
 

 

 

EESTI STANDARD EVS-EN 15221-5:2011

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Kinnisvarakeskkonna juhtimine. Osa 5: 
Kinnisvarakeskkonna juhtimise protsesside koostamise 
juhend 
 
 

Facility Management - Part 5: Guidance on Facility 
Management processes 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  

This document is a preview generated by EVS



 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Tagasisidet standardi sisu kohta on võimalik edastada, kasutades EVS-i veebilehel asuvat tagasiside vormi või 
saates e-kirja meiliaadressile standardiosakond@evs.ee. 
 
ICS 03.080.99, 91.040.01 
 
 

EESTI STANDARDI EESSÕNA   NATIONAL FOREWORD  
 
See Eesti standard EVS-EN 15221-5:2011 sisaldab 
Euroopa standardi EN 15221-5:2011 ingliskeelset 
teksti. 

 
 
This Estonian standard EVS-EN 15221-5:2011 
consists of the English text of the European standard 
EN 15221-5:2011. 

 
Standard on jõustunud sellekohase teate 
avaldamisega EVS Teatajas. 
 
 
Euroopa standardimisorganisatsioonid on teinud 
Euroopa standardi rahvuslikele liikmetele 
kättesaadavaks 19.10.2011. 
 

 
This standard has been endorsed with a notification 
published in the official bulletin of the Estonian Centre 
for Standardisation. 
 
Date of Availability of the European standard is 
19.10.2011. 

Standard on kättesaadav Eesti Standardikeskusest. The standard is available from the Estonian Centre for 
Standardisation. 

Standardite reprodutseerimise ja levitamise õigus kuulub Eesti Standardikeskusele 
Andmete paljundamine, taastekitamine, kopeerimine, salvestamine elektroonsesse süsteemi või edastamine ükskõik millises vormis või 
millisel teel ilma Eesti Standardikeskuse kirjaliku loata on keelatud. 
Kui Teil on küsimusi standardite autorikaitse kohta, võtke  palun ühendust Eesti Standardikeskusega: 
Aru 10, 10317 Tallinn, Eesti; www.evs.ee; telefon 605 5050; e-post info@evs.ee 

The right to reproduce and distribute standards belongs to the Estonian Centre for Standardisation 
No part of this publication may be reproduced or utilized in any form or by any means, electronic or mechanical, including photocopying, 
without a written permission from the Estonian Centre for Standardisation. 
If you have any questions about copyright, please contact Estonian Centre for Standardisation: 
Aru 10, 10317 Tallinn, Estonia; www.evs.ee; phone 605 5050; e-mail info@evs.ee 

This document is a preview generated by EVS



 

 

 
EUROPEAN STANDARD 

NORME EUROPÉENNE 

EUROPÄISCHE NORM 

 
 EN 15221-5 
  

 
 October 2011 

ICS 03.080.99; 91.140.01 

English Version 

 Facility Management - Part 5: Guidance on Facility Management 
processes 

 

Facilities management - Partie 5: Guide relatif au 
développement et à l'amélioration des processus 

 Facility Management - Teil 5: Leitfaden für Facility 
Management Prozesse 

This European Standard was approved by CEN on 8 July 2011.  
 
CEN members are bound to comply with the CEN/CENELEC Internal Regulations which stipulate the conditions for giving this European 
Standard the status of a national standard without any alteration. Up-to-date lists and bibliographical references concerning such national 
standards may be obtained on application to the CEN-CENELEC Management Centre or to any CEN member. 
 
This European Standard exists in three official versions (English, French, German). A version in any other language made by translation 
under the responsibility of a CEN member into its own language and notified to the CEN-CENELEC Management Centre has the same 
status as the official versions. 
 
CEN members are the national standards bodies of Austria, Belgium, Bulgaria, Croatia, Cyprus, Czech Republic, Denmark, Estonia, 
Finland, France, Germany, Greece, Hungary, Iceland, Ireland, Italy, Latvia, Lithuania, Luxembourg, Malta, Netherlands, Norway, Poland, 
Portugal, Romania, Slovakia, Slovenia, Spain, Sweden, Switzerland and United Kingdom. 
 
 
 

 
EUROPEAN COMMITTEE FOR STANDARDIZATION  
C O M I T É  E U R O P É E N  D E  N O R M A LI S A T I O N 
EUR OP ÄIS C HES  KOM ITEE FÜR  NOR M UNG 
 

 

Management Centre:  Avenue Marnix 17,  B-1000 Brussels 

© 2011 CEN All rights of exploitation in any form and by any means reserved 
worldwide for CEN national Members. 

Ref. No. EN 15221-5:2011: E

This document is a preview generated by EVS



EN 15221-5:2011 (E) 

2 

Contents Page 

Foreword ..............................................................................................................................................................3

Common Introduction for the European Standards EN 15221-3, EN 15221-4, EN 15221-5 and EN 
15221-6 .................................................................................................................................................................4

Introduction to Guidance on Facility Management Processes ......................................................................6

1 Scope ......................................................................................................................................................7

2 Normative references ............................................................................................................................7

3 Terms and definitions ...........................................................................................................................7

4 Principles of Facility Management processes ....................................................................................9
4.1 General ....................................................................................................................................................9
4.2 Summary .................................................................................................................................................9
4.3 Basic principles .................................................................................................................................. 10
4.4 Facility management processes ....................................................................................................... 11
4.5 Structure of FM Processes ................................................................................................................ 11

5 Developing Facility Management Processes ................................................................................... 15
5.1 Introduction ......................................................................................................................................... 15
5.2 The importance of Facility Management processes ....................................................................... 16
5.3 Facility Management processes at a strategic level ....................................................................... 17
5.4 Facility Management processes at a tactical level .......................................................................... 23
5.5 Facility Management processes at operational level ...................................................................... 30

6 Assessing Facility Management processes .................................................................................... 33
6.1 Introduction ......................................................................................................................................... 33
6.2 Principles of FM organisation ........................................................................................................... 33
6.3 Step 1: Check the alignment of FM processes with the organisations strategy ......................... 34
6.4 Step 2: Check the connections between the FM processes .......................................................... 34
6.5 Step 3: Check the used data / information ....................................................................................... 35
6.6 Step 4: Check the workflows ............................................................................................................. 35
6.7 Step 5: Check the controlling of FM processes .............................................................................. 36

Annex A (informative)  Examples of generic processes ............................................................................... 37

Annex B (informative)  Checklist ..................................................................................................................... 42

Bibliography ..................................................................................................................................................... 43
 

EVS-EN 15221-5:2011

This document is a preview generated by EVS



EN 15221-5:2011 (E) 

3 

Foreword 

This document (EN 15221-5:2011) has been prepared by Technical Committee CEN/TC 348 “Facility 
Management”, the secretariat of which is held by NEN. 

This European Standard shall be given the status of a national standard, either by publication of an identical 
text or by endorsement, at the latest by April 2012, and conflicting national standards shall be withdrawn at the 
latest by April 2012. 

Attention is drawn to the possibility that some of the elements of this document may be the subject of patent 
rights. CEN [and/or CENELEC] shall not be held responsible for identifying any or all such patent rights. 

This European Standard is one of the series EN 15221 "Facility Management" which consists of the following 
parts: 

 Part 1: Terms and definitions 

 Part 2: Guidance on how to prepare Facility Management agreements 

 Part 3: Guidance on quality in Facility Management 

 Part 4: Taxonomy, Classification and Structures in Facility Management 

 Part 5: Guidance on Facility Management processes 

 Part 6: Area and Space Measurement in Facility Management 

 Part 7: Performance Benchmarking 

According to the CEN/CENELEC Internal Regulations, the national standards organizations of the following 
countries are bound to implement this European Standard: Austria, Belgium, Bulgaria, Croatia, Cyprus, Czech 
Republic, Denmark, Estonia, Finland, France, Germany, Greece, Hungary, Iceland, Ireland, Italy, Latvia, 
Lithuania, Luxembourg, Malta, Netherlands, Norway, Poland, Portugal, Romania, Slovakia, Slovenia, Spain, 
Sweden, Switzerland and the United Kingdom. 
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Common Introduction for the European Standards EN 15221-3, 
EN 15221-4, EN 15221-5 and EN 15221-6 

In 2002 the initiative was taken to establish a European Standard for Facility Management benchmarking 
purposes. It was soon recognized that to reach this objective, preliminary standards had to be elaborated and 
published. The first result of that process was the standards EN 15221-1:2006 and EN 15221-2:2006. Based 
on the discussions in the development of those two standards the decision was made to develop four new 
European Standards for Quality, Taxonomy, Processes and Measurement. 

After the realization of those six standards it was possible to pursue developing a European Standard for 
Benchmarking prEN 15221-7. 

The standards, EN 15221-3, EN 15221-4, EN 15221-5 and EN 15221-6 have been developed, adopted and 
agreed as a set of principles, underlying the Facility Management approach on EN 15221-1, to ensure 
consistency. These are incorporated in the basic principles of a process-based management system, upon 
which these standards are founded.  

The FM-model of EN 15221-1 is shown below. 

 

Model EN 15221-1:2006 

These standards also build on widely accepted management principles, in particular value chain (Porter, M E, 
(1985), "Competitive Advantage: creating and sustaining superior performance", Free Press, New York) and 
quality control (PDCA (Plan, Do, Check, Act). Deming, W E (1986), "Out of the Crisis", MIT, Cambridge). 
Reference to ISO 10014:2006, Quality management – Guidelines for realizing financial and economic 
benefits. 

 

D  
E  
M  
A  
N  
D  

S  
P  
E  
C  
I 

F  
Y  
I 

N 
G  

S
L  
A
s  

S  
U  
P  
P  
L  
Y  

D
E
L
I 
V
E
R
I 
N
G

STRATEGIC  

TACTICAL  

OPERATIONAL  

Client 

Custom er 

End User 

O  
R  
G  
A  
N  
I 
S  
A  
T  
I 

O  
N  

P
R
O
V
I 
D
E
R

Internal

and  / or

external

PRIMARY  
PROCESSES  

SUPPORT  
PROCESSES  

K
P
I
s

FACILITY  
SERVICES  

PRIMARY  
ACTIV IT IES  

Facility M anagem ent Agreem ent 

D  
E  
M  
A  
N  
D  

S  
P  
E  
C  
I 

F  
Y  
I 

N 
G  

S
L  
A
s  

S  
U  
P  
P  
L  
Y  

D
E
L
I 
V
E
R
I 
N
G

STRATEGIC  

TACTICAL  

OPERATIONAL  

C lient 

Customer 

 End User 

O  
R  
G  
A  
N 
I 
S 
A 
T 
I 

O  
N  

P
R
O
V
I 
D
E
R

Internal

or /  
 and  

external

PRIMARY  
PROCESSES  

SUPPORT- 
PROCESSES  

K
P
I
s

FACILITY  
SERVICES  

 PRIMARY  
ACTIV IT IES  

    Facility Management agreement 

EVS-EN 15221-5:2011

This document is a preview generated by EVS



EN 15221-5:2011 (E) 

5 

The principles of the Deming cycle (PDCA) underpin all of the standards but are applied to a different extent 
and depth in each. In fact there are different types of PDCA cycles depending of the term (e.g. long term, 
short term). 

These standards align to EN ISO 9000 family of standards for Quality Management Systems and applies 
specific guidance on the concepts and use of a process-based approach to management systems to the field 
of Facility Management.  
The term "facility services" is used as a generic description in the standards. The term "standardized facility 
products" refers to the "standardized facility services" defined and described in EN 15221-4, Facility 
Management – Part 4: Taxonomy, Classification and Structures in Facility Management. 

Countries can decide to substitute the term "product" into "service", when they consider that it is important for 
a good acceptance and use of the standards in their own country. 

The aim of all the standards is to provide guidance to Facility Management (FM) organizations on the 
development and improvement of their FM processes to support the primary activities. This will support 
organizational development, innovation and improvement and will form a foundation for the further 
professional development of FM and its advancement in Europe. Therefore, generic examples are provided in 
the standard to assist organizations. 

These standards lay the foundation of the work that has to be done further more in developing Facility 
Management, for e.g. benchmark standards prEN 15221-7  

 

EVS-EN 15221-5:2011

This document is a preview generated by EVS



EN 15221-5:2011 (E) 

6 

Introduction to Guidance on Facility Management Processes 

The aim of the standard is to provide guidance to all stakeholders concerned by Facility Management (FM), 
especially providers and their clients on the development and improvement of their processes to support the 
primary activities. This will support organisational development, innovation and improvement and will form a 
foundation for the further professional development of FM and its advancement in Europe.  

Facility Management is defined in EN15221:1:2006, Facility Management – Terms and definitions as the 
"integration of processes within an organisation to maintain and develop the agreed services which support 
and improve the effectiveness of primary activities". Underlying this definition is a process-based, 
management systems approach, as defined in the EN ISO 9000 series.  

Further development of European Standards in Facility Management, based on EN 15221-1:2006 will rely 
therefore on a better understanding of the processes involved and the mechanisms for their integration. These 
processes need to be identified and described, mapped and modelled to produce a framework for Facility 
Management.  

This standard lays the foundations of further work in developing Facility Management standards and further 
develops the processes involved in creating FM agreements as described within EN 15221-1:2006. The 
guidance provided in this standard established the need for the FM processes to start with analysing and 
having a clear picture of the client organisation and its primary processes as a basis for the development of 
the FM strategy. All major decisions along the route to final specification of service levels and qualities, choice 
of delivery model and eventually preparation of the appropriate form of procurement and agreements flow 
from this basis. 

This standard has been developed as one of four new standards and adopted an agreed set of principles, 
underlying the Facility Management approach, to ensure consistency. These are incorporated in the basic 
principles of a process-based management system upon which this standard is founded. 

The standard aligns to EN ISO 9000 family of standards for Quality Management Systems and applies 
specific guidance on the concepts and use of a process-based approach to management systems to the field 
of Facility Management. The standard also builds on widely accepted management principles, in particular 
value chain (Porter, 1985) and quality control (Deming, 1986) which underlie process-based management 
systems. 

The process approach, described in this standard, should be widely applicable across the European member 
countries. In order to do this they must build from the existing model in the previous standard 
(EN 15221-1:2006), be generic, and should not be too prescriptive and enable companies and organisations 
to adapt them to their own processes.  

Through applying the standard, organisations should be able to understand the importance of facility 
management processes to their effectiveness and understand the need to assess the maturity of their existing 
processes. This will provide a basis for developing and improving the facilities management processes 
through a consistent, process-based management approach. Generic examples are provided in the standard 
to assist organisations. 

Facility management processes are integrated at three organisational levels - operational, tactical and 
strategic. Agreements about the outcomes of these processes need also to be made at these three levels: 
operational agreements with end-users, tactical agreement with business units and strategic agreement with 
the senior management group (board, managing directors). 

References: 
Porter, M E, (1985), "Competitive Advantage: creating and sustaining superior performance",  
Free Press, New York; 
Deming, W E (1986), "Out of the Crisis", MIT, Cambridge. 
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1 Scope 

This European Standard provides guidance to FM organisations on the development and improvement of their 
processes to support the primary processes. 

This standard also sets out basic principles, describes high-level generic FM processes, lists strategic, tactical 
and operational processes and provides examples of process workflows. 

The standard is written from a primary processes, demand perspective for an audience of all stakeholders in 
FM processes. 

2 Normative references 

The following referenced documents are indispensable for the application of this document. For dated 
references, only the edition cited applies. For undated references, the latest edition of the referenced 
document (including any amendments) applies 

EN 15221-1:2006, Facility Management — Part 1: Terms and definitions 

EN 15221-3, Facility Management — Part 3: Guidance on quality in Facility Management 

EN 15221-4, Facility Management — Part 4: Taxonomy, Classification and Structures in Facility Management 

3 Terms and definitions 

For the purposes of this document, the terms and definitions given in EN 15221-1:2006 and the following 
apply.  

NOTE Key definitions from this standard are provided for completeness, in order that the standard can be more 
easily used.  

3.1 
activities 
tasks that are needed to complete deliverables 

3.2 
client 
organisation that procures facility services by means of a Facility Management agreement 

NOTE The client acts on a strategic level and has a general and/or key function in all stages of the relationship with 
the service provider. The customer specifies the facility services.  

[EN 15221-1:2006] 

3.3 
customer 
organisational unit that specifies and orders the delivery of facility services within the terms and conditions of a 
Facility Management agreement 

NOTE The customer acts on a tactical level.  

[EN 15221-1:2006] 
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