 

improvement demonstrate a mature program of incremental improvements and refinements in making previous improvements 

even better. Performance trends show cycles of improvement in many to most primary areas. Most improvement trends and/or 

performance levels are sustained over cycles of data collection. Current performance is good to excellent for most areas. No 

adverse trends are noted. Most trends and/or service levels are evaluated against relevant comparisons or benchmarks from 

similar institutions. Results show areas of leadership with very good relative performance levels. 

3 

Silver 

A sound, systematic program has been established to examine scorecard perspective objectives. A fact-based improvement 

process is in place for most primary areas. Emphasis is placed more on improvement than on reacting to problems. 

Improvements can be measured and substantiated. Performance trends show improvement in many to most primary areas. No 

adverse trends are noted. Some trends and/or performance levels are evaluated against relevant comparisons from similar 

institutions. Results show areas of strength with good to very good relative performance levels. 

2 

Bronze 

Beginnings of a systematic program to satisfy scorecard perspectives. Major gaps exist in deployment. Early stages of 

transiting from reacting to problems to a general improvement orientation are evident with noted results. Trends show some 

improvements and/or good performance levels are noted in a few areas. Results not recorded for many to most areas of 

importance. 

1 

Copper 

No systematic program evident. Only anecdotal information is available on how scorecard perspectives are being satisfied. 

The APPA's Strategic Assessment Model, referred to as SAM, is an essential tool that can be used to achieve organizational excel- 
lence through continuous improvement. SAM enables the facilities professional to assess an organization's financial performance, the 
effectiveness of its primary processes, the readiness of employees to embrace the challenges of the future, and the ability to delight 
customers. The facilities professional can utilize the model for self-improvement, peer comparison, and benchmarking. SAM is the 
vehicle that starts the journey from today's reality to future excellence. 
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There is an emphasis on identifying opportunities for improve- 
ments and measuring results. The SAM performance 
indicators are intended to be representative measurements that 
apply to these processes. (Combines Baldrige categories 6.1, 
6.2, 6.3, 7.4 and 7.5.) 

3. Innovation and Learning Perspective addresses key 
practices directed towards creating a high performance work- 
place and a learning organization. In a learning organization, 
people at all levels, individually and collectively, are continu- 
ally increasing their knowledge and capacity to produce the 
best practices and possible results. The perspective considers 
how the organizational culture, work environment, employee 
support climate, and systems enable and encourage employ- 
ees to contribute effectively. Work environment and systems 
include work and job design, compensation, employee perfor- 
mance management, and recognition programs. Training is 
analyzed in how well it meets on-going needs of employees 
and develops their leadership and knowledge sharing skills to 
improve efficiency and accommodate change. There is an em- 
phasis on measuring results relating to employee well being, 
satisfaction, development, motivation, work system perfor- 
mance, and effectiveness. (Combines Baldrige categories 5.1, 

5.2, 5.3, and 7.3.) 
4. Customer Perspective addresses how the organization 

determines requirements, expectations, and preferences of 
customers to ensure relevance of current services and to de- 
velop new opportunities: builds relationships with customers; 

and measures results of customer satisfaction and 
performance of services. Primary customer groups include 
faculty, staff, students, customer representatives and decision- 
makers for customer departments, and other significant 
stakeholders. Primary services would include those for opera- 
tions and maintenance, energy and utilities, and planning, 
design and construction. (Combines Baldrige categories 3.1, 
3.2, and 7.1.) 

The key performance indicators are provided in the SAM 

model as samples of measurements that can be used by facili- 

ties professionals to obtain a snapshot of their organizations 
at a point in time and to trend their results over an extended 
period. The performance indicators are by no means the only 
measurements that should be used. Quite frankly, we have a 

very difficult profession to measure. The complexity of the 
organizations and the vast variety of services provided add to 
the difficulty of identifying simple measurements that tell the 
whole story. While no single measurement will be adequate, 
using numerous indicators will help facilities professionals to 
triangulate onto a more accurate status of their organization. 
The facilities professionals who are challenged by this difficul- 
ty, rather than using it as an excuse, will identify numerous 
opportunities for continuous improvement. 

A complete description of the performance indicators can 
be found at the APPA website (www.appa.org/sam). Just go to 

the SAM Matrix and click on each of the indicators for more 
information about its application. 

APPA is also planning a survey for this 
spring to collect data on a selected number 
of the performance indicators, which will be 
published later this summer. The task force 

has selected performance indicators for the 

survey that can be used for comparison be- 

tween institutions. Some of the other 
performance indicators are more appropri- 
ately used for internal comparisons and 
trending of specific processes. Periodic sur- 
veys will validate the use of the performance 
indicators and provide feedback and sugges- 
tions for refining them or developing more 
appropriate indicators. SAM will continue to 

evolve as a greater number of the profession 
deploys it as a continuous improvement tool 
for their operations. The performance indi- 
cators should become better over time as 
they are refined with actual experience. 

There are five levels of performance: 
Level 1-Copper, Level 2-Bronze, Level 

3-Silver, Level 4-Gold, and Level 5-Plat- 
inum. The medal classifications are carried 
over from the original SAM concept, where 
performance indicators were used to deter- 
mine levels of performance. The current 
concept uses a qualitative approach, similar 

Facility Support Services LLC 

A National Environmental and Safety/Health 
Consulting Engineering Company 

Make The Change And See The Difference" 

Expertise In: 
Environmental & Safety Compliance Audits (US & Canada 
Air Compliance Issues & Permitting 
Hazardous Waste Management 
Asbestos Management 
Indoor Air Issues & Testing 
Safety & Health Training and Written Programs 
Engineering Design 
File & Data Compliance Management 
24 Hour Compliance Assistance 

2685 State Street Hamden, Connecticut 06517 
352 Country Lane Algonquin, Illinois 60102 
1-203-288-1281 Email: Support@Snet.Net 
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to a Baldrige evaluation. The levels of performance apply to 
each of the four Scorecard perspectives. An organization 
may be at a different level for each perspective. The follow- 
ing briefly describes the differences in the five levels of 
performance. 

Level 1-Copper: There is no systematic program evident. 
Only anecdotal information is available as to how scorecard 
perspective objectives are being satisfied. 

Level 2-Bronze: The program is beginning to show a sys- 

tematic approach to satisfy scorecard perspective objectives, 
even though it may be for only one or two areas. Major gaps 
exist in deployment. The organization is transiting from react- 
ing to problems to a general improvement orientation. Trends 
show some improvements in a few areas. The reference to 
trends implies that data has been collected for at least two dif- 
ferent periods of time. Level 2 cannot be accomplished 
without showing improvement from some baseline period. 

Level 3-Silver: At Level 3, the continuous improvement 
program is fully deployed. There is a sound, systematic pro- 
gram established for satisfying the scorecard perspective. A 

fact-based improvement process is in place for most primary 
areas. Emphasis is placed more on improvement than on re- 
acting to problems. Improvements can be measured and 
substantiated. Performance trends show improvement in 
many to most primary areas with no adverse trends noted. 
Some trends and/or performance levels are evaluated against 
relevant comparisons from similar institutions. Results show 
areas of strength with good to very good relative performance 
levels. Those organizations performing at a Level 3 are quite 
exceptional. Even though there are two higher levels of per- 
formance possible, a Level 3 is really a well running 
organization. 

Level 4-Gold: Very few organizations can reach this level. 
The operative words describing this level of performance are 
"refinements" and "cycles of improvement." In addition to a 

history of making improvements, there is clear evidence of 
refinements to previous improvements that made them even 
better. The improvement program is fully deployed for all pri- 
mary areas. Performance trends show cycles of improvement 
in many to most primary areas. Most improvement trends 
and/or performance levels are sustained over cycles of data 
collection. Current performance is good to excellent for most 
areas with no adverse trends. Most trends and/or service lev- 

els are evaluated against relevant comparisons or benchmarks 
from similar institutions. Results show areas of leadership 
with very good relative performance levels. 

Level 5-Platinum: Level 5 is a stretch goal, or possibly 
"only in your dreams" goal. The program for continuous im- 
provement is so well established that work centers 
throughout the organization are collecting their own data for 
measurements and are carrying out very effective continuous 
improvement programs. A Level 5 organization has a very 
mature and sophisticated improvement program. Current 
performance is excellent for most primary areas with no 

adverse trends. Most trends and/or service levels are evaluat- 
ed against relevant comparisons or benchmarks from other 
similar institutions. Some are benchmarked with outside in- 
dustries. Results show areas of leadership with excellent 
relative performance levels. 

How to Apply SAM 
The easiest way to use SAM is to just start where you are. 

There is little need to pay too much attention to the higher 
performance levels in the beginning. The most important part 
about starting a continuous improvement program is to take 
the first step, however small it may be. Once making a small 
improvement, the next one is only a step away. So goes the 
pattern for continuous improvement. 

An organization just starting to use SAM will likely be 
Level 1 or 2 for most of the scorecard perspectives. A few may 
already have mature continuous improvement programs, 
which could qualify for higher performance levels. It really 
does not matter where you start. Just get started doing some- 
thing. For example, start collecting information for at least 
one service area. Pick one. Improve a process, find out what 
your customers need and expect, and determine what kind of 
work environment is necessary to prepare your workforce for 
the future. Then, expand your program by including another 
service area and giving attention to all four Scorecard perspec- 
tives in a balanced manner. 

Those who want to fully capitalize on the advantages of the 

Balanced Scorecard as a management and communications 
tool are encouraged to link their continuous improvement 
program with their goals and strategies for achieving their 
vision. The institution's goals can be realigned to a Balanced 
Scorecard. Some goals that contain more than one perspective 
may need to be rewritten or broken down into two separate 
goals to better fit the Balanced Scorecard format. Goals for 
facilities departments show how the organization would 
achieve the institution's goals and vision. Strategies and per- 
formance measurements are established to track progress in 
accomplishing the desired results of the strategies. 

Conclusion 
SAM incorporates features of the Malcolm Baldrige Quality 

Program and the Balanced Scorecard to achieve organizational 
excellence through continuous improvement. As a strategic 
tool, SAM answers the basic questions of strategic planning: 
where you are, where you are going, and what is needed to get 
there. With a minimum of understanding of the SAM model, 
almost anyone can make a quick assessment of the level of per- 
formance of an organization for each scorecard perspective. 
From there, one can easily see what is needed to move to the 
next level. This difference between the two levels will form the 
basis for developing action items or strategies to move an orga- 
nization to the next level of performance, the next step. 

What you do with SAM and how far you go is your 
choice. Have fun and enjoy the journey to organizational 
excellence. A 
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ABM: High Quality, Affordable Outsourcing 

of Janitorial, Air Conditioning, Elevator, Engineering, 

Lighting, Parking, Security and Grounds Services. 

r or over 90 years, American Building Maintenance Company 
V has been doing something right-high-quality contract 
maintenance services-without the high cost or liability you 
would have if workers were employed by the campus. 

We've learned our clients' real needs. Studied dozens of ways 
to save them money. Analyzed costs, productivity and quality 
levels so well that our clients will save as much as 15% or more 

over in-house programs without sacrificing quality. 
You'll find that our proposals are detailed, accurate, 

and meet the unique demands of your campus. Building 
maintenance is all we do-and we've learned to do it very 
well indeed. More and more institutions are finding that 
an "operating partnership" with ABM for contract custodial, 

engineering services and grounds care or combining all services 
under ABM Facility Services is exactly right for today's tight 
maintenance budgets. Call today: 415-733-4000, Extension 4048. 

Or write: Robert Ramirez, Vice President, 
ABM College and University Programs. 
It's the smart thing to do. 

Robert Ramirez, Vice President 
College & University Programs 
American Building Maintenance Co. 
i6o Pacific Avenue, Suite 222 
San Francisco, CA 94111 
Fax 415-733-5126 e-mail: rramirez@abm.com 
www.abm.com 

AMERICAN BUILDING 
MAINTENANCE CO. a subsidiary of alti Industries Incorporated 



LISTENING TO 

Another 
Voice 

A55E551N6 THE WORK ENVIRONMENT 

by Laura Long 

It may be awesome to think about asking the 
employees how they feel about working in 
your facilities organization. The very thought 

opens a Pandora's box of emotions among staff 
approaching such a situation for the first time. You 

can be sure they will be nervous. Even the most 
battle-scarred professionals in your department can be 
worried about how their staff will evaluate the organi- 
zation. Happily, these fears mostly disappear after the ghosts 
are banished by the results of the first survey. 

We go through this self-inflicted anxiety because there is a 

huge "need to know" We operate on anecdotal information 
until we provide the employees with some tool for methodi- 
cally informing us. Every one of us will admit that our picture 
of how the organization works would be greatly altered if we 
spent a few days in the shoes of the front-line employees. 
Things look quite different from their perspective. Unless you 
have bravely flattened your organization, information filters 
down to them slowly and in truncated forms. Secondly, it is 
primarily their supervisor who forms their work 
environment. You have only an inkling of what it would be 
like for this person to have power over your career. 

Laura Long is president of LTL Collaborative, Friday 
Harbor, Washington. She is a member of APPA's Strategic 
Assessment Model Task Force and has assisted APPA on the 
Comparative Costs and Staffing Report. She can be reached 
at Itl@rockisland.com. 

Thirdly, they have very few privileges in com- 
parison to management and much less power. 
They don't park next to the front door. Their re- 
quests are not given top priority. They have less 

power on how to structure their workday. They 
probably have less privacy at their desk. And, let's 

face it, they earn less than you do-much less. Life 

may give all of us somewhat similar health and family 
challenges, but these staff members do not have as much in 
financial resources to address their problems. 

The point is that we have incomplete pictures of how 
things operate below the level of our immediate reports. We 
have to find out whether the work environment enables 
these people to do a good job. We need to know, among 
other things, whether they feel like they are getting 
prepared to tackle emerging technologies, whether they un- 
derstand where the facilities department is heading, and 
whether they are receiving the leadership they need for the 
type of work they perform. 

Most of us would like to consider our facilities operation a 
learning organization-one that continually is adapting to a 
changing environment. Information is the principle ingredi- 
ent for learning. A learning organization has to bravely open 
all of the information spigots and one of the largest of these 
spigots is the voice of staff. 

After raising all of the obstacles and worries, let me say 
that the anticipation is much worse than the real experience 
of conducting a work environment survey. Employees are 
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basically fair people. They may be frankly honest about 
weaknesses but will give recognition to good qualities that 
they perceive. Rarely does any unit receive completely nega- 
tive evaluations about its work environment. And you are 
basically a fair manager too, so your staff will find that you 
will give any of them a reasonable opportunity to demon- 
strate improvement and movement in the right direction. 

Further, when the supervisors look at the work environ- 
ment survey, they find out that a lot of questions are not 
aimed at them. Many of the questions are there to find out 
what is important to the employees and to find out how 
things work in the informal facilities organization. The drag- 
on has fewer teeth than expected when examined first hand. 
Further, employees will drop their assumptions about why 
the survey is being used when you report the results back to 
them and they find out that you really are committed to im- 
proving their work environment. 

There are fewer work environment surveys to choose from 
than customer satisfaction surveys. APPA has provided one 
developed by The IBM Consulting Group in conjunction with 
the University of California. This instrument has been adapt- 
ed to the facilities organization. Similar variations of the 
survey have been in use for about five years in a variety of 
university administrative departments. Work environment 
surveys developed for industry often concentrate on sales ob- 
jectives and are less easy to adapt to the field of education. 

This survey can be modified to meet your unique needs. If 
you decide to use it, you will want to read through all of the 
questions to see if any of the phrases should be changed. For 
instance, should the phrase "salary increases" be better de- 
scribed as "annual increases" or "merit increases," etc. If you 
decide to add questions, structure the statements so that they 
are interpreted in the same manner as the other questions. 

For instance, in this survey when an employee "strongly 
disagrees," that is considered a bad indication. You don't want 
to insert reverse statements for which "strongly disagrees" is a 
good response or you will need to reverse the numbers when 
processing the report. 

You also have the opportunity to modify the demographic 
information on the second page of the survey. The 
demographic information provides important insights into 
differences and similarities among cultural groups within fa- 

cilities. For instance, on the subject of benefits, do female,' 

have different priorities than males for programs like flex- 

time and child care? Do persons below 40 years of age who 
have fewer health problems and are farther from retirement 
have different priorities for benefits than those over 40 years 

of age? Well, of course they do, but the important question is 

whether these groups are polarized in their different values or 

whether the differences are less in scale. It is important to 
base your decisions on facts rather than assumptions and 
sometimes on myths! 

Employees can be very uneasy about answering 
demographic information. The more definitions they 

The sample survey has the following 
demographic categories: 

A. What is your gender? 
1 Male 

2 Female 

B. What is your age group? 
1 Under 40 years of age 

2 40 years of age or older 

C. Which best describes your position? 
1 Supervisor/Manager 
2 Professional/Technical/Analystce 
3 Administrative/Office Support 
4 Service/Maintenance 

D. Which best describes your facilities area? 
1 Central Administration 
2 Construction/Renovation 
3 Trades 
4 Maintenance 
5 Custodial 
6 Grounds 
7 Energy/Utilities 
8_ Security 
9 Other 

E. My ethnicity /race is: 
1 African-American/Black 
2 American Indian/Alaskan 
3 Asian American/Asian 
4 White 
5 Hispanic American/Hispanic 
6 Other 

F. My employment Status is 
1 Career employee 
2 Casual employee 
3 Student employee 
4 Employee of a contractor 

provide about themselves, the more they can be singled out 
from their coworkers. For instance, there may be only one 
Hispanic male person over 40 years of age who is a career 
employee in the Security area. For this reason, it is prudent 
to keep the organizational groupings identified in the survey 
fairly large so that there is less opportunity to single out per- 
sons by their profile. Secondly, you may only run one report 
for the whole of facilities using the ethnicity information 
again to make it less likely that persons in any one ethnic 
group can be singled out. 
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Definitions Communication addresses how information 
flows in your department. 

Compensation Monetary compensation is an employee=s 
gross payroll pay rate and benefits programs funded by the 
school. Flex-time, and employee-paid program opportunities, 
such as campus-based child care, are closely related to com- 
pensation. 

Customer Service Customer service is defined as meeting 
the needs, standards and expectations of the persons who 
benefit from your work. For instance, if you report payroll 
hours, the persons receiving payroll checks are primary cus- 
tomers benefiting from your work. Coworkers who depend 
on your work to perform their jobs also are customers. Of 
Course, the persons who request facilities services are cus- 
tomers. 

Decision Making Decision making is how we select a solu- 
tion to a problem, decide how to distribute funds, space, 
equipment, and furniture, and determine how to reorganize 
work, among other things. 

Diversity Diversity relates to differences among people in 
background, race, gender, sexual orientation, age, or religion. 

Leadership Leadership is helping employees understand why 
it is important for their organization to provide services to the 
campus; is making employees aware of how their organiza- 
tion will operate differently in the future; is identifying what 
needs to happen to change from how things are done now to 
how things will be done in the future; is making employees 
aware of organization values and business principles; and is 
developing a workplace that allows the employees to follow 
through with plans for the future. 

Morale Morale is how an employee or group of employees 
feels about the work place. 

Performance Management Performance management is con- 
tinuous communication between a supervisor and employee 
about: 1) the most important parts of the employee=s job and 
why those job duties are important to the campus; 2) devel- 
oping job performance standards (how much work should be 
performed, how fast it should be performed, and how well it 
should be performed; 3) talking together about the employ- 
ee=s performance; and 4) planning how to support or 
improve the employee=s work performance. 

Teamwork Project teamwork is working together with peo- 
ple within your department or with people in a number of 
departments to solve a problem, improve a work process, or 
do some other specific task. Organizational teamwork is con- 
tinuously working together with people in your organization 
who are allowed to decide how work will be performed , how 
problems will be solved, how team members will be reward- 
ed, etc. 

Training and Development Training and development refers 
to work related educational experiences offered by the school 
to its employees to increase their skills and knowledge. 

Vision, Values, & Business Principles, and Mission Vision 
is an ideal description of how your department will operate in 
the future, e.g., five Years from now Values and business prin- 
ciples are the things that are important to your Department 
and influence what and how things get done. The organiza- 
tion's mission is its purpose for providing services to the 
campus. 

Although Quality is not a subject heading in the survey, 
many questions throughout the survey address quality and 
are grouped in reports to form this subject heading. 

The survey is intended to be processed by a third-party 
vendor to ensure that the employees feel confident that no 
one is identifying them to their answers. The survey is orga- 
nized into 12 subjects and the questions are coded to these 
subjects; e.g., CO1 is the code for the first statement in the 
Communication subject area. 

All of the statements in the work environment survey are 
responded to on a 1 to 5 Lickert scale. Most questions which 
have "low to high" or "bad to good" values associated with 
their answers are based on current management philosophies. 
Answers to these statements are used to develop statistics and 
scores for the basic report. The following questions are for 
information purposes and are reported separately. There are 
no "low to high" or "bad to good" implications in most of 

these questions. They tell you how your facilities organization 
works or indicates the priorities to which your employees 
place on various things. 

CO2. How do you receive the information you need to per- 
form your work? How good is the work information from 
each of the following sources? 

CP1. What do you think determines your salary increases? 
How really important are each of the following things for de- 
termining your salary increases? 

CP2. What are the most important types of compensation 
for you? 

DE5. How are decisions made in your work unit? How 
often does the following occur? 
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DE6. When you work in a team, how does your team make 
decisions? How often does the following occur? 

MOL What makes you feel really good about yourself and 
your job? How do the following things affect your morale? 

PE6. Which is important in your individual performance 
evaluation? How do the following things affect your perfor- 
mance evaluation? 

TW6. Participation on teams is what percent of your total 
work effort? 

One of the best ways to analyze work environment infor- 
mation accumulated from this sample survey is to have a 
combination of charts and tables on the reporting end. The 
tables are used to drill down into demographic information. 

The charts provide quick visual summary of results. Let's use 
an example of a chart on the survey subject of Morale. There 
are six questions that map to the subject of Morale (five in the 
Morale section of the survey and one in the Performance 
Management section). The average of the scores indicated for 
these six questions form the score for Morale. The summary 
Morale score might be the first bar on a chart that is then fol- 

lowed by bars showing average scores for each of the six 
questions. You first look at the summary Morale score and 
then you look at the components that make up the summary 
score determining whether the summary score is being driven 
by extremes in one or more questions. If you see that "manag- 
ing pressures of the job" has a lower score in comparison to 

the other questions in this category, then 
you drill down into the demographic infor- 
mation. You might find that this pressure is 

felt most by staff in the Profession/Techni- 
cal/Analyst group in Central Administration 
and the employees in the under 40 years of 
age group who are Career Service/Mainte- 
nance staff in the Trades. You now are in a 
position to develop targeted action plans to 
correct these two situations. 

There is a variety of statistics that assist in 
the analysis of work environment results. 
You are invited to visit the Strategic Assess- 

ment Model on the APPA website 
(www.appa.org/sam) and view the descrip- 
tion of work environment indices 
recommended. Each give a different view of 
results and you may decide to program a 
number of these into your reports. 

You might wonder how much of the in- 
formation should be shared. It is healthy to 
have a open disclosure policy about survey 
results as long as the confidentiality of any 
single person's answers is protected. Out of 
courtesy, you give supervisors and managers 
first opportunity to view the results but the 
distribution of information to employees at 
all levels should not be delayed very long. 
The most important part of the work envi- 

ronment assessment process is your 
demonstrated commitment to take positive 
action to address problems. When the em- 

ployees see positive results coming from 
their input, they start to look forward to 
participating in future surveys and feel val- 

ued because the organization is investing its 
time and efforts in improving their work 
environment. A 

then we work. 
Improving your estimating process. . . 

building solid project budgets... 
bencbmarking performance... developing 
new costing solutions .. . analyzing building 
products' installedcosts. 
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TRANSFER SITUATION GOTTEN ON YOUR CAMPUS? 

While you're busy trying to control your 

transfers, maybe you should consider 

this fact: When asked, students said a uni- 

versity's physical environment was the main 

factor in deciding which college to attend. 

When you also consider that facility budgets 

are being squeezed more every day, it should 

come as no surprise that you need innovative 

ways to make the most of your capital and 

operating budgets. Enter Johnson Controls. 

We can help you lasso your dollars to fund 

facility upgrades, renovation and even new 

construction - just what you need to attract and 

retain students. One method is performance 

contracting, which allows for facility improve- 

ments to be paid for by the savings they create. 

Another is called Results Oriented Service; 

a program in which we tailor a comprehensive 

service plan based on your priorities and needs 

that allows you to maximize your assets while 

reducing long-term costs. For more information, 

call Johnson Controls at 1-888-214-0916 or 
a 

visit us at www.johnsonc-ontrols.com. 

JOHNSON 
CONTRIVLS 
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Shouldn't you demand a sophisticated maintenance software 

solution, one that manages assets with built-in 
procedures for preventive maintenance. CMMS technology 

That can be up and running quickly yet customizable to your 
organizational structure. Has enhanced usability through 

stunning 3D graphs, Gantt charts, drag and drop scheduling 

as well as 300 HTML reports. Web enabled for remote access. 

-!ports Wincii-ms, Macintosh and Linux with Oracle and MS*SQL. 

And leaves you paperless 
if you Ask us, we think you should. 

T-' learn more. take a minute to call 
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TASK FORCE UPDATE 
4 

In February 1999 representatives from APPA and the Pro- 
fessional Grounds Management Society (PGMS) first met 
to discuss the development of a grounds management and 

staffing guidelines publication. The task force quickly real- 
ized that to create a truly inclusive publication, the National 
Recreation and Park Association (NRPA) and the American 
Public Works Association (APWA) should be members of the 
task force. 

The Task Force members are: 
John Feliciani (Chair), Winterthur Museum & Gardens, 
PGMS 

Stephanie De Stefano, Leisure World of Maryland, PGMS 
Marc Fournier, University of Massachusetts/Amherst, APPA 

Robert Getz, William Rainey Harper College, APPA 

Fred Gratto, University of Florida, APPA 

Dr. Len Morrow, J. Sargeant Reynolds Community College, 
PGMS 

Kevin O'Donnell, Villanova University, PGMS 
Scott Payne, North Carolina State University, NRPA 

James Spengler, City of Arlington, Texas, APWA 

Dennis Swartzell, University of Nevada/Las Vegas, APPA 

The four associations are represented also by staff 
members: 

John Feliciani is curator, horticulture division, at the 
Winterthur Museum and Gardens, Wilmington, Delaware; 
he serves as chairperson of the Grounds Management & 
Staffing Guidelines Task Force. He can be reached at 
jfelic@winterthurorg. 

Steve Glazner of APPA 

John Gillan of PGMS 

Karen Miller and Kathy Spangler of NRPA, and 
Dale Crandell of APWA 

The mission of the task force is to develop a tool to assist 
professionals in managing grounds operations. Each task force 

member has been given a specific area to work on. Draft chap- 
ters were reviewed at our meeting January 14-15, 2000, and 
we organized the material in the following tentative outline: 
Section I 

Introduction/How To Use This Book (with flow chart) 
Environmental Stewardship 
Site Inventory 
Levels of Maintenance 
Maintenance Tasks, Times, and Frequencies 
Staffing Estimator (worksheet with examples) 
Cost Estimator (worksheet with examples) 

Section II 
Methods of Organization 
Contract Services, In-House Services, Union Shop 
Position Descriptions 
Benchmarking Your Operation (with examples) 
Environmental Issues and Contacts 
Periodicals and Publications 
Professional Organizations 
Glossary 
Index 

We are also pursuing the development of a software compo- 
nent that will accompany the ublication, which is scheduled 
to be released later in 2000. I 
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by Ted Weidner 

ast year APPA President Joe Spoonemore established a 
committee of eight members with the task of develop- 
ing maintenance staffing guidelines for buildings 

technical trades. The success of the Custodial Staffing Guide- 

lines (CSG) and the concurrent development of Grounds 
Staffing Guidelines (GSG) was the source of the inspiration. 
The committee is co-chaired by Ted Weidner of Eastern Illi- 
nois University and Matt Adams of Adams Consulting Group. 
The other committee members include Ron Calloway, (Uni- 
versity of California/Los Angeles); Joe Fisher, (West Virginia 
University); John Holman, (Boise State University); Jay Klin- 
gel, (University of Virginia); Eric Ness, (University of 
Massachusetts/Amherst); and Phil Waier, (R.S. Means, Inc.). 

Realizing the complexity and difficulty of the project, the 
committee initially evaluated the feasibility of creating guide- 
lines. Considerations included: 

a. Is there sufficient interest for guidelines? 
b. Are there sufficient foundation materials from which to 

build guidelines? 
c. Will any guideline be reasonably accurate to be useful? 
d. Will the guideline become a tool for facility officers or a 

stick for presidents? 
e. What other positive and negative points would face the 

committee and the end product? 
The group determined that development of the guideline, 

similar to the CSG would be possible; and in addition, alter- 
nate approaches to trades staffing could likely be developed. 

After the first meeting, the committee divided into four 
pairs to study various approaches to the problem. The multi- 
team approach was intended to quickly study different 
methods and determine whether any could be used. The four 
approaches chosen were: 

Heuristic: based on data gathered from APPA membership 
Numeric: based on physical data of the campus such as area 
and building types 

Ted Weidner is director of physical plant at Eastern Illinois 
University, Charleston, Illinois. He co-chairs APPA.1/2 Trades 
Task Force and can be reched at cstjw@eiu.edu. 

TASK FORCE UPDATE 

Financial: identifying how to best divide a given amount of 
resources 
Intuitive: based on collective experience. 
In subsequent meetings, members reviewed the progress on 

each approach determining what additional steps or informa- 
tion was necessary, and developed a five level maintenance 
service matrix similar to that in the CSG. Besides providing 
descriptive terms, the service matrix levels attempt to provide 
linkage to the Strategic Assessment Model (SAM) service lev- 

els, average facility condition index (FCI), and operating 
budget as a percentage of plant's current replacement value 
(CRV). The levels developed are named: Showplace Facility, 
Comprehensive Stewardship, Managed Care; Reactive Mainte- 
nance, and Crisis Response. 

The committee's goal is to produce a draft document within 
the next year which combines facilities maintenance data in- 
corporated in the R.S. Means databases, with data from the 
APPA Comparative Cost and Staffing Survey (CCAS), and 
SAM. This document will be an overall staffing evaluation 
tool intended to reflect the traits and idiosyncrasies of higher 
education facilities. Reducing the staffing requirement data to 
a facility type and square footage, as was done in the CSG, is 
the preferred format. These data sources can also provide 
needed material either for the development of conversion fac- 

tors between an ideal model and a campus, or create 
explanatory narratives on the use of the guidelines. However, 
a major shortcoming in our process is the lack of facilities 
data from the APPA membership. To correct that, we are look- 
ing for additional data to supplement the CCAS. In addition, 
we are looking for campuses interested in assisting us with 
testing of models being developed. We have gotten a number 
of volunteers but we need more as well as a greater variety of 
campuses, small to large, liberal arts to research. The commit- 
tee encourages campuses that have not submitted data to the 
most recent CCAS to contact APPA and provide their infor- 
mation to the survey. We also encourage your input. 
Suggestions and ideas are welcome and may be sent directly 
to me at: Eastern Illinois University, Facilities Planning and 
Management, 600 Lincoln Avenue, Charleston, IL 61920- 
3099 or feel free to contact any of the members on the 
committee. A 
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Laboratory Renovation: The Hidden Cost 
by Santo Manicone 

According to statistics, there 
has been a steady growth in 
the renovation of laboratories 

and research development facilities 
throughout the United States and 
Canada. As higher education fa- 

cilities grow in enrollment and 
the pressure to keep up with the 
ever-changing technical needs 
mounts, it is the facilities next 
step to expand and adapt their 
existing structures. In a few 

cases, these large-scale renova- 
tions may involve an entire 
laboratory or a number of build- 
ings. As we are all well aware of 
unpleasant encounters, these 
types of projects seem to carry a 

number of hidden costs such as 
transporting chemicals, asbestos 
abatement, lead abatement, de- 
contaminating equipment, 
storage areas for chemicals, and 
chemical disposal. 

This article was in response to 
a number of facilities that are 
currently experiencing the "over 
the budget whammy" on their 
laboratory renovation and ex- 
pansion. In this article, I will provide 
an overview of the variety of prob- 
lems that may be incurred, as well as 
present a series of procedures that 
can be used to manage the activities 

Santo Manicone is President of 
Facility Support Services LLC, a 
national environmental and safety 
engineering consulting firm with 
offices in Connecticut and Illinois. 
He has worked and assisted higher 
education facilities for over 16 years 
achieving federal and local 
compliance. He can be reached at 
support@snet.net or by calling 203- 
288 -1281. 

associated with a move or renovation 
of a laboratory. These procedures may 
vary depending on the type of labora- 
tories that are involved and whether 
it is during an active semester. Over 

Appointing a project or move coordi- 
nator to obtain all the required facts 

related to the move or renovation and 
coordinate various activities would be 

beneficial. For large projects, a com- 
mittee that includes 
representatives of all involved 
parties and chaired by the move 
coordinator can assist in some of 
the hassles. In many cases, it is 
still important to have this com- 
mittee established for any size 

project. 
As you get started, the labora- 

tory personnel seem to have 
invaluable information that can 
identify current and past practices 
that may reveal most of your po- 
tential problems. For example, 
the location of hazardous chemi- 
cal spills that were not properly 
remediated may result in toxic 
fumes from floor drilling. Broken 
thermometers that contained 
mercury and which remain in 
plumbing systems or under floors 
or cabinets can pose a major con- 
cern. Hidden containers of 
radioactive materials in the stor- 

age cabinets may result in exposure to 
radioactive contamination. 

Try to put the pressure on these 
laboratory occupants to also identify 
what equipment and chemicals are to 

be moved and advise them of appro- 
priate handling procedures. Make 
them responsible for decontaminating 
equipment and surfaces prior to reno- 
vation activities. Your Health and 
Safety professionals should ensure 
that all the right questions are asked, 
and they are required to maintain all 
appropriate state and federal regulated 
paper work for disposal and compli- 
ance. They should also provide advice 
and assistance in assessing potentially 
hazardous conditions and specifying 

the years with laboratory renovation, 
I found it very useful to look at these 
activities in stages such as: 

1.The planning stage 
2.The decontamination and moving 
3.The construction and renovation 
4.The move in 

The Planning Stage 
Moving a lab requires careful plan- 

ning to account for the safety and 
health of those involved in the project 
such as laboratory occupants, moving 
personnel, contractors, and the ad- 
joining occupants of surrounding 
areas. If your facility has a Health and 
Safety personnel or relevant personnel 
it will also be important to incorpo- 
rate these individuals in the program. 
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appropriate decontamination proce- 
dures. 

If you are planning group meetings, 
invite the contractor to describe their 
work and the estimated schedule of 
demolition and renovation. The con- 
tractors should explain the type of 
equipment being used such as a 

water-cooled floor drill, dust control 
fans, and flame torches. Meetings like 
these will open a line of communica- 
tion allowing the laboratory personnel 
to voice their opinions for chemical 
management in these areas. 

One last thing in the planning 
stage is to anticipate finding 
unknown and unlabeled materials. 
Any move or relocation should be 
viewed as an opportunity to review 
equipment and material needs and 
discard items that are not needed. Try 

not to store old chemicals that are 
improperly stored or are showing 

deteriorated containers, this will just 
pose a catastrophic accident to hap- 
pen. This is the time for major house 
cleaning of equipment and chemicals. 

The Decontamination 
In a number of cases, contracted 

moving personnel will require all 
equipment, apparatus, and fixed 
structures to be decontaminated prior 
to the move. Most of the preparation 
can be done two weeks before the 
move, thus minimizing disruption of 
the laboratory work. Many laboratory 
materials are regulated and will fall 

onto some form of regulated require- 
ment. All biological materials must be 
packaged before the move. Proper 
packaging consists of a primary sealed 
container placed within a secondary, 
sealed, unbreakable container, with 
enough absorbent material in between 
to contain and absorb any spill. Once 
decontamination is done, the project 

coordinator will require that no work 
that can re-contaminate the 
equipment be performed. A labeling 
system should be incorporated so that 
no confusion between clean and un- 
clean equipment can happen. 

It will be important to set aside ad- 
ditional storage equipment such as 
drums, absorbents, spill kits, labels, 
and personnel protection clothing. 
Decontamination or moving should 
take place only when appropriate safe- 

ty personnel are readily available, thus 
coordination between the movers and 
safety personnel is essential. If the 
support of laboratory personnel is 
available, it is advisable to let them 
move or direct the individuals. Mov- 
ing personnel should not handle 
equipment that is not decontaminat- 
ed. Place some form of marking on 
the equipment so that the movers 
know which equipment has gone 
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through the decontamination process 
and the proper location. 

Decontamination Tips 
On moving day, laboratory person- 
nel should be available to oversee 
the move and train the movers. Co- 

ordination and minimum-awareness 
training of everyone involved in or 
"near" the moving activities should 
be performed so that they have a 
general idea of what will happen 
and their specific roles in the 
process. 
A review of packaging material can 
minimize spills and injuries; over- 
loaded or overweight boxes can 
contribute to spills as well as back 
injuries. A spill kit consisting of dis- 
infectant, absorbent materials, paper 
towels, plastic bags, tongs or dust- 
pan and brush, lab coat, respiratory 
protection, gloves, and safety glasses 
must be readily available during the 
move. 
After a facility has been cleared by 
the movers, it may have to be 
washed down and properly deconta- 
minated. Have an outside contractor 
that is certified to handle these types 
of operating procedures. 
When the job is done, the safety of- 
ficer should perform a final survey 
qualifying the facilities has 
performed all proper procedures 
according to local and national reg- 
ulations. A record of the survey 
must be kept in a permanent file. 

Construction and Renovation 
This is probably the most disrup- 

tive and "dirty" portion of the process 
besides the asbestos abatement pro- 
ject. The potential hazards are 
primarily to the demolition or con- 
struction workers, but in some cases, 
the personnel in surrounding areas 
can be affected if a catastrophic event 
occurs or regulations are violated. 
During this phase, it is important to 
provide general awareness training to 
construction personnel, particularly if 
they have not done other lab work. As 

many facility managers know. it is up 

to the contractor to maintain a safe 
working environment for their work- 
ers and building occupants. If the 
planning stage and decontamination 
stage was a success, there should be 

little impact to the contractors or oc- 
cupants. As the project moves on in 
this stage there will be some addition- 
al preparation which may involve 
removing asbestos from pipes or lead 
paint from unknown areas. These ac- 

tivities are common and should be 
taken as a on call needed basis. It is 

recommended that an asbestos con- 
tractor be informed or on call in case 
of a quick removal. 

It is important to have several 
meetings with laboratory personnel 
and safety officers concerning new 
emergency or safety equipment 
installed. In some cases, the wrong 
location, equipment selection, and 
equipment operation can create a 
problem after the project is complet- 
ed. These individuals could offer 
insight on the proper regulations that 
are applicable for these devices and 
streamline the ordering process. I 
found out that architects and design- 
ers have limited understanding of 
safety procedures and equipment. 

Moving In 
For this final phase, the move- 

preparation phase is done in reverse. 

Try to incorporate a construction clo- 
sure meeting with all appropriate 
personnel and vendors. It is impor- 
tant to understand that the same 
issues of packing must be considered 
in unpacking. Plans for handling 
"broken" or "spilled" materials must 
be made in advance. The moving 
company should be working with 
laboratory personnel on handling 
and transportation. It is likely that 
some construction-related activities 
will continue after the move, and po- 
tential problems must be anticipated. 
Make sure that all of the safety sys- 
tems are operable, particularly fire 

detectors, alarms, emergency eye 
wash and showers, emergency exits 
and lighting. Be sure that staff have 
received appropriate training and ori- 
entation that covers any changes in 
the new space or equipment before 
operation. 

The renovation or decommission 
of any type of laboratory can pose 
hazardous conditions to a facility. It 
is important to properly plan and an- 
ticipate all types of scenarios that 
could effect the project. I have found 
out through experience, that com- 
munication of all involved parties 
and groups can solved a large majori- 
ty of unknown concerns. The 
laboratory personnel are packed with 
hidden information that serves as a 
great resource for all. Try to sit down 
with these faculty members or even 
some janitorial staff to fully under- 
stand these hidden surprises. As far 
as asbestos concerns, just remember 
that a properly performed inspection 
will reveal the large scale abatement 
concerns and probably not identify 
the hidden ones. So always keep 
some extra for the glovebag abate- 
ment projects during the renovation. 

If proper planning is done, the rest 
of the steps will proceed smoothly 
with a minimum loss of work time. If 
the stages that I have outlined are 
carried out correctly, the actual move 
should be relatively trouble free. A 
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stnotes 
APPA's E-mail Discussion List in Review 

by Alycia Eck 

If there's one thing I've 
learned from the APPAinfo list dis- 
cussions, its that service matters. 
And above all else, customer service. 
A key element of providing outstand- 
ing customer service is maintaining 
the image of professionalism within 
the campus facilities department. Not 
only do you want your customers to 
appreciate the high level of quality 
work done by your staff, but you 
want them also to recognize that 
these same employees are a signifi- 
cant part of a team effort on campus. 
A facilities team which significantly 
and positively effects faculty and 
students alike, from the moment 
they turn on a faucet for a hot show- 
er in the morning, to the moment 
they sit in a comfortable and clean 
lecture hall, to the safe and well-lit 
walk home to the dorms at the end 
of the day. 

There's an incredible amount of 
work going on behind the scenes on 
campuses, and some are now recon- 
sidering the role uniforms play in 
the custodial and maintenance envi- 
ronments. Uniforms are 
undoubtably a touchy topic. Which 
employees get uniforms? What 
should the department pay for and 
what should be purchased by the em- 
ployee? What differences should be 
considered when providing clothes 
for women versus men? Some em- 
ployees prefer not to be restricted in 
their wardrobes, but safety, comfort, 
and appearance of workers is a con- 
cern for managers. As the saying 
goes, "image is everything," but 

Alycia Eck is APPA's Internet 
Manager and List Administrator for 
APPAinfo. She can be contacted by 
e-mailing alycia@appa.m. 

perhaps with some collaboration and 
planning, uniforms can be a positive 
influence not only within the facili- 
ties department but across campus as 
well. 

Do the Clothes Make the 
Custodian? 

Does anyone have any words of 
wisdom on uniforms for custodians 
and maintenance? I am trying to de- 
cide on purchasing, renting, shirts 
only or complete uniforms. Also what 
about summer and winter? Do the 
uniforms need to be different? 

We provide uniforms for our custo- 
dians, shop, and transportation 
employees. We initially purchased 
the uniforms but found that in our 
area, it is cheaper to rent them and 
have the renting company clean 
and replace them. We only provide 
shirts for those who mostly work 
indoors. Those who are required to 
work outside are given cold weath- 
er clothing, coveralls, and rain 
coats. Our uniforms all have dis- 
tinctive university and department 
logos. One note of caution, some 
women employees do not want 

their names on the uniforms. 
There has been situations where 
someone saw the name on a female 
employees uniform and used it to 
make an attempt at a quick "pick- 
up." Most of our custodians work 
at night and we felt this may cause 
a safety problem, so our custodial 
uniforms do not have names on 
them, only university and depart- 
ment logos. 
Most of our employees like 
uniforms. However, a very few em- 
ployees do not want them and are 
not required to have them. We have 
not made uniforms mandatory, but 
we do require our employees to be 
neat and clean. With some employ- 
ees, this would be hard to enforce if 
we did not provide uniforms. 
We issue work shirts to trades, cus- 
todial, and grounds, and offer them 
to other sections such as office 
staff, engineering, project 
managers, etc. We offer a dark for- 
est green or a white as color 
options (or school colors, green 
and gold). We offer long and short 
sleeve t-shirts and twills. We also 
offer polo shirts, smocks, and 
sweatshirts. All clothing has our 
logo. New employees are given five 

shirts to start with and three addi- 
tional shirts each year. The dark 
and the light colors make an 
attempt to address concerns for 
those who get clothes dirty and for 
those who work outdoors in the 
sun. We had some problems with a 
few folks when we first implement- 
ed the plan. Some have an aversion 
to "uniforms" so we call it "work 
wear," but its just semantics. I 

think this concern is offset by those 
who appreciate not having to ruin 
their own clothing. Don't forget to 
consider women's cuts as well as 
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men's-we made this oversight to 
start with. There is a major 
increase in warehouse stock item 
numbers when you consider white 
and green for five different styles 
for five different sizes (small, medi- 
um, large, x-large, xx-large) and for 
men and women. We are trying to 
work with local vendors for stock- 
ing but that has not been a total 
success so far. We are also coordi- 
nating with Housing, 
Telecommunications, and Central 
Receiving to develop common 
guidelines and for volume 
discounts. The biggest benefit was 
the comments from our customers 
who appreciate being able to iden- 
tify us from the crowds that go 
through their space. This in itself 
has justified the expense. It also 
differentiates us from contractors. 
As with most new programs, we 
had to develop guidelines for when 
they should be worn, replacement 
due to damage, etc. 

We mandate that custodial, trades, 
engineers, utility; and mechanic all 

wear uniforms. We have worked 
together to come up with accept- 
able standards. We use to buy the 
uniforms every year but three years 
ago went to a rental company. This 
has worked out well since the uni- 
forms are kept cleaned and in good 
repair. We give the choice of long 
or short sleeved shirts and each area 
is a different color. In the summer 
we purchase heavy duty t-shirts for 
all staff with our name and logo 
embroidered on them. Each person 
is issued two shirts for the summer 
quarter. This has helped with staff 
who are working outside in the heat 
to not strip down to a ratty under- 
shirt while working. All in all I 
think our policy works fine. We 
issue one pair of coveralls to each 
employee and buy jackets for them 
if they want them Every piece of 
clothing with the exception of pants 
has a name and department on 
them for easy identification. We do 

not buy rain gear or cold weather 
gear. I have bought boots for some 
staff who ruin their pair on the job 
but most staff prefer to provide 
their own within what the laws 
allow. 

My experience has been that hav- 

ing a uniform is not a big deal as 

long as the employees wearing 
them have some say in what it 
looks like, what it is made of, and 
who takes care of it. 
Our school purchases three 
uniforms per year for our custodial 
and maintenance employees. A 

uniform consists of a shirt and a 

pair of pants or one pair of cover- 
alls, one pair of overalls, one cold 
weather jacket, etc. Employees 
choose from a wide variety of shirt 
and pant styles. Some prefer 
durable traditional uniforms and 
some like more comfortable cloth- 
ing like golf or t-shirts and denim 
pants. The choice of clothing col- 

ors is limited only by what is 

available from the supplier. All 

shirts, jackets, hats, coveralls and 
sweatshirts are embroidered with a 
very attractive and easily recogniz- 
able school district logo. Most 
employees are responsible for laun- 
dering their own clothing. 
Plumbing and paint department 
employees also have rented cover- 
alls available which are cleaned and 
exchanged weekly by a laundry ser- 
vice. With such a wide variety of 
clothing to choose from most em- 
ployees enjoy wearing "uniforms" 
and they are no less recognizable 
than when we provided only one 
color and one style of institutional 
appearing uniforms. 
We have uniforms in both custodial 
and maintenance. We have moved 
to shirts only since pants are hard 
to fit and not well liked by most 
employees; jeans are preferred. We 
use both short and long sleeves and 
allow them five of each. 
Our college provides uniforms 
(shirt, pants) for the physical 
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plant staff. We initially purchased 
seven shirts and five pair of pants 
for each. Each fall we replace up 
to three shirts and three pair of 
pants. The shirts we purchase lo- 
cally from a company that also 
embroiders our logo and the first 
name of the employee. Our staff 
reviewed several rental companies 
uniforms and decided that they 
would rather do their own laun- 
dry. They also had the input in 
deciding the design and material 
type of the uniforms. They have 
three different colors of shirts and 
decided they would rather wear 
dark blue jeans (not faded or 
worn). This uniform has greatly 
improved the image on campus for 
the staff. We also purchased winter 
jackets with the college logo on 
the back and their first name and 
logo on the front. Our jackets have 
become so popular that the college 
president, vice president of 
finance, and a board of trustee 
member have also ordered the 
same jackets. We try 
not to promote the 
jackets for everyone 
to purchase because 
it would dilute the 
purpose of the iden- 
tification of our 
staff, but obviously 
those folks can purchase if they 
please. After the first year, baseball 
caps became an issue so we pur- 
chased summer and winter ball 
caps with the college logo embroi- 
dered and required our staff to 
wear them at all times while work- 
ing. The shirts cost about $30 
each and the jeans between $30- 
40 each I think overall this cost 
evens out compared to rentals 
when you figure in that the em- 
ployees were able to select this 
type of uniform and are pleased 
with the outcome. Our 
experiences with rental uniforms 
was never satisfactory because of 
repairs, lost garments, and overall 
appearances. 
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The BCD kshelf 

One very special 
APPA book and two solid reference 
publications are the subjects of this 
Bookshelf column. 

APPA first published The Decaying 
American Campus ten years ago; this 
confirmed to the rest of the higher 
education community that our orga- 
nization had important information 
to convey regarding fiscal responsi- 
bility with academia. More recently, 
APPA published The Strategic Assess- 

ment Model; this time, APPA stresses 
that there are important things to 
teach its members concerning the 
assessment movement in higher edu- 
cation. In my review, I decided to 
extol the virtues of this book even 
before I had read it, because I am 
convinced that this method of self- 
evaluation, despite its shortcomings, 
represents the best survival tool cur- 
rently available to APPA members. 

Two other reference books are re- 
viewed, and both deserve attention. 
Both books are published by R. S. 

Means Company, which assures all 
readers that the information present- 
ed is accurate and current. I reviewed 
the Facilities Operations and 
Engineering Reference which is the 
official Certified Plant Engineer 
(CPE) reference book, sponsored by 
the Association for Facilities Engi- 
neering (AFE), the new name of the 
old American Institute of Plant Engi- 
neers. Leslie DeSimone, ASID, the 

John Casey is manager of the 
engineering department of the 
physical plant division at the 
University of Georgia, Athens, 
Georgia. If you are interested in 
reviewing a book for The Bookshelf, 
contact Casey at 
jcaseype@arches.uga.edu. 

Book Review Editor: Dr. John M. Casey, P.E. 

interior designer for the University of 
Georgia Physical Plant Division, re- 
views the second edition of Planning 
and Managing Interior Projects, an 
important work covering design of 
office space. 

-JMC 

The Strategic Assessment Model, 
edited by Steve Glazner. Alexandria, 
VA: APPA: The Association of Higher 
Education Facilities Officers, 1999. 
117 pp, softcover. 

The phrase "adversity 
breeds evolution," attributed to Dr. 
Jonas Salk by one of the contributing 
authors to The Strategic Assessment 
Model, is an appropriate reminder for 
Higher Education today. For we are, 
in fact, beyond the requirement for a 

simple necessity-mothered invention; 
we need to evolve quickly. Institu- 
tions must recognize that the 
adversity-named, accountability- 
mandated "assessment" accompanied 
by its co-conspirators "increased de- 
mands" and "reduced funding" will 
not go away. Higher education insti- 
tutions should confront and conquer 
this problem, or suffer the 
consequences. 

Facilities managers have a special 
need to address accountability, since 
what we do, or fail to do, is almost 
always visible to anyone who cares to 
look. As a result, our stewardship is 
very likely to be challenged first. 

This information and reminder 
should be old stuff for readers of Fa- 
cilities Manager since most of the 
final issue of the twentieth century 
addressed accountability and assess- 
ment. Clearly, we need to develop 
brand new or exponentially better 
operating procedures to conduct our 
affairs more professionally and effi- 

ciently. In addition, we must then 
communicate what we do more effec- 
tively to institutional decision 
makers. We may even be required to 
make heroic changes in what we do, 
since this adversity may propel us 
into a paradigmatic crisis; such a sit- 
uation, described by historian 
Thomas Kuhn as the way that scien- 
tific thought develops, poses a crisis 
which can only be remedied by ex- 
traordinary changes which 
restructure the framework, or para- 
digm, of an activity. 

APPA is to be commended for pro- 
moting the concept of a strategic 
assessment model, dubbed "SAM," 
which should become a major tool to 
help our profession evolve success- 
fully. While there may be some 
facilities managers who do not want 
their operation compared to others, 
most would agree that such a model, 
if successful in measuring the right 
things, would be very helpful in pro- 
moting effective and efficient use of 
our scarce resources. Such a success- 
ful model would also allow facilities 
managers to be proactive in their ap- 
proach to implementing the 
appropriate changes necessary to 
weather this and all other future 
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crises. This year, readers should note 
the word "change" appears more fre- 

quently in the books reviewed in this 
column than any other word. We 
must then chant our mantra one 
more time: if we do not change to 

adapt to evolving needs of the academy, 

we will surely become obsolete. 

SAM is explained in The Strategic 
Assessment Model through a series of 
clearly presented chapters. Years of 

work preceded the refinement and 
subsequent publication of this 
assessment method. Many APPA 

members and institutions participat- 
ed in the planning and data 
collection sessions that preceded the 
book's publication. The APPA mem- 
bers of the original Strategic 
Assessment Model Consortium 
(1995), the Task Force (1999), and 
the contributing authors Doug 
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Christensen, Jack Hug, Maggie Kin- 
naman, Gary Reynolds, and Mo 
Qayoumi, along with the editor, 
Steve Glazner, deserve special kudos 
for their extraordinary efforts. In ad- 
dition, business partners from 
American Management Systems, 
Constructive Concepts, LTL Collab- 
orative, and Nalco Chemical 
Company provided technical and 
financial assistance. 

The methodology for the model is 

loosely based on the highly respected 
Malcolm Baldrige National Quality 
Award, which is the most widely 
used business assessment instrument 
in the United States. As a result, SAM 

is predicated on both a successful 
model and the expertise of knowl- 
edgeable practitioners in all aspects 
of the facilities management profes- 
sion. As presently configured, the 
model measures an institution's oper- 
ation in four categories: financial, 
internal process, innovation/learning, 
and customer satisfaction; and con- 
tains eighteen performance 
indicators. These items are bench- 
marked, and relative success levels 
are proposed, from lowest (1) to 
highest (5). In general, Level 1 oper- 
ation defines activities measured at 
or below the 80 percent level; that is, 
80 percent of the institutions operate 
at or below this level for a specific 
performance item. Level 4 operation 
defines activities considered to be 
current best practices, while Level 5 

operation represents the highest pos- 
sible plateau of operation in a 

performance category. 
For example, SAM survey results 

indicate that for one performance 
category in the financial benchmark 
perspective, facility operating expen- 
ditures are expressed as a percentage 
of the current replacement value of 
Education and General (excluding 
Auxiliary Enterprise) facilities. This 
percentage is considered by the de- 
velopers of the model to be one 
example of the commitment the in- 
stitution has for operating and 
maintaining its plant. Eighty percent 
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of the institutions reported receiving 
less than four percent of the current 
replacement value for operating ex- 
penditures, so Level 1 for this 
category is less than four percent. 
Level 4 was set between five percent 
and 5.5 percent, while any greater 
percentage was considered Level 5. 

(Several of the remaining seventeen 
categories utilize current replacement 
values, indicating the importance of 
this term; facilities managers should 
ensure that these values are kept cur- 
rent and are not understated). When 
data for all eighteen categories are 
computed by an institution, compar- 
isons to the survey values will 
indicate its strengths and weakness- 
es. Note that SAM is intended to be a 
dynamic document, and new cate- 
gories, or modifications to existing 
categories, are expected and encour- 
aged. 

The Strategic Assessment Model rep- 
resents APPAs finest hour. It is a 
book that must be used by each 
member institution to prove to the 
world that we understand what we 
are doing, are performing at the high- 
est levels of efficiency possible, and 
are planning continuously to 
improve our services. Each institu- 
tion should participate in the procey, 
by responding to the survey. Com- 
bining the results of SAM with 
information from APPAs Compara- 
tive Cost and Staffing Report will 
allow facilities managers to produce 
useful information, not only for in- 
ternal planning and fine tuning, but 
also for presentation to both public 
and private governing boards. Previ- 
ously, a relatively small percentage of 
APPA members have battled to pro- 
mote this model; the time for coat 
holders to become combatants is 
now at hand. APPA needs and 
deserves cooperation to make SAM, 

and therefore all of us, successful. 
Dr. John M. Casey P.E. 

Manager, Engineering Division 
University of Georgia 
Athens, Georgia 

* * * 

Facilities Operations and 
Engineering Reference, by Mary 
Greene, et al., eds. Kingston, MA: 

R.S. Means Co., 1999. 729 pp, 
hardcover. 

R. S. Means has done it 
again. Here is a solid reference manu- 
al for facilities managers, published 
by Means and the Association for Fa- 

cilities Engineering, in collaboration 
with the Westinghouse Electric Com- 
pany. This book is divided into ten 
chapters, covering management, en- 
gineering economics, civil 
engineering and construction pro- 
jects, maintenance, energy 
efficiencies, HVAC, mechanical engi- 
neering, instrumentation and 
controls, electrical engineering, and 
environmental health/safety. The in- 
formation contained in each chapter 
is very complete and relatively easy 
to follow; an extensive index and ap- 
pendix make it easy for the reader to 
find answers to specific problems. 
Since the book is intended as the pri- 
mary reference source for Certified 
Plant Engineers who usually work in 
the industrial sector, information 
concerning higher education specific 
management areas are not included. 
The book does, however, cover most 
of the important duties for which 
APPA members are responsible. 

I feel comfortable with his book 
for at least three reasons. First, the 
book refers to APPA as a resource for 
information and expertise in manage- 
ment of facilities. Second, one of the 
contributing authors is David Millay 
of the University of Delaware; David 
is an excellent facilities manager, a 

former president of the Association 
for Facilities Engineering, an active 
member of APPA, and a book review- 
er for this column. Finally, the first 
sentence of the first chapter of the 
book states "we live in a time of great 
change;" putting the concept of 
change at the head of the parade 
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indicates clear thinking on the part 
of the authors. 

As a nuts and bolts reference 
source for facilities operators, this 
book is as good as any on the market 
today, and would complement APPA's 

four-set volume of Facilities Manage- 
ment: A Manual for Plant 
Administration very well. 

Dr. John M. Casey P.E. 

Manager, Engineering Department 
University of Georgia 
Athens, Georgia 

* 

Planning and Managing Interior 
Projects, second edition, by Carol E. 

Farren. Kingston, MA: R. S. Means 
Co., 1999, 549 pp, hardcover. 

This book provides a gener- 
al overview of everything you need to 
consider in planning a move to new 
office accommodations, or the expan- 
sion or consolidation of existing 

offices. It is a great resource for any- 
one in facilities management, but 
especially for a novice member of a 

planning committee, one who is not 
familiar with the work that is 

required, the questions to ask, or the 
technical expertise necessary to com- 
plete such a task. The information is 
given in convenient "bite-size" pieces 
that are easy to locate. While many 
topics are addressed, none are devel- 
oped in-depth; the book does, 
however, give the reader an idea of the 
many things to be considered or re- 
membered, from the "Strategic 
Planning" phase to "Post-Move Ad- 

ministrative Duties" portion of an 
office project. 

The book contains sample bid doc- 
uments, budget sheets, letters, etc. 
that are most helpful. One chapter 
has a list of responsibilities of the 
various parties concerned in a project 
involving interior design, including 
project manager, designer and client. 

Following this list would help insure 
a successful completion to a compli- 
cated project. Other sections range 
from ADA compliance to water gar- 
dens, waterfalls, fountains and 
everything in between. The only 
missing section in this manual ap- 
pears to be a time-line showing when 
all these pieces of the puzzle would 
be accomplished, relative to each 
other and to the overall project. 

Planning and Managing Interior 
Projects is a very helpful resource, 
especially for the office manager or 
department head who has been told 
by the boss to "make it happen." 
APPA members should consider pur- 
chasing this book if they are involved 
in the design and construction of of- 

fice spaces in their institutions. 
Leslie M. DeSimone, ASID 
Interior Designer, Engineering 

Department 
The University of Georgia 
Athens, Georgia 

Your Worst Headaches Aren't Academic! 
Budget cuts are looming! Utility costs are soaring! Managing 
maintenance is time consuming! Don't you wish you could simply 
concentrate on EDUCATING? 

You can -by simply letting LB&B handle your facilities management. 
From single buildings to entire campuses, LB&B -a recognized 

national leader in cost-effective Facilities Management excellence - 
offers you award-winning support including: 

Utility and HVAC Operation, Maintenance, and Repair 

Warehousing and Minor Construction 
Grounds and Landscaping Maintenance 
Janitorial Services and Pest Control 

Conference and AudioNisual Set-up 
Administrative Support 

Focus on academic excellence by letting LB&B provide you the highest 
level of quality service! For more details contact Rick Franz at: 

L =NM 
MI *MIL MI 1M NM 

WMI 

ASSOCIATES INC. 

9891 Broken Land Parkway 
Suite 400 
Columbia, MD 21046 
(301) 596-2440 
rfranz@lbbassociate,..( om 

(02000 LB&B ASSOCIATES INC. 
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New Products 
New Product listings are provided by the manufacturers and suppliers and are selected by the editors for variety and innovation. For more 

information or to submit a New Products listing, contact Gerry Van Treeck, Achieve Communications, 3221 Prestwick Lane, Northbrook, IL 

60062; phone 847-562-8633; e-mail genyvt@concentric.net. 

Locknetics Security Engineering 
unveils a highly innovative new series 
of electromagnetic locks, the 
MagForce Plus family. This electro- 
magnetic lock product line represents 
a significant evolution and improve- 
ment on Locknetics' 390 Series. 
MagForce Plus locks employ a num- 
ber of universal features including an 
easy to wire, modular circuit board 
common to all models. For detailed 
information call Locknetics Security 
Engineering, 860-584-9158. 

Spartan 
Chemical 
Company 
announces 
the newest 
addition to 
its line of 
floor finishes 
waxes/seals 
with the 
launch of 

SunSwept. By cleaning and shining all 
at once Sunswept is a time and money 
saving solution. Literally walk 
through the cleaning and shining 
process and ease Custodial scheduling 
and work load. Obtain more informa- 
tion by calling the 
Spartan Chemical Company, 
800-537-8990. 

Regency Ceiling Fans reminds us 
that ceiling fans aren't only for sum- 
mer cooling. Industrial ceiling fans for 

manufacturing plants, warehouses 
and other high-ceiling applications 
are a great way to save energy in any 
season by reclaiming heat trapped at 
the ceiling and circulating it to the 
floor where it's needed. For informa- 
tion on VISTA industrial ceiling fans 
call Regency Ceiling Fans, 
636-3493-000. 

HAWS Corporation introduces the 
Model 3502 Triple Pedestal Drinking 
Fountain. Model 3502 a triple recep- 
tor unit, utilizes unique features for 
ease of maintenance and long life. 

Constructed of welded stainless steel, 
with a lockable door and heavy duty 
stainless steel hinges the Model 3502 
is from the StreetSmart line of prod- 
ucts designed for use in low security, 
high traffic areas. Additional informa- 
tion can be found at the HAWS 
Corporation 888-909-4297. 

Dynamix debuts five new clean- 
room wipers for use in controlled 
environments. Dynamix contamina- 
tion control solutions, is an alliance 
between Berkshire Corporation and 
the DuPont Company. Dynarnix offers 
several innovative features that pro- 
vide controlled environment 
customers with increased wiper effica- 

cy and value, including superior 
wipe/dry characteristics, superior 
strength and absorbency. For more 
information call Dynamix at 877-4Dy- 
Namx. 

World Dryer Corporation intro- 
duces the concept of warm-air hand 
drying with their cast iron Model A 

Series. Today, the Model A and its au- 
tomatic counterpart, the XA hand 
dryer, continue to deliver valuable 
benefits. Public washrooms equipped 
with warm-air hand dryers save up to 
90% over washrooms with paper tow- 
els. Preserve the environment, 
conserve trees, eliminate unnecessary 
waste. Call World Dryer Corpora- 
tion 800-323-0701. 
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C()ming Events 

APPA Events 

For more information on APPA 

seminars and programs, visit 
our website's interactive calen- 

dar of events at www.appa.org/news/. 

June 4-8-The Leadership Academy. 
Rancho Mirage, CA. 

July 16-18-Educational Conference 
& 87th Annual Meeting. Fort 
Worth, TX 

September 17-21-Institute for 
Facilities Management. Pittsburgh, 
PA. 

July 22-24, 2001-Educational 
Conference & 88th Annual 
Meeting. Montreal, Canada. 

APPA Regional Meetings 
September 22-26-CAPPA Regional 

Meeting. Overland Park, KS. 

September 23-26-RMA Regional 
Meeting. St. George, UT. 

September 26-29-AAPPA Regional 
Meeting. Wellington, New Zealand. 

October 1-3-PCAPPA Regional 
Meeting. Long Beach, CA. 

October 7-10-SRAPPA Regional 
Meeting. Nashville, TN. 

October 8-11-MAPPA Regional 
Meeting. Ann Arbor, MI. 

October 8-11-ERAPPA Regional 
Meeting. Burlington, VT. 

APPA Chapter Meetings 
April 13-15 Virginia APPA 

(VAPPA) Meeting. Roanoke, VA. 

May 17-19-Tennessee APPA 
(TNAPPA) Meeting. Paris Landing 
State Park, TN. 

May 25-26-Kentucky APPA 
(KAPPA) Meeting. Richmond, KY. 

May 28-31-Georgia APPA (GAPPA) 

Meeting. Jekyll Island, GA. 

May 30-June 2-Ontario APPA 

(OAPPA) Meeting. Queens, 
Ontario. 
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Other Events 

April 9-12-2000 North American 
Snow Conference. Traverse City, 

MI. Contact American Public 
Works Association, 816-472-6100 
or snow@apwa.net. 

June 4-9-CAUBO Conference. 
Jasper Park Lodge, Jasper AB. 

Contact Michelle Hoyle, 780 -492- 
4281, michelle.hoyle@ualberta.ca. 

June 6-10-ACUI10-I National 
Housing Training Institute. 
Pittsburgh, PA. Contact Norb 
Dunkel, 352-392-2171 ext. x139. 

June 8-9-Assessment of Facilities 
Rehabilitation Needs. Sydney, 

Australia. Contact Roger Parks, 
nparks@unsw.edu.au. 

June 18-22-EDUCAUSE Institute. 
Boulder, CO. Contact the Institute 
Registrar, inst@educause.edu. 

June 14-16-Big Ten & Friends 
Trainers Conference. Indianapolis, 
IN. Contact Patty Turner, 
pturner2@iupui.edu. 

June 20-22-2000 MAPPA/PGMS 

Tuff Seminar. Indianapolis, IN. 
Contact Nickolas Hill, Butler 
University, at nhill @butler.edu. 

July 9-11-ACUHO-I 52nd Annual 
Conference. Pittsburgh, PA. 

Contact the Association of Collegc 
and University Housing Officers, 
614-292-0099. 

August 20-25-Efficiency & 
Sustainability. Pacific Grove, CA. 

Contact the American Council for 
an Energy-Efficient Economy, 
Rebecca Lunetta, 302-292-3966. 

September 13-16-The National 
Association of Women in 
Construction Annual Conference. 
Reno, NV. Contact NAWIC, 817- 
877 -5551. 
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DR Therm® 
Pipe Insulation / Corrosion Protection Underground 
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PROTECTING AMERICA'S PIPES 

YESTERDAY TODAY TOMORROW 

Continuously Manufactured Using Same Formula Since 1967 

Closed Cell - 1000/o Hydrophobic Design 
Temperature Range: -273'F (Cryogenic) to +480°F (250°C) 

Ideal for New Piping Systems / Repairs / Tanks 
Approved by Department of Defense for New Construction 

DRITHERM INCORPORATED 
P.O. Box 5296 

Parsippany, New Jersey 07054 
(800)343-4188 FAX (973)428-3391 



THE FAMIS ASSET 
ENTERPRISE 

Maintenance Management 

Space Management 

Calibration Management 

Inventory Control 

Tool Control 

Key Control 

Event Management 

AutoCAD Interface 

Web Site 

on 
ORACLE 

TRADEMARKS: 

ORACLE of Oracle Corporation. 

MIS of Prism Computer Corporation. 

BANNER is a registered trademark of 

System & Computer Technolmo 

Corporation. 

What Do You Want 
In A Facility 

Management 
System? 

How about everything? 

You could buy a maintenance management system from 
vendor X and a space management system from vendor Y and try 

to force the two to talk to each other. Or you can take a look at 

Prism Computer Corporation. 

Prism's FAMIS Asset Enterprise is a suite of integrated software 

modules for managing facilities. Since each module is designed 
to work together, you can easily create the ideal facility 

management solution for your organization. 

And with our advanced technology, you can also easily expand 
the FAMIS Asset Enterprise to people outside of your organization 
to create a true enterprise-wide system. For example, you can 
electronically communicate with your customers using the World 

Wide Web. You can also integrate it with Oracle Financials, scr 
BANNER and just about any other financial system using our 
FAMIS Open Financial Interface. 

The FAMIS Asset Enterprise is based on pure Oracle 
technology and supports Windows, Windows95/NT, Macintosh 

and Power Macintosh. 

To find out a better way to manage your facilities, call us today 

at 800-774-7622 or visit our web site at www.prismcc.com. 

PRISM 

PRISM COMPUTER CORPORATION 

TELEPHONE 800-774-7622 / FAX 949-553-6559 

E-MAIL: farnis@prismcc.com http: //wwwprismcc.com 


