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Predmluva

Tento dokument (EN 15221-5:2011) vypracovala tech-
nickd 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 identic-
kého 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 pfedmétem patentovych prav. CEN
[a/nebo CENELEC] nelze ¢init odpovédnym za identifikaci
jakéhokoliv nebo vSech patentovych prav.

Tato evropska norma je ¢asti souboru norem EN 15221
JFacility management”, ktery se skladda z nasleduiji-
cich ¢asti:
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Cast 2: Ndvod na pfipravu smluv o facility mana-
gementu

Cést 3: Ndvod na kvalitu ve facility managementu
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managementu
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Foreword

This document (EN 15221-5:2011) 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conflicting national standards shall be withdrawn at the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 res-
ponsible 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



Podle vnitrnich predpist CEN/CENELEC jsou tuto evropskou
normu povinny zavést narodni normaliza¢ni organizace
nasledujicich zemi: Belgie, Bulharska, Ceské republiky,
Déanska, 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
manage-

mentu. Brzy se ukazalo, 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 zpra-
covavani téchto norem bylo uc¢inéno rozhodnuti vyvinout
Ctyri nové evropské normy pro kvalitu, taxonomii (syste-
matiku), 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 zasad, podporujici pfistup facility mana-
gementu v EN 15221-1 tak, aby byla zajisténa konzis-
tence. Jsou zapracovany v hlavnich principech systému
managementu zaloZzeného na procesech, na jejichz
zakladé jsou tyto normy zalozeny.

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

Model podle EN 15221-1:2006"

Tyto normy jsou také postaveny na Siroce uznavanych
principech managementu, konkrétné na hodnotovém
retézci (Porter, M E, (1993), ,Konkuren¢ni vyhoda: Jak
vytvofit a udrzet si nadprimérny 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 ISO 10014:2006 Manage-

ment kvality - Smérnice pro dosahovani financ¢nich

a ekonomickych pfinosd.

Zasady Demingova cyklu (PDCA) jsou zdkladem vsech
vySe uvedenych norem, ale v kazdé jsou uplatnovany

v riizném méfitku a rizné hloubce. V podstaté jsou zave-
deny rdizné typy PDCA cykld v zavislosti na vymeze-

ném obdobi (napf. dlouhodobé, kratkodobé).

Tyto normy jsou navrzeny v souladu se souborem norem
EN 1SO 9000 pro systémy managementu kvality a zavadi
specifické navody tykajici se urcitych pojm0 a vyuzi-
vani procesniho pfistupu k systémim managementu

v oblasti facility managementu.

[ [

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 Measu-
rement.

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 con-

sistency. These are incorporated in the basic principles of
a process-based management system, upon which these
standards are founded.

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

Model EN 15221-1:2006

These standards also build on widely accepted 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.



Termin ,facility sluzby” je pouzivan jako generické pojme-
novani v normach. Termin ,,normované facility produkty*
se vztahuje k ,normovanym facility sluzbam*“ definova-
nym a popsanym v EN 15221-4, Facility Management -
Cést 4: Taxonomie, klasifikace a struktury ve facility
managementu.

Jednotlivé staty mohou rozhodnout o nahrazeni terminu

~produkt” terminem ,,sluzba”, pokud uvazi, ze je to dile-
Zité pro spravné pfijeti a pouzivani téchto norem v jejich
zemi.

Cilem vSech téchto norem je poskytnout obecny navod
organizacim v oblasti facility managementu (FM) pro
rozvoj a zdokonaleni jejich FM-procest tak, aby pod-
pofily 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.

Uvod do Navodu na procesy ve facility managementu

Cilem této normy je poskytnout obecny navod vsem
zUcCastnénym strandm zabyvajicim se facility manage-
mentem (FM), zejména poskytovateldim a jejich klientlm,
na rozvoj a zlepsovani jejich procest pro podporu pri-
marnich ¢innosti. To umozni organizadni rozvoj, inovace,
zdokonalovani, a zformuje zaklady pro dalsi odborny rozvoj
FM a zlepseni jeho pozice v Evropé.

Facility management je definovan v EN 15221-1:2006,
Facility management - Terminy a definice, jako ,integrace
proces v ramci organizace k zajisténi a rozvoji sjedna-
nych sluzeb, které podporuji a zvysuji efektivitu vlastnich
primarnich Cinnosti”. Znénfi této definice je zaloZzeno na
systémovém pristupu k managementu zalozeném na
procesech (jak je definovan v fadé norem EN ISO 9000).

Dalsi vyvoj evropskych norem ve facility managementu,
zalozenych na normé EN 15221-1:2006, bude proto zalo-
Zen na lepsim pochopeni souvisejicich procest a mecha-
nismU jejich integrace. Tyto procesy je potreba identi-
fikovat, popsat, zmapovat a vytvorit jejich model za
UcCelem zpracovani ramce pro FM.

Tato norma stanovuje zdklady pro dalsi praci na vyvoji
norem facility managementu a dale rozviji procesy tyka-
jici se FM-smluv popsané v EN 15221-1:2006. Navod
uvedeny v této normé stanovuje pro FM-procesy potrebu
zacit analyzou a vytvorenim jasného povédomi o organi-
zaci klienta a jejich primarnich procesech jako podklad pro
vyvoj FM-strategie. Z téchto podkladl plynou véechna
hlavni rozhodnuti na cesté ke konecné specifikaci Grovné
sluzeb a kvality, vybéru dodavatelského modelu, pfri-
padné pripravé nalezité podoby zadani a smlouvy.

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 deve-
lopment and improvement of their FM processes to
support the primary activities. This will support orga-
nizational 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 Mana-
gement, for e.g. benchmark standards prEN 15221-7.

Introduction to Guidance on Facility Management
Processes

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

Facility Management is defined in EN 15221:1:2006,
Facility Management - Terms and definitions as the
“integration of processes within an organisation to
maintain and develop the agreed services which support
and improve the effectiveness of primary activities”.
Underlying this definition is a process-based, management
systems approach, as defined in the EN I1SO 9000 series.

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

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



Tato norma byla vyvinuta jako jedna ze ¢tyf novych norem
a z ddvodu zajisténi konzistence prevzala dohod-

nuty soubor principl, na nichz je zalozen pfistup k facility
managementu. Tyto principy jsou soucasti zakladnich
principl systému managementu zaloZzeného na pro-
cesech, na némz je tato norma zalozena.

Tato norma je navrzena v souladu se skupinou norem

EN ISO 9000 pro systémy managementu kvality a uplat-
fuje specificky ndvod na urcité pojmy a na vyuZziti systému
managementu zalozeného na procesech na oblast FM.
Tato norma je rovnéz postavena na Siroce uzndvanych
zdsadach managementu, konkrétné na hodnotovém
fetézci (Porter, 1985) a fizeni kvality (Deming, 1986), které
tvori zaklad systémd managementu zaloZzenych na
procesech.

Procesni pristup popsany v této normé by mél byt Siroce
pouzitelny napfi¢ ¢lenskymi zemémi EU. Proto musi

(EN 15221-1:2006), zachovavat obecnost, nepredepisovat
a umoznit spole¢nostem a organizacim pfizpdsobit si ho
svym vlastnim procestim.

Pri uplatfiovani této normy by organizace mély byt
schopné pochopit délezitost FM-procesi pro svou
efektivitu a mély by chdpat potfebu posuzovani vyspélosti
svych existu-

jicich proces(. Toto poskytne zaklady pro rozvoj a zlepSo-
vani FM-procest pomoci disledného pfistupu k mana-
gementu zaloZeného na procesech. V této normé jsou
uvedeny obecné priklady s cilem pomoci organizacim.

FM-procesy jsou v organizaci integrovany ve trech Grov-
nich - provozni, taktické a strategické. Dohody o vystu-
pech téchto procesl maji byt také uzavirany na téchto
trech urovnich: dohody s koncovymi uzivateli na provozni
Urovni, dohody s obchodnimi jednotkami na taktické Grovni
a dohody s vrcholovym vedenim (Cleny predstavenstva,
vykonnymi fediteli) na strategické drovni.

Reference:

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

1 Pfedmét normy

Tato evropskd norma poskytuje FM-organizacim navod na
rozvoj a zlepSovani jejich procesl za Ucelem pod-

pory primarnich proces( (pfedmétu podnikani).

Tato norma zéaroven nastavuje zakladni principy, popi-
suje generické FM-procesy na vyssich Urovnich, uvadi
strategické, taktické a provozni procesy a uvadi priklady
pracovnich postup.

Tato norma vychazi z pohledu primarnich procesi
a poptavky a je ur€ena pro vSechny zainteresované strany
v FM-procesech.

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

The standard aligns to EN 1SO 9000 family of standards for
Quality Management Systems and applies specific
guidance on the concepts and use of a process-based
approach to management systems to the field of Facility
Management. The standard also builds on widely accepted
management principles, in particular value chain (Porter,
1985) and quality control (Deming, 1986) which underlie
process-based management systems.

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

Through applying the standard, organisations should be
able to understand the importance of facility manage-
ment processes to their effectiveness and understand the
need to assess the maturity of their existing pro-

cesses. This will provide a basis for developing and
improving the facilities management processes through

a consistent, process-based management approach.
Generic examples are provided in the standard to assist
organisations.

Facility management processes are integrated at three
organisational levels - operational, tactical and strategic.
Agreements about the outcomes of these processes need
also to be made at these three levels: opera-

tional agreements with end-users, tactical agreement with
business units and strategic agreement with the senior
management group (board, managing directors).
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1 Scope

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

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

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