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Introduction 

Productivity is at the heart of all 
businesses and is essential for 
corporate growth.  Regrettably, 
despite a sustained deluge of new 
‘innovations’ over the past 10 years, 
each promising to deliver untold 
improvements in productivity, the 
evidence is to the contrary and 
productivity in terms of output per 
person hour has noticeably slumped. 

Understandably concerned about this 
decline in productivity, a number of 
our leading clients asked us to 
explore the actual state of our work 
practices and workplaces, and 
consider what is working and what is 
not.  And the findings make for 
compelling reading. 

Without the backing of any tangible 
science, over the last decade our 
workforces have endured;- open 
plan, hotelling, hot desking, 
collaboration space, ‘communicate-
collaborate-concentrate-contemplate’ 
spaces, ‘activity based working’, and 
even ‘spatial adjacency’. 

They have gone from personnel 
administration to human capital, 
from job satisfaction to employee 
engagement, from employment to 
empowerment, from training to 
‘integrated capability development’, 
from hiring to talent analytics, from 
career to core competencies, flexible 
working to agile working. 

With technologies, they have gone 
from floppies to clouds, from “where 
next” to GPS, internet to ‘i’ 
everything, from GUI to Google, from 
desktop to virtualisation, from USB 
to unified communications, from 
cellular to ubiquitous. 

This report found that the net result 
of this tumult of change has been to 
leave our workforces permanently 
distracted and increasingly 
interrupted, with all the problems for 
productivity. 

Consequently, the leaders of 
business operations – those 
responsible and accountable for 
productive output – have rebelled 
and pushed back.  They are no 
longer willing to tolerate being 
shoehorned into inappropriate space 
in inappropriate locations that stifle 
their ability to attract, recruit, and 
retain the right talent. 

They are no longer willing to be 
‘gifted’ new technologies that merely 
served to distract their teams 
without any of the promised gains. 

They are not prepared to have 
Human Resourcing deliver 
‘engagement’ processes and policies 
that bear little or no consideration of 
the ‘humans’ they are supposed to 
be supporting. 

  

Despite all the ‘advances’ in 
technology, property space design, 
and HR interventions, over the last 
decade productivity has slumped 
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Figure 1 – Comparing and contrasting the changes in UK productivity for 20 quarters after each of 
the previous recessions – 1973, 1980, 1990, and 2008 (Source: Office of National Statistics) 

Figure 2 – Comparison of Productivity vs GDP growth.  Contrasting UK productivity to that of the US, 
EU, G7, and overall OECD from 2004 to 2014 (Multiple sources including; US Bureau of Labor 
Statistics, the UK Office of National Statistics, the OECD, and the World Bank) 
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By analysing the feedback from 
~2,400 UK knowledge workers 
across a broad range of industry 
sectors, this report looked in detail at 
the actual state of our work practices 
and workplaces, and considered what 
is working and what is not. 

Amongst the report’s key findings 
are; 

• Diversity challenges are a
priority to address,

• Talent retention is currently
under served,

• Business has lost patience with
silo’d support functions,

• There’s a tantalising
opportunity for the FM function
to seize.

A decade of lost 
productivity 

Drawing on hard data from the
Office of National Statistics has 
revealed that there has been a 
decline in productivity of up to 2 per 
cent or more (see figure 2) over the 
last decade. 

Broadly, the perceived wisdom is 
that as GDP recovers from a 
recession, labour productivity should 
equally rise, consequently the slump 
in labour productivity observed over 
the last decade is both significant 
and surprising. 

As figure 1 shows, the declines in 
productivity witnessed over the last 
decade have not been characterised 
in previous recessions and 
recoveries. 

After both the early 1980’s and early 
1990’s recessions, there was little or 
no initial fall in productivity and 
ultimately substantial productivity 
recovery and growth. 

In the twenty quarters following the 
recession peaks, productivity rose 
significantly by more than 15-17 per 
cent in both cases.  Even after the 
harsh 1973 recession, by the third 
quarter after the recession peak, 
productivity progressively increased 
to a circa 7 per cent rise. 

By contrast, the current recession 
has been characterised by a sharp 
fall in UK productivity and after 
twenty successive quarters from the 
recession peak, labour productivity 
per hour is now down by some 3.7 
per cent. 

The declining productivities described 
above are highly visible in figure 2.  
This shows that while GDP across the 
OECD has risen over the last decade 
by circa 9 per cent, there has been a 
fall in total hours worked since the 
beginning of 2008 of around 2 per 
cent compared with a 1 per cent fall 
in employment.  This means that 
productivity per hour worked has 
noticeably fallen over this period. 
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Pressure on 
property portfolios 

More than any other business
support function (i.e. IT or HR), the 
need for greater responsiveness to 
business outcomes is placing 
tremendous pressure to change 
property portfolios. 

The traditional lease models dictated 
by the commercial agents are simply 
to react fast enough to the changing 
nature of work, the changes in talent 
demands, and the changes to market 
dynamics. 

As one HR Director told us, “…I can 
tell you roughly what our headcount 
is likely to be in twelve months’ time 
but don’t ask me to predict what jobs 
they will be doing…” 

Our study strikingly exposed the 
differences between the newly hires 
and those below 30 compared to the 
rest of the workforce about the 
drivers for change to the workplace 
(figure 3) 

For the newly hired and those under 
30, their perspective on the need to 
collaborate starkly contrasted the 
rest of the organisation.  Only two-
in-five of those under 30 regarded 

that collaboration was driving change 
to property portfolios.  However, 
two-thirds of the rest of the 
workforce felt the need for greater 
collaboration was a priority. 

We found that the main reason for 
this difference was not younger staff 
using different technologies and 
approaches for collaboration but the 
rest of the workforce needing to 
respond to ever-greater collaboration 
pressures and expressing frustration 
with their given property portfolios. 

The frustrations with ineffective 
property portfolios were also 
reflected in our findings about 
workplace design and layout. 

We found that only half of the overall 
workforce regarded the way their 
workplaces were designed and laid-
out optimised their productivity.  The 
dropped to just over a third of those 
under 30 regarding their workplace 
optimised their productivity (see 
figure 4). 

Figure 3 - % of the workforce 
regarding the need for greater 
collaboration is driving change to 
property portfolios Figure 4 - % of the workforce finding 

the way their workplaces are 
designed & laid out optimises 
productivity 

Only half the workforce regard the 
way that their workplaces are 

designed & laid out optimises their 
productivity – something that drops 
to one-in-three for those under 30 
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A Global CRE VP told us; “In the past 
year our business has model has 
totally shifted.  I’ve circa 40,000 
properties and not one today is fit-
for-purpose.  How do I size a building 
and where to locate it?  I can 
guarantee before even seeing the 
lease, it will be the wrong size, in the 
wrong location surrounded by the 
wrong talent pool.” 

This sends a clear message to 
architects and designers of 
workspace that, irrespective of the 
flourishes, flounces, the debates over 
open plan vs fixed offices, etc, they 
are completely missing the point.  
Overwhelmingly, what the workforce 
is demanding is a productive 
workplace design.  Unfortunately, for 
architects and designers that fail to 
wake up to this message, they will 
soon find themselves bypassed and 
redundant. 

We were also interested to note the 
growing influence that business 
operations were having on property 
decisions, with 43 per cent of those 
under 30 stating they have direct 
input into property decisions and 60 
per cent of the rest of the workforce 
stating they have direct input into 
property decisions. 

Although, while there was a highly 
positive and enthusiastic input from 
the overall workforce, we were 
disappointed to note that women felt 
24 per cent less empowered to have 
input into property decisions than 
their male contemporaries. 

Gender impact on corporate 
real estate decisions 

Given women’s increasing
contribution to the talent pool as 
highlighted in the “Why address 
gender differences?” section on page 
20, it is vital for forward-looking 
organisations to rapidly redress this 
disparity in contribution. 

Business operations are having a 
rapidly growing influence on 

property decisions, with over two-
thirds of employees stating they 
have direct input into property 

decisions 

A recent global survey found that 
women score significantly higher 
across 12 out of 16 competencies 
including;- nurturing, developing 

others, building relationships, 
collaboration, exhibiting integrity, 
and engaging in self-development. 
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A recent global survey of 7,280 
leaders across a range of 
organisations1 found that women 
score significantly higher across 12 
out of 16 competencies including;- 
nurturing, developing others, 
building relationships, collaboration, 
exhibiting integrity, and engaging in 
self-development (figure 5). 

This study also found that women 
outperform their male 
contemporaries to the highest degree 
in taking initiative and driving for 
results. 

1 Are Women Better Leaders than Men?  Jack 
Zenger and Joseph Folkman, Harvard Business 

These competencies offer excellent 
opportunities for making corporate 
real estate more collaborative and 
inclusive – something that all 
organisations highly prize and should 
strongly encourage at every chance. 

Most striking was our finding that 
three quarters of the respondents to 
our study reported that their 
business operations directly 
controlled the property budget – 
something that will have major 
implications for the role of the more 
traditional property directors. 

Review https://hbr.org/2012/03/a-study-in-
leadership-women-do 

Figure 5 – study of the top 16 competencies that leaders exemplify the most 
(source: Zenger and Folkman, Harvard Business Review 
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With only half the workforce finding 
their workplaces are designed to 
optimise productivity, it’s an 
imperative for organisations to 
become far more adept at harnessing 
analytics to understand and respond 
to people’s actual working styles 
rather than those perceived working 
styles suggested by architects and 
workplace designers. 

Given today’s advances in making 
analytic data accessible to precisely 
simulate and model building 
portfolios in line with the overall 
business strategies, there’s really no 
longer any excuse for property 
directors to continue promoting ‘not-
fit-for-purpose’ unproductive 
workspace. 
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The role of Facilities 
Management 

Organisations must think
strategically if they are to do more 
than simply survive in today’s 
increasingly competitive 
marketplaces.  This thinking applies 
to both core and non-core business.  
In the case of the latter, facilities 
management (FM) has a pivotal role 
to play in support of the core 
business and must be closely coupled 
with the organisation's strategy 
overall.  However, what is that role? 

FM is significant to organisations 
across all sectors and, has become 
the focus for best value and 
customer satisfaction within the 
management of supporting services. 

Well-managed services enable an 
organisation to function at its most 
effective level, offering real added 
value improvements to the 
organisation’s core business.  Today, 
FM is being elevated to a strategic 
level of importance and has the 
opportunity to contribute to the 
wider business success and deliver 
distinct competitive advantage.  Over 
the last few years, the range of 
services covered within the remit of 
FM have become increasingly 
complex, as FM has moved into the 
core operational functions of client 
organisations, and by implication, is 
core to transforming work practices 
and workplaces. 

Today, ‘New ways of working’ must 
be multi-dimensional – not just 
limited to doing the same work in the 
same way at a different time and 
place.  Effective working is not so 
much about where or even when 

people work, it is more about how 
well they do it. 

Changes to the way we work 
incorporates dimensions of time and 
place flexibility, but also involves 
doing work differently focusing on 
performance and outcomes – it is 
transformational.  As we found in 
figure 12 (page 22), this means that 
it’s imperative for HR, IT, Property, 
and FM to work in unison for 
workplace change because no one 
function is dominant. 

What is FM? 

Given this section of the report is
about exploring the role of FM, we 
want to start with a clear 
understanding of what exactly FM is. 

For most organisations, corporate 
real estate represents substantial 
investment – typically in the region 
of 10 to 14 per cent of their overall 
support function budgets – it has to 
accommodate and support a range of 
activities, often taking into account 
competing needs.  Within those 
activities is the owner or tenant 
organisation’s core business, for 
which an appropriate environment 
must be created in buildings that 
may not have been designed for the 
purposes for which they are now 
used.  Yet, no matter how well 
focused an organisation might be on 
its core business, it must not lose 
sight of the supporting services – its 
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non-core business.  FM places the 
non-core business at the service of 
the core business in such a way as to 
protect an organisation’s capital 
investment in property and help turn 
a cost item into one of added value. 

Organisations may have already 
considered the distinction between 
their core business and non-core 
business (such as security, HVAC 
maintenance, and cleaning) as part 
of the drive to deliver and achieve 
best value and customer satisfaction.  
Since running costs account for a 
significant part of annual 
expenditure, second only to payroll, 
there will be pressure to look for 
savings in non-core business areas.  
Cutting operating budgets may be an 
attractive, or financially expedient, 
short-term measure but may not 
foster the organisation’s long-term 
development.  Since the running of 
an organisation involves complex, 
co-ordinated processes and activities, 
it is essential to take an integrated 
view.  Ad hoc cost cutting may 
actually harm the organisation’s 
ability to deliver the most 
appropriate services.  Consequently, 
FM can be summarised as creating 
the optimal environment for the 
organisation’s primary functions, 
taking an integrated view of the 
business infrastructure, and using 
this to deliver best value through 
support for and enhancement of the 
core business. 

Definitions of FM 

There are more definitions of FM
than there are diverse vendors, and 

2 “Facilities Management: towards best 
practice”, Blackwell Science, ISBN: 
0632064455, Barrett & Baldry 

given that each vendor has the 
propensity to create their own 
definition, for the purposes of this 
report we will rely on just two widely 
accepted definitions; 

“…The practice of coordinating the 
physical workplace with the people 
and work of the organisation.  It 
integrates the principles of business 
administration, architecture and the 
behavioural and engineering 
sciences…”  BIFM (British Institute of 
Facilities Management) 

“…an integrated approach to 
operating, maintaining, improving, 
and adapting the buildings and 
infrastructure of an organisation in 
order to create an environment that 
strongly supports the primary 
objectives of that organisation…”  
Professor Peter Barrett and David 
Baldry, University of Salford2 

A new role for FM 

At several places throughout this
report, our study has pointed to the 
fact that organisations now appear to 
have lost patience with their 
separate silo’d IT and property 
operations and are considering that 
there’s no longer any need for these 
being separate functions. 

Indeed, research by the Corporate 
Executive Board is showing that over 
75 per cent of IT spend in 2015 will 

Research finds that up to 90% of existing 
support function staff do not possess 

collaborative and analytical skills, 
understand outcomes, and can work in 
business driven, cross-functional teams 
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be controlled directly by the business 
and not part of a separate IT function 
budget3 (figure 6). 

Business support functions must be 
part of a more nimble model directly 
supporting business delivery units.  
By example, we now have cloud 
services instead of corporate 
infrastructure, consequently we need 
support people focused on what and 
why rather than how and when.  We 
need support function people to have 
collaborative and analytical skills, 
who understand the outcomes and 

3 www.executiveboard.com/exbd/information-
technology/future-of-it/shadow-it/index.page? 

can work in business driven, cross-
functional teams. 

The Corporate Executive Board finds 
that as high as 90 per cent of 
existing business support function 
staff do not possess such skills! 

Combine this skills mismatch with 
the changes in budget ownership and 
the sharp upswing in app-based 
infrastructure, and all the indicators 
are an 80—90 per cent redundancy 
of traditional IT functions over the 
next year. 

Our research highlights comparable 
trends for corporate property 
budgets as with IT budgets – with 
the business becoming increasingly 
intolerant with the mismatch 
between the long-term leases so long 
dictated by commercial property 
agents and the reality that it’s 
impossible to know what jobs people 
will be doing in twelve months. 

Property costs, seen only as an 
overhead, accelerate the pressure to 
reduce costs and improve space 

Figure 6 – Corporate Executive Board 
research showing that 75% of IT 
budget is now controlled by the 
business functions 

Figure 7 – % agreeing that FM is a core operational function for driving 
sustainability 
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utilisation.  There is 
little alignment with 
business outcomes, 
only claims that a 
new workplace will 
increase 
collaboration, 
attract, and retain 
talent. 

Rather than their age-old role of 
acquiring property, commissioning 
fit-out and configuring space for 
business functions, property 
functions are now expected to fulfil 
the role of a nimble procurement 
function. 

The strength of belief in FM being a 
core function for driving change was 
shown with overall four-in-five 
people stating that FM is core to 
driving sustainability (figure 7). 

We were extremely shocked to find 
that women were 27 points less 
likely to suggest ways to reduce 
waste. 

When probed, this appeared to be 
both a tangible difference in gender 
psychology coupled with a reluctance 
to be perceived by their male cohort 
as ‘house-keepers’ – clearly 
something that needs to change and 
become more inclusive. 

Indicating the 
pressure on the 
property function, 
our research found 
that only half of 
those under 30 felt 
that their workspace 
enabled them to 
work effectively 

compared to just two-thirds of the 
rest of the workforce. 

The dissatisfaction over the 
performance of silo’d IT and Property 
functions combined with the business 
units seizing control of IT and 
Property budgets means that only 
the HR function is left to step up to 
the challenge of genuinely being the 
people’s function and leading the 
mindset change journey.  However, 
given that the workforce perceive HR 
to part of the troika of silent silo 
functions, it begs the question will 
HR be able to step up to this new 
role, and if so, how quickly?  The 
evidence to hand is not promising. 

Perhaps this points towards the role 
for ‘new FM’ – namely the people’s 
function. 

It is possible that, by in stepping up 
to this new – or rather, expanded – 
role that we’re ready to see the dawn 
of new FM horizon, a function 
splitting in two – the traditional ‘bogs 
and bins’ operation and a more 
strategic, people facing FM function. 

FM after all, is the core people 
interface. 

Given that HR are part of the 
troika of silent silo’s as perceived 

by the workforce, it begs the 
question will HR be able to step up 

to the new role of delivering 
mindset change – the evidence to 

hand is not promising 
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Workplace 
investment priorities 

Our study starkly revealed the
penalty organisations are paying for 
not providing satisfactory career 
development paths for the brightest 
and most innovative talent they put 
so much effort into recruiting in the 
first place. 

For staff under 30 and for the newly 
hired, peer respect and career 
development is understandably their 
foremost priority.  They want to 
establish themselves and carve out 
their role in their chosen 
organisation.  Consequently it’s no 
surprise that 94 per cent of the 
under 30’s and the newly hired 
consider that career development is 
a priority at their organisations.  The 
surprise from our study was quite 
how quickly this belief dropped off 
for the cohort over 30.  We found a 
40+ point drop-off to just about half 
of the organisation believing that 
career development had any priority 

When it came to trusting their 
managers, three-out-of-four of those 
under 30 felt their superiors made 
decisions that were in their best 
interests, yet only just over half of 
the rest of the workforce had this 
trust in their superiors. 

And across the board of career 
development and trust in their 
managers, female staff were 11 
points less positive than their male 
colleagues. 

Keeping up with job 
expectations 

Two convergent factors came
through from our study – the sharp 
decay in ‘job living up to 
expectations’ and the perceived lack 
of worthwhile career progression – 
that are combining to create 
undesirably excessive churn amongst 
the best and brightest talent, 
particularly the newly hired and 
younger staff, and importantly, 
female hires. 

The sad reality of these factors is 
that all the hard work put into 

Case study 1 
The UK operation of the preeminent 

internet-related services and products 
organisation told us that they 

experience a 27 per cent churn of 
Vice President/ Senior Vice President 

level staff within the 1st two years 

Case study 2 
One of the UK’s biggest water utility 
organisations told us they experience 
a 35-40 per cent loss of new recruits 

inside the 1st two years 
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attracting and recruiting the best 
talent risks being dissipated in the 
first two years. 

For staff under 30 and for the newly 
hired, satisfaction with job living up 
to expectations was exceedingly high 
at 85 per cent.  However satisfaction 
with job living up to expectations 
rapidly plummeted to 59 per cent for 
the 30 – 39 year-old age cohort, 45 
per cent for the 40 – 49 year-old age 
cohort, eventually bottoming out at a 
lamentable 35 per cent for the 50 – 
59 year-old cohort (See figure 8). 

Our study found that this massive 
decline in ‘job living up to 
expectations’ was due to a wide-
spread mismatch between how jobs 
and roles were ‘sold’ during the 
interview stages and the stark 
mundane realities of the actual job. 

Studying the churn levels amongst 
the responding organisations to this 
study in detail by;- age, seniority, 
tenure, and level of academic 
achievement revealed another 
worrying statistic – namely, by far 
those leaving organisations in the 
first two years are the best and 
brightest talent, and the leading 
innovators (See figure 9).  This is the 
very people the organisation fought 
so hard to attract and recruit in the 
first place. 

The main reason behind this trend 
was reported as a disappointment 
with the perceived lacklustre skills 
and competence of senior managers. 

Unfortunately, as this trend picks up 
momentum, it is likely to become 
more exacerbated – leading to the 
less intellectually nimble staff 
remaining in the organisation and 
becoming part of the managerial 
career path, which in turn will only 
accelerate the problem. 

Figure 8 - the sharp decay in ‘job living up to expectations’ from the younger new 
hires compared to the rest of the organisation 

Failure of ‘job living up to expectations’ as 
the workforce aged stemmed from a wide-

spread mismatch between how jobs & 
roles were ‘sold’ during the interview stage 
and the actual mundane realities of the job 
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For the newly hired, peer respect and 
career development are clearly their 
first priority however it was 
remarkable to note how rapidly ‘job-
living-up-to-expectations’ tailed off 
when the mismatch of how job’s and 
roles were sold during the interview 
stages and the stark realities of the 
actual job sank in. 

The disconnect between Property and 
HR functions must be addressed – far 
too often the first time recruits 
actually see their workplaces is their 
first day of work.

This hard-won new talent all-too 
soon becomes disillusioned with what 
they perceive as dull and uninspiring 
workplaces.  So, it’s no surprise that 
35-40 per cent of all new hires leave 
within the first two years. 

This haemorrhaging of talent is 
unsustainable, and something that 
Property and HR must tackle head on 
– in unison.  The focus must be
creating attractive, vibrant, and 
productive places where staff actually 
want to work. 

Figure 9 – comparison of academic achievement vs length of service 
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Prioritising talent 
acquisition and 

retention 
Talent acquisition and retention,
and having an engaged workforce 
are widely accepted as pivotal 
strategic business outcomes for all 
organisations irrespective of industry 
sector. 

To succeed in continually advancing 
these factors, there has to be a 
strong alignment with property 
strategy.  Any mismatch will more 
likely deliver reduced productivity. 

4 http://www.oxfordeconomics.com/my-
oxford/projects/264283 

According to a report titled “The Cost 
of Brain Drain” by Oxford 
Economics4, it typically takes nine 
months of first year’s salary to get a 
newly hired employee fully 
productive so any loss of talent with 
the first two years of employment is 
particularly costly (figures 10 and 
11) 

Against this backdrop, we found that 
only a third of those under 30 years 
old felt that their organisation’s 
property strategies enhanced talent 
acquisition and retention compared 
to two-thirds of the rest of the 
workforce. 

This staggering difference does not 
indicate that the under 30 year old’s 
are looking for the exotic, indeed we 
found completely the opposite. 

Figure 10 – Time to reach optimal productivity in weeks, by firm size (source: 
Oxford Economics) 

Only a third of those under 30 felt 
that their organisation’s property 

strategies enhanced talent acquisition 
and retention compared to two-thirds 

of the rest of the workforce 
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As the VP Corporate Real Estate of a 
Global Financial Services organisation 
told us; “It’s a sad indicator of 
lamentable complacency amongst 
those responsible for property 
strategies and workplace design.” 

This is supported by finding that 86 
per cent of those under 30 years old 
said that their job lived up to their 
expectations compared to only 59 
per cent of the rest of the workforce. 

Moreover, women were 11 points 
less positive about property 
strategies enhancing talent 
acquisition and retention, and also 
11 points less positive about the job 
living up to their expectations. 

Why address gender 
differences? 

It cannot be understated how crucial
it is for organisations to address such 
differences between the genders.  
For the last 14 years, we have 
tracked university entrant and 
graduation level statistics by gender 
– a period that has seen the
introduction of increasing levels of 
tuition fees. 

From 2009 we has seen a perfect 
storm in entrance statistics where, 
under increasing financial pressure, 
the world’s leading universities have 
entered an ‘arms race’ to be rated as 
the highest performers.  In turn, and 
fully understandably, universities 
focus on selecting the very brightest 
entrants onto their graduate 
programmes – and at age 18-19, 
women are achieving 8-10 points 
higher academic achievement 
compared to their male 
contemporaries. 

Figure 11 – Time to reach optimal productivity in weeks, by sector (source: 
Oxford Economics) 

18-19 year-old women are 
achieving 8-10 points’ higher 

academic achievement compared 
to their male contemporaries 
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Couple this with the sharp rise in 
tuition fees and a noticeably more 
amenable leaning by parents to fund 
their daughters over their sons, the 
net result is that women will 
comprise 67-69 per cent of 
graduates for 2015-16 and growing 
in future years. 

This means that employers looking to 
secure the best and brightest talent 
must place a significantly greater 
focus on being far better at attracting 
and retaining female graduates. 

We found that overall only 37 per 
cent of those under 30 years old felt 
their organisations prioritised talent 
attraction and retention compared to 
64% of the rest of the workforce. 

Staggeringly, 88 per cent of those 
under 30 years old felt that their 
organisations prioritised technology 
investment over talent attraction and 
retention compared to just one-in-
four of the rest of the workforce. 

Amplifying the ongoing gender 
inequity issues, women were 12.5 
points less positive about their 
organisations prioritising talent 
attraction and retention investment 
over technology investment 
compared their male colleagues. 

A war on talent 
Without question there is a ‘war on 
talent’ – countless organisations 
ranging from automotive 
manufacturers to financial services to 
telecom networks to FMCG 
organisations told us that they have; 
(a) stripped the UK labour market, 

(b) now find themselves with entirely 
the wrong talent mix, and (c) find 
they are inappropriately located for 
their future talent needs. 

Given that this report found it takes 
on average nine months or more of 
the first years’ salary to get new 
employees up to speed, such 
challenges as being in a talent-
stripped labour market, struggling 
with the wrong talent mix, and 
inappropriately located will 
undoubtedly have significant impact 
on an organisations’ very 
survivability. 

Furthermore, overall only two in 
three of the workforce said that their 
job lived up to their expectations but 
more significantly women were 
eleven points less positive about 
property strategies enhancing talent 
acquisition and retention. 

If ever there were a maelstrom of 
focus on talent acquisition and 
retention, these factors succinctly 
synthesise the issues. 

Employers looking to secure the 
best & brightest talent must place a 
far greater focus on attracting and 

retaining female graduates. 
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Breaking down the 
business support 

silos 
In any organisation, business units
come and go, but FM, HR, IT, 
Property (and possibly to a lesser 
extent, finance and legal) functions 
are forever.  Nonetheless, many 
CEO’s and top executives are 
increasingly struggling with their 
business support function 
organisations, and a growing number 
are questioning whether the 
established functional model is still 
relevant. 

Our study has surfaced that the view 
of board executives (86 per cent) is 
that the silo’d functional priorities are 
all too often in conflict with — or not 
fully supportive of — the strategic 
imperative needs of the business. 

The challenge for the functional 
model today is that organisations do 
not need to build generic functional 
strengths.  They need to build more 
specific, bespoke capabilities that are 
part of the inherent identity of the 
business and hard for anyone else to 
duplicate.

Across all industry sectors, the 
expertise needed to differentiate an 
organisation and win in the 
marketplace is far more complex 
than it was in the past.  If an 
organisation wants to be better than 
anyone else, be that something 
relevant to its customers, its 
competitors, or areas it recruits 
from, its functional specialists must 
be more efficient, technically 
proficient, and creative than ever 
before. 

Therefore, it is crucial to be clear 
about the capabilities your 
organisation most needs to stand 
apart, the comparative maturity of 
these capabilities, and which to focus 
on improving. 

Too often, we see functional leaders 
and staff struggling because this is 
not well defined. 

Figure 12 - % agreeing that business support functions silo’s are inneffective 

CEO’s and top executives are 
increasingly struggling with their 

business support function organisations, 
and a growing number are questioning 

whether the established functional 
model is still relevant 
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Imagine trying to use the objective 
of being “innovative” as a criterion 
for the multitude of investments an 
organisation must make around 
product or service launches. 

Unfortunately, when the organisation 
isn’t coherent – when its strengths 
are not linked explicitly to its 
strategic focus – most functions end 
up trying to keep up with an 
excessively long list of ‘really 
important priorities’.  This is an 
unwinnable proposition. 

How can you tell when the functional 
model is not working well?  Typically, 
you will see functions being okay at 
many things, but great at nothing.  
These functional teams struggle to 
meet the short-term needs of all 
their constituents, juggling an 
endless (and often conflicting) list of 
demands from line units.  They talk 
about the long-term requirements to 
build true differentiation, but never 
seem to get the time or resources for 
them, and thus fail to gain the type 
of advantage that is required for 
success. 

Results from our study highlight that 
two-in-three of the workforce over 
30 years old regard the silo’d 
business support function as 
ineffective, and three-in-four of those 
under 30 regard the silo functions as 
ineffective (figure 12). 

Indeed, mono-functional excellence 
will almost never guarantee success. 
The most distinctive, differentiating 
capabilities are almost always cross-
functional.

Unilever’s vaunted ability to launch 
breakthrough products isn’t just a 
matter of R&D; it requires an 
integration of HR for attracting & 
retaining the best talent, 
technologies for effective knowledge 
sharing, and workspace optimised for 
collaboration. 

This type of capability requires a 
higher level of cross-functional 
collaboration than many specialists 
are used to.  But if the functional 
model is obsolete, what might 
replace it?  There are several 
possible solutions, each with 
strengths and weaknesses. 

Many companies try to build complex 
capabilities by assembling small-
scale functional teams – committees 
of people from the relevant 
professional groups to tackle 
particular problems.  These are 
relatively easy to organise and they 
can make a genuine difference in 
solving cross-functional 
dysfunctionality. 

Unfortunately, however, most cross-
functional teams fall far short of 
delivering truly differentiating 
capabilities.  They rarely have the 
time to resolve the different ways of 
thinking that people bring from their 
professional specialisations.  When 
the team members first come 
together, they tend to misunderstand 
one another.  The teams are also 
limited by their conflicting functional 
priorities and sometimes a lack of 
clear accountability. 

2-in-3 of the workforce over 30 
regard the silo’d business support 

function as ineffective and this rises 
to 3-in-4 of those under 30 
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Many of these teams will dissolve 
once the project is over, and their 
members may not work together 
again.  They therefore have little 
incentive to overcome these hurdles. 

This means that teams at work today 
are beginning to resemble movie 
production – independent individuals 
with unique talents getting together 
to work on a project.  At the end, 
they go their separate ways – they 
might work together again – they 
might not. 

The movie industry has successfully 
managed to overcome the incentive 
hurdles to create hugely passionate 
teams – there are clearly some 
significant lessons that industry 
organisations could benefit from 
here.

Permanent cross-functional teams 
tend to fare better.  A growing 
number of innovation groups bring 
together disparate functional skills 
(typically FM, HR, IT, and corporate 
Property) to launch new products/ 
services, or similar, and then keep 
the teams together afterwards. 

We have recently seen a more robust 
cross-functional construct emerge, 
one with an overarching 
organisational structure, based on 
building and maintaining a distinctive 
capability.  Members of these 
capabilities teams are assigned 
permanently to them, reporting there 
rather than through a functional 
hierarchy. 

In the last two years, Jaguar Land 
Rover have been successful in 
creating cross-functional ‘working 
smarter’ teams that have realised 
significant reduction in project time 
and the delivery of new products. 

Figure 13 - % agreeing that they fully understand role performed by their 
business support functions 

Teams at work are beginning to 
resemble movie production – 

independent individuals with unique 
talents getting together to work on 
a project.  At the end, they go their 
separate ways – they might work 
together again – they might not 
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This approach links the organisation’s 
specialists more directly to the 
capabilities that support the 
organisation’s core strategy, lifting 
them to a new level of accountability 
and reward above the status they 
would have had in functions such as 
FM, HR, IT, and corporate Property. 

Our study found that overall, only 
two-in-three of the workforce fully 
understand the role of their business 
support function (figure 13).  This is 
a clear indication of how entrenched 
the functional silo’s have become, 
surrounded and cossetted by their 
own practices, languages, acronyms, 
and vendor network. 

And as we have found across other 
areas of this report, women believe it 
would be more costly to express a 
view or oppose their organisations’ 
work practices and policies by circa 
10 points over their male 
contemporaries. 

An early variant of this overarching 
organisational structure approach, 
rapidly taking hold in technology-
oriented companies, is the ‘strong-
form’ product management team – in 
which multifaceted product launches 
are overseen by a single leader, who 
coordinates all the activities involved 
in a product launch and has the final 
responsibility for the business 
outcome.

A few of these cross-functional 
groups are even gaining 
representation on their company’s 
executive team.  Their leaders are 
being given titles such as Chief 
Innovation Officer, and Digital 
Workplace Director however just 
creating another job title does not fix 
underlying structural problems. 

Different organisations will find 
different paths, but every business 
will need to reconsider the functional 
organisation as its primary way of 
managing specialised expertise.  The 
most farsighted functional leaders 
are not just waiting for these 
changes to affect them.  They are 
helping evaluate the current state of 
their organisation’s capabilities 
system, and suggesting ways to 
bring it closer to its potential.  This is 
part of the functional leader’s new 
mandate as a strategic partner for 
the enterprise: delivering not what 
individual constituents demand, but 
what the enterprise needs. 

The COO of a leading engineering 
organisation stated; “HR have shown 
themselves lacking in stepping up to 
the challenge of changing mindsets 
and behaviours around dismantling 
support function silos.  If there role 
is not going to taken away, HR 
professionals must demonstrate the 
desire and ability to drive through 
changes.” 
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FM driving change 

Our study revealed that the
majority of board executives consider 
their silo’d functional priorities are 
all-too-often in conflict with the 
strategic needs of the business.  The 
challenge is that organisations needs 
to build more specific, bespoke 
capabilities that are part of the 
inherent identity of the business and 
hard for anyone else to copy. 

If an organisation wants to be better 
than its peers, its functional 
specialists must be more effective, 
technically proficient, and creative 
than ever before. 

Therefore, it is pivotal for the 
organisation to receive clear and 
continual feedback about the 
capabilities it most needs to stand 
apart, the comparative maturity of 
these capabilities, and which to focus 
on improving – a role that 
experienced FM professionals are 
ideally placed to fulfil.. 

Being able to identify when the 
functional model is not working well 
is vital.  Typically, functions will be 
okay at many things but great at 
nothing.  These functional teams 
struggle meet the short-term 
requirements juggling an endless list 
of demands from line units.  There is 
talk of long term requirements but 
never seem to get the time or 
resources for them and thus fail to 
gain the type of advantage for 
success. 
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The role of big data 
and analytics 

Few areas are experiencing more
innovation and investment than big 
data and analytics.  Organisations 
have become excited about big data 
and advanced workplace analytics, 
not just because the data is big but 
because the potential for impact is 
big – with an increasing number of 
adopters are achieving what can be 
called ‘big impact through big data.’ 

New analytic tools and improved 
approaches across the workplace 
ecosystem are offering 
unprecedented access to dealing with 
the complex 3D challenge – 
transcending FM, HR, IT, Property, 
and management cultures (i.e. 
mindsets) – of achieving scale in 
transforming the way we work. 

The term ‘big data’ is pervasive, and 
yet still the notion engenders 
confusion.  Big data has been used to 
convey all sorts of concepts, 
including huge quantities of data, 
social media analytics, next 
generation data management 
capabilities, real-time data, and 
much more. 

Whatever the label, organisations are 
starting to understand and explore 
how to process and analyse a vast 
array of information in new ways.  In 
doing so, forward thinkers are 
achieving breakthrough business 
outcomes. 

Two important trends make this era 
of big data quite different: 

• The digitisation of virtually
everything now creates new
types of real-time data across
the workplace.  Much of this is
non-standard data: for
example streaming, geospatial
or sensor-generated that does
not fit neatly into traditionally
structured models.

• Advanced workplace analytic
technologies and techniques
enabling organisations to
extract insights from data with
previously unachievable levels
of real-time sophistication,
speed, and accuracy.

Analytics are making adoption by the 
front line much easier, and that’s 
accelerating the organisational 
adaptation needed to produce 
results. 

Figure 14 – % believing that their organisations are employing analytic data effectively 
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As identified at the start of this 
study, getting FM, HR, IT, Property 
and management culture working in 
unison lies at the core of smart 
working transformations however 
this is often difficult to achieve – and 
that is simply because of the 
challenge in gaining consensus. 

The often impenetrable depth of 
information, expertise and data from 
each of these traditional functional 
silo’s, plus the dense vendor network 
that surrounds and protects these 
silos offers massive potential for 
creating smart working ecosystems 
however there is the ever-present 
risk of becoming lost in the wrong 
‘big data’ and “…solving the wrong 
problem really well…”. 

A major city financial institution 
restructured with their Property 
operation reporting into the CIO.  
Their Corporate Real Estate Director 
said; “For the first 6 months, we’ve 
focused on data.  We could tell you 
where people sat, duration, and with 
whom.  All very interesting but the 
information was in the past.  In 
truth, we’re now swamped with data 
and can’t use it.” 

IT operations perform 
badly, Property operations 

not much better 

As figure 14 clearly shows, overall
there is anything between 15 to 30+ 
points greater belief from those 
under 30 that their organisations are 
employing analytic data effectively 
compared to the rest of the 
workforce. 

Of particular note was the 31-point 
greater belief from those under 30 
that their IT operations are 
employing analytic data effectively – 
nearly 4-in-5 believing this to be the 
case compared to 46 per cent of the 
rest of the workforce. 

Furthermore, there was the 20-point 
greater belief from those under 30 
that their Property operations are 
employing analytic data effectively – 
2-in-3 believing this to be the case 
compared to less than half of the rest 
of the workforce. 

While the differences across the 
workforce were not so pronounced, 
HR operations did not fair particularly 
well at all. 

IT’s use of analytics came in for 
particular disdain, with only half the 
workforce feeling their IT operation 

used analytic data effectively 
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HR operations fare poorly 

Only a quarter of those under 30
felt that their HR operations are 
employing analytic data effectively – 
2-in-3 believing this to be the case 
and only 2-out-of-5 of the rest of the 
workforce believing this to be the 
case. 

As in previous areas in this report, 
women’s feedback was noticeably 
less positive than their male 
contemporaries were – this time 
lagging by some 13 to 15 points. 

In line with other gender-specific 
findings throughout this study, 
women feel noticeably less engaged 
than their male contemporaries do in 
decision-making about the 
workplace, and their opinions about 
analytics being used effectively in 
HR, IT, or Property functions are 
similarly dimmed. 

Analytics – a business 
priority 

‘Big data’ is no longer confined to
the realm of technology.  Today, it is 
a business priority given its profound 
ability to shape smart working in an 
integrated enterprise. 

In addition to providing solutions to 
long-standing workplace challenges, 
‘big data’ inspires new ways of 
working to transform organisations 
and even society itself. 

Capturing the potential of data 
analytics requires the building blocks 
of any good strategic workplace 
transformation.  It starts with a plan, 
demands the creation of new senior-
management capacity to really focus 
on data, and, perhaps most 
important, addresses the cultural and 
skill-building challenges needed for 
the front line (not just the analytic 
team) to embrace the change. 

When an organisation is in the midst 
of that transformation and facing the 
inevitable challenges of realising 
large-scale benefits, management 
teams sometimes don’t see enough 
immediate financial impact to justify 
additional investments.  Frontline 
managers can lack the understanding 
and confidence in the analytics and 
hesitate to deploy it.  Existing 
organisational processes need to 
accommodate advancements in 
analytics and automation, together 
with protocols for decision making 
require multiple levels of approval. 

Property’s use of analytics fared no 
better, with only half the workforce 

believing that their property 
operation used analytic data 

effectively 

Women’s feedback about the HR 
function’s use of analytics was 13 
to 15 points lower than their male 
contemporaries – indicating how 

poorly engaged they were in 
workplace decision-making 
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Analytic tools deliver fast results, 
build the confidence of the front line, 
and automate the delivery of analytic 
insights to it in usable formats.  But 
the tools alone are insufficient. 

Organisational adaptation is also 
needed to overcome fear and 
catalyse change.  Management 
teams need to shift priorities from 
small-scale exercises to focusing on 
critical business areas and driving 
the use of analytics across the 
organisation.  And commonly, jobs 
need to be redesigned to embrace 
advancements in digitisation and 
automation.  An organisation that 
quickly adopts new tools and adapts 
itself to capture their potential is 
more likely to achieve large-scale 
benefits from its data-analytics 
efforts. 

Finally, it is becoming much easier to 
automate processes and decision 
making.  Technology improvements 
are allowing a much broader capture 
of real-time data while facilitating 
real-time, large-scale data 
processing and analysis. 

These advances are opening new 
pathways to workplace fluency, 
automation, and learning that were 
previously only available to a select 
few. 

For example, an automotive 
manufacturer has adopted workplace 
analytics to understand, simulate, 
interpret, implement, and track an 
unprecedented level of 
transformation inside an impossibly 

short timeframe – under two years 
for a sweeping global change in both 
mindset and innovation. 

They have integrated and prioritised 
the provision of IT and Property 
services into single business-
outcome focused service.  Property 
teams no longer deliver design-build 
fit-out in absentia of the business 
function – instead, they provide a 
menu based support capability 
whereby the business function can 
choose a layout to fit their outcome 
needs on a no-blame, return basis 
(i.e. if it doesn’t quite work, the 
property function will swap it out). 

The results speak for themselves – in 
the last twelve months they have 
seen a 30 per cent increase in 
output-per-head (i.e. productivity), a 
50 per cent increase in profitability, 
and, importantly, a 20 per cent 
reduction in project time. 

Analytics – a clear future 

New technologies, with their ease
of adoption, point toward the next 
horizon of analytics. 

For a glimpse of what the future 
might hold, consider what’s 
happening now at a leading 
organisation that has adopted an 
innovative approach to embedding 
workplace analytics capabilities 
within its businesses. 

Two years ago, the organisation 
started with early-stage centres of 
excellence and a small team of 
workplace analytics champions 
tackling business cases for specific 
business operations on bespoke 
fashion.  Today, it rotates all of its 
business leaders through the 
analytics team, where they learn the 
basics about workplace analytics, 

Organisations that quickly adopts 
new tools and adapts to capture 
their potential is more likely to 

achieve large-scale benefits from 
data-analytic efforts 
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and how to apply the output.  They 
take these insights back to their 
respective business functions.  They 
do not become analytic specialists by 
any means, but they emerge capable 
of taking workplace analytics beyond 
experiments and applying it to the 
real business problems and 
opportunities they encounter daily. 

We foresee the day when many 
organisations will be running tens or 
even hundreds of their managers 
through programmes like these.  
That will accelerate adoption – 
particularly with workplace analytics 
tools being ever more frontline 
friendly – and create the big impact 
that big data has promised. 

FM applying analytics for 
productive growth 

As has been highlighted on several
occasions throughout this report, 
getting FM, HR, IT, Property and 
Management Culture working in 
unison is pivotal to any 
transformation.  This collaboration 
enables organisations to fluently 
adopt and adapt new tools and 
processes, and realise their full 
potential. 

However, organisations can no 
longer rely on perceived wisdom, 
past experience, gut reaction, 
someone’s whim, or ‘what feels right 
at that time’. 

In today’s fast-paced work eco-
system, decisions absolutely must be 
based on solid precision analytics. 

Analytics are essential in helping FM 
engage with the workforce at large.  
To avoid initiatives being perceived 
as isolated and ultimately stalling, 
people need to know their role in any 
transformation, and this is where the 
four P’s come in; 

• What’s the picture?

• What’s the purpose?

• What’s the plan?

• What’s my part?

Clearly, ‘big data’ brings a plethora 
content that could potentially be 
applied to optimising workplace 
performance however the biggest 
challenge facing organisations is 
becoming swamped and distracted.  
Scrutinising what has happened in 
the past will not help organisations 
with their future challenges – this is 
the role analytics – filtering what is 
important, what can make a 
difference and quantifying that 
difference. 
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Is organisational 
change effective? 

Against a backdrop of economic
pressure, shifting priorities, rapid 
technological development, a 
growing knowledge workforce, and 
the shifting of accepted work 
practices, change is becoming an 
ever-present feature of 
organisational life. 

However, change is a complex 
process that, unless carefully 
managed, can easily have negative 
as well as positive outcomes. 

While many organisations appreciate 
the need for change, up to 85% of 
change initiatives fail to achieve their 
intended outcomes5. 

A question of change – but 
what change? 

Much of the talk about
management these days is about 
dealing with the consequences of 
change.  Many managers believe that 
dealing with change is something 
that they have always done. 

However, there is a marked 
difference between the day-to-day 
change we all are engaged in, and 
the more fundamental kind that 
changes all the rules of how we 
work. 

It is often difficult to recognise when 
the paradigm has shifted and all the 

5 Burnes, B. Managing Change: A Strategic 
Approach to Organisational Dynamics, 
(Harlow: Prentice Hall) 

old assumptions we have held have 
to be questioned. 

Most managers have experienced the 
kind of change that follows the 
introduction of a new piece of 
equipment or a new accounting 
system, a quality programme or a 
reorganised department.  They 
handle this kind of incremental 
change usually by relying on their 
own knowledge and experience 
supplemented by training, books, 
and common sense. 

Dealing with the evolutionary 
changes of everyday business is a 
natural part of managing.  Some 
people do it with success while 
others stumble through. 

However, what happens when 
existing knowledge and experience 
actually reinforces the problem? 

Our study found that while four-out-
of-five of those under 30 felt that 
change at their organisation was 
making them more productive, this 
dropped to two-in-three for the rest 
of the workforce. 

A clear bellwether of the lack of 
engagement over change is that, 
worryingly, women reported they 
were a striking 18 points less positive 
and engaged about change making 
them more productive. 

While many organisations appreciate the 
need for change, up to 85% of initiatives 
fail to achieve their intended outcomes 

While 4-out-of-5 under 30 felt that change at 
their organisation was making them more 

productive, this dropped to 2-in-3 for the rest 
of the workforce.  Worryingly, women were a 
striking 18 points less positive about change 
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What happens when the 
circumstances are so changed that 
old assumptions about the 
workplace, the talent market, other 
organisations, and the very way we 
work no longer make sense? 

When this happens, what were once 
individual and organisational 
strengths now become hindrances. 

Today’s workplace is a complex 
ecosystem and the challenges of 
changing this environment on an 
enduring basis are beyond the 
capacity of an individual manager – 
or a small group of managers – to 
resolve. 

The harder they try, the more 
difficult it becomes. 

Figure 15 shows how dramatically 
the belief that the ‘impact of change’ 
is actually tracked and measured 
declines from a high of four-in-five of 
those under 30 to just two-in-five of 
the 60+ year old’s. 

Sadly, it also vividly shows that 
confidence amongst women that 
there is any tracking and 
measurement of change trails the 
rest of the workforce by on average 
20 points. 

Managers often stimulate the very 
resistance they say they are trying to 
overcome, and more often resist 
active tracking and management of 
change in case it might expose their 
failings.  Their own thinking has to 
change and that starts with some of 
the assumptions that underpin their 
approach to management. 

You sometimes see it, even in large 
change programmes, when the way 
the programme is managed makes 
resistance worse. 

Figure 15 – Percentage believing the impact of changes at their organisations are 
tracked and measured 

The belief that the ‘impact of 
change’ is actually tracked and 

measured declines from four-in-five 
of those under 30 to just two-in-

five of 60+ year old’s. 
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Old management rules have 
changed 

The reality is that many of the old
‘rules’ of management that have 
changed: 

• We used to think about work
in terms of achieving discrete
objectives within defined
professional or technical jobs.

We now need to think about
identifying and satisfying
customers’ changing needs,
where ‘customers’ are
commonly colleagues, peers,
and increasingly those
colleagues beyond the
traditional organisational
boundaries.

• We used to owe loyalty to our
department (and play politics
to stay ahead of the game).

We now need to put the needs
of the whole business first if
we are to survive.

• Our yardsticks of performance
used to be our own
professional standards.

Now it’s how well ‘customers’
across the spectrum, and
other stakeholders are
satisfied.

• The emphasis is now on
managing outcomes across
department or even company
boundaries and contributing to
larger purposes.

With far more complex,
workplace boundaries, the
outcomes, and the process are
not always clear, and most
people have no experience or
training in this rapidly evolving
new economic landscape.

Continuous improvement has been at 
the heart of much operational 
workplace improvement in the past 
couple of decades.  The focus was 
on;- faster, cheaper, simpler, better 
and it resulted in some noteworthy 
improvements. 

However, what is now being 
experienced across our workplaces 
goes way beyond the incremental 
change expected from continuous 
improvement.  Some call it a 
paradigm shift; a fundamental 
change in assumptions about every 
aspect of work – the way it’s carried 
out – with whom – when it’s carried 
out – and where. 

Conventional individual responses 
are no longer adequate.  Sometimes, 
small groups of managers recognise 
the relentless march of changing 
work practices and try to transform 
the area under their control.  
However, all too often, managers 
that are less convinced, obstruct 
progress by redoubling their efforts 
to maintain the old habits, 
conventions, and status quo.  Others 
use the stalemate to pursue different 
solutions or their own agenda. 

The result is confusion and 
uncertainty, with a great deal of time 
and money poured into unproductive 
activity. 

When asked if they felt able to voice 
dissatisfaction with their experience of 
organisational change, a third of the 
workforce said it would be too risky 

however, this rose nearly half of women 
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This became evident when our study 
asked people if they felt able to voice 
dissatisfaction with their experience 
of organisational change, a third 
overall said it would be too risky 
however, this rose to half of female 
staff. 

Sometimes, these differences are 
dismissed as ‘corporate politics’ and 
ignored, but it is a form of paralysis 
brought on by an inability to respond 
coherently across the gender divide 
to profound changes taking place 
across the organisation. 

For things to get better, the 
organisation as a whole – the entire 
workforce, not just the male cohort – 
must have a voice. 

FM’s role in leading change 

While business leaders
unanimously agree there is a 
compelling need for work practices 
change, it’s indicative of what a 
complex and poorly understood 
process it is that over 85 per cent of 
all initiatives fail to achieve their 
intended outcomes. 

6 http://en.wikipedia.org/wiki/R._D._Laing 

As a result, much of the talk about 
management today involves dealing 
with the fallout of change, and the 
lack of professional guidance on the 
topic – a role that experienced FM 
professionals could readily fulfil. 

This study found that, while a sizable 
number of managers ‘claim’ to have 
experience of change, this was 
nothing more than incremental or 
transitional change.  Less than 3 per 
cent of managers reported any 
experience of transformational 
change – the precise approach 
needed to shift work practices and 
mindsets. 

Clearly, with the majority of the 
workforce regarding change as 
counter-productive, this 
unsustainable situation has to be 
professionally addressed. 

”The range of what we think and do 
is limited by what we fail to notice.  
And because we fail to notice that we 
fail to notice, there is little we can do 
to change, until we notice how failing 
to notice shapes our thoughts and 
deeds.” 

Ronald Laing6 



36 

Impact of wellbeing 
and sustainability 

Employee wellbeing is
increasingly the focus of corporate 
attention in the UK and elsewhere.  
It is frequently viewed as a 
legitimate target for HR policy in its 
own right, but there are broader 
reasons to think that improvements 
in employees' wellbeing may be 
conducive to productive growth. 

This report focused on the subjective 
wellbeing of employees and its 
potential impact on workplace 
performance. 

The term ‘subjective wellbeing’ is 
used to cover a number of different 
aspects of a person’s subjective 
mental state and has been defined 
by the OECD to include “all of the 
various evaluations, positive and 
negative, that people make of their 
lives, and the affective reactions of 
people to their experiences.” 

For many years, corporate policy 
makers focused on GDP growth as 
the best means of securing a better 
quality of life for the workforce.  
However, forward-looking 
organisations have recently turned 
their attention to wider measures of 
individuals’ subjective wellbeing and 
overall 'happiness'. 

An individual’s wellbeing at work is 
influenced both by his or her own 
characteristics, and by those of the 
job and workplace in which they are 
employed. 

An understanding of the relationship 
between individual characteristics 
and wellbeing is also important, not 
least because these shape 
employees' experiences of work. 

Figure 16 - can management be trusted to make decisions that are in my best 
interests? 

From four-in-five of the under 30 
year old’s believing that their 

managers can be trusted to make 
decisions that are in their best 

interest, this belief had dwindled to 
just two-in-five by those over 60 
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The role and contribution of 
managers in enhancing wellbeing 
cannot be underestimated. 

As figure 16 shows, from the strong 
belief of the sub 30 year-old’s that 
management can be trusted to make 
decisions that are in their best 
interests, this had dwindled from 
four-in-five to just two-in-five of 
those over 60 years old – a 
staggering 22 point decline in 
confidence. 

At a time when wellbeing is 
increasingly important as the 
workforce ages, the stresses of not 
believing managers cannot be 
trusted is potentially very harmful. 

The facts about wellbeing 

Wellbeing tends to be higher
when employees have: 

• autonomy over how they do
their job and a measure of
control in relation to the
broader organisation,

• variety in their work,

• clarity over what is expected
of them, including feedback on
performance,

• opportunities to use and
develop their skills,

• positive interpersonal contact;
with both managers and co-
workers,

• a perception of fairness in the
workplace, both in terms of
how the employee is treated
themselves but also how their
co-workers are treated,

• a sense of job security and
clear career prospects,

• a perception of significance,
both in terms of the
significance that the job has,
and the perceived value of the
job to society.

Wellbeing tends to be lower when the 
demands of the job are particularly 
high – job demands result not only 
from the amount or type of work, but 
also from any incompatibility with 
pressures from outside of work. 

Employers therefore have the 
potential to influence the wellbeing of 
their employees through changes in 
job design. 

Only two-out-of-five of those under 
30 believe that their organisation 

cares about their wellbeing 
however, women had overall 14 

points less confidence 
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We found that only two-out-of-five of 
those under 30 believe that their 
organisation cares about their 
wellbeing compared to two thirds of 
the rest of the workforce. 

Disappointingly, we found that 
women had 14 points less confidence 
in their organisation caring about 
their wellbeing. 

Such a difference only serves to 
underline women’s perception that 
they are less valued in the 
workplace. 

Given the direct correlation between 
the job-related anxiety measure of 
wellbeing and overall employer 
practices, it is clear that HR must 
significantly step up to addressing 
gaps in wellbeing management. 

There is a considerable evidence to 
indicate the positive correlation 
between wellbeing and an 
employee's job performance, with 
higher levels of wellbeing leading to 
higher levels of job performance. 

Higher levels of wellbeing can bring 
about higher job performance 
through three causal mechanisms. 

1. By affecting employees
cognitive abilities and
processes – enabling people to
think more creatively and to
be more effective at problem
solving,

2. By affecting employees'
attitudes to work – raising
their propensity to be co-
operative and collaborative.

3. By improving employees’
physiology and general health
- improving their
cardiovascular health and
immunity, enabling speedier
recovery from illness, and
securing greater levels of
energy and potentially effort.

These findings are consistent with 
the proposition that employers who 
are able to raise employees' job 
satisfaction may see improvements 
in the performance of their 
workplace.  These improvements are 
apparent in profitability (financial 
performance), labour productivity, 
and the quality of output or service. 

Given the direct correlation between 
the job-related anxiety measure of 

wellbeing and overall employer 
practices, it is clear that HR must 
significantly step up to addressing 

gaps in wellbeing management 
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What’s the role of 
sustainability? 

We are entering a new economic
landscape – one that is transforming 
and overhauling the way we assess 
the value and worth of all 
organisations. 

This is being driven by the 
convergence of Three E’s – Energy-
Ecological-Economic. 

In addition to the Three E’s, the UK 
has introduced stringent 
environmental legislation.  Known as 
the Carbon Reduction Commitment 
(CRC) scheme, this is widely seen as 
a harbinger for future legislation.  
While legislation is a blunt-edged tool 
and the CRC scheme is not without 
its shortcomings, it does 
categorically commit organisations to 
a long-term strategy of reducing 
emissions by 80% to 2050, with 
draconian penalties for those failing 
to comply. 

Our research has shown that the only 
tenable way forward for addressing 
this ferment is changing work 
practices.  Reforming staff working 
practices delivers an eight-fold gain 
compared to investing in smart 
building design or green IT 
initiatives. 

This is not demeaning the 
ecologically sound advances in 
building design, or the excellent 
innovations that are greening 
technology, it’s simply that they 
cannot plug the gap we’re facing. 

Becoming a sustainability leader 
requires big changes, but the effort 
is worth it – in both environmental 
and economic terms. 

Our survey highlighted strong 
consensus that it is essential to 
reduce energy use.  84 per cent of 
those under 30 and 92 per cent 
overall stating it’s essential. 

However, views about whether 
organisations are taking steps, acting 
responsibly, or encouraging energy 
savings were split – only 2-out-of-3 
of the under 30’s agreeing this was 
so compared to 4-out-of-5 of the rest 
of the workforce (figure 17). 

The UK has stringent environmental 
legislation, known as the Carbon 

Reduction Commitment, which commits 
organisations to reducing emissions by 

80% to 2050 and has draconian 
penalties for those failing to comply 

Figure 17 – % agreeing that their corporates are taking regarding their sustainability 
responsibilities? 
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Define sustainability? 

Sustainability – a term used to
describe the business programs, 
products, and practices built around 
environmental and social 
considerations – can all too 
frequently be seen as a luxury 
investment or a public relations 
device.  However, there is significant 
evidence to show that sustainability 
initiatives can create profits and 
business opportunities. 

Our research has shown that 
forward-looking organisations pursue 
sustainability because it has a 
material financial impact.  The value 
at stake from sustainability-related 
issues – from rising raw-material 
prices to rapidly evolving new 
regulations – is substantial.  “Leading 
on sustainability is driven largely by 
our desire to grow,” an FMCG 
business executive recently told us.  
“The industry changes so rapidly that 
we need flexibility.” 

Success requires both a structured 
program to improve performance and 
a sustainability philosophy. 

7 “Global Compact asks companies to embrace 
universal principles and to partner with the United 
Nations.  It has become a critical platform for the 
UN to engage effectively with enlightened global 

Such efforts often get stuck, 
especially at the business-unit level, 
when managers have other priorities. 
Our research has found that less 
than 5 per cent of organisations do a 
good job of providing financial 
incentives or career opportunities for 
sustainability performance, 
consequently people do not see the 
pursuit of sustainability as a way to a 
build their career. 

In a recent report for the UN Global 
Compact7, 84 per cent of the 1,000 
global CEO’s surveyed agreed that 
business “should lead efforts to 
define and deliver new goals on 
global priority issues.”  But only a 
third said, “that business is doing 
enough to address global 
sustainability challenges.” 

In this study, we drew on our 
sustainability assessment 
methodology to explore people’s 
personal commitment to addressing 
environmental challenges went and 
to provide a contrast to the corporate 
perspective in figure 18. 

business.”  UN Secretary-General Ban Ki-moon 
www.unglobalcompact.org 

Figure 18 – what personal commitments are people taking regarding their sustainability 
responsibilities? 
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Unlike the often quoted perceived 
wisdom, there’s very little to 
difference in the views of the 
younger generations from the rest of 
the workforce (see figure 19) when it 
came to; 

• Actively taking steps to reduce
their carbon footprint by
unplugging dormant
appliances, switching off
lights, etc – roughly 4-out-of-
5 agreeing.

• Actively taking steps to reduce
their carbon footprint through
car sharing, taking alternative
transport, etc – roughly 2-out-
of-3 agreeing

Unsurprisingly, for personal security 
preferences, women were 15 points 
less enthusiastic about car sharing 
and taking alternate (i.e. public) 
transport. 

Notably, those under 30 were 11 
points less prepared to adjust their 
work environment to reduce their 
carbon footprint compared to the 
rest of the workforce. 

The bottom line is that, only just 
over half the overall workforce and a 
third of those under 30 had any trust 
in the government appropriately 
legislate on energy reduction. 

Sustainability is all down to 
corporate initiatives 

Sustainability is a long-distance
journey but the evidence is growing 
that it is one worth taking.  The 
Carbon Disclosure Project found that 
organisations in its Carbon Disclosure 
Leadership Index and Carbon 
Performance Leadership Index, which 
are included based on disclosure and 
performance on greenhouse-gas 
(GHG) emissions, substantially 
outperformed the FTSE Global 500 
and record superior stock-market 
returns. 

What our research has shown is 
organisations that built sustainability 
into their operations see immediate 
benefits, and that gave them the 
momentum to do even more, 
creating the conditions for long-term 
success. 

We found the scale of the material 
financial effect – the value at stake 
from sustainability issues can be as 
high as 25 to 70 percent of earnings 
before interest, taxes, depreciation, 
and amortization (figure 16). 

Figure 19 – research showing the substantial value of stake from sustainability challenges (EBITDA = 
earnings before interest, taxes, depreciation, and amortisation). 
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Sustainability leaders can and do 
change their business models to 
respond to major discontinuities, 
such as higher natural-resource 
prices or changes in demand, that 
create material risks to the business 
– or opportunities.

More than 90 percent could point to 
a specific event or “trigger” that got 
them started, such as consumer 
pressure or a jump in the price of 
commodities.  More than half cited 
long-term risks to their business: 26 
percent mentioned mitigating 
reputational risk, and 15 percent 
each said avoiding regulatory 
problems and eliminating operational 
risks. 
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Conclusion 
From our study, it is abundantly
apparent that our workplace and 
work practices are experiencing a 
level of unprecedented changes, and 
there is no sign whatsoever of this 
abating at any future point. 

The pace of technology change, 
property cost pressures, and change 
in working practices are presenting 
spiralling challenges for all 
organisations. 

Consequently, this study aims to 
decipher fact from fiction and provide 
organisations with a degree of steer 
towards which changes are critical 
and where to focus their limited 
resources. 

We found that issues surrounding 
talent attraction and retention are 
evidently troubling all organisations, 
and a key factor to addressing this is 
having effectively aligned business 
support function strategies.  
However, talent attraction and 
retention isn’t the ‘simple’ challenge 
some in the media would have you 
believe. 

We found that up to 75-80 per cent 
of the best and brightest newly hired 
staff are leaving within the first two 
years of employment.  Coupled to 
this, diversity challenges are 
increasing crucial to address.  The 
mounting contribution of women in 
the workplace cannot be understated 
and demands significant focus.  Our 
research into university graduate 
entrance level (typically A Level) 
shows that women are achieving 8-
10 points’ higher academic results 
compared to their male 
contemporaries. 

This has resulted in a perfect storm 
for universities, where under 
increasing financial pressure, 
somewhat understandably the 
world’s top 100 universities have 
entered an ‘arms race’ to attract only 
best and brightest entrants.  The net 
result is that upwards of 70 per cent 
of those graduating are now women. 

The net result is that employers 
looking to secure the best and 
brightest talent are focusing on 
attracting and retaining female 
graduates. 

However, our report repeatedly 
found that women are increasingly 
dissatisfied with their organisations.  
We were taken aback to find that 
women were 27 points less likely to 
suggest ways to reduce waste-than 
their male contemporise – something 
we found was mostly down to gender 
psychology and a reluctance to be 
perceived as ‘house-keepers’.  And 
sadly, we found that women had 14 
points less confidence that their 
organisations cared about their 
wellbeing than their male 
contemporaries. 

We could keep going on and on 
about the gender differences but 
enough to say this gives a strong 
indicator of how far women trail their 
male counterparts on being engaged 
with their workplaces. 

There is also considerable pressure 
on modifying property portfolios, 
with business units no longer willing 
to be shoehorned into space deemed 
‘adequate’ and ‘fit for purpose’ by 
property functions. 

When it came to the workplace 
design, only half of the workforce felt 
that current design optimised their 
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productivity, a factor that dropped to 
just over a third of those under 30. 

Most striking was our finding that 
three quarters of respondents to our 
study reported that their business 
operations directly controlled the 
property budget. 

Furthermore, there is an ever-
growing need to understand and 
respond to well-being.  We found 
current organisational change 
practises are ineffective and the 
approach needed a far better 
understanding. 

Our research found that only 2-out-
of-5 under 30 year olds believe their 
organisation cares about their 
wellbeing and worse still, women 
were 14 points less positive – a sad 
state of affairs indeed. 

At several points throughout this 
report, we found that organisations 
now appear to have lost patience 
with their separate silo’d IT and 
property operations. 

Research is showing that business 
units rather than the support 
function are now controlling 75 per 
cent of IT and Property budgets. 

This dissatisfaction over the 
performance of silo’d IT and Property 
functions, combined with the 
business units seizing control of 
budgets means that the HR function 
needs to step up to the challenge of 
being the people’s function and 
leading the mindset change journey 
to new working practices. 

However, given that HR are part of 
the troika of silent silo’s, it begs the 
question, “…will HR be able to step 
up to this new role…”, and if so, how 
quickly? 

Perhaps this points towards the role 
for ‘new FM’ – namely the people’s 
function. 

It is possible that, by in stepping up 
to this new – or rather, expanded – 
role that we could see the dawn of 
the FM function splitting in two.  The 
traditional ‘bogs and bins’ FM 
operation separating from a new, far 
more strategic, people facing FM. 

This report certainly concludes that 
there is a tantalising opportunity for 
the FM function to seize. 
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Addendum 1 – 
Interruption science 
While it is accepted that there are
a number of reasons behind this 
dwindling productivity, our research 
highlights one factor that stands out 
head-and-shoulders above all other 
factors, the aptly named ‘interruption 
science’. 

According to studies by Professor 
Gloria Mark8 at UCI's Department of 
Informatics, the average knowledge 
worker is interrupted and switches 
tasks every three minutes.  Once 
distracted, a worker takes nearly a 
half-hour to resume the original task. 

Beeped and pinged, interrupted and 

inundated, overloaded and hurried – 
that is how we live today. 

We prize knowledge work – work 
that relies on our intellectual abilities 
– and yet the evidence is that we
increasingly have no time to think. 

The greatest casualty of our mobile, 
high-tech age is attention – and by 
implication, productivity.  By 
fragmenting and diffusing our powers 
of attention, we are undermining our 
capacity to thrive in a complex, ever-
shifting world. 

8 https://isr.uci.edu/users/gloria-mark 

Amongst the mounting costs of this 
widespread distraction are; 

• Knowledge work can’t be done
in sound bites.  Interruptions
and the requisite recovery time
now consume 28 per cent of a
worker’s day,

• Employees who are routinely
interrupted and lack time to
focus feel ~40 per cent more
frustrated, pressured, and
stressed,

• Under deadline pressure,
workers produce creative work
on days when they are focused,
not when they are scattered
and interrupted,

• In meetings where everyone is
checking e-mail, etc.,
opportunities for collective
creative energy and critical
thinking are lost.

In professions such as airline pilots 
or surgeons, such levels of 
interruption and distraction would 
not be accepted due to their potential 
fatal consequences but for 
knowledge workers, it has become 
accepted – arguably unacceptably 
so? 

Interruptions and the requisite 
recovery time now consume 28 per 

cent of a worker’s day 
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Distracted by distraction 

Our age of speed and overload has
been building for generations. 

Inventions such as the telegraph, 
cinema, railroad, and airplane have 
progressively reduced distance and 
upended ancient temporal rhythms. 

However, the first high-tech 
revolutions that began to create new 
experiences of time and space more 
than a century ago have substantially 
intensified in recent years. 

Unlike any time in past one hundred 
years, the last decade has seen a 
veritable avalanche of new ‘things’ 
that have accelerated our 
hypermobile, split-focus, cyber-
centric culture. 

The result of this excess of 
interventions is to have left the 
workforce continually distracted by 
new facilities, tools, and policies to 
collaborate, communicate, and 
connect but without the requisite 
forethought for ensuring these 
interventions to work in unison and 
with context. 

Consider just a few of the property, 
IT, and HR interventions we have 
seen in the last decade… 

• Property.  Without the backing
of any significant science, we
have had new workplace
designs foisted on us – open
plan, hotelling, hot desking,
collaboration space,
‘communicate-collaborate-
concentrate-contemplate’
spaces, ‘activity based
working’, and even ‘spatial
adjacency’, et al.  Someone
even thought it was a good
idea to incorporate ski gondolas
in an office design.

Unlike any time in past one 
hundred years, the last decade has 
seen a veritable avalanche of new 
‘things’ to confuse the workforce 
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Business functions are no 
longer willing to tolerate being 
shoehorned into inappropriate 
space in inappropriate locations 
that stifle their ability to 
attract, recruit, and retain the 
right talent. 

Indeed, the responses from this 
study of ~2,400 people shows 
that only one-third of 20-29 
year-old’s find the way their 
workplace is designed and laid 
out to be productive and less 
than half of the 40-49 year-
old’s regard the way their 
workplace is designed and laid 
out to be productive (figure 
20). 

• IT.  Similarly, at the bidding of
IT vendors, our workforces
have been migrated from
desktops to laptops to tablets
to smartphones to the cloud.

We have gone from megabyte 
to petabyte all because big data 
is good data. 

Video-conferencing, unified 
communications, and VoIP 
telephony have all promised 
great productive gains.  
However, yet again, there is 
negligible tangible science to 
support this technological 
frenzy. 

Our study revealed that, while 
that 2-in-5 of those under 30 
believe that analytics are used 
to shape their organisations’ IT 
strategies, less than a third of 
the remaining workforce find 
this is so (figure 21). 

Only one-third of 20-29 year-old’s 
and less than half of the 40-49 
year-old’s find the way their 

workplace is designed and laid out 
to be productive 

2-in-5 of those under 30 and less 
than one third of the remaining 

workforce believe that any form of 
analytics shape IT strategies 

Figure 21 – the way workplaces are 
designed & laid out optimises 
productivity 

Figure 20 – analytic data for optimising 
productivity sets IT strategy 
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• HR.  Our HR practitioners have
also taken the workforce on a
decade-long journey from
personnel resourcing to HR
Business Partnering to learning
& development to employee
engagement.  In addition, we
have experienced a decade of
telecommuting to flexible
working to agile working.

Our research found that while
56.1 per cent of those under 30
regard change at their
organisation to be progressive
and for the better, this ‘first
flush of youth’ rapidly tailed off
for the rest of the workforce,
with only two-in-five staff
finding change to be
progressive and for the better.

All of these interventions have 
entered into our workplaces with the 
promise of substantial productivity 
enhancements.  Yet, faced with the 
sheer onslaught of interventions, the 
absence of clear ‘what’s in it for me’ 
messaging, and frequent lack 
cohesion between interventions, they 
have only succeeded in confusing 
and distracting the workforce, and 
the result has been evidenced in the 
circa 3.7 per cent decline in output 
per hour since 2008. 

While just 56% of those under 30 
regard change as progressive and 
for the better, this ‘first flush of 

youth’ rapidly tailed off for the rest 
of the workforce, with only two-in-

five finding change to be progressive 
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Addendum 2 – OECD 
perspective on UK 

productivity 

Bringing to life the productivity
challenges, the OECD has recently 
released a report highlighting UK’s 
failure to raise output per worker 
since the downturn as having held 
back wages and well-being9. 

The OECD report says that while the 
UK has enjoyed a relatively strong 
recovery, its poor record on 
productivity is holding back wages.  
The report also states that Britain 
must fix its productivity problem to 
secure future economic growth and 
has downgraded its outlook for the 
UK this year but still projecting GDP 
growth for 2015 to be 2.6%, 
matching last year’s pace but 2016 
forecast at 2.5% GDP. 

The biggest concern raised is 
Britain’s poor record on productivity, 
a measure of output per worker or 
hour worked, seen as a measure of 
whether a nation is becoming more 
effective. 

9

http://www.oecd.org/unitedkingdom/economic
-survey-united-kingdom.htm 

“Weak labour productivity since 2004 
has been holding back real wages 
and well-being.  The sustainability of 
economic expansion and further 
progress in living standards rest on 
boosting productivity growth, which 
is a key challenge for the coming 
years,” says the OECD report 

Britain’s productivity gap with other 
G7 advanced economies has widened 
to its largest since 1992, according 
to Office of National Statistics figures 
recently released. 

“Income and wealth are below the 
G7 average and real earnings have 
been exceptionally weak as they 
have continued to reflect poor 
productivity,” the UK focused report 
continues. 

It notes that the UK significantly lags 
the best performing OECD countries 
when it comes to GDP per head in 
real terms, adjusted for inflation and 
seen as a better guide to living 
standards than GDP taken alone. 

Weak productivity is driven by 
fundamental productivity 
infrastructure weaknesses, which in 
turn is slowing further development 
of high-skilled jobs. 
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Addendum 3 – Industry specific charts 
In this addendum, there has not been any attempt to analyse each industry but
rather to provide the findings and allow the differences between industries to be 
considered against the main report findings – i.e. to what extent is talent 
acquisition; investment priorities; property pressures; wellbeing; organisational 
change; business support silo’s; sustainability; and the role of FM driving the 
industry differences. 

Talent acquisition and retention, employee engagement and 
productivity are strategic business outcomes that demand 

alignment to property strategy 
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Talent and technology are attracting the greatest 
investments because these are today's highest priority 

business drivers 
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There are considerable change pressures in property 
portfolios driven by the need for greater business 

responsiveness 
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Measuring employee well-being has an impact on 
organisational performance and responsiveness to change 
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Organisational change plays a significant role in engagement 
and productivity 
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HR, IT, Property, FM work in unison for workplace change 
because no one function is dominant 
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Data is at the centre of workplace strategies and must be 
used strategically for effective gain 
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With legislation determining an 80% reduction in energy by 
2050 - this is at the forefront of all workplace strategies 
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FM is a core operational function for driving enhanced 
sustainability, space utilisation, and retention of talent 
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About this research 
To understand that challenges and opportunities associated with the changing
nature of work, we analysed survey responses from 2,443 people across a wide 
range of UK industries. 

Our study included control factors for gender, age, academic level, role, tenure in 
organisation, hours worked, commute distances, and work location preferences to 
name but a few. 

In total, our study provided over 3.2 million data variables to explore. 
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