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Predmluva

Tento dokument (EN 15221-3:2011) vypracovala technicka
komise CEN/TC 348 Facility management, jejiz sekretariat
zajistuje NEN.

Této evropské normé je nutno nejpozdéji do dubna 2012
dat status narodni normy, a to bud' vydanim identického
textu, nebo schvélenim k pfimému pouzivani, a narodni
normy, které jsou s ni v rozporu, je nutno zrusit nejpozdéji
do dubna 2012.

Upozorfiuje se na moznost, Ze nékteré prvky tohoto
dokumentu mohou byt predmétem patentovych prav. CEN
[a/nebo CENELEC] nelze Cinit odpovédnym za identifikaci
jakéhokoliv nebo vSech patentovych prav.

Tato evropskd norma je ¢asti souboru norem EN 15221
JFacility management”, ktery se skladda z nasledujicich
Casti:

* Cést 1: Terminy a definice

Cast 2: Navod na pfipravu smluv o facility managementu

C4st 3: Navod na kvalitu ve facility managementu

Cast 4: Taxonomie, klasifikace a struktury ve facility
managementu

Cést 5: Ndvod na procesy ve facility managementu
Cést 6: Méfeni ploch a prostor(i ve facility managementu

o C4st 7: Smérnice pro benchmarking vykonnosti

Podle vnitrnich predpist CEN/CENELEC jsou tuto evropskou
normu povinny zavést narodni normaliza¢ni organizace
nasledujicich zemi: Belgie, Bulharska, Ceské republiky,
Dénska, Estonska, Finska, Francie, Chorvatska, Irska,
Islandu, Italie, Kypru, Litvy, LotySska, Lucemburska,
Madarska, Malty, Némecka, Nizozemska, Norska, Polska,
Portugalska, Rakouska, Rumunska, Recka, Slovenska,
Slovinska, Spojeného kralovstvi, Spanélska, Svédska

a Svycarska.

Obecny Uvod pro evropské normy EN 15221-3, EN 15221-
4, EN 15221-5 a EN 15221-6

V roce 2002 byl dan pocatecni podnét k vytvoreni
evropské normy pro Gcely benchmarkingu ve facility
managementu. Brzy se ukdzalo, Ze k dosazeni tohoto cile
bude nutné vypracovat a vydat predbézné normy. Prvnimi
vysledky tohoto procesu byly normy EN 15221-1:2006

a EN 15221-2:2006. Na zakladé diskusi béhem
zpracovavani téchto norem bylo uc¢inéno rozhodnuti
vyvinout Ctyri nové evropské normy pro kvalitu, taxonomii
(systematiku), procesy a méreni.

Po realizaci téchto Sesti norem bylo mozné prikrocit
k vyvoji evropské normy pro benchmarking preN 15221-7.

Normy EN 15221-3, EN 15221-4, EN 15221-5 a EN 15221-6
byly vyvinuty, pfijaty a odsouhlaseny jako soubor zédsad,
podporujici pristup facility managementu v EN 15221-1
tak, aby byla zajiSténa konzistence. Jsou zapracovany

v hlavnich principech systému managementu zalozeného
na procesech, na jejichz zakladé jsou tyto normy zalozeny.

FM-model uvedeny v EN 15221-1 je zndzornén nize.

Foreword

This document (EN 15221-3:2011) has been prepared by
Technical Committee CEN/TC 348 “Facility Mana-gement”,
the secretariat of which is held by NEN.

This European Standard shall be given the status of

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

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

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

Part 1: Terms and definitions

Part 2: Guidance on how to prepare Facility Mana-gement
agreements

Part 3: Guidance on quality in Facility Management

Part 4: Taxonomy, Classification and Structures in Facility
Management

Part 5: Guidance on Facility Management processes
Part 6: Area and Space Measurement in Facility Management

Part 7: Guidelines for Performance Benchmarking

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

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

In 2002 the initiative was taken to establish a European
Standard for Facility Management benchmarking purposes.
It was soon recognized that to reach this objective,
preliminary standards had to be elaborated and published.
The first result of that process was the standards

EN 15221-1:2006 and EN 15221-2:2006. Based on the
discussions in the development of those two standards the
decision was made to develop four new European
Standards for Quality, Taxonomy, Processes and
Measurement.

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

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

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



[x]

[x]
Model podle EN 15221-1:2006.

Tyto normy jsou také postaveny na Siroce uznavanych
principech managementu, konkrétné na hodnotovém
fetézci (Porter, M E, (1993), ,Konkurencni vyhoda: Jak
vytvorit a udrzet si nadpréimérny vykon*, Free Press, New
York)") a kontrole kvality (PDCA - Planuj, Délej, Kontroluj,
Jednej); Deming, W E (1986), ,,Out of the Crisis”, MIT,
Cambridge). Odkaz na I1SO 10014:2006 Management
kvality - Smérnice pro dosahovani financ¢nich

a ekonomickych pfinosd.

Zasady Demingova cyklu (PDCA) jsou zakladem vsech
vySe uvedenych norem, ale v kazdé jsou uplatriovany

v rlizném méritku a rzné hloubce. V podstaté jsou
zavedeny riizné typy PDCA cykld v zavislosti na
vymezeném obdobi (napr. dlouhodobé, kratkodobé).

Tyto normy jsou navrzeny v souladu se souborem norem
EN ISO 9000 pro systémy managementu kvality a zavadi
specifické navody tykajici se uréitych pojm@ a vyuzivani
procesniho pristupu k systémim managementu v oblasti
facility managementu.

Termin ,facility sluzby” je pouzivan jako generické
pojmenovani v normach. Termin ,normované facility
produkty” se vztahuje k ,normovanym facility sluzbam"
definovanym a popsanym v EN 15221-4, Facility
Management - Cést 4: Taxonomie, klasifikace a struktury
ve facility managementu.

Jednotlivé staty mohou rozhodnout o nahrazeni terminu
Jprodukt” terminem ,sluzba“, pokud uvazi, ze je to
dilezité pro spravné prijeti a pouZivani téchto norem

Vv jejich zemi.

Cilem vSech téchto norem je poskytnout obecny navod
organizacim v oblasti facility managementu (FM) pro
rozvoj a zdokonaleni jejich FM-procesi tak, aby podporily
primarni ¢innosti téchto organizaci. Toto umozni
organizacni rozvoj, inovace a zdokonalovani a zformuje
zaklady pro dalsi odborny rozvoj FM a zlepSeni jeho pozice
v Evropé. Proto jsou zde uvedeny generické priklady

s cilem pomoci organizacim.

Tyto normy kladou zaklady prace, kterd musi byt nadale
rozsifovana v oblasti rozvoje FM, jako napf. norma pro
benchmarking prEN 15221-7.

0 Uvod do N&vodu na kvalitu ve facility managementu

0.1 Obecné

Efektivni FM pfinasi hodnotu organizaci a vsem
souvisejicim zUc¢astnénym strandm. Cilem této evropské
normy je poskytnout ndvod jak zajistit, zlepsit a méfit
kvalitu ve FM.

Tato evropskd norma je primarné napsana pro organizace,
které prijaly postupy pro zlepSovani kvality spolu s definici
Urovné sluzeb (SL) a vyuziti metrik. Kromé toho se

s technickym rozvojem, rlistem pozadavk{ organizaci

a s nardstajici vyspélosti ekonomickych systém{ vyviji
poptavka po tomto typu specifického managementu
kvality ve FM.

Model EN 15221-1:2006

These standards also build on widely accepted mana-
gement principles, in particular value chain (Porter, M E,
(1985), “Competitive Advantage: creating and sustaining
superior performance”, Free Press, New York) and quality
control (PDCA (Plan, Do, Check, Act). Deming, W E (1986),
“Out of the Crisis”, MIT, Cambridge). Reference to

ISO 10014:2006, Quality management - Guidelines for
realizing financial and economic benefits.

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

These standards align to EN ISO 9000 family of standards
for Quality Management Systems and applies specific
guidance on the concepts and use of a process-based
approach to management systems to the field of Facility
Management.

The term “facility services” is used as a generic
description in the standards. The term “standardized
facility products” refers to the “standardized facility
services” defined and described in EN 15221-4, Facility
Management - Part 4: Taxonomy, Classification and
Structures in Facility Management.

Countries can decide to substitute the term “product” into
“service”, when they consider that it is important for

a good acceptance and use of the standards in their own
country.

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

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

0 Introduction to Guidance on quality in Facility
Management

0.1 General

Effective FM brings value to an organization and all
associated stakeholders. The objective of this European
Standard is to provide guidance how to achieve, improve
and measure quality in FM.

This European Standard is primarily written for
organizations that adopt quality improvement procedures
together with SL definition and the use of metrics. In
addition, as technical developments and requirements of
organizations increase and economic systems mature the
demand for this type of FM specific quality management
will develop.



Tato norma je urcena pro vyuziti vrcholovym vedenim,
konzultanty a odborniky jak v organizaci klienta, tak
v organizaci poskytovatele.

* Tato norma je zaloZena na existujicich FM-normach EN 15221-
1 a EN 15221-2, které definuji facility management a FM-
smlouvy;

na normach pro kvalitu EN ISO 9000.

Ucelem této normy je poskytnout smérnice pro:

* objasnéni a pochopeni otdzek tykajicich se kvality;
stanoveni kritérii a ukazatel( kvality;

vypracovani a provadéni méreni (objektivni a subjektivni
skutecnosti) vykonu a kvality FM;

popsani subjektivnich faktord;

vysvétleni o¢ekavani a vnimani;

usnadnéni pfi vyvoji metrik a vyvoji ukazatell;

ziskavani informaci a znalosti o0 metrikdch a Urovnich sluzeb;

méfeni G¢innosti FM-procest a efektivity jejich vystupu;

zlep$ovani procest pro dosazeni kvality na strategické, taktické
a provozni Urovni;

zlepSovani procest managementu kvality a zajisténi jejich
neustalého zlepSovani;

zlepSovani komunikace mezi zic¢astnénymi stranami;
zlepSovani Gc¢innosti FM-procesu;

a jiné aspekty tykajici se kvality ve FM.

Pochopeni a pouzivani této normy podpori tvorbu metrik,
které umozni méreni a hodnoceni kvality FM a FM-sluzeb
a pridanou hodnotu pro primarni ¢innosti (predmét
podnikani) s cilem:

podpofit management primarnich ¢innosti;

zvysit produktivitu (G¢innost a efektivitu);

dosahnout finan¢nich cilG;

* zlepsit image klienta;

umoznit spole¢enskou odpovédnost podniku/udrzitelny rozvoj;
mérit soulad mezi potfebami/pozadavky a dodavkou
zdkaznikovi, klientovi a koncovému uzivateli.

0.2 Terminy produkt a sluzba - obecné a v kontextu facility
managementu

V této normé se pouzivaji terminy ,produkt”, ,sluzba“, ,facility
produkt” a ,facility sluzba, které spolecné s jejich vzajemnym
vztahem vyzaduji vysvétleni:

~Produkt” je pouzivan v obecném kontextu managementu
kvality v normdach EN ISO 9000 ve smyslu hardware,
software, sluzba. Toto pouziti by mélo pomoci poskytnout
propojeni na stavajici zavedené principy a metody
managementu kvality v kontextu EN 1SO 9000.

»Sluzba“ jako soucdst definice produktu je pouzivana

v obecném kontextu managementu kvality jako pomijiva
a nehmatatelnd, vykonavana pro zékaznika, ktery
vystupuje jako spolutvirce.

JFacility sluzby” jsou definovény v EN 15221-1:2006 jako
podpdirné zajistovani primarnich cinnosti organizace
poskytované internim nebo externim poskytovatelem.
Facility sluzby jsou sluzby spojené s ,prostorem

a infrastrukturou” a s ,lidmi a organizaci”.

This standard is for use by management, consultants and
practitioners in both client and service provider
organisations.

This standard is based on: the existing FM standards EN 15221-1
and EN 15221-2 which define FM and FM agreements;

the EN IS0 9000 Quality standards.

The purpose of this standard is to provide guidelines on
how to:

clarify and understand quality issues;
define quality criteria,s and indicators;

elaborate and perform the measurements (hard and soft facts)
of FM performance and quality;

describe soft factors;

clarify expectation and perception;

assist in the development of metrics and selection of indicators;
obtain information and knowledge on metrics and service levels;

measure efficiency of FM processes and effectivity of their
output;

improve processes to achieve quality on strategic, tactical and
operational levels;

improve quality management processes and assure their
continuous improvement;

improve communication between stakeholders;
improve effectiveness of the FM processes;
and other aspects related to quality in FM.

The understanding and application of this standard will
support the creation of metrics which will enable

measurement and assessment of quality of FM and FM
Services and the added value to the primary activities.

facilitate the management of primary activities;
increase of productivity (efficiency effectiveness);
reach financial targets;

improve the client image;
enable corporate social responsibility/sustainability;

measure congruence between needs/demands and delivery of
customer, client and end-user.

0.2 Terms product and service - general and in facility
management context

The terms product, service, facility product and facility
service is used in this standard and the interrelationship
need to be explained:

“Product” is used in the general EN I1SO 9000 context of
quality management in the sense of hardware, software,
service. This use should help to provide the connection to
established existing principles and methods of quality
management in EN ISO 9000 context.

“Service” as part of the definition 'product' is used in the
general quality management context as a time perishable,
intangible experience performed for a customer acting as
co-producer.

“Facility services” is defined in EN 15221-1:2006 and is the
support provision to the primary activities of an
organization, delivered by an internal or external provider.
Facility services are services related to “space and
infrastructure” and to “people and organization”.



Podle existujiciho FM-modelu v normé EN 15221-1 je
rozhodnuto, Ze facility sluzby jsou pouzivany pouze na
provozni Urovni. Termin ,facility sluzby” a , klasifikované
facility produkty” se nepouzivaji na taktické a strategické
arovni.

JFacility produkt” je jednim z definovanych soubord
hierarchicky uspofadanych klasifikovanych facility sluzeb -
samotny termin , (klasifikované) facility produkty” se
pouZziva pouze v tomto kontextu.

V normé EN 15221-4 a EN 15221-5 byly facility sluzby
klasifikovany. Tyto ,klasifikované facility sluzby” se budou
nazyvat , (klasifikované) facility produkty”, nebo
zjednodusené, facility produkty”. Pfi odkazovani nebo pfi
pouzivani terminu ,facility produkt” se bude jednat

0 odkaz na normu EN 15221-4.

Klasifikace ,facility sluzeb” az po ,klasifikované facility
produkty” je popsana v ¢lanku 5.4.2. Od tohoto ¢lanku se
v této normé déle pouzivaji terminy ,facility sluzby*

a ,klasifikované facility produkty”.

1 Predmét normy

Tato evropskd norma poskytuje smérnici (pokyny) jak
mérit, zajistit a zlepsit kvalitu v FM. Poskytuje doplfujici
smérnice k EN ISO 9000, EN 1SO 9001 a EN 15221-2

v ramci EN 15221-1. Tato norma poskytuje odkaz na
metody a teorie managementu.

Tato evropska norma se vztahuje na:

* FM ve verejné spravé a soukromych organizacich;
vztahy mezi organizaci klienta a poskytovatelem sluzeb;
piny rozsah facility produktd nebo facility sluzeb;

oba typy poskytovatell sluzeb v FM (interni a externi);

vsechny typy pracovniho prostredi (napf. prlimyslové, obchodni,
administrativni, vojenské, zdravotnické atd.).

Tato evropska norma se vztahuje na obchodni sluzby (neni
orientovana na spotrebitele).

Tato evropska norma:
nenahrazuje systémy managementu kvality v organizaci klienta;

neposkytuje standardni postupy:

pro vykon a systémy managementu kvality (neposkytuje systém
managementu kvality);

pro stanovovani pozadavkd;
pro nastroje méreni;
pro Uroven sluzeb;

neplati pro certifikaci systému kvality facility managementu (na
kterou se vztahuje EN I1SO 9001).

According to the existing FM model in standard EN 15221-
1 is decided that facility services are only used on
operational level. The terms "facility services" and
“classified facility products” are not used on tactical and
strategic level.

“facility product” is one of a defined set of hierarchically
organized classified facility services - only the term
“(classified) facility products” is used in that context only.

In EN 15221-4 and EN 15221-5 facility services have been
classified. These “classified facility services” will be called
'(classified) facility products' or 'simply facility products'.
When referring or using the term facility product, they will
refer to EN 15221-4.

The classification of “facility services” to “classified facility
products” is described in 5.4.2. After this sub clause, the
terms “facility services” and “classified facility products”
are used in this standard.

1 Scope

This European Standard provides a guideline how to
measure, achieve and improve quality in FM. It gives
complementary guidelines to EN ISO 9000, EN ISO 9001
and EN 15221-2 within the framework of EN 15221-1. The
standard provides a link into management methods and
management theories.

This European Standard is applicable to:

FM in public and private organizations;

client organization and service provider relationships;

full range of facility products or facility services;

both types of service providers in FM (internal and external);

all types of working environments (e.g. industrial, commercial,
administration, military, healthcare etc.).

This European Standard is applicable to business services
(not consumer oriented).

This European Standard does not:

replace the quality management systems of the client
organization;

provide standard forms:

for performance and quality management systems (delivering
a quality management system);

for defining requirements;
for a measurement tool;
for service level,

apply to the certification of the quality system of Facility
Management (covered by EN ISO 9001).

Konec nahledu - text dale pokraéuje v placené verzi CSN.



