


Bridging Facilities 
Management’s Digital 
Divide



Three Different Facilities Management Personas 



Charlie
is the Head of Estates and FM at an large acute hospital, where 
he leads a largely in-house team. 
He reports to the hospital’s director of finance and doesn’t sit on 
the Executive Board. 
However, he is regularly required to provide management 
information and service improvement updates to the board, 
often at short notice. 
There’s plenty keeping him awake at night and he’s struggling to 
find a way forward.





Jules
is a Key Account Manager at a ‘total facilities 
management’ (TFM) service provider. 
She works on the client site, heading up an outsourced 
team at the headquarters of a multinational finance 
company, in a prestigious office building in central 
London. 
Jules is responsible for employee experience, and front 
of house, reception, concierge, catering, cleaning, 
maintenance and security services





Jo
is the Founder and Director of a well-respected 
regional maintenance and engineering contract 
business that she’s worked hard to grow over the 
past six years. 
Their clients are a mix of corporate and public 
sector organisations. 
She’s acutely aware of the opportunities – and risks 
– that digital technology poses for the FM industry, 
and having seen the ‘PropTech’ boom, she’s keen to 
pivot her business and become recognised as an 
‘FMtech’ pioneer.



There are now many 
digital technology 
marketplaces where 
an FM professional 
like Jo can browse for 
solutions and make 
contact with potential 
partners.



• The FM industry must embrace the digital technology that is changing the industry.  To 
achieve this, we conclude that:

• FMs need to work more closely with digital technology companies to understand the 
art of the possible.

• Through partnering with digital technology companies FMs can actively influence the 
application of new tech with their industry expertise - so that the profession can ‘own’ 
the future and not feel that it is being ‘done’ to them.

• FMs need to be better educated around digital technology and where it is heading.

• The FM industry needs to proactively modernise, to create a more tech educated and 
savvy profession to help attract and retain new talent to the industry.

Summary and Conclusion
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We look forward to seeing you in 2022 at ExCeL, London


