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	BIFM
	British Institute of Facilities Management

	BIM
	Building Information Modelling
	

	FM
	Facilities Management
	
	

	FM's
	Facility Managers
	
	
	

	HRRB's
	High Rise Residential Buildings
	

	IFMA
	International Facilities Managers Association

	IWFM
	Institute of Workplace Facilities Management

	ISO
	International Organisation for Standardisation 

	PHRRB's
	Private High Rise Residential Buildings
	

	RICS
	Royal Institute of Chartered Surveyors
	



[bookmark: _Toc67387286]Introduction.
The ability to communicate with others is one of the most important human social functions (Greenaway, Wright et al. 2015), yet a lack of communication has led to major disasters, and continues to be problematic within many industries. The Challenger Space Craft exploded due to communication issues between engineers and contractors (Neuffield and McDonald and Hansen, 2010), and miscommunication between structural engineers and steel fabricators at the Hyatt Regency Hotel Kansas, led to 113 people losing their lives (Autotec, 2016). In 2016, the United States healthcare sector saw the joint commission cite inadequate communication as a top contributor to medical error, finding communication lapses in 70% of reviewed sentinel events (Feinman, 2020).  
Understandably, communication is recognised as an important aspect in Facilities Management (FM). People are at the very heart of the International Organisation for Standardisation (ISO) 41011:2017 definition of facilities management – vocabulary (FM), : “an organisational function which integrates people, place and process within the built environment with the purpose of improving the quality of life of people and the productivity of the core business (ISO, 2017).” Therefore, better communication between FM and residents in high rise residential buildings (HRRB’s) is essential.
[bookmark: _Toc67387287]High-Rise Residential Buildings
One example where the FM profession is essential, is in HRRB’s. Appropriate FM in HRRB’s is required to serve, and ensure the safety and comfort, of the numerous residents as well as for the maintenance of the shared common parts. This is notable given the increasing numbers of people living in urban areas and the rise in construction of HRRB’s. The United Nations reported in 2018 that 55% of the world’s population live in urban areas, with this expected to increase to 68% by 2050 (United Nations, 2018). The last ten years has seen an increase in the development of HRRB’s in major urban centres around the world, including the UK, where London in particular has increasing numbers either under construction or in the planning pipeline (White, 2018). The UK is seeing significant growth in private high rise residential developments (PHRRB’s), where the build-to-rent market accounts for over 157,000 new homes, in urban areas such as London, Manchester, Birmingham and Leeds (MarketLine (Firm) 2020), and necessitates a need for FM.  
[bookmark: _Toc67387288]Facilities Management Role
FM services ensure a facility runs efficiently and remains compliant with the law, and such services can be seen from a ‘hard’ or ‘soft’ perspective. Hard FM services are often required by law to ensure safety, and refer to the physical structures within a building such as lighting, heating and air conditioning. Whereas soft FM services are more driven by people services, such as ground maintenance, cleaning services or concierge and reception. Typically, soft FM services make a building more pleasant and comfortable for its residents, but both services are essential in ensuring the effective management of buildings in order to deliver occupant satisfaction.
[bookmark: _Toc67387289]Customer Service and Communication in Facilities Management
Balch suggests it is important that those working in FM consider how they view property, which can be viewed in three ways: An asset, a liability and a resource, with the most important resource being its people (Balch, 1994). Alexander suggested FM teams need to develop better customer care policies, identify their customer and ensure they are involved in consultations (Alexander, 1993), and when Nutt outlined his four competing futures for FM: property, people and information all featured (Nutt, 2000). In the case of PHRRB’s, the customers, and the most important resource, are the residents. However, in 2001, Teicholz reported many FM organisations fail to realise that the customer drives the process (Teicholz, 2001). 
Teicholz stated, in the case of FM, customer service involves understanding the customers’ needs and expectations, taking action to meet those needs, and following up to determine if the customer was satisfied with the outcome. This becomes a continuous process of communication, action, and follow-up, always striving to meet and exceed customer expectations while operating effectively and efficiently (Teicholz, 2001). Communication and engagement with a number of organisations, including landlords, leaseholders and contractors is required as a key role of a facilities manager in PHRRB’s. The ability to address and act upon issues arising from multiple residents within a reasonable timeframe is essential and requires open and effective communication. 
[bookmark: _Toc67387290]Communication challenges facing Facilities Management & Residents in PHRRB
Communication is one challenge facing FM’s in PHRRB’s.  Communication is a socially mutual exchange, but is processed differently, and is often fraught with difficulty. Some people struggle to communicate with others from different cultures, with different genders or different age groups (Greenaway, Wright et al. 2015), and although such struggles affect both those that manage and those that live in PHRRB’s, Greenway suggest that a sense of shared identify between partners is a key determinant of effective communication.  Such effective communication in PHRRB’s involves many organisations, but rarely tenants of those properties.  If effective communication is to be achieved, then cultural, legislative and necessary change is needed.
[bookmark: _Toc67387291]The Hackitt review and Draft Building Safety Bill
Legislative and culture change is likely to come as a result of the independent, Building a Safer Future report, by Dame Judith Hackitt. It was reported residents in HRRB’s were frustrated by the intermittent and partial nature of information available on safety, and lack of consultation when addressing safety (Hackitt, 2018). Residents consistently raised the need for: greater transparency, better consultation and involvement in decision-making processes. The report identified the need for residents to feel informed on matters of safety, and recommended a resident engagement strategy must be developed, supporting the principles of transparency of information with residents, but it did not go as far as to advise on the means of engagement. The draft Building Safety Bill (HM Government, 2020) also intends to implement this suggestion, which is also welcomed by the Institute of Workplace Facilities Managers (IWFM, 2020). 
[bookmark: _Toc67387292]COVID-19
Necessitated communication change presented itself in the form of COVID-19.  The COVID-19 pandemic is indubitably the biggest unexpected event that all FM industries have faced, putting the spotlight on FM services with a focus on cleaning, disinfecting, and sanitisation. FM had to adapt to new challenges through differentiated services (Shanbhag, 2020). IWFM published comprehensive guidance measures to manage the impacts of COVID-19 (IWFM, 2020), specifically addressing the need for effective and trusted ways of communication, to ensure people are aware of decisions made and actions to take (IWFM 2020). The IWFM specified the importance of “a variety of appropriate channels: email updates; intranet/internet information pages with Q&As; video conferencing if possible; and, where appropriate, posters in buildings and public areas.”
Technology as a communication tool for FM
The future of FM has been a motivation for studies for over 40 years, but there are now major steps in technology and process development that are expected to transform many FM activities (Bröchner, Haugen et al. 2019).  Although FM traditionally has to deal with compliance and health and safety issues, the ISO definition of FM is an “organisational function which integrates people, place and process” suggests the need for better communication between FM’s and residents of PHRRB’s. Technological advances have resulted in large scale social media, and mobile apps, and if technology becomes part of the built environment, then FM staff who can adapt to technology change will be needed for management of facilities in the future (Roper, 2017).
[bookmark: _Toc67387294]Research Aim
[bookmark: _Hlk65761413]An assessment of communication strategies between facilities management and residents in private high rise residential buildings, and to establish a preferred method of communication and engagement.
[bookmark: _Toc67387295]Research Objectives
· Identify current communication strategies. 
· Determine whether better communication methods would encourage residents to engage more.
· Establish whether socioeconomic factors and demographics play a part in residents’ willingness to engage and the preferred method of engagement.
· Analyse what facility managers are doing to respond to cultural and legislative change.
[bookmark: _Toc67387296]Secondary Objectives
 To develop an APP, which addresses the results of the residents preferred engagement routes.
[bookmark: _Toc67387297]Literature Review
[bookmark: _Toc67387298]Importance of Communication in FM
Studies have demonstrated the importance of customer satisfaction in FM and viewing the services management aspect of the profession (Campbell and Finch 2004, Lepkova, 2012). Finch reported customer satisfaction is determined not only by technical performance, but by “an intricate set of exchange processes” such as effective communication and management of expectations (Campbell and Finch, 2004). Lepkova, (2012) reported the importance of relationship management in FM because customers evaluate both the quality of the service of a FM provider as well as the quality of the entire relationship. 
Research has been undertaken to determine satisfaction of residents in residential developments, as well as interesting research into winning tenants’ loyalty in the private rented sector (Sanderson, 2019). This is particularly interesting as the researcher looked at dissatisfaction or residents, mid-term, and of the top 5 causes of dissatisfaction: Maintenance, responsiveness, communication and relationship management all featured (Sanderson, 2019). 
Communication in FM is recognised, however research pertaining to the optimal methods of communication and engagement between the FM and residents in HRRB’s is lacking. A comprehensive search of peer-review journals, “Facilities” and “Journal of Facilities Management” from 2000 to 2020 demonstrated a gap in the literature towards this aspect of soft FM. However, a short review of other peer-reviewed journals has demonstrated that communication strategies in other fields exists when considering marketing, business and organisational behaviour which is a good starting point for further reading.  
In conveying best practices in FM, Barrett and Baldry specified an effective two-way communication process with the client group should be ensured (Barrett, Baldry 2003), suggesting communication should not be restricted to the traditional one-way method of issuing memorandums, but should be expanded to include feedback distribution, follow-up on actions and regular bulletins.
[bookmark: _Toc67387299]Current FM Communication Strategies in HRRB’Ss 
Assessing competencies across three FM professional associations, (BIFM, IFMA & RICS) found whilst compliance & standards, and contracts & procurement were recognised across the three frameworks, maintenance & operations was dominated by members of the International Facility Managers Association (IFMA) (Roper, 2017). Members of IFMA are predominantly from a technical background in maintenance and operations, and the FM role has developed from being a maintenance and operations role, suggesting that historically, communication and engagement with customers may not have been an intrinsic part of the role. However, communication is now considered one of the key competencies by IFMA (IFMA, 2021), and client care, communication and negotiation a level 2 mandatory competency of the RCIS (RICS, 2018). This is of particular importance in PHRRB’s considering nearly 500,000 people in England reside in HRRB’s over 6 storeys (Ministry of Housing, Communities & Local Government, English Housing Survey Household Reports, 2017-18). 
A review of the literature did not identify studies investigating the communication strategy between FMs and residents in PHRRB’s and HRRB’s, but from empirical observations, FM’s adopt a policy of doing what has been done before, rather than considering how to innovate or communicate and engage better with residents. Generally, communication is by the means of notices and letters to residents. 
[bookmark: _Toc67387300]Research in FM
Twenty years ago, in an article Linking FM Practice and Research, Nutt stated significant growth in FM over the proceeding 10 years, but emphasised research had not kept pace. Nutt also outlined his Innovations for FM suggesting operational, problem, personal and contextual origins need to be researched.  These are often based on practice-led, theory-led innovations as well as being based on personal ideas or triggered by global and political developments (Nutt, 1999). Roper recognised that whilst research into FM had increased, it had not significantly changed in the last 10 years, suggesting if resources, staff shortages and long hours are the norm, then time-consuming change that normally accompanies innovation and improvements often stalls its implementation (Roper, 2017).  
[bookmark: _Toc67387301]Research in Hard and Soft FM Services
The profession of FM emerged from the integration of three main roles: property management, property operations and maintenance and office administration (Pitt, Tucker, 2008).  This suggests an explanation for FM being perceived mainly as an engineering and cost-driven discipline (Lepkova, 2012) i.e., emphasis is on hard FM services. 
Research in the field is also focused towards hard FM, such as maintenance management, space management and performance management (Campbell, 2017), signifying soft FM is under researched. Analysing the trends in FM development, Meng interviewed 30 experts, with 47 per cent of interviewees citing changes in Government legislation or policies had been the second most significant change within FM (Meng, 2015). This would suggest that the focus on hard FM research within the profession is to be expected, given it is likely to have more of an immediate impact on the built environment, and is driven by legal or economic requirements.
Nonetheless, FM should also be considered a services management discipline, with soft FM services emphasised. As suggested by Atkin, “FM is not just a cost to be borne, but where the asset is to satisfy a social need, the benefits might be rather intangible, but they are no less important than more tangible, quantifiable benefits” (Atkin, Bildsten 2017). This suggests the social needs of residents in PHRRB’s are of equal importance, which encompasses engagement and communication, which are recognised important factors for customer satisfaction (Sanderson, 2019). It is recognised that hard FM services work in passive ways, but residents should be made aware of on-going changes, such as environmental conditions, maintenance issues and routine maintenance work (CHE-ANI, JAMIL et al. 2009), which can only be achieved by soft FM.
[bookmark: _Toc67387302]Use of Technology in FM
As far back as 1994, Alexander identified four “key facilities for the future” which comprised increasing adaptability, providing a healthy workplace, ensuring full use of diminishing resource whilst minimising environmental impact as well as assimilating the potential of new technologies (Alexander, 1994). A further study by Alexander in 2003 set out a strategy for FM highlighting that Facility Managers (FM’s) need to understand the needs of people and harness the potential of new technologies (Alexander, 2003).  There have been rapid advancements in technology, which was a clear driver for Alexander, but the relevance of his points appears to have been lost within FM research, with a few researchers preoccupied with what’s gone, rather than trying to understand the change that is coming, and how it will impact the facility (Atkin & Bildsten, 2017). 
This is not to suggest FM is ignoring new technologies, as new technology is becoming part of the built environment, such as Building Information Modelling (BIM). The benefits of using BIM through the whole life cycle of a building are clear to increasing efficiencies of FM’s, and explains why BIFM calls for the FM profession to engage with the BIM agenda to realise its true potential (Meng, 2015). Such a call from BIFM aids the FM industry and ensures innovations are brought to, and widely used by its members.
‘Smart’ buildings are a developing area where technology is being adopted in soft FM services. A smart building can be viewed as “one that provides a productive and cost-effective environment through optimisation of its four basic components: structure, system, service and management and the interrelationship between them” (Reffat, 2010). When focussing on the use of technology in the FM role as a means of enhancing communication and engagement with residents of the building, a review of literature published from 2000-2020 to identify communication and engagement strategies between FM and residents of HRRB’Ss, in peer-reviewed journals ‘Journal of Facilities’ and ‘Facilities’, did not reveal any evidence of technology being used in this way. Yet, the benefits of using technology to strengthen such relationships in an office setting have been demonstrated (DePass, 2016).
[bookmark: _Toc67387303]Methodology
The methodology for this research approach has been adopted following advice set out by Creswell, in identifying the paradigm (constructivist), the strategies and specific methods of data collection, analysis and interpretation (Creswell, 2014).
The gap in literature has demonstrated a need for conceptual thinking and further theory building. The research will rely solely on the participants view, and therefore there is a need to understand what are current communication strategies for those that manage PHRRB’s, whether they are considering changing or re-evaluating existing modules: and from a resident’s perspective, how do they see engagement and what is their preferred method of engagement.
These are social and human problems, where experience and understanding are critical to the research objectives. The purpose of the research aim will be to asses communication strategies in PHRRB’s, and therefore a need to compare responses of the data collected will be required. 
Data collected from residents and FM’s will need to be a combination of qualitative and quantitative information in order to answer the research questions, and objectives of the study. A qualitative grounded theory approach will be adopted, comprising questionnaires, interviews and fishbowl observations.
[bookmark: _Toc67387304]The Selection of Participants and Study Site
The units of analysis will be residents of PHRRB’s, FM’s who manage PHRRB’S and Resident Associations.
The study sites have purposefully been selected, in 2 developments in Swansea and Barnsley where there are over 450 apartments in total. Both developments have major fire re-instatement works planned and the Swansea site also benefits from a 24-hour reception.
A secondary objective is to also interview at least one of the major developers from the build-to-rent sector.
[bookmark: _Toc67387305]Data Collection Methods
Creswell identified four techniques for qualitative data collection, which can be adopted: Field Work, observation, interviews (including group interviews and focus groups), and document analysis (Creswell, 2014). The data collection from this research involves in-depth, semi structured interviews which are extremely flexible in terms of sources of data. Additional methods will include document analysis in the form of questionnaires, and observation through participation in Fishbowl observations.
[bookmark: _Toc67387306]Interviews
Interviews provide an opportunity to gather important information. Data collated is important for identifying what those being interviewed feel and think. The research aims to understand opinions, attitudes and processes, so adopting a semi structured interview will allow more flexibility, and has the capability of disclosing important information, whilst also allowing disclosure of hidden facets and organisational behaviour (Qu & Dumay, 2011). Additionally, an objective of this project is analysing what FM’s are doing in response to new legislation, therefore, care must be taken when interviewing, not to suggest directional orientation and to allow the respondent to describe their experiences.
Rowley suggest that such a semi-structured interview will centre on 6 to 12 well-chosen questions, with 2 to 4 sub questions allowing further exploration of the main question (Rowley, 2012). Each interview will be recorded and typed up, with permission, to prove validity and trustworthiness of the data.
[bookmark: _Toc67387307]Questionnaires.
The principal target of the questionnaires will be residents over the age of 18 living at the study sites.   Two questionnaires will be delivered, regardless of tenure and describing the relevancy and length of the questionnaire and to ensure compliance with the information given to the University ethics committee. There will be two methods of return; reception or online which will also offer a view of preferred engagement.
The questionnaire needs to meet 3 objectives of this project: identify the current communication strategies, determine whether better communication methods would lead to residents wanting to engage and establishing whether socioeconomic factors play a part in a willingness to engage.  A combination of checklists, rankings, rating and visual scales and /or Likert scale questions will be used.  
The questionnaire will follow the interviews as the latter may also provide information on other variables that have not yet been considered, but which can be tested through quantitative questions, and which could allow for a rejection of data obtained from the qualitative interviews. 
Recognising what the independent (x) and dependent (y) variables will be, and how they will ensure that the project meets those objectives, especially the secondary objectives of the research. E.g., how many residents would engage (y), with an engagement method (x) using:  Web site, App, posters, letters. This can be cross referenced to identify socioeconomic trends, and how they meet the objectives of the project. The precision of questions must be the driver to ensure consistency of the answers, but not so that they are long and unambiguous.
It’s important to establish issues that residents will be expected to have strong views on and activities they might engage in.  Therefore, an additional comment box will be included, which could identify themes that can be reported on, but also offer an opportunity to undertake follow up interviews with residents, or participants of the initial interviews. 
To substantiate the research, Rowley suggests an equivalent of 2 sides of A4 paper and 100 returned questionnaires as a good rule of thumb (Rowley, 2014). A pilot survey will be carried out initially.
[bookmark: _Toc67387308]Fishbowl Observations
If limitations allow, a fishbowl observation with a residents’ association group may establish a different viewpoint to the FM’s.  It’s an opportunity to see whether they’ll actively encourage participation of tenants, or adopt a different approach, for example: a tenant’s association is established, allowing a selection of attendees to attend meetings.
[bookmark: _Toc67387309]Different Stakeholders – what will they bring?
Following the Interviews and questionnaires, additional stakeholders may emerge. If they are relevant to the research, then an approach will be made to such stakeholders.
[bookmark: _Toc67387310]Limitations of Data collection.
Both sites were purposefully selected as they are undergoing fire re-instatement works.  This may result in bias responses from residents and FM’s, based on circumstance rather than applying further afield. 
Meridian Quay, Swansea, is occupied by a large number of International students.  If a large number of questionnaires are returned, then much of the results will be affected by the age and ethnicity of the replies, and perhaps will put a bias on the results.
Fishbowl observations may be seen as intrusive and may illicit responses for the sake of the observation only.
The questionnaire will be in English, which is the first language of most residents, although not all: Therefore, an assumption has to be made that they have understood the question. COVID-19 restrictions may prevent delivery of questionnaires.
[bookmark: _Toc67387311]Data Analysis / Results
[bookmark: _Toc67387312]Data Analysis
Data analysis is not off-the shelf; rather it is custom-built, revised and "choreographed" and analysing it is a spiral process (Creswell, 2014). Consideration of what has been learned from the data is essential before it’s organised, interpreted and written up.
When considering the data from interviews, it will be important to consider the research objectives and key themes in order to organise and become acquainted with the data (Rowley, 2012). Rowley suggests, once achieved, the text can be compared to understand if themes emerge. If such themes emerge and considering the aims of the proposal, then inviting another researcher to analyse the data will be undertaken.
The analysis of data is important when planning and designing the questionnaire. Albeit there are a number of software packages available, given the planned simplicity of the questionnaire, using a web survey such as SurveyMonkey will allow the data to be analysed using the tools offered, which will provide basic statistical reporting.
[bookmark: _Toc67387313]Results
After studying the interview transcripts, marking and labelling them, the interviews will be reported under the key themes and aligned with the research aims and contextualised in text. The questionnaires will also be structured which will allow data to be analysed and presented by creating visual representations of the results, which will supplement textual passages.
[bookmark: _Toc67387314]Conclusion
It is the belief that the research proposed has the potential to define a preferred engagement and communication strategy in PHRRB’s, contributing significantly to the FM industry.
The draft Building Safety Bill outlines that residents will be at the heart of new communication strategies, and it remains to be seen whether those working in FM are planning for this, or watching and waiting. Additionally, COVID-19 has demonstrated a need for engagement strategies to be better, across industry, in which FM is included.
The data collection methods in section 4 are proven in humanities and social studies. This project will endeavour to be undertaken in a robust way, to ensure validity of the results and to contribute to the field of FM. It’s acknowledged that additional stakeholders may be identified, and if they are relevant, then there will be a duty to pursue those, to ensure the objectives of the project are upheld.
The limitations are listed in section 4, but it is important to highlight the gap in literature that currently exists when considering engagement and communication strategies of residents in PHRRB’s. However, a short review of other peer reviewed journals has demonstrated literature exists when considering communication in marketing, business and organisational behaviour which offers a good starting point, such as relevant research by Sanderson who established communication as one of the top five causes of dissatisfaction of private renters (Sanderson, 2019). 
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