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Predmluva

Tento dokument (EN 15221-7:2012) vypracovala technicka
komise CEN/TC 348 Facility management, jejiz sekretariat
zajistuje NEN.

Této evropské normé je nutno nejpozdéji do dubna 2013
udélit 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 2014.

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.

Uvedena norma je souborem rozdélenym do nasledu-
jicich samostatnych ¢asti:

* C4st 1: Terminy a definice;

Cést 2: Ndvod na pfipravu smluv o facility manage-
mentu;

Cast 3: Ndvod na kvalitu ve facility managementu;

Cést 4: Taxonomie, klasifikace a struktury ve facility
managementu;

Cast 5: Navod na procesy ve facility manage-
mentu;

Cést 6: Méfeni ploch a prostor(i ve facility managementu;

Cést 7: Smérnice pro benchmarking vykonnosti.

Podle vnitrnich predpis CEN/CENELEC jsou tuto evropskou
normu povinny zavést narodni normali-

zacni organizace nasledujicich zemi: Belgie, Bulharska,
Byvalé jugoslavské republiky Makedonie, 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, Svycarska a Turecka.

Uvod

Efektivni poskytovani podpory facility managementu je
rozhodujici slozkou fungovani vétsiny organizaci. Ma dopad
na vlastni schopnost organizaci doddvat konzistentni
vyrobky a sluzby, podporuje hlavni pfedmét podnikani

a mUze byt soucasti dosahovani konkurenéni vyhody.
Nicménég, Gc¢innost a vykonnost ve facility managementu
byly v minulosti obtizné posouditelné, protoze neexistovala
Zadna spole¢nd metodika a zaddné standardni metody
sbéru dat. Tato norma pro provadéni benchmarkingu,
spole¢né s dalSimi ze soubouru EN 15221, je vyznamnym
krokem vpred v reseni téchto nedostatkd.

Benchmarking je soucdsti procesu, jehoz cilem je stanovit
rozsah a prinosy potencialnich zlepSeni v organizaci
prostrednictvim systematického porovna-

vani jeji vykonnosti s jednou nebo vice jinymi
organizacemi. Je to nastroj, ktery se bézné pouziva ve
vSech odvétvich na celém svété, ale v rdmci facility
managementu byval ¢asto zneuZivan a nepochopen.

Foreword

This document (EN 15221-7:2012) has been prepared by
Technical Committee CEN/TC 348 “Facility Management”,
the secretariat of which is held by NEN.

This European Standard shall be given the status of

a national standard, either by publication of an identical
text or by endorsement, at the latest by April 2013, and
conflicting national standards shall be withdrawn at the
latest by April 2013.

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.

The present standard is divided into the following parts:

Part 1: Terms and definitions;

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

Part 3: Guidance on quality in Facility Management;

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

Part 5: Guidance on Facility Management processes;

Part 6: Area and Space Measurement in Facility Management

Part 7: Guidelines for Performance Benchmarking (the present
document).

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

Introduction

Effective delivery of Facility Management support is

a critical component in the working of most organisations.
It impacts on the organisations, own ability to deliver
consistent products and services, supports the core
business and can be a component in achieving competitive
advantage. However, effectiveness and efficiency in
Facility Management have been notoriously difficult to
assess because there have been no common methodology
and no standard data collection methods. This standard on
Performance Benchmarking, along with others in the

EN 15221 series, is a major step forward in addressing
those gaps.

Benchmarking is part of a process which aims to establish
the scope for, and benefits of, potential improvements in
an organisation through systematic comparison of its
performance with that of one or more other organisations.
It is a tool in common use across industries worldwide, but
has often been misused and misunderstood within Facility
Management.



Benchmarking je ¢asto spojovan s pojmem ,nejlepsi
praxe”. Porovnani s nejlepsi spolecnosti nebo procesem

v uréitém odvétvi je jednim z nejddimysingj-

Sich zplsobl, jak zlepsit svdj vlastni vykon. Nejlepsi praxe
mUzZe odkazovat na adekvatni vystupy s co nejnizsimi
naklady, ale nemusi se vzdy jednat o tento pfipad. Mlze se
také odkazovat na nejlepsi mozny vysledek nebo
nejrychlejsi proces nebo ten s nejmensim dopadem na
Zivotni prostredi. Co vSak je spole¢né vsem témto
kritériim, je, ze Zzadné rozhodnuti o tom, kde néci
organizace stoji, nelze provést bez platného porovnani.

Pred zahajenim benchmarkingu ve FM je dlrazné
doporucovano, aby byl jasné vymezen s ohledem na Ctyfi
hlavni hlediska uvedend nize a nasledné aby bylo

k pfipravé a provedeni benchmarkingu pouzito této normy.

Tato norma predpoklada jako vychozi bod myslenku, ze
benchmarking mlize mit nejriznéjsi podoby v zavislosti na
Ctyrech aspektech:

1. Perspektiva iniciatora provadéjiciho proces
benchmarkingu:

1. zékaznik nebo uzivatel sluzeb FM;
3. interni nebo poskytovatel sluzeb FM;

3. Cile procesu benchmarkingu stanovené iniciato-

rem. Tyto cile obvykle souvisi. Mohou zahrnovat nasledujici
hlavni kategorie cilll, které jsou stanoveny podrobnéji

v norme:

1. najit nové napady;

3. ziskat data pro pripravu kli¢ovych rozhodnuti nebo reseni
spor(;

4. snizit ndklady pri zachovani stejné Grovné prijimanych nebo
poskytovanych sluzeb;

5. zlepsit Uroven sluzeb prijimanych nebo poskyto-

vanych pfi zachovani podobnych nakladd;

6. zlepsit vyuZzivani zdrojl;

4. Bod v ¢ase, ve kterém organizace zvazuje provedeni
FM benchmarkingu;

5. Srovnavaci vzorek pouzity pro srovnani, zejména:

1. Podobny sektor primdarnich ¢innosti, kde je srovnani
jednodussi;

3. Odlisné sektory primarnich cinnosti, kde je zajem hlavné
0 mozna zlepseni.

Finan¢ni srovnani mohou byt vhodnym zékladem pro
proces benchmarkingu, jelikoz kvantitativni Udaje jsou
Casto snadno dosazitelné a snadnéji se porovnavaji nez
kvalitativni Gdaje. Historicky se vétSinou benchmarking ve
facility managementu zaméroval na tento druh ,tvrdych”
dat. Avsak to, co se ¢lovék mize dozvédét

z kvantitativnich Gdaj, méa své hranice. Tato norma se
proto snazi stanovit vykonnostni benchmarking jako
metodu porovnavani dat k podpore rozvoje a procesl
uceni prostrednictvim urcitych typl kvalitativniho sdileni
znalosti.

Benchmarking is often associated with the term ‘best
practice,. Comparison with the best company or process
within an industry is one of the most intelligent ways to
improve one,s own performance. Best practice can refer to
adequate outcomes at the lowest cost, but this is not
always the case. It can also refer to the best possible
outcome, or the speediest process, or the one with the
least environmental impact. What is common to all these
is that no judgement on where one,s organisation stands
can be made without a valid comparison.

Before starting an FM Benchmarking operation, it is highly
recommended to clearly position it regarding to the four
main aspects presented just below and then use the
content of this standard to prepare and perform the
benchmarking operation.

This standard takes as a starting point the idea that
Benchmarking can take very different forms depending on
four aspects:

1. The perspective of the initiator performing the
benchmarking process:

1. customer or consumer of FM services;
3. internal or provider of FM services;

3. The objectives of the benchmarking process set by
the initiator. These objectives are usually linked. They
might include the following broad categories of objectives,
which are set out in more detail in the standard:

1. find new ideas;
3. get data to prepare a main decision or to resolve disputes;

4. to reduce costs while maintaining a similar service level
received or provided;

5. improve the service level received or provided while
maintaining similar costs;

6. improve the use of resources;

4. The point in time at which the organisation is
considering performing an FM benchmarking operation;

5. The benchmarking sample used for comparison,
mostly:

1. Similar sector of primary activities, where comparisons are
easier;

3. Other sectors of primary activities where the interest is
mainly to find possible improvements.

Financial comparisons can be an appropriate basis for

a benchmarking process as quantitative data are often
more easy to reach and more easy to relate to than
qualitative data. Historically most benchmarking in Facility
Management has focused on this kind of “hard” data.
However, what one can learn from quantitative data may
be limited. This standard therefore tries to establish
Performance Benchmarking as a data comparison method
to support development and learning processes through
some types of qualitative knowledge sharing.



Tato norma se snazi zjednodusit notoricky slozity proces.
Az dosud byly projekty benchmarkingu ¢asto zmatené,
prilis ambiciézni a postradaly efektivni analyzu dat.
Vytvorenim koherentniho a komplexniho procesu pro
benchmarking, spolu s vyuzitelnymi a logickymi
komparatory a vyjasnénim mnohych tskali

v porovnavacim procesu tato norma poskytuje facility
manazerlm v praxi fadu klicovych ukazateld k identifikaci
oblasti, v nichZ by mohlo byt potfeba zlepsit vykon jejich
vlastniho tymu, jejich dodavatelského retézce, nebo celé
organizace, ve které pracuji. Je to pravé tento jednotny
pristup v rdmci fady EN 15221, ktery stoji v zdkladech
normy pro benchmarking.

Predpoklada se, ze tato platforma v kratké dobé povede
k poptdvce po vétsi shodnosti ve vykazovani fady
komparatord - finan¢nich, kvalitativnich atd., ktera ucini
préaci facility manazer( jednodussi a snadnéji
pochopitelnou pro organizace, v nichZ pracuji.

1 Predmét normy

Tato evropskd norma uvadi pokyny pro vykonnostni
benchmarking a obsahuje jasné terminy a definice, jakoz
i metody benchmarkingu produktl a sluzeb facility
managementu zafizeni a sluzeb, jakoZ i organizaci

a provoz{ facility managementu.

Tato evropskd norma stanovi spole¢ny zaklad pro
benchmarking nakladd ve facility managementu,
podlahovych ploch a dopadi na Zivotni prostredi, stejné
jako kvality sluzeb, spokojenosti a produktivity.

Tato evropska norma je pouzitelna pro facility

management, jak je definovano v EN 15221-1 a podrobné
popsano v EN 15221-4.

This standard seeks to simplify a notoriously complex
process. Until now, benchmarking projects have often
been confused, over-ambitious, and lacking in effective
data analysis. By establishing a coherent and
comprehensive process for benchmarking, along with
useable and logical comparators, and by clarifying the
many pitfalls in the comparison process, this standard
provides practising facility managers with a range of key
indicators to identify areas in which there might be a need
to improve the performance of their own team, their
supply chain, or the entire organisation in which they work.
It is this coherent approach within the EN 15221 series
which supports the basis of the Benchmarking standard.

It is hoped that this platform will, in a short time, lead to

a demand for more commonality in reporting of a range of
comparators - financial, quality, and so on - which will
make the work of facility managers more easy, and more
easily understood by the organisation for which they work.

1 Scope

This European Standard gives guidelines for performance
benchmarking and contains clear terms and definitions as
well as methods for benchmarking facility management
products and services as well as facility management
organisations and operations.

This European Standard establishes a common basis for
benchmarking facility management costs, floor areas and
environmental impacts as well as service quality,
satisfaction and productivity.

This European Standard is applicable to Facility
Management as defined in EN 15221-1 and detailed in
EN 15221-4.
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