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Executive Summary
The Facilities Management Association of New Zealand (FMANZ) and the Auckland University
of Technology (AUT) have recognised the need for Facilities Management (FM) education in
New Zealand (NZ). There is currently no FM study programme offered. The absence of FM
education has created the urgency for introducing a FM study programme. It is therefore to be
researched how the FMANZ and AUT, in cooperation with the Hanze University of Applied
Sciences (Hanze UAS), can support the introduction of FM education in NZ and stimulate the
professional development of the market.
In order to reach this goal, the following research question has been formulated:
How can the Auckland University of Technology, the Facility Management Association of New
Zealand and the School of Facility Management of the Hanze University of Applied Sciences
contribute to the professional- and educational development of Facility Management in New
Zealand?
Both literature research and empirical research has been used to create an answer to this
research question. The research question will be answered in the Advisory Report. This
research project produces two separate reports:
1. Research Report
2. Advisory Report
This Research Report can be used for future research. The advice given for this project will
therefore be provided in a separate document (the Advisory Report).
To determine the current situation of the market and the needs of FM professionals, qualitative
data has been collected through interviews and quantitative data through a survey. The EFQM
Model (EFQM, 2013) was used to identify the needs of the FM professionals in the nine areas of
the EFQM Model. The survey was sent to FM professional, who ranked the different areas of the
EFQM model on the current performances and the desired performances.
Research shows that there is currently no institute in NZ that is offering a full FM degree. FM is
given as a subject within a study programme, but not as speciality. The survey showed that a
large  number  of  current  FM  professionals  come  from  the  ‘hard-FM’  side,  meaning  that  there  is  a  
strong   focus   on   the   ‘place’.   (LOOFD,   2011)   Common   professional   backgrounds   of   the  
respondents, besides FM, are Project Management, Trades, Property Management or
Operations Management. The FM professions have good technical skills because of their
professional- and/or educational background.
This report shows that there is a skills shortage in the FM profession. There is limited
educational supply of FM and the profession is not highly recognised. FM is often not
incorporated in the strategic planning of businesses and FM is not seen for its value-add but
rather as a cost-centre. Due to the lack of a FM study programme, there is no formal career path
to attract young professionals to the market.
The desired situation would be a strong professional- and educational developed Facilities
Management market in New Zealand. This means having universities in New Zealand offering
study programmes that are specialised in FM. Furthermore, it is desired that the FM
professionals have FM qualifications that are recognition both nationally and internationally.
The gap between the current and desired situation is compared in the Advisory Report. Based
on the gap comparison, recommendations are given to reach the desired situation of the FM
market. The recommendations are divided into a short-term, medium-term and long-term
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planning, supported by a change approach and the financial implications of the project. The
main research question is answered in the Advisory Report.

This research will form the Building Blocks of Facilities Management in NZ.

This report can be used for future research, to compare the market growth and ensure
continuous improvement of the FM market.
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Glossary
AUT

Auckland University of Technology, New Zealand

BBA

Bachelor of Business Administration

BIFM

British Institute of Facility Management

BMS

Building Maintenance System

BYOD

Bring Your Own Device

CAD

Computer-Aided Design

CEN

European Committee for Standardisation

CSR

Corporate Social Responsibility

DESTEP

Demographic, Economic, Social-Cultural, Technological, Ecological and Political

EFQM

European Foundation for Quality Management

EuroFM

European Facility Management Network

FM

Facility Management

FMA

Facility Management Association Australia

FMANZ

Facility Management Association New Zealand

FMP

Facility Management Professional

GEFMA

German Facility Management Association

Hanze UAS

Hanze University of Applied Sciences Groningen, the Netherlands

IFM

International Facility Management

IFMA

International Facility Management Association

ISO

International Standard Organisation

LOOFD

Landelijk Overleg Opleidingen Facilitaire Dienstverlenig

MBA

Master of Business Administration

MSc

Master of Science

NL

The Netherlands

NZ

New Zealand

NZVCC

New  Zealand  Vice  Chancellor’s  Committee

SWOT

Strengths, Weaknesses, Opportunities and Threats

SIFM

School of Facility Management

TEFMA

Tertiary Education Facilities Management Association

TFM

Total Facility Management
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1 Introduction
Facilities Management (FM) is a term that is difficult to describe because it covers a wide range
of disciplines. Besides that, it is a young profession with different characteristics depending on
the country of residence. The FM market in New Zealand (NZ) is a rather young profession and
although businesses have adopted FM, the market is still in the early stages of maturity.
The Facilities Management Association of New Zealand (FMANZ) and the Auckland University
of Technology (AUT) have recognised the need for FM education, since there is no study
programme offering a degree in FM. The FMANZ, AUT and Hanze University of Applied
Sciences (Hanze UAS) have combined their strengths to contribute to the professional- and
educational development of FM in NZ.
This project is a result of thorough research conducted on the current performances and needs
of the FM professionals, to determine the strategic directions that FM market has to adapt. The
project’s   goal   is   to   generate an advice that supports both the professional- and educational
development of FM in NZ.
This research project has been divided into two separate documents: the Research Report and
the Advisory Report. The Research Report can be used for future research, whereas the
Advisory Report provides an advice for the present situation and is therefore less convenient to
use for future research. Two separate documents have been generated for this reason.
The purpose of this research is to create an advice on the development of the FM market in NZ.
The following research question was formulated:
“How can the Auckland University of Technology, the Facility Management Association of New
Zealand and the School of Facility Management of the Hanze University of Applied Sciences
contribute to the professional- and educational development of Facility Management in New
Zealand?”
The report is divided into five chapters, chapter one being an introduction to this research
project. Chapter two describes the research background, including a brief description of the
current   problem   of   the   FM   market   of   NZ,   the   project’s   goal,   the   research   questions   and   an  
overview of the research methodology used to support this research. Furthermore, the FM
profession has been described to create a clear understanding of the researched market.
Chapter three described the current situation of the FM market of NZ, focusing on the current
supply of FM education and the market performances. The FM market of NZ has been described
and compared with the current situation of the Dutch FM market.
The desired situation of the FM market of NZ has been described in chapter four, followed by a
summary of the research results in chapter five.
This Research Report is one of two documents that have been generated for this research. The
results of this Research Report are used to generate an advice for the AUT, FMANZ and Hanze
UAS to support the development of FM in NZ, which can be found in the Advisory Report
(Schutte, 2014).

Page 9 of 52
Herma Schutte

-

January 31, 2014

2 Research Background
This chapter provides a short overview of the project by means of defining the problem and
project goal. To support this research, a research question with multiple sub-questions was
formulated. At the end of section 3.1 a description of the methods that were used to obtain the
required data for this research can be found.

2.1 Problem Definition
Currently there is a limited supply of Facilities Management (FM) education in New Zealand
(NZ). The Facilities management Association of New Zealand (FMANZ) and Auckland University
of Technology (AUT) have recognised the need for FM education. However, there is little insight
in the educational needs of the current FM professionals and the appropriate content of a FM
study programme.

2.2 Project Goal
In order to support the development of the FM market of NZ, it is to be researched what the
current situation of the FM market is and what the desired situation entails by means of
educational support and desired growth of the profession.
The   project’s   goal   is   to   generate   an   advice   to   support   both   the   professional- and educational
development of FM in NZ with help of the Auckland University of Technology (AUT), the Facility
Management Association of New Zealand (FMANZ) and the Hanze University of Applied
Sciences in the Netherlands (Hanze UAS).

2.3 Research Questions
Based on the current situation of the FM market in NZ and the support of the AUT; FMANZ and
Hanze UAS, the following main research question was generated:
How can the Auckland University of Technology, the Facility Management Association of New
Zealand and the School of Facility Management of the Hanze University of Applied Sciences
contribute to the professional- and educational development of Facility Management in New
Zealand?
To support this research question, several sub-research questions were formulated. The
answers to these sub-research questions lead to a final answer of the main research question.
Sub-research questions
1. What is FM, how has it developed over the years and what are the future prospects?
2. What is the current supply of FM education in NZ and what are the differences and
similarities with the supply in the Netherlands?
3. What is the current state of the FM market in NZ compared to the FM market in the
Netherlands?
4. What are the FM market needs in New Zealand according to the FM professionals?
5. What is the gap between the current situation and the desired situation of the FM field in
NZ?
6. What recommendation can be given based on this research?
7. What is the best way to implement the recommendations on a short-term, medium-term
and long-term basis?
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Table 2.1 shows the distribution of sub research questions over the Research Report and
Advisory Report.
Table 2.1 Sub-Research Questions Distribution
Report

Sub-research questions

Research
Report

1. What is FM, how has it developed over the years and what are the
future prospects?
2. What is the current supply of FM education in NZ and what are the
differences and similarities with the supply in the Netherlands?
3. What is the current state of the FM market in NZ compared to the FM
market in the Netherlands

Advisory
Report

4. What are the FM market needs in New Zealand according to the FM
professionals?
5. What is the gap between the current situation and the desired
situation of the FM market in New Zealand?
6. What recommendations can be given based on this research?
7. What is the best way to implement the recommendation on a shortterm, medium-term and long-term basis?

Section
Section 3.2.6
Section 4.1.3
Section 4.2.3
Section 2.1
+ Survey Report
Section 2.1
Section 3.1
Section 3.2

The main research question is answered in the Advisory Report.

2.4 Research Methodology
For this research, both literature and empirical research data has been gathered to identify the
needs of the FM market of NZ and to create an understanding of the current market. The
following distinction between the literature- and empirical research can be made:
Literature research

1.
2.
3.
4.

Previous literature on the topic
Publications e.g. books, journals, articles
Business models
Other e.g. internet

Empirical research

1. Interviews (qualitative research)
2. Survey (quantitative research)

The empirical research approach has been described in more detail in the following section.
Furthermore, a description of the business models supporting this research has been described.

2.4.1 Empirical Research
Two types of empirical research have been used to collect data for this research. First of all,
qualitative research by means of personal interviews has been conducted. In-depth interviews
were held with professionals working in the FM industry and well as university
professors/lecturers. To ensure a realistic result of this research, the following measures were
taken:
a. Facilities managers from both the corporate and commercial side of FM were
interviewed.
b. The interviews were recorded to prevent loss of information and to re-evaluate the
interview results.
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c. The same set of questions was asked to each of the interviewees to ensure consistency
and create a basis for comparing the interview results (the questions were open-ended to
prevent limiting the interviewees’  answers).
d. The purpose of the interview was described before the start of the interview to ensure a
mutual understanding of the topic and scope of the discussion.
Next to that, in-depth interviews with professors and lecturers of different universities in New
Zealand were conducted. The purpose of the interviews is to understand the educational system
of the country, specifically focusing on tertiary education. Furthermore, a discussion was held to
find out where FM would fit into the current supply of educational programmes. The same
measures were taken to ensure a realistic outcome of the interview (excluding point a.).
The quantitative research was obtained by means of a survey that was send out via an online
survey tool named SurveyMonkey (SurveyMonkey, 2013)   using   the   ‘select’   version.   The  
interview results of the qualitative research and an extensive review of literature was used as
input to improve the validity of the survey. The following objectives were formulated:
Determine the base-line of Facilities Management in New Zealand;
- Professional background
- Scope of current Facilities Management portfolio (number of staff, buildings and
clients)
- Educational background
- Gender
Measure the current and desired performances (qualities and skills levels);
- Current situation
- Desired situation
Assess the preferred educational support to analyse the supply and demand;
Determine the important trends for the Facilities Management market of New Zealand.
Actual Response:

117

Completed:

90 (76.92%)

Not all 117 respondents completed the survey entirely; therefore the 90 fully completed surveys
were used for this research to give a clear insight in the current and desired performances of the
FM market. (Survey Report, appendix 6) The survey was sent out to around 400 members.
2.4.2 Business Models
In order to analyse the data and get the desired results of the project, several business models
has been used. The following business models were used to support this research:
First of all, the Six Sigma theory has been used to structure the project. The DMAIC of Six
Sigma is often used for projects focusing on business process developments. DMAIC stands for:
Define, Measure, Analyse, Improve and Control. (Mindtools, 2013) These five components have
been used to structure the project as following:
Define:

Research Background (Research Report)

Measure:

Current- and Desired Situation (Research Report)

Analyse:

Gap Analysis (Advisory Report)
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Improve:

Recommendations (Advisory Report)

Control

Implementation Plan (Advisory Report)

Next to that, to analyse the current situation of the FM market in NZ and determine the desired
situation, two theories have been used: DESTEP (appendix 3) and SWOT Analysis. These
theories are used as follows:
DESTEP Analysis stands for: Demographic, Economic, Social-cultural, Technological,
Ecological and Political. Analysing these different areas provides an overview of the external
factors that can influence the FM market of NZ. It is important to understand these factors in
order to create new strategic directions. The outcome of the DESTEP have been used for the
SWOT Analysis. (Science Progress, 2013)
SWOT Analysis, meaning Strengths, Weaknesses, Opportunities and Threats. These four
components will help to understand what the market can offer already and where to work
towards. The four components will be analysed by means of a confrontation matrix, which will
generate strategic directions for the FM market based on their strengths, weaknesses,
opportunities and threats. (Mindtools, 2013)
Usually   the   strengths   and   weaknesses   refer   to   an   organisation’s   internal   factors   and   the  
opportunities and threats to the external factors. However, since this project does not focus on a
specific organisation but on a market, the strengths and weaknesses refer to the current level of
the FM market and the opportunities and threats refer to the future prospects and external
factors.
The EFQM model has been used to analyse the FM market in NZ and support the development
process. This model has two focus areas: the enablers and the results. The enables include
leadership, people, strategy, partnership & resources, and processes, product & services. The
results side of the EFQM model focuses on people results, customer results, society results and
ultimately; business results. The fundamental concepts of the EFQM model is to add value for
customers; sustaining outstanding results; succeeding through the talent of people; leading with
vision, inspiration and integrity; managing with agility; harnessing creativity and innovation; and
developing organisational capability. This model will be used to analyse the market and support
the   growth   of   the   FM   market   by   focusing   on   the   nine   criteria,   five   ‘enables’- and four   ‘results’criteria. (EFQM, 2013)
The Maturity Model has been used to analyse the maturity of the FM market in NZ and support
the growth of the FM market by giving direction towards a more mature market position. The
model helps determining the current position of the FM market. When it is known where the FM
market is currently positioned, it will be more accurate to predict the next step. There are five
levels of maturity, which are as following: (Rajteric, I., 2010)
Level 1: Unaware
Level 2: Tactical
Level 3: Focused
Level 4: Strategic
Level 5: Pervasive
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2.5 Facilities Management Profession
This research focuses on the development of the FM profession; therefore, the following section
defines what FM is and how it has developed internationally over the years. Furthermore, a
description of current FM trends is provided to create an understanding of FM and its future
prospects. This section answers the first sub-research question: “What is Facilities Management,
how has it developed over the years and what are the future prospects?” The answer to this subresearch question is further explained in section 2.6.
2.5.1 Defining Facilities Management
Facilities Management is a term that is not as easily defined as other professions because of its
wide range of disciplines. FM can be seen as the umbrella covering multiple specialties. People
know what the two words separately imply, but it is often misunderstood what the combination of
facilities and management encompasses. The International Facility Management Association
(IFMA) gives the following   definition   of   FM:   “facility   management   is   a   profession   that  
encompasses multiple disciplines to ensure functionality of the built environment by integrating
people, place,  process,  and  technology.”  (IFMA,  2013)
People working in FM will understand this definition as it describes the profession and its scope
in general terms. However, for people that are not familiar with FM it is more difficult to
understand what the work activities and responsibilities are part of the FM profession. The wide
range of specialties makes it more difficult to find a clear definition that describes the content of
FM. According   to   Asset   Skills   (2006),   “Due   to   the   diversity   of   job   roles,   job   titles,   type   of  
organisation and sector in which Facilities Management activities are undertaken the title of
‘Facilities   Manager’   should   be   deemed   to   encompass   all   the   roles   a   manager   performs   with  
regard  to  the  management  of  more  than  one  service  in  a  building(s).”
When describing FM, it is easier to split up the profession into two groups: hard- and soft
facilities. The hard facilities focus on the building aspects of FM, whereas the soft facilities focus
on the people and management side of FM. The hard facilities can therefore be described as
building-related services and the soft facilities as user-related services. (Wohlfart, Bilan,
Schimpf, 2010)
In order to understand the scope of responsibilities of the facilities manager it is important to
understand  what  ‘facilities’  are  and  how  this  can  be  combined  with  ‘management’.
According to the Oxford Dictionaries (2013), facilities are:
1:  “a  place,  amenity,  or  piece  of  equipment  provided  for  a  particular  purpose.”
2:  “a  special  feature  of  a  service  or  machine,  which  offers  the  opportunity  to  do  or  benefit  from  
something.”
The Oxford Dictionaries (2013) gives the following definition of management:
1:  “the  process  of  dealing  with  or  controlling  things  or  people.”
The combination of these two words show that Facilities Management is the process of dealing
with or controlling a place, amenity or piece of equipment provided for a particular purpose and
which offers the opportunity to do or benefit from something. In other words, by managing the
facilities of an organisation, the facility manager can add value by creating an environment that
supports the core business of the organisation.
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The  scope  of  the  facilities  managers’  responsibilities  reaches  all  levels  of  the  organisation,  both  
horizontal and vertical. FM stretches from a strategic to an operational level and from a technical
orientation (e.g. Building Surveying) to human relations (e.g. Human Resource Management). It
is  therefore  said  that  a  facilities  manager’s  work  scope  encompasses  multiple  dimensions,  such  
as  people,  place,  process,  planet  and  prosperity.  ‘People’,  ‘place’  and  ‘process’  are  well-known
dimensions in the FM field, over the years there has been an increasing awareness of the
importance of sustainability and Corporate Social Responsibility (CSR) concepts. These
concepts   are   represented   by   the   dimensions   ‘planet’   and   ‘prosperity’.   Figure   3.1   below   shows  
the five dimensions of FM as described by LOOFD (2011). LOOFD stands for the ‘Landelijk  
Overleg Opleidingen Facilitaire   Dienstverlenig’   (LOOFD)   which   is the Dutch Association of
Facility Management Education.
The focus of FM within a business or a country may vary. Some businesses or countries have a
more distinct focus on the property management and maintenance side of FM and are therefore
more   focused   on   the   ‘place’   dimensions.   Businesses   with   a   ‘process’   focus   tend   to   centre the
FM department on logistics. (LOOFD, 2011)

Figure 2.1 Basic Facility Management Model (LOOFD, 2011)

The   daily   operations   and   scope   of   the   facilities   manager’s   job   varies   between   businesses,  
depending on the size and nature of a business. Although FM is seen as a support service, the
profession is increasingly part of the core business. (LOOFD, 2011)
2.5.2 History of Facilities Management
It is difficult to determine when and where FM started. Did FM start the day that people gave it a
name or did it start when people were first introduced to arrange facilities?
In May 1980, George Graves; Charles Hitch and David Armstrong established the first National
Facility Management Association, which has a constitution, bylaws, temporary officers and plans
to expand nationally. After the second national conference, the name was changed to
International Facility Management Association. (IFMA, 2013)
The constitution of the International Facility Management Association was the head start for
Facilities Management worldwide. Since then many countries have established their own
Page 15 of 52
Herma Schutte

-

January 31, 2014

national FM association. In Europe 1993, the European Facility Management Network (EuroFM)
was officially registered by the British, Danish and Dutch FM associations. Over the years, more
EU members joined EuroFM. In 2006, the European Committee for Standardisation (CEN)
created a European standard for FM, the EN 15221. (EuroFM, 2013)
The official establishment of FM dates back 30 years, which is nothing compared to the
profession of a Sales Person dating back hundreds of years. Although the history of FM can be
traced back in the last century, the profession of FM has been around for many more years.
According to Lionel Prodgers (2008), “The  first  civilisation  and  cities  emerged  from  around 4000
to 3500 BC in Mesopotamia. The emergence of social organisation coped with the complexities
of administration, the production and exchange of goods, expeditions and defence of territory.
Here we can find evidence of FACILITIES such as major public buildings, stores of agriculture
products,  and  workshops  for  manufacturing  activity”.
2.5.3 Facilities Management Trends
The following section emphasises on the future prospects of FM. International trends are
described to determine where FM is heading towards.
Information Systems
The 21st century has brought a whole new perspective to the FM profession. The upcoming
popularity of technological gadgets has pushed FM towards an effective data collecting and
controlling discipline. Smartphones, tablets and other portable devices are used to control the
FM operations. The following three trends in information systems were identified:
Facilities Management Information Systems (FMIS)
Information systems such as Building Maintenance Systems (BMS) or Computer-Aided
Design systems (CAD) are used to create a 360 degree insight in the FM operations.
(Facilitaire Zaken, 2013)
Cloud Computing
Although Cloud Computing has existed for a number of years, the demand for Cloud
Computing is increasing. Cloud Computing in   a   term   used   to   describe   ‘the   virtual   work  
space’   and   is   used   to   exchange   software,   create   a   platform   such   as   a   database   and  
creating an infrastructure for physical and virtual resources. According to IBM (2013),
“Cloud  Computing  is  the  delivery  of  on-demand computing resources – everything from
applications to data centres – over the Internet on a pay-for-use  basis.”
Bring Your Own Device (BYOD)
BYOD is a trend where businesses allow their employees to bring their personal devices
such as laptops, tablets and smartphones. Educational institutions support students to
bring their own devices to the study environment. (BYOD, 2013)
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Risk Management
The focus within risk management may vary between businesses or countries. External pressure
areas such as political instabilities can increase the risk that a business has to deal with. There
are three main trends in risk management, which are as following:
Virtual Security
Duo to the increasing dependence on knowledge exchange and storage on the Internet
and the increasing trend on BYOD, there is an increasing importance of virtual security.
(Security Management Services International, 2013)
Business Continuity
According to Sans (2002),   “Business   Continuity   refers   to  the   activities   required   to   keep  
your organization running during a period of displacement or interruption of normal
operation.”
Emergency Preparedness Procedures
Setting up a plan to prepare for emergencies and having procedures in place on how to
react, is becoming more and more important. Examples of emergencies are natural
disasters, terrorism or other hazards. (Balmer, 2013) (IFMA, 2011)
Real Estate Management
Facilities managers are responsible for looking after the Real Estate of a business for as long as
a  building’s  life  expectancy.  The  types of buildings depend on the business size and sector that
they operate in. The following trends in Real Estate Management are identified:

Aging Buildings
The  number  of  buildings  reaching  their  ‘expected  life  cycle’  is  becoming  a  problem  on  the  
international market. Building are outdated and do not meet the requirements of the
changing workplace. (Balmer, 2013) (IFMA, 2011)
Residential Facilities Management
Residential FM is the building management and delivery of FM services to residential
buildings. Large numbers of people life in urban settings and living and working space is
getting limited. Nowadays many people, living in urban setting, choose to life in
apartment buildings. The increasing number of apartments and shared buildings has
contributed to the growing importance of residential FM. (T. Giles – Personal
Communication) (FMA, 2012)
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Space Management
Space   Management   is   a   term   that   refers   to   the   logistical   planning   of   a   business’s   property,  
including interior and exterior design. Space Management gives the facilities manager insight in
the building layout and can base its facilities planning on this layout. Space Management is an
ever changing discipline; the following three trends are concepts that facilities managers have to
take in consideration in their FM planning:
Flexible Workplace Design
There   are   different   terms   for   this   concept,   in   Europe   the   term   ‘New   Ways   of   Working’.  
This concept refers to the changing design of the workplace, focusing on creating a
workspace that supports the activities and does not limited these activities to a specific
time and location. This trend is supported by the increasing importance on information
systems; Cloud Computing allows employees to access their work database from any
location at any time, from their own devices (BYOD). (Ouye, 2011) (IFMA, 2011)
Healthy Building Concept
According to Renson (2009, p. 8)   the   “Healthy   Building   Concept   aims   at   a   healthy,  
comfortable and low-energy indoor environment in line with the Kyoto Protocol, resulting
in an increase in productivity, lower energy bills and fewer sick days for the people living
and  working  in  the  building.”  Old  buildings  (see  trend  ‘Aging  Buildings’)  often  face  dealing  
with hazardous building materials such as asbestos, new building are often designed to
support the bottom-line (people, planet and profit). (IFMA, 2011)
Increasing Productivity Through Space Management
There is an increasing awareness of the link between efficiency and effective space
planning and increasing productivity. Workspaces are designed to motivate employees
and attract talent to a business. One of the market leaders of this concept is Google.
Google has adopted a Space Management concept that attacks top talent through its
innovate workspace design. This related to activity-based working which is output driven
rather than input driven. Businesses can offer a unique selling point through innovative
Space Management. (Ouye, 2011)
Human Resource Management
Facilities managers operate at all levels of an organisation and have to deal with internal and
external relations. The following trends are important for the Human Resource Management of
the 21st century workplace:
Workforce Diversity
The international exchange of people and globalisation of the labour market has
contributed to the increasing workforce diversity. The mixture of ethnic groups can result
in conflicting cultural differences and/or language barriers. Especially lower paid jobs,
occupied by political or economic refugees and other immigrants, have to deal with
increasing problems with workforce diversity. The FM profession deals with a wide range
or operational jobs and is therefore confronted with issues relating workforce diversity.
(Balmer, 2013)
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Aging Workforce
The aging workforce of FM has two sides; firstly, the FM profession has difficulty in
attracting young people into the market. Fielder, the CEO of the British Institute of
Facilities   Management   (BIFM)   stated   that   “Facilities   Management   faces   many  
challenges, including a shortage of skilled people and difficulty attracting young people
into the industry but these issues are not that different from those facing other disciplines.
Lack of recognition in the wider market place can pose an issue, especially when making
early career choices. Many professionals have moved into FM as a second career choice
leaving  a  perception  it  is  not  a  career  for  young  people.”  (Balmer, 2013)
Health & Safety Focus
Facilities managers must ensure a safe working environment for its employees and all
other users of a property. Every changing work environments makes changing health
and safety regulations an important trend. (IFMA, 2011)
Quality Management
Quality Management is a broad concept and involved a number of aspects. The following three
trends that have a direct effect on Quality Management are listed below:
Customer Services Focus
Building strong relationships with FM customers and receiving feedback can improve the
overall service of the FM department and therefore improve the image of FM. There may
be a gap between the expected service and the perceived service that the facilities
manager in not aware off. This gap can only be filled up by communicating and receiving
feedback from customers. (FMM, 2010)
Integrated Facilities Management
As   Masterton   (2011)   states   “Integrated   Facilities   Management   is   a   way   of   more   clearly  
linking   the   FM   service   to   the   organisation’s   strategy”.   This   concept   focuses   on  
connecting the long-term FM planning to the strategic direction of a business and uses
the performance measurements to show the progress and contribution to the corporate
goals.
Total Facilities Management (TFM)
“Total  Facilities  Management  is  where  a  single  entity  takes responsibility of all facets of
Facilities  Management.”  (Atkin  &  Brooks,  2009. p. 281) In other words, TFM is a concept
where all FM operations are outsourced to an external service provider, to save costs
and reduce risks.
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Sustainability and Corporate Social Responsibility
Sustainability and Corporate Social Responsibility are well-known trends in FM. Sustainability
measure taken by businesses depend on the product and/or service that a business provides as
well as the laws and regulations on a specific country. These two terms are described in general
terms:
Sustainability
The   term   ‘sustainability’   has   different   meanings.   According   to   the   Oxford   Dictionary  
(2013), sustainability means:
1. “able  to  be  maintained  at  a  certain  rate  or  level:  sustainable economic  growth”
2. “conserving   an   ecological   balance   by   avoiding   depletion   of   natural   resources:  
fundamental  commitment  to  sustainable  development”
Sustainability does not only refer to the second statement, but also aims at sustaining the
economic growth (statement 1). Job security and ensuring quality consistency is also part
of the sustainability concept. (Balmer, 2013) (IFMA, 2011)
Corporate Social Responsibility
Corporate   Social   Responsibility   (CSR)   is   defined   as   “a   concept   whereby   companies  
integrate social and environmental concerns in their business operations and in their
interaction   with   their   stakeholders   on   a   voluntary   basis”   (European   Commission,   2011.
p.6) The ISO 26000:2010 is an ISO standard that helps clarifying the CSR concept and is
therefore used as guidance rather than a document of requirements. (FMM, 2010)
Not all of the above mentioned trends are equally important to a business; the importance of a
trend can depend on the nature of business, the maturity of the national FM market or the laws
and regulations of the country of residence. In section 4.2 the trends that are important for the
national FM market of NZ and NL are further analysed.

2.6 Summary
Sub-research question   1   “What   is   FM,   how   has   it   developed   over   the   years   and   what   are the
future  prospects?”   has been answered in this chapter. FM is described as a profession that is
responsible for dealing with and controlling places, processes, people, planet, and prosperity;
and add value to an organisation by supporting its core business. It is hard to determine when
and where FM has been created, the profession has been around for many years under different
names. Due to the large scope that FM covers, it is an ever evolving profession that has gained
benefit from the rapid technological changes. The growing recognition contributes to the growth
of the FM market on the global labour market.
This research focuses on the development of the market in NZ; therefore, the current situation of
the market has been described in the following chapter. The market in NZ has been compared
with the current FM market of NL.

Page 20 of 52
Herma Schutte

-

January 31, 2014

3 Current Situation
The current situation of the Facilities Management (FM) market of New Zealand (NZ) has been
analysed in this chapter. The first section provides a brief description of the different
stakeholders involved in this research. Next to that, the supply of FM education in NZ has been
compared to the educational supply of FM in NL. Furthermore, the FM market in NZ and NL has
been described and compared on their current state of market maturity.

3.1 Business Description of the Stakeholders
The following section describes the stakeholders of this project. There are three main
stakeholders that have a direct interest in this project. All stakeholders have different interests
regarding the project outcome; nonetheless, all stakeholders contribute to the professional- and
educational development of FM in NZ.
3.1.1 The Facilities Management Association of New Zealand
The Facilities Management Association of New Zealand (FMANZ) is a relatively young
association, constituted in 2008, to support the FM industry of NZ. The FMANZ has recently
welcomed a new CEO, Des Brennan, who will bring new ideas to the association. Professionals
of the FM industry contribute to the FMANZ on a voluntary basis. (FMANZ, 2013)
The  FMANZ  offers  its  members  a  wide  range  of  services,  which  is  stated  as  following:  “From the
cradle to the pinnacle of your career, as an FMANZ member you can gain sound facilities
management practices, increased awareness of standards of conduct, certification of your skills,
access to professional development programmes and the opportunity to participate in multiple
networks  for  the  free  exchange  of  ideas  with  your  peers.” (FMANZ, 2013)
The FMANZ is dedicated to obtain greater recognition and acceptance  of  FM’s  successful  role  in  
governments, organisations, academia and industries. One of the means to support FM and
develop FM practice is through educational and other professional initiatives. (FMANZ, 2013)
This research will show how the FMANZ can contribute to the educational- and professional
development of FM in NZ, in corporation with the Auckland University of Technology and the
Hanze University of Applied Sciences. (D. Brennan and J. Crutzen – Personal Communication)
3.1.2 The Auckland University of Technology
The Auckland University of Technology is one of the eight universities in NZ and was
established in 2000. Although the AUT is the youngest university of NZ, it has a history in
industry-relevant education is over 110 years old. The AUT operates in accordance with the
provisions of the Education Act (1989) and is funded by the government. A wide range of
educational programmes are offered at various levels. There are no specific FM courses given at
the AUT. (AUT, 2013)
The following mission was stated in the Strategic Plan (AUT, Strategic Plan 2007-2011) of the
AUT:   “To   foster   excellence,   equity   and   ethics   in   learning,   teaching,   research   and   scholarship  
and in so doing serve our regional, national and international communities.”
The AUT has large number of foreign students attending study programmes, from which a large
number have an Asian background, mainly from China and India. (AUT, Strategic Plan 20122016)
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The AUT has shown an interest in expanding its curriculum by adding FM education to their
portfolio. This research provides an advice on how the AUT can contribute to the development of
FM and what role they will play and what the requirements of FM education are. (J. Tookey –
Personal Communication)
3.1.3 The Hanze University of Applied Sciences
The Hanze University of Applied Sciences (Hanze UAS) is located in Groningen, the
Netherlands. Currently the Hanze UAS is the largest university of applied sciences in the North
of the Netherlands and has a broad network of partner universities worldwide. This university of
applied sciences combines practical learning with theoretical knowledge and has a broad
professional network, of business and industry partners, on the international labour market which
allows the students to gain work experience through internships or research projects. (Hanze
UAS, 2009)
“This   university   of   applied   sciences   has   built   up   a   reputation   of   being   truly   international.   Its  
degree programmes prepare students for a professional career in an increasingly international
environment. Students from all over the world are enrolled in numerous international
programmes, taught  in  English  and  German.”  (Hanze  UAS,  2013)
The strategic goal of the Hanze UAS is to evolve into a respected European university of applied
sciences. (Hanze UAS, 2009) The ambition of the Hanze UAS is summarized in the mission,
which is stated as following:
“Hanze   University   Groningen,   University   of   Applied   Sciences,   with   a   European   perspective   on  
higher education, aims to be the main partner of the businesses and institutions in the North
Netherlands for educating professionals and developing relevant, practice-oriented  knowledge.”
The Hanze UAS has 17 different schools that specialises in specific subjects. (Hanze UAS,
2012) One of the schools is the   ‘School of Facility Management (SIFM)’.   This   school   offers  
two  Bachelor’s  degree  programmes:
B Facility Management
A FM degree programme given in Dutch, focused on the national FM market.
B International Facility Management
A FM degree programme given in English, focused on the international FM market. It is
mandatory for IFM students to perform their 3rd year   internship   and   ‘minor’   study  
semester abroad.
The SIFM of the Hanze UAS wants to contribute to the professional- and educational
development of FM in New Zealand by sharing knowledge and offering support. This project has
been executed by a student of the Hanze UAS to accommodate the FMANZ and AUT in the
development of FM in NZ. A description of the educational supply of FM in NZ and NL can be
found in the following section.

3.2 Facilities Management Education
The following chapter describes the supply of Facilities Management (FM) education in New
Zealand (NZ) and the Netherlands (NL). Education forms the foundation of the professional
qualities and skills for a profession, therefore this chapter identifies the tertiary educational
programmes offering FM education. This research focuses on the non-commercial supply of
education by government institutions. The first section describes the supply of FM education in
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NZ, followed by a section describing the educational supply in NL. Research question 2 is
answered   in   this   section   “What   is   the   current   supply   of   FM   education   in   NZ   and   what   are   the  
differences and similarities with the supply in the   Netherlands?”   The   supply of Facilities
Management (FM) education in NZ is compared with the supply in NL in section 4.1.3.
3.2.1 Facilities Management Education in New Zealand
There is a limited supply of FM education in NZ. FM is often seen as subject matter as part of a
study programme. At Massey University, FM is taught as a subject in the Bachelor of
Construction and the Bachelor of Business Studies (Valuation and Property Management).
(Massey University, 2013) Massey University also offers a paper in  ‘Building  Technology: Rural
Facilities’  (Massey  University,  2013). At  Unitec  Institute  of  Technology,  FM  is  listed  as  a  ‘topic’  
within the Property Management and Operations Management courses. (Unitec University,
2013) However, there is no educational programme specifically focused on FM. The most
accessible way for current professionals to obtain FM qualifications is through on online course.
(M. Chung – Personal Communication)
The Facilities Management Association of Australia (FMA) offers an online Diploma in Facilities
Management. Currently, a FM profession in NZ has started this Diploma degree. (J. Birkin –
Personal Communication) In the Australasian region, a non-for-profit association called the
Tertiary Education Facilities Management Association Inc (TEFMA) provides expert FM advice
to  Universities  Australia  (UA)  and  the  New  Zealand  Vice  Chancellor’s  Committee  (NZVCC).  “The
members of TEFMA provide vital strategic and operational infrastructure and services in support
of tertiary education in the  Australasian  region.” (TEFMA, 2013)
3.2.2 Facilities Management Education in the Netherlands
The   precursor   of   FM   education   in   NL   is   the   tertiary   education   programme   called   “Toegepaste  
Huishoudwetenschappen”,   meaning   ‘Applied   Housekeeping   Sciences’   in   English. This study
programme was rather popular, but the name of the programme soon became out-dated. This
study  programme  first  adopted  the  Dutch  name  for  FM:  “Facilitair  Dienstverlening”.  Currently  the  
study  programme  has  changed  its  name  to  ‘Facility  Management’.  The  rebranding  of  the  study  
programme has helped improving the image of FM. (R. Van der Weerd – Personal
Communication)
The  ‘Landelijk  Overleg  Opleidingen  Facilitaire  Dienstverlenig’  (LOOFD)  is  the  Dutch  Association  
of Facility Management Education. The LOOFD has generated a list of competences for the FM
study   programmes.   “Graduates   of   the   FM   programme   receive   a   Bachelor   of   Business  
Administration degree. The competency profile consists of six competences from the area
Business Administration, two general higher education competencies (found in all general
programmes)  and  one  specific  FM  competency.”  (LOOFD,  2011)  The  nine  competencies  are  as  
following:
1. Creating added value for people and organisation in the area of property management
and services.
2. Developing a vision of changes and trends in the external environment and creating
relations, networks and chains
3. Analysing policy issues, translating them into policy objectives and alternatives and
decision making
4. Applying human resource management in  the  organisation’s  strategy
5. Setting up, controlling and improving business and organisational processes
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6. Analysing financial and legal aspects, internal processes and the business or
organisational environment in order to improve coordination and interaction
7. Developing, implementing and evaluating a change process
8. Social and communication skills (interpersonal, organisational)
9. Self-managing skills (intrapersonal, professional)
There are nine universities of applied sciences in NL that offer a BBA of Facilities Management
and five research universities offering a Master of FM (MSc & MBA). (LOOFD, 2011)
Furthermore, there are a number of MBO institutes that offer a degree in Facility Services. The
description of the Dutch educational system can be found in appendix 1. (ROCVA, 2013)
Besides the tertiary educational supply in FM by universities, a number of commercial
institutions offer courses and degree in FM too. (LOI, 2013)
School of Facility Management at the Hanze University of Applied Sciences
“The   Facility Management study programme at Hanze University of Applied Sciences,
Groningen (Hanze UAS), was the first programme at a university of applied sciences in the
Netherlands to receive IFMA certification – international acknowledgement of quality education.
The programme is also the only one in the Netherlands that is acknowledged and certified in
Germany (GEFMA certification). Graduate students can apply for the knowledge-based title
Facility Management Professional (FMP) through IFMA. Hanze UAs is a member of the
European Facility Management Network (EuroFM), The British Quality Foundation and British
Institute  of  Facilities  Management  (BIFM).”  (Hanze  UAS,  2013)
3.2.3 Comparison
Sub-research question 2   “What   is   the   current   supply   of   FM   education   in   NZ   and what are the
differences   and   similarities   with   the   supply   in  the  Netherlands?”   was  answered  in  this   chapter.            
Comparing the educational offer of FM of NZ and NL is very straightforward: there is no
educational programme specifically focused on FM in NZ. FM is given as a subject in for
example  the  study  programme  ‘Property  Management’.  The  educational  offer  of  FM  in  NL  on  the  
other hand is rather large and is supported by a national body supporting FM education in NL.
The educational development of FM in NZ is uncertain at present, as there are no study
programmes in place. In NL, the FM study programme ensures a stream of young professions
into the FM market.

3.3 Facilities Management Market
This chapter describes the FM market in NZ and compare it to the Dutch FM market. Extensive
literature research in combination with qualitative and quantitative research has been used to
analyse the FM market in NZ. Due to a further progressed FM market in NL, previous research
and literature was used to analyse the Dutch market. This research focuses on the professionaland educational development of the FM market in NZ, the Dutch market analyses is used to
analyse the current situation of the NZ market and will give a better understanding of the future
prospects of FM in NZ. In section 4.2.3, sub-research question 3  “What  is  the  current  state  of  the  
FM  market  in  NZ  compared  to  the  FM  market  in  the  Netherlands?”  is  answered.
3.3.1 Facilities Management in New Zealand
A description of the FM market of NZ can be found in this section. The market description is
based on literature research, qualitative research by means of interviews with FM professionals
and university professors/lecturers, and qualitative research (see appendix 6). The professional
and educational background of the current FM professionals is described, followed by a
description of current performances according to the survey respondents. The SWOT
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description of the FM market focuses on the Strengths, Weaknesses, Opportunities and Threats.
(Verhage, 2010. p. 58) The maturity of the FM market in NZ is described as well as a list of
important trends.
Professional Background
The FM market is a rather difficult market and is hard to describe in one or two sentences. There
are many different job titles; from a high skilled engineer to a business administrator can both
make good facilities managers. Facilities managers are generalists and have knowledge about
different aspects of a business. Nevertheless, people tend to underestimate FM. FM plans are
often not looked at because people do not understand what the contribution of FM is to the
business’s  core operations. (V. Morgan and I. Reid – Personal Communication)
A survey has been distributed to research the current and desired performance of the FM
market. The majority of professionals reported having a background in FM; nevertheless, other
professional backgrounds were added to a background in FM. The following top five of
professional backgrounds were measured with the survey (Survey Report: appendix 6):
1.
2.
3.
4.
5.

Facilities Management
Project Management
Trades
Property Management
Operations Management

( 64.44% )
( 35.56% )
( 32.22% )
( 31.11% )
( 26.67% )

This shows that a large group of current FM professionals come  from  the  ‘hard-FM’   side.   This  
shows that  FM  in  NZ  has  a  strong  ‘place’  focus  in  accordance  with  the  5P’s  model  described  in  
section 3.2.1. (LOOFD, 2011)
Educational Background
The Survey Report (appendix 6) shows the diversity of educational backgrounds of the current
FM professionals. The following five degree programmes were most common among the
respondents:
1.
2.
3.
4.
5.

Certificates
Bachelor’s  Degree  
Trade Diploma
Diploma
Master’s  Degree  

( 35.56% )
( 34.44% )
( 30.00% )
( 21.11% )
( 18.78% )

Three respondents reported having a degree specialised in FM, one of which is a Postgraduate
Diploma in FM and two MBA qualified professionals specified FM as their study major.
Current Performances
The EFQM model (EFQM, 2013) has been used to identify the current performances of the FM
market. The research approach can be found in the Survey Report (appendix 6). A number of
FM-related qualities and skills were categorised in accordance with the nine areas of the EFQM
model as shown is figure 3.1 below.
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Figure 3.1 EFQM Model (EFQM, 2013) Including Facilities Management Qualities and Skills

The FM professional have rated on a scale of 1 to 5, 5 being excellent. The qualities and skills
and the following rating were measured indicating the current performances of the FM market.
1.
2.
3.
4.
5.
6.
7.
8.
9.

Leadership
People
Strategy
Partnership and Resources
Processes, Products and Services
People Results
Customer Results
Society Results
Business Results

( 2.84 )
( 3.04 )
( 3.07 )
( 3.20 )
( 3.28 )
( 3.24 )
( 2.89 )
( 3.19 )
( 2.93 )

These ratings show that none of the areas of the EFQM model is considered being up to
excellent.
SWOT Description
The SWOT description outlines the internal and external factors that influence the performance
of the FM market. The SWOT describes the strengths, weaknesses, opportunities and threats of
the FM market. (Verhage, 2010 p. 58) An overview of the SWOT description can be found in
table 3.1 below. The SWOT was derived from qualitative interviews, Frost & Sullivan (2010),
FMA (FMA, 2013), DESTEP analysis (appendix 5).
A more detailed SWOT description can be found in appendix 4.
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Opportunities

Skills shortage (variety of skills and knowledge levels)
Little educational support (little academic research &
development)
Not seen as business sector (FM is seen as a cost centre and
not for its value-adding capabilities)
Little theoretical knowledge
Reactive approach (culture aspects)
Lack of strategic involvement of FM in organisations
Lack of communicating achievements
Low value placed on innovation
The lowest costs do not guarantee good quality
Lack of career pathway for younger generation (lack of demand)
Reticent attitude of facilities managers
Lack of competition in rural areas

Set own trends (young market, little defined)
Create educational support for FM
Proactive approach (long-term planning)
Emerging technologies to support FM services
Market growth
Globalisation
International reputation of FM
Facilitating communication between various groups: relationship
management/intermediary
Raising the profile of FM
Attracting young people to the market
FM involvement in strategic corporate planning
Corporate and commercial FM can combine forces
FM Research – show added value of FM in businesses
FMANZ as FM platform in NZ
Building partnerships (AUT, Hanze UAS, FMA, IFMA,
Universities NZ)

Global economic environment (economic slowdown)
Increasing carbon prices
Lack of recognition of the profession within the market place and
the community
Little regulatory restrictions (no trigger for change)
Increasing barriers by means of laws
Competition from other sectors (property management is seen
as profession and already has a name/recognition in NZ)
Failure to attack high quality talent to the profession
Demographics of NZ (small labour market)
Immigrants have the qualifications (threatening NZ facilities
managers)
Increasing number of aging buildings
Find the motivation of current FM workforce to find the time and
resources to commit to FM education

Threats

Constitution of FMANZ
Technical skills in FM due to professional & education
background
High experienced workforce drawn from a wide variety of
backgrounds
Growth construction industry
Accessible profession for people with different professional
backgrounds

Weaknesses

Strengths

Table 3.1 SWOT Description (Verhage, 2010 p.58) Facilities Management New Zealand
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The SWOT will be used to formulate a strategy for the change, the strategy can be found in the
Advisory Report (Schutte, 2014), section 3.2.
Maturity of the Market
The extent of maturity of a market can be assessed and used to determine its current position.
Knowing the current position can help deciding on the next strategic moves and create a clear
vision. The level of maturity of the market is analysed against a number of criteria as shown in
table 3.2 below. The input of these criteria was derived from the SWOT description.
Table 3.2 Maturity (Rajteric, I., 2010) Facilities Management in New Zealand

Criteria

Description

Education

There is currently no tertiary education programme specialised in FM.

Planning

Over the past years there has been an increasing awareness of the importance
of long-term planning in NZ; nevertheless, the market is still more short-term
focused.

Strategic Involvement

Facilities manager are often not involved in the strategic planning process of a
business, FM is more focused on an operational- and tactical level.

Government Support

There are no FM standards or an educational framework for FM formulated by
the NZ government.

Recognition / Image

There is little recognition of the FM profession.
The lack of FM education causes limitations in the career pathway of FM. The
majority of the FM professionals are coming from different professional- and
educational backgrounds or obtained their FM qualifications abroad.

Career Pathway
Research

There is limited academic research conducted on the topic of FM

Innovation and Change

The limited number of law affecting the FM profession and the fairly financially
independent nature of NZ has left out the trigger for change. Over the years
there has been an increase in laws and regulations related to the FM field
which has started the innovation.

FM Association

The Facilities Management Association of New Zealand (FMANZ) was
constituted in 2008.

As shown in table 3.2 above, NZ has a young FM market that is in its early stages of growth.
Currently the FM market is in the second phase of growth. This second phase is referred to as
‘Tactical’   meaning   that   market   has   started   developing   slowly.   As   stated   by   Rajteric   (2010),
“users  are  often  not  skilled  enough  in  order  to  take  advantage  of  the  system.”

The maturity of the market is compared to the maturity of the Dutch market in section 4.2.3.
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The maturity of the market has a direct influence on the trends and future prospects of FM. The
following section describes the trends that were considered most important by the respondents
of the survey. (Survey Report: appendix 6)
New Zealand Trends in Facilities Management
Trends are linked to the level of maturity of a market and the characteristics of a country. In the
survey a list of trends was tested on professionals working in the FM profession. The following
trends were considered the most important by the respondents (descending numerical order):
Using Facilities Management Information Systems
Business Continuity and Emergency Preparedness Procedures
Dealing with an Increasing Number of Aging Building

( 78.9% )
( 73.3% )
( 72.2% )

Focus on Total Ownership and Asset Management
Focus on Life Cycle Costing
Integrated Facilities Management
Increasing Focus on Health & Safety
Increasing Importance of Sustainability

( 66.7% )
( 65.6% )
( 64.4% )
( 60.0% )
( 60.0% )

Healthy Building Concept
Increasing Focus on Customer Services

( 53.3% )
( 52.2% )

The trends mentioned above were selected by the majority of respondents of the survey (over
50%). These trends are based on the current developments of NZ. The importance of Business
Continuity Planning and Emergency Preparedness Procedures can be linked to the recent
earthquakes in Wellington and Christchurch. The country is known for the high risk of natural
disasters which is therefore considered as one of the most important trends. (J. Crutzen –
Personal Communication)
The extended list of trends and its importance for NZ can be found in the Survey Report
(appendix 6).
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3.3.2 Facilities Management in the Netherlands
FM has made its arrival in the Netherlands in the mid-1980 and has rapidly evolved and become
professionalised. (LOOFD, 2011) As stated in section 4.1.2 the FM profession made a head
start  via  the  ‘Applied  Housekeeping  Sciences’  study  programme.
The FM market is supported by Facility Management Nederland (FMN), the professional
association   for   FM.   Its   mission   is   formulated   as   following:   “FMN   is   a   (pro)   active   network   of  
professionals within the FM market, focused on knowledge development, sharing knowledge
and  experience,  and  profiling  of  FM.”  (FMN, 2013) The FMN supports the FM market whereas
LOOFD support the tertiary education in FM. The role of LOOFD in FM education is described in
section 4.1.2.
In NL, FM has a strong focus   on   the   ‘people’   side.   (R.   Van   der   Weerd   – Personal
Communication) According to LOOFD (2013)   “FM   creates   and   adds   value   to   organisations   by  
facilitating, in a hospitable and flexible manner, the work activities and accommodation of
individuals  and  groups  in  the  area  of  services  and  property  management.”  The  different  areas  of  
FM are described in section 3.1.
Maturity of the Market
The maturity of the Dutch FM market has been assessed based on a number of criteria, as
shown in table 3.3 below.
Table 3.3 Maturity (Rajteric, I., 2010) Facilities Management in the Netherlands
Criteria

Description

Education

There are a number of universities providing tertiary education in FM

Planning

The Dutch FM market has a long-term orientation.

Strategic Involvement

Facilities manager are often involved on the tactical and strategic level of a
business.

Government Support

There are official standards in place to support FM in the Netherlands (NEN
and EN standards). LOOFD is responsible for the quality assurance of the FM
education in NL.

Recognition / Image

The FM profession has built an image in NL, at present NL is focusing on
sustaining and improving this image.

Career Pathway

The support government bodies and education support creates a formal career
pathway in FM.

Research

Academic research in FM is conducted on a regular basis.

Innovation and Change

The financial pressure, strict laws and regulations and competition triggers the
need for change and innovation in NL.

FM Association

FM is supported by Facility Management Nederland (FMN) and the European
FM Network Organisation (EuroFM).

As shown in table 3.3 above, the Netherlands has a rather mature market. The market is
managed and measure, by means of government support, academic research and professionaland educational support from the FM associations. Therefore the market is currently positioned
in   the   early   stages   of   phase   four,   also   referred   to   as   the   ‘strategic   phase’.   The   maturity of the
market is compared to the maturity of the FM market in NZ in section 4.2.3.
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The maturity of the market has a direct influence on the trends and future prospects of FM. The
following section describes the trends that were considered most important by the respondents
of the survey. (Survey Report: appendix 6)
Dutch Trends in Facilities Management
Each market has its own trends, depending on the developments in a country or the maturity of
the FM market. The following trends are considered important for the Dutch FM market (LOOFD,
2011):
Technological Development Accelerating
New Ways of Working
Evolution Towards an FM Demand/Supply Organisation
Integration of Development and Management of Real Estate
Increasing Importance on Internalisation
Social Responsible Service Provision
From Client Focus to Client Experience
The  trend  ‘evolution  towards  an  FM  demand/supply  organisation’  refers  to  the  shift  in  role  of  the  
facilities manager. Facilities managers increasingly take on the role of the intermediary between
businesses (demand) and a FM service provider (supply). One of the future prospects is the
increasing importance of total life cycle costing which asks for a closer corporation between
facilities managers and corporate real estate managers. (LOOFD, 2011)
3.3.3 Comparison
An answer to sub-research question   3   “What   is   the   current   state   of   the   FM   market   in   NZ  
compared  to  the  FM  market  in  the  Netherlands?”  is provided in this section.
As can be seen in figure 3.1 below, the Dutch FM market is more mature than the NZ market.
One of the key players in this early development of FM in NL is the availability of FM education.
As described in section 4.1.2, the current FM study programme had a precursor which made it
easier to introduce the study programme  ‘Facility  Management’.
In NZ, FM is seen as subject to for example Property Management. This has resulted in a limited
recognition of the profession and has slowed down the growth and innovation of the market. In
NL, the FM market is defined and recognised as business sectors, supported by an educational
support body called LOOFD.

Figure 3.2 Maturity (Rajteric, I., 2010) Comparison New Zealand and the Netherlands
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The FM market in NL benefits from the accessible experiences and knowledge exchange
between other European countries. Furthermore, the European Union has recognised the FM
profession and supports the profession with specific FM standards.
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4 Desired Situation
This chapter described the desired situation of the Facilities Management market of New
Zealand. The desired situation is based on interviews with FM professionals and university
professors & lecturers, and survey results (Survey Report: appendix 6).
The desired situation would be a strong professional- and educational developed Facilities
Management (FM) market in New Zealand (NZ). This means having universities in New Zealand
offering study programmes that are specialised in FM. Furthermore, it is desired that the FM
professionals have FM qualifications that are recognition both nationally and internationally.
Having a young stream of professionals entering the FM market via the FM study programmes
contributes   to   an   extension   of   the   market’s   maturity. FM education must be accessible for all,
whether this is for current professionals that want to grow professionally or students that want to
start a career in FM.
Desired Performances
In the Survey Report (appendix 6), the current and desired performances were researched. The
EFQM model (EFQM, 2013) has been used to identify the desired levels of FM-related qualities
and skills. The FM professionals have rated the desired levels of qualities and skills, on a scale
of one to five (1 to 5), five (5) being the excellent. The following numbers represent the average
of qualities and skills level as indicated by the respondents of the survey:
1.
2.
3.
4.
5.
6.
7.
8.
9.

Leadership
People
Strategy
Partnership and Resources
Processes, Products and Services
People Results
Customer Results
Society Results
Business Results

( 4.33 )
( 4.24 )
( 4.31 )
( 4.35 )
( 4.34 )
( 4.25 )
( 4.36 )
( 4.27 )
( 4.33 )

The ratings are compared with the current performance in the Advisory Report (Schutte, 2014),
section 2.1.
Desired Facilities Management Education
As shown in the Survey Report (appendix 6), the majority of the respondents (73.33%) feel that
a Diploma in FM would work best for the overall FM market and its workforce. The following five
degree programmes were reported most favourable:
1.
2.
3.
4.
5.

Diploma in Facilities Management
Certificate Courses Distant Learning
Bachelor’s  Degree  in  Facilities  Management  
Certificate Courses Evening Learning
Postgraduate Diploma in Facilities Management

( 73.33% )
( 48.89% )
( 47.78% )
( 35.56% )
( 30.00% )
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The survey shows that the FM professionals prefer a study programme that balances theoretical
knowledge with practical experiences. Practical experiences can be obtained through an
internship (apprenticeship) in the FM workplace. (Survey Report: appendix 6)
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5 Research Results
The Facilities Management Association of New Zealand (FMANZ) and Auckland University of
Technology (AUT) recognised the need for Facilities Management (FM) education in New
Zealand (NZ). This report has provided a description of the current situation of the FM market,
compared to the Dutch FM market. The first three sub-research questions were answered in this
report. The focus of the FM market in NZ is clearly shown in this report. The survey shows that a
large  number  of  current  FM  professionals  come  from  the  ‘hard-FM’  side,  meaning  that  there  is  a  
strong  focus  on  the  ‘place’.  (LOOFD,  2011)  Furthermore,  the  trends  that  were  considered  most  
important by the respondents of the survey show the areas that the FM professionals conceive
as important for the future.
The report shows that there is a skills shortage in the FM profession. There is limited educational
supply of FM and the profession is not highly recognised. FM is often not incorporated in the
strategic planning of businesses and FM is not seen for its value-add but rather as a cost-centre.
Due to the lack of a FM study programme, there is no formal career path to attract young
professionals to the market.
The FM market of NZ is current positioned in the early stages of maturity, whereas the Dutch FM
market has reached stage four of its maturity. The Dutch FM market is supported by FM
education and FM professionals are involved on a tactical and strategic level.
The desired situation would be a strong professional- and educational developed Facilities
Management market in New Zealand. This means having universities in New Zealand offering
study programmes that are specialised in FM. Furthermore, it is desired that the FM
professionals have FM qualifications that are recognition both nationally and internationally.
In the Advisory Report (Schutte, 2014), the gap between the current- and desired situation is
compared. Based on this comparison, recommendations are given to support the development
of FM. The short-term, medium-term and long-term planning of these recommendations is
described, supported by a description of the change approach and the financial implications. The
main research question will be answered in the Advisory Report.

This report can be used for future research, to compare the market growth and ensure
continuous improvement of the FM market.
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Appendix 1 Educational Systems New Zealand and the Netherlands
New Zealand
The secondary education will not be described in detail, only the process of going from
secondary education to tertiary education will be of use for this research. Secondary education
students in NZ are graded on a number of courses or subjects. For each of these subjects there
is a list of standards that is used to assess specific skills and knowledge. When a standard has
been achieved by a student, a number of credits are awarded. When a certain amount of
standards has been achieved, the student will gain a National Certificate of Educational
Achievement (NCEA). There are three levels of NCEA certificates, depending on the level of
difficulty   of   the   standards   that   are   achieved.   Students   aim   for   NCEA   grated   with   a   ‘Merit’   or  
‘Excellence’  rather  than  just  obtaining  ‘Achievement’,  these  high  achievements  are  rewarded  by
a course endorsement. (International Division, Ministry of Education NZ, 2013)
As shown in figure 7.1, the NCEA can be seen as the entrance level for a variety of tertiary
education options.

Figure 7.1 Educational System of New Zealand (Center on International Benchmarking, 2013)

Levels of Tertiary Education
The tertiary education in NZ is divided into different levels that indicate the degrees or
qualifications that some has obtained. There are ten levels; level 10 is the highest level that
someone can reach in education. Each level is related to a specific qualification type as shown
below (NZ Qualifications Authority, 2013):
Level 1
Level 2
Level 3
Level 4
Level 5
Level 6
Level 7
Level 8
Level 9
Level 10

Certificate (equals level 1 NCEA)
Certificate (equals level 2 NCEA)
Certificate (equals level 3 NCEA)
Certificate
Diploma
Diploma
Bachelor’s  Degree
Postgraduate Diploma
Master’s  Degree
Doctorate Degree (PhD)
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The first three levels are equal the levels of the NCEA at secondary education level.
There is a variety of tertiary education suppliers in NZ: Universities, Institutes of Technology and
Polytechnics (ITPs), Private Training Establishments (PTEs), Industry Training Organisations
(ITOs)  and  Wānanga.  (International Division, Ministry of Education, 2008)

The Netherlands
The secondary education will not be described in detail, only the process of going from
secondary education to tertiary education will be of use for this research. In NL there are three
different entry levels for tertiary education. The first level is called Voorbereidend Middelbaar
BeroepsOnderwijs (VMBO) and is pre-vocational secondary education, as shown in figure 7.2. It
takes four years to obtain a VMBO diploma, after obtaining this diploma the student can either
go to the next secondary education level called Hoger Algemeen Voortgezet Onderwijs (HAVO)
or go to a tertiary education programme called Middelbaar Beroeps Onderwijs (MBO). A VMBO
diploma is required to enter the MBO which is a senior secondary vocational education and
training programme.

Figure 7.2 Educational System of the Netherlands (Center on International Education Benchmarking,
2013)

The second secondary education level is called HAVO and is a senior secondary education. It
takes five years to obtain a HAVO diploma, after obtaining a HAVO diploma, the student can go
to the next level of secondary education called Voorbereidend Wetenschappelijk Onderwijs
(VWO), start a Bachelor course at Hoger BeroepsOnderwijs (HBO) which can be referred to as
University of Applied Sciences or start a MBO programme. (Center on International Education
Benchmarking, 2013)
The third level is called VWO, which is a university preparatory education. It takes six years in
total to obtain a VWO diploma, after obtaining a VWO diploma, the student has the right
qualifications to enter at a Wetenschappelijk Onderwijs (WO) level, which is also referred to as a
research university level. Besides that, the student can also choose to study at a University of
Applied Sciences or MBO programme. (Center on International Education Benchmarking, 2013)
In NL education is compulsory until an age of 18 years old, however; a student may leave school
at an age of 16 when a HAVO diploma, VWO diploma or MBO (level 2, 3 or 4) diploma has been
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obtained.   This   is   part   of   the   ‘basic   qualification   requirements’   that   the   Dutch government has
embodied. (Rijksoverheid, 2013)
Levels of Tertiary Education
There are three types of institutes that offer tertiary education in NL: WO (university), HBO
(university of applied sciences) and MBO (vocational education). There are different levels that a
student  can  achieve  within  these  institutes.  For  WO  and  HBO,  a  student  can  obtain  a  Bachelor’s  
Degree  and  a  Master’s  Degree.  The  HBO  degrees are a combination of practical and theoretical
knowledge whereas WO is primarily focused on research and theoretical knowledge. The WO
student   can   continue   with   a   Doctorate   after   completing   a   Master’s   Degree,   at   the   HBO   level  
there  are  no  Doctorate’s  offered.  The  MBO  level  is  divided  into  four  different  levels,  which  are  as  
following (Government of the Netherlands, 2013):
Level 1: Assistant Training
Level 2: Basic Vocational Training
Level 3: Professional Training
Level 4: Middle-Management Training
Students that hold a level 4 MBO certificate can continue studying at a HBO level or enter the
labour market.
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Appendix 2 Interviewees
Int. 1: Bakker, K. (2013) Strategic Account Manager at Honeywell Automation and
Control Solutions
Int. 2: Birkin, J. (2013) Facilities Manager at North Shore Campus of the Auckland
University of Technology
Int. 3: Bosnich, A. (2013) Group Leader of National Diploma and  Bachelor’s  Degree  
Programme in Construction Management, Curriculum Leader for Graduate
Diploma in Project Management at Unitec Institute of Technology
Int. 4: Brennan, D. (2013) CEO of Facilities Management Association of New Zealand
(FMANZ)
Int. 5: Bryant, S. (2013) Senior Facilities Manager at Colliers International
Int. 6: Chacko, R. (2013) Facilities Manager at CityCare
Int. 7: Chung, M. (2013) Facilities Administrator – Estates at the Auckland University of
Technology at the North Shore Campus
Int. 8: Crutzen, J. (2013) National Property Manager at KiwiRail, Board Member of
FMANZ and Chair of the FMANZ Educational Committee
Int. 9: Curry, D. (2013) Director Facilities Services at the Auckland University of
Technology
Int. 10: Gallagher, J. (2013) Director of Anax
Int. 11: Giles, T. (2013) Building Manager Services and Special Interest Group FMANZ
in Building Management
Int. 12: Hall, G. (2013) Workplace Manager at New Zealand Post and Special Interest
Group FMANZ in Workplace Strategies
Int. 13: Happy, J. (2013) National Facilities Manager at Kiwi Income Property Trust
(KIPT) and Chairman of FMANZ
Int. 14: Harrison, V. (2013) Facilities Manager at Westpac
Int. 15: Lee-Lo, P. (2013) Group General Manager at Total Property Services and
President/Chair of Building Service Contractors of New Zealand Inc.
Int. 16: Long, D. (2013) General Manager at SPM Assets
Int. 17: Moraes, V. (2013) Director of GregMore Group
Int. 18: Morgan, V. (2013) Property Services Assurance Manager at the Bank of New
Zealand
Int. 19: Moss, G. (2013) Property Manager at Ryman Healthcare
Int. 20: Parke, W. (2013) Lieutenant Colonel and Facilities Manager at the New Zealand
Defence Force
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Int. 21: Reid, I. (2013) National Facilities manager at Darroch Limited
Int. 22: Roberts, P. (2013) Group Leader for Construction Management and Lecturing in
Quantity Surveying at Massey University
Int. 23: Rogers, P. (2013) Managing Director of Spire Consulting
Int. 24: Sinclair, M. (2013) Managing Director of FM Concepts Limited
Int. 25: Southam, P. (2013) Manager at Total Property Worx
Int. 26: Stoddart, P. (2013) Director of Business Lighting Solutions
Int. 27: Tookey, J. (2013) Professor of Construction Management at the Auckland
University of Technology
Int. 28: Van der Weerd, R. (2013) Chairman of European Facility Management Network
(EuroFM) and Dean of the School of Facility Management of the Hanze
University of Applied Sciences
Int. 29: Van Meer, A. (2013) Property Asset Services manager at Opus International
Consultants Ltd.
Int. 30: Vaughan, P. (2013) Facilities Manager, Property at Auckland Airport
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Appendix 3 Student Poll
Question 1: What is Facilities Management?
Facilities Management is part of Property
Management
Facilities Management is a Support Service in
businesses
Facilities Management is a profession on its own,
responsible for managing people, place, processes,
planet and prosperity
I know what facilities are but do not know what the
term Facilities Management refers to.
I  don’t  know

Total count

Percentage

8
2
3

( 28.6% )
( 7.1% )
( 10.7% )

10

( 35.7% )

5

( 17.9% )

28

( 100% )

Question 2: Where choosing a study direction (tertiary education), what aspects are important?
(Multiple answers are possible)
Personal interest in the topic
Location of the university offering the programme
Job opportunity
Salary options after graduation
Opinion of my parents, family and friends
Duration of the programme

Total count
27
8
19
12
4
2

Percentage
( 96.4% )
(28.6% )
( 67.9% )
( 42.9% )
( 14.3% )
( 7.1% )

Total count
7
12
9
28

Percentage
( 25.0% )
( 42.9% )
( 32.1% )
( 100% )

Question 3: Would you choose FM?
Yes
No
Maybe

Additional Comments:

“I  wouldn’t  choose  a  study  programme  if  there  is  no  job  opportunity.”
“I  would  not  choose  FM  because  I  am  already  studying  something  else.”
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Appendix 4 SWOT Description of New Zealand
SWOT Description of New Zealand
The SWOT description outlines the internal and external factors that influence the performance
of the FM market. These different factors will be confronted with one another which will generate
strategic directions to support the market growth.
Strengths
The constitution of FMANZ has strengthened the FM market by creating an official body
representing the FM profession. The profession covers a wide range of subjects, from Asset
Management to Support Services Management, which has resulted in a high experienced
workforce drawn from a wide variety of backgrounds. As can be seen in Survey Report
(appendix 6) section 5.1, the majority of professionals reported having a background in FM in
combination with different professions. Project Management, Property Management and Trades
were the professions with the highest ratings, showing that the technical skills related to the hard
side of FM are currently present. (Survey Report: appendix 6)
The FM profession is accessible for people with different backgrounds. A high skilled engineer or
someone with a business administration background can make equally good facilities managers.
(Int. 18, Int. 21) The profession is not limited in that sense. There are different pathways into the
profession; from a Trade background with years of experiences or an educational background in
technical or business studies. In recent years, a technical background was preferred; however,
according to the FMA (2013)  “today,  facilities  managers  require  a  broad  and  diverse  skill  set  that  
is more in line with management and business services than the building trade-oriented services
that   were   previously   commonplace   for   the   industry.” FM professionals need to be generalists
and a different skills set is required for a particular business, that is the reason why work
experiences is important for facilities managers (Int. 19).
Previous research by Frost & Sullivan (2010) shows that the growth of the construction sector
has stimulated the FM market. It was argued that the market prospects are bright for New
Zealand   “as   it   is   bound   to   expand   with   higher   demand   from   end   users   and   the   passing   of  
favourable  regulation.”
Weaknesses
Although there is a reasonable level of technical skills present in the market, there is a shortage
of FM related skills. The survey showed that the professionals working in FM come from a wide
variety of professional- and educational backgrounds. Three respondents have a tertiary
qualification   in   FM   and   one   respondent   specified   being   rewarded   with   a   ‘Certified   Facilities  
Managers’   by   the   IFMA.   There   is   a   need   for   management   training.   The   current   market   has   a  
high level of practical experience which is combined with little theoretical knowledge specifically
focused on FM. (Int. 13) There is limited educational support, as can be read in section 4.1. The
limited supply of FM education in NZ is causing an obstacle for the younger generation to start a
career path in FM.
The  ‘Kiwi  culture’  has  an  indirect,  but  significant,  effect  on  the  FM  market.  The  cultural analysis
of Hofstede (2013) shows that the people in NZ strive for quick results and short term notice
alterations and improvements are common in the business environment. For the FM profession
this means that people have a rather reactive approach in comparison to cultures that have a
longer term orientation and therefore have a more proactive approach. A more extensive cultural
analysis is given in appendix 5 DESTEP of NZ. Most people coming into FM have a Trade
background and therefore a more operational focus,   “there   needs   to   be   a   shift   from   a  
maintenance  focus  to  a  management  focus.”  (Int.  20)
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There is little strategic involvement of FM in organisations. The current FM profession has a
cost-focus; however, the lowest costs do not guarantee good quality. (Int. 26) There is a low
value placed on innovation. (Ballesty, 2005)) The lack of innovation can be derived from the
overall lack of recognition of the profession. The lack of recognition is further described in the
section  ‘Threats’  further  below.
Facilities managers tend to have a practical focus, resulting in a lack of communication of
achievements. The survey showed that on a scale of 0 to 5 (5 being the highest), the current
professionals rate the communication of achievements by FM professionals with an average
score of 2.79. The reticent attitude of facilities managers can therefore be listed as a weakness.
Another weakness that is not directly related to the capabilities of the facilities manager but can
be seen as a weakness for the profession is the lack of competition among FM service providers
in rural areas. Up to 86% of the inhabitants of NZ live in an urban setting, (Statistics NZ, 2013)
which has contributed to an increasing difficulty to acquire facilities services in rural areas. Due
to the lack of competition, the FM services providers can request higher costs for their services.
An analysis of the DESTEP areas can be found in appendix 5.
Opportunities
The NZ market is rather young and therefore not as much defined as the FM markets in other
countries. As a result of this, NZ is able to set its own trends in FM. There is no need to reinvent
the wheel, but FM can be moulded into a shape that works best for NZ. One of the most
important opportunities that the FM market is facing is raising the profile of FM. A large number
of the professionals recognise the need for raising awareness of the FM profession. The survey
shows that the professions score the level or recognition with a 2.38 on a scale of 0 to 5 (5 being
at excellent level). An increasing recognition will also result in increasing motivation of the
people working in FM.
Raising the profile of FM will attract a new stream of young people to the market. As shows by
the student poll conducted in November 2013, almost all students select a study programme on
personal interest in the topic. The second selection point is job opportunity, it is important to
guide the young stream by showing possible career paths in FM. Next to that, it is also important
to support the involvement of FM in strategic corporate planning. FM plans must be linked to the
organisation’s  strategic  plans  to  show  the  contribution  that  FM  has  to  a  business.  (Int.  23)  The  
integration of FM in strategic business planning is thereby important. (Int. 24)
Threats
The market is facing a number of external threats that has to be taking into account when
formulating the strategic directions for FM education in NZ. The global economic slowdown has
also affected businesses in NZ which has contributed to an increasing pressure on cost saving,
also on the FM market.
The lack of recognition is a major threat to the FM market. Businesses do not incorporate FM on
a strategic level and people seldom choose FM as career path. The lack of recognition also
contributes to the failure of attracting high quality talent to the profession. As a result of that, the
qualified professionals are often immigrants working in NZ. This is threatening the labour market
of NZ.
Furthermore, there is no trigger for change. There a little regulatory restrictions or laws that the
FM profession has to deal with. Without a trigger, change is not seen as an urgent matter.
Change is required to support market growth. Another element that slows down the market
growth is the competition from other sectors. Property Management is already a recognised
profession and FM is often seen as being part of Property Management.
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Appendix 5 DESTEP of New Zealand
The DESTEP analysis is a research tool that helps identifying the external pressure areas of
country (or region) on a company or business sector. These external factors cannot be managed
by the company or business sector and can form a threat as well as offering opportunities. In
order to get 360degree insight in the FM market, it is important to identify these external
pressure areas and find out how they affect the market. Understanding the external influences
that a market is facing is beneficial when formulating the strategic directions of the FM market.
The DESTEP analysis focuses on six areas:
Demographic
Economic
Social-cultural
Technological
Ecological
Political
Each of these areas will be analysed and linked to the FM market.
Demographic
The demographic area of the DESTEP analysis focuses on the country and its population. New
Zealand is located on the Southern Hemisphere, on the continent Oceania, closest to Australia
but rather secluded from other continents. From a business perspective this means that people
must always take the time planning of travelling into account. The accessibility of the country is
also limited when it comes to temporary visits longer than three months (or six months for UK
visitors) or permanent immigration. In that case, a visa is required. The application of a visa will
take a couple of weeks, depending on the type of visa that is required. (Immigration NZ, 2013)
Short business trips are not affected by these restrictions.
The population of NZ was estimated at 4.365.113 in July 2013 with a growth rate of 0.85%. Most
of NZ inhabitants live in an urban setting (86% in 2010). As a result of this, there is an increasing
difficulty to acquire facilities services in the rural areas. One of the FM professionals stated that
FM service providers can increase their service costs due to the lack of competitors in the
region. (Int. 26) The three largest cities in NZ are Auckland (1.36 million), Wellington (391.000)
and Christchurch (375.900). Most of the employment is found in and around these cities. The
current labour force has been estimated at 2.220.000 in 2012 with the following sector division:
most people are working in the services industry and a relatively smaller number in industry and
agriculture. (Statistics NZ, 2013) In 2012, the unemployment rate had reached up to 6.9%. The
median age in NZ was 37.4 years in 2012, which means that there is a rather young culture in
the labour market. (Immigration NZ, 2013)
Economic
The economic crisis starting in 2007 and hitting the international market in 2008 had a major
impact on businesses all around the world. In 2008, the NZ economy entered recession which
resulted in a lower production of dairy products, fuel and food prices increased, and residential
investments declined due to high interests and falling house prices which have affected the
residential FM. Nevertheless, this also contributed to the increasing importance of efficient and
effective residential FM in NZ. There was an increase in unemployment, from 3.5% in 2007 to
rates above 7%. (Treasury, 2013) As can be seen in the previous section about the
demographics, the unemployment rate was measured at 6.9% in 2012. (CIA World Factbook,
2013) The international market is starting to move forward and so does NZ. According to the
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Statistics NZ Tatauranga Aotearoa, the gross domestic product (GDP) was NZ$ 208.688 million
in 2012 with a growth rate of 3.7%. (Statistics NZ, 2013)
According to the factbook of the CIA (2013) “Over the past 20 years the government has
transformed New Zealand from an agrarian economy dependent on concessionary British
market access to a more industrialized, free market economy that can compete globally. In
2012, key trade sectors remain vulnerable to weak external demand. The government plans to
raise productivity  growth  and  develop  infrastructure,  while  reining  in  government  spending.”
The   Statistics   NZ  Tatauranga   Aotearoa  stated   that:  “In   2012,   70   percent  of   all   goods   exported  
were primary products and 25 percent were manufactured goods. Milk powder, butter, and
cheese   continue   to   be  New   Zealand’s   highest-value export, accounting for 25 percent of good
exported”.   In   2012,   the   total   export   commodities   was   NZ$46.688   million.   This   is   a   growth   of  
NZ$11.754 million compared to 2007 (NZ$34.934). (Statistics NZ, 2013)
The import of goods in New Zealand was NZ$47.451. Petroleum and primary goods are the
highest-valued import goods. There was also an increase in import with NZ$6.286 million
compared to 2007 (NZ$41.165). (Statistics NZ, 2013)
Social-Cultural
Another important factor is the cultural characteristics of NZ. There has been an increasing
number of immigrants in NZ which has affected the game-play of businesses. English and Maori
are the official language in NZ, and the current literacy rate is 99%, meaning that people from 15
years and older can read and write (CIA World Factbook, 2013). Nevertheless, the increasing
number of immigrants forms a language barrier. According to one of the FM professionals,
dealing with a language barrier is an increasing trend. Facilities Management – cleaning –
dealing with language barriers (Int. 15) The culture dimensions theory of Hofstede has been
used to analyse the culture aspects on NZ (Hofstede, 2013). The following five dimensions are
analysed: Power Distance (PDI), Individualism versus collectivism (IDV), Masculinity versus
femininity (MAS), uncertainty avoidance (UAI) and Long-term versus short-term orientation
(LTO).
The PDI indicates the level of power inequality that a country accepts. NZ has a PDI of 22,
meaning that there is a rather low power distance. This indicates that in NZ the organisational
hierarchy is established as support system and that superiors in the organisation are accessible
to the lower levels. There is a rather informal communication culture, with characteristics such as
being direct and participative. (Hofstede, 2013)
The IDV measures the level of interdependence; NZ has an index of 79 meaning that the
country has a rather individualistic culture. In a business environment, this means that the
employees ought to be more independent and have more responsibility in taking initiative.
Outside of work, people tend to look out for themselves and do not depend on large groups of
friends and family. (Hofstede, 2013)
The MAS dimensions indicate the nature of competition and what a country perceives as being
successful. NZ has a MAS index of 58 meaning that people want to strive for good results.
According to Hofstede (Hofstede, 2013):   “New   Zealanders   are   proud   of   their   successes   and  
achievements in life, and it offers a basis for hiring and promotion decisions in the workplace.
Conflicts  are  resolved  at  the  individual  level  and  the  goal  is  to  win.”
The UAI shows how a culture deals with future prospects. Do people feel threatened by the
unknown? NZ has a UAI of 49 meaning that people do not feel the need to avoid future
confrontations. The culture has a fairly relaxed attitude and does not show much emotion. As a
result of that, in a business environment, short term notice alterations and improvements can be
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made. People have a large degree of acceptance towards new ideas or products, whether this is
a new business practice or technology. (Hofstede, 2013
The final index is the LTO where NZ has a score of 30, meaning that they are a short-term
oriented culture. Although the culture is not afraid of the future, they tend to hold on to traditions.
For businesses, this means that planning, in general, does not focus on the longer term and they
strive for quick results. (Hofstede, 2013)
Technological
The technological factor of the DESTEP is focused on the developments and innovations in a
country. In July 2012, the Ministry of Business, Innovation and Employment (MBIE) was formed
to support the growth of New Zealand for all. (MBIE, 2013) The MBIE “develops   and   delivers  
policy, services, advice and regulations to support business growth and the prosperity and
wellbeing   of   all   New   Zealanders”.   The   ministry   is   a   collection   of   four   government   agencies:  
Department of Building and Housing, Ministry of Economic Development, Department of Labour
and Ministry of Science and Innovation.
Other means to support the development of NZ is the accessibility and distribution of products
and services. The infrastructure of a country plays a key role in this development. Even though
NZ is a rather isolated country, it has a large infrastructure network to support oversees
travelling. NZ is currently in the possession of 123 airports and has rail- and roadways to support
the transportation on land. Since NZ is surrounded by the Tasman Sea and Pacific Ocean, the
accessibility via sea is very good. There are several ports and terminals in Auckland, Lyttelton,
Manukau Harbor, Marsden Point, Tauranga and Wellington from which goods are transported
throughout the country.
Ecological
Another factor that influences businesses in NZ is the natural circumstances. NZ is known for its
natural  hazards  such  as  volcanism,  earthquakes  (and  the  risk  of  tsunami’s)  and  tornadoes.  Duo  
to climate changes, there has been an increase in the number of tornadoes occurring on the
Northern Island of NZ. The CIA factbook (2013)   stated   that   the   terrain   is   “predominately  
mountainous  with  some  large  coastal  plains”.  The  main  environmental  issues  that  NZ  is  dealing  
with are deforestation, soil erosion, native flora and fauna hard-hit by invasive species. (CIA
World Factbook, 2013) As a result of that, there is an increasing pressure on sustainability and
‘green  behaviour’  as  well  as  generating  emergency  preparedness  programmes.
Over the year, the collection of ethnics groups living in NZ has changed. From census in 2006,
the division of ethnics groups was as following (CIA World Factbook, 2013):
European
Asian
Maori
Pacific Islanders
Mixed
Other

56.8%
8%
7.4%
4.6%
9.7%
13.5%

The combination of different ethnic groups can result in an increasing in language barriers,
especially in the lower paid jobs. FM is known for working with people at all possible levels of an
organisation and therefore has to deal with the increasing language barriers.
Political
NZ   is   part   of   the   Commonwealth,   dating   back   to   the   1840’s   when   the   Treaty   of   Waitangi   was  
signed and NZ ceded sovereignty to Queen Victoria while retaining territorial rights. In 1907, NZ
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became an independent dominion. Currently the government of NZ is a Parliamentary
Democracy and a Commonwealth realm. Their legal system is based on British law, which is a
common law system. There are special legislation and land courts for the Maori. (CIA World
Factbook, 2013) Wellington is the capital of NZ with 391.000 inhabitants.
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