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Executive Summary

Facilities Management has always been about more than buildings. It is about keeping the spaces
people rely on safe, operational, compliant and fit for purpose.

For World Facilities Management Day, the industry is recognising the role FM plays in creating built
environments where people feel supported, connected and able to thrive. That ambition is not
achieved through good intentions alone. It depends on the hidden infrastructure behind every well-
run estate: accurate asset data, planned maintenance, responsive teams, clear evidence and
accountable service delivery.

Yet many facilities teams are still working with fragmented systems, spreadsheet-based asset
registers, manual job sheets, inconsistent contractor reporting and limited visibility of what is
happening across their estate.

The result is familiar:

e Assets fail before they should.

e Compliance evidence is hard to prove.

e Teams spend too much time chasing updates.

e Contractors are difficult to hold accountable.

e Customers, occupants and stakeholders are left without clear communication.
e FM leaders struggle to make confident budget and lifecycle decisions.

This whitepaper explores how facilities teams can move from reactive maintenance management to
intelligent service delivery by strengthening the connection between asset data, workflow
automation, compliance, contractor performance and reporting.

It also sets out a practical framework for facilities leaders who want to build a more transparent,
proactive and data-led operating model.
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1. The modern FM challenge: more responsibility, less margin for
error

Facilities teams are under pressure from every direction.

They are expected to reduce downtime, improve sustainability, evidence compliance, extend asset
life, manage supplier performance, support customer experience and keep costs under control. At the
same time, many teams are expected to do this across complex estates with lean internal resource
and multiple external contractors.

This makes visibility one of the biggest operational challenges in FM.

Without a reliable view of assets, jobs, contractors, costs and compliance status, facilities
management quickly becomes reactive. Teams can still get work done, but they spend too much time
firefighting, manually chasing information and making decisions from incomplete data.

A reactive FM model often looks like this:

e Asset registers are incomplete or out of date.

e Planned maintenance schedules are disconnected from asset condition.

e Job updates sit across emails, spreadsheets, portals and PDF reports.

e Engineers and contractors provide inconsistent evidence.

e Site teams do not always know what stage a job is at.

e Compliance records have to be pulled together manually for audits.

e Budget decisions are made without a clear view of asset history and downtime.

The problem is not that facilities teams lack expertise. The problem is that the systems around them
often make good service harder than it needs to be.

2. Asset data is the foundation of better FM

You cannot maintain what you cannot see.

A complete, accurate and actively maintained asset register is the foundation for planned
maintenance, compliance, lifecycle management, cost control and service improvement.

When asset data is poor, every downstream process becomes weaker:

e Maintenance schedules are less reliable.

e Compliance checks can be missed.

e Reactive repairs become harder to diagnose.

e Repeat faults are harder to identify.

e Replacement decisions are based on opinion rather than evidence.

e Contractors can complete work without building a meaningful asset history.

A high-quality asset register should do more than list equipment. It should help answer practical
operational questions:
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e What assets do we have?

e  Where are they?

e What condition are they in?

e  Who is responsible for maintaining them?
e What planned tasks are due?

e What reactive history exists?

o What has downtime cost us?

e  Which assets are becoming uneconomical?
e What evidence do we hold for compliance?

This is where the idea of a “golden thread” becomes valuable in facilities management. A golden
thread is not just a record. It is a connected, traceable history that shows what happened, when it

happened, who completed it and what evidence supports it.

For facilities leaders, that level of traceability creates confidence. For customers and building users, it
supports safer, more reliable environments.

3. The hidden cost of reactive maintenance

Reactive maintenance will always be part of FM. Assets fail, priorities change and operational
environments are unpredictable.

The issue is not reactive maintenance itself. The issue is when reactive maintenance becomes the
default operating model.

A reactive-first approach creates hidden costs across the estate:
Operational disruption

Unplanned asset failure can interrupt service delivery, damage customer experience and put pressure
on already busy site teams.

Higher repair costs

Minor issues that could have been identified during planned maintenance often become larger, more
expensive failures.

Reduced asset life
Poorly maintained assets work harder, degrade faster and require earlier replacement.
Compliance exposure

If maintenance records are incomplete, inconsistent or difficult to retrieve, teams may struggle to
demonstrate that the right checks were completed at the right time.
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Poor supplier accountability

Without clear evidence, status tracking and performance reporting, it becomes harder to understand
whether contractors are meeting expectations.

Budget uncertainty

When asset history and spend data are fragmented, it becomes harder to forecast replacement
needs, justify CapEx or identify areas of avoidable cost.

Moving from reactive to proactive FM does not mean eliminating every breakdown. It means
reducing avoidable failures, giving teams better foresight and making every job contribute to a clearer
operational picture.

4. The shift: from facilities administration to intelligent service
delivery

The next stage of FM is not simply digitising paper processes. It is about creating a connected
operating model where every maintenance activity strengthens visibility, control and decision-making.

This shift has five key pillars.

Pillar 1: A living asset register

Asset registers should not be static files that are updated once a year. They should be living
operational tools, updated through everyday maintenance activity.

A strong asset register should connect directly to:

e QR codes or asset labels

e Planned maintenance schedules

e Reactive job history

e Compliance tasks

e Contractor activity

e Photos, signatures and evidence

e Cost and downtime analysis

e Replacement and lifecycle planning

When asset data is live, FM teams can move from assumption-led decisions to evidence-led decisions.
Pillar 2: Planned maintenance that works in practice

Planned Preventative Maintenance should be easy to schedule, evidence and report.

The right system should help teams assign the right task to the right asset at the right time. It should
also make sure engineers and contractors know exactly what needs to be completed, what evidence
is required and how that work feeds into the wider compliance record.
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Effective PPM supports:

e Reduced avoidable breakdowns

e Better asset performance

e longer asset life

e Stronger compliance evidence

¢ More predictable maintenance budgets
e Fewer manual follow-ups

Pillar 3: Transparent workflows

Facilities management involves many moving parts: site teams, helpdesks, engineers, contractors,
suppliers, managers and customers.

Without clear workflow visibility, people waste time asking basic questions:

e Has the job been logged?

e Who has been assigned?

e Has the engineer attended?

e |saquote required?

e Has the work been approved?
e Isthe job complete?

e Where is the report?

Digital workflows remove that uncertainty by making progress visible and traceable from start to
finish.

Pillar 4: Evidence at the point of work

In FM, proof matters.

A completed job should create a reliable record of what was done, who completed it and what
evidence supports completion. This can include photos, videos, engineer notes, checklists,

timestamps, signatures, barcode scans and asset history updates.

Capturing evidence at the point of work reduces paperwork, improves audit readiness and creates a
stronger basis for contractor accountability.

Pillar 5: Reporting that drives action

Dashboards and reports should not exist just to show activity. They should help facilities leaders make
better decisions.

Useful FM reporting should highlight:

o Asset reliability

e Repeat faults

e Downtime trends

e Contractor performance
e SLA performance
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e PPM completion

e Compliance status

e Reactive vs planned maintenance balance
e Spend by asset, site or contractor

o Replacement priorities

The goal is simple: turn operational data into action.

5. What better FM data enables

When facilities teams improve the quality and flow of operational data, the benefits extend far
beyond administration.

Better compliance management

Teams can evidence maintenance activity more easily, reduce the risk of missing critical tasks and
produce audit-ready records faster.

Improved service continuity

A more proactive approach helps reduce avoidable downtime and keeps critical assets performing
when they are needed most.

Stronger contractor accountability

Clear workflows, evidence capture and KPI reporting make it easier to monitor supplier performance
and address issues early.

Better cost control

Asset-level spend, fault and downtime data helps teams identify where money is being lost and where
investment may be needed.

More confident lifecycle planning

Facilities teams can use asset history to decide whether to repair, replace or invest in planned
upgrades.

Less manual administration

Digital job sheets, automated reporting and integrated workflows reduce the time teams spend
chasing updates and handling paperwork.

Clearer customer communication

Real-time visibility makes it easier to keep customers, site teams and stakeholders informed
throughout the job lifecycle.
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6. Practical self-assessment: how mature is your FM operating
model?

Use the questions below to assess where your organisation may have gaps.
Asset visibility

e Do you have a complete asset register?

e Isitaccurate and regularly updated?

e (Can site teams and contractors access the right asset information when they need it?
e Canyou see asset history, spend and downtime in one place?

Planned maintenance

e Are PPM tasks automatically scheduled?

e Are tasks linked to specific assets and compliance requirements?
e Canvyou prove what was completed, when and by whom?

e Can you identify missed, overdue or recurring tasks quickly?

Reactive jobs

e Canjobs be logged, triaged and assigned quickly?

e Can users track job status without sending follow-up emails?
e |s evidence captured consistently at completion?

e Canvyou identify repeat faults and problem assets?

Contractor management

e Do you have a clear view of contractor performance?

e Canyou compare response times, completion rates and quality of evidence?
e Are contractors working from standardised processes?

e Canvyou hold suppliers accountable with reliable data?

Compliance and audit readiness

e Can you produce maintenance records quickly for an audit?

e Are compliance tasks tracked against assets?

e |sdocumentation stored centrally?

e Do you have a reliable golden thread of asset and job history?

Reporting and decision-making

e (Canyou see spend by asset, site, region or contractor?

e Can you identify high-risk assets before they fail?

e Canvyou justify repair vs replacement decisions with evidence?

e Are your dashboards helping you take action, or just showing historic activity?
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If several answers are unclear, inconsistent or dependent on manual work, there is likely an
opportunity to improve visibility, control and efficiency.

7. How ORCA supports smarter Facilities Management

ORCA is a modular, cloud-based SaaS platform built specifically for facilities service, field service and
asset management teams.

It helps organisations bring asset records, maintenance workflows, compliance activity, contractor
management and reporting into one connected environment.

Single source of truth for assets

ORCA helps facilities teams centralise asset records, maintenance history, job activity, downtime,
evidence and lifecycle data. Asset labels and QR codes make it easier to identify assets on site and
access the right information quickly.

Planned maintenance and automated work orders

ORCA supports planned preventative maintenance by turning task requirements into live schedules.
Teams can automate work orders, assign activity by SLA, site, contractor or service type, and build
repeatable maintenance processes.

Digital job sheets and mobile working

Engineers and contractors can access mobile-friendly workflows, checklists and job details in the field.
Evidence such as photos, videos, notes, signatures and barcode scans can be captured at the point of
work.

Contractor accountability

Facilities teams can monitor contractor activity, track job progress, evidence completion and report
on performance. This helps organisations move away from chasing updates and towards transparent
service management.

Compliance and golden thread reporting

ORCA helps teams maintain a complete asset and job history, supporting compliance tracking and
audit-ready reporting. Every job, task and evidence point contributes to a clearer operational record.

Dashboards and insight
ORCA provides visibility across KPIs, asset reliability, maintenance completion, contractor

performance, costs and downtime. This helps facilities leaders understand where attention is needed
and where improvements can be made.
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Configurable workflows

Every FM operation is different. ORCA can be configured around different job types, approvals, task
lists, reporting needs and workflows, helping organisations improve processes without forcing every
team into the same model.

8. Building environments where people can thrive

World Facilities Management Day is a reminder that FM is not just an operational function. It is a
profession that shapes the spaces people depend on every day.

Reliable facilities create confidence.

Safe assets create trust.

Clear communication creates reassurance.

Well-maintained environments help people work, live, learn, recover and connect.

Behind every good experience in the built environment is a chain of activity that needs to be managed
properly: assets recorded, tasks scheduled, engineers assigned, contractors monitored, evidence
captured, compliance proven and decisions made with confidence.

e Thatis the future of FM: not more admin, but better intelligence.

e Not disconnected systems but joined-up service delivery.

e Not reactive firefighting, but proactive control.

Facilities teams already do the vital work. The next step is giving them the tools, data and visibility to
do it with greater confidence.

9. Next steps for facilities leaders

If you are reviewing your FM systems, asset data or maintenance workflows, start with three practical
steps:

1. Audit your asset data
Identify whether your asset register is complete, accurate, accessible and actively maintained.
2. Map your job workflow

Look at how work currently moves from request to completion. Highlight where updates are delayed,
evidence is inconsistent or approvals slow the process down.

3. Review your reporting

Ask whether your current reports help you make decisions about risk, cost, compliance and
performance, or whether they simply show activity after the fact.
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These three steps will quickly show whether your FM operation has the visibility it needs.

About ORCA Service Technologies

ORCA Service Technologies provides modular, cloud-based software for facilities management, field
service and asset management teams.

Designed for organisations that need better visibility, stronger compliance, smarter workflows and
clearer reporting, ORCA helps teams manage assets, contractors, planned maintenance, reactive jobs,
mobile evidence, dashboards and end-to-end service delivery in one connected platform.

Ready to understand where your FM operation could improve?

Book a free ORCA discovery call via our website, to review your current asset
data, workflows and reporting approach with our team.

orcaserv.com
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