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I dedicate this work to all of those general managers in the hospitality industry who are not 
really sure what facilities managers do or how they do it. I hope that the principles, thoughts, 

and ideas in this book will help current and future general managers to understand the 
complex functions and responsibilities of the facilities manager.
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T his second edition of Applied Facilities Management for the Hospitality Industry 
is an enhancement of the original text, developed to increase the awareness 
and recognition of facilities management as an essential element for success 

in present-day hospitality establishments. While the study of this book by itself will not 
produce a completely qualified facilities manager (which requires extensive on-the-job 
experience), it is designed to assist the general manager and the aspiring hospitality 
student in understanding the scope and impact that the facilities manager contributes to 
an enterprise, along with some of the management tools that are used.

It is my hope that hospitality industry operations managers and future general 
managers gain a greater familiarity with the facilities manager’s functional and mana-
gerial responsibilities, and by doing so, they will enjoy an improved probability for 
success property-wide. When the general manager knows how to effectively use or 
task his facilities manager, the entire operation will run more smoothly in an environ-
ment with increased potential for profit. 

Many people in the hospitality industry think of facilities management as dull and 
boring.  Permit me to wholeheartedly disagree. I have found facilities management 
demanding to the point of daunting, busy to the point of exhaustion, trying to the 
point of frustration, difficult to the point of defeating, detailed to the point of utter 
confusion, and enormous to the point of overwhelming bewilderment. But I have 

PREFACE



never found it to be dull nor boring. It certainly held my attention. In fact, a facilities manager 
might sometimes feel unappreciated, but he or she will never feel unneeded.

To all the readers of this book, whether you are an experienced manager or a promising 
student who hopes to be an experienced manager one day, I hope that you find the contents 
compelling and informative. Thank you for your interest in studying facilities management. I 
believe that you will find many of the concepts presented here to be beneficial to your career.

JEE
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reading of my wife, Josephine, and I admire her patience and efforts to help me in 
this and all other parts of my life. I also am extremely grateful to David Bartl who 

corrected my punctuation and grammar as he helped me to focus my thoughts into a 
teachable format. Thanks are also due to Dr. Lynn Huffman who had the confidence to 
allow a facilities manager the opportunity to become a teacher.
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value and benefit of effective facilities management. They knew and helped me to 
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the resulting satisfaction of a good days work done. They taught me to take pride in 
the accomplishments of the operations that occupied our facilities, even when the 
operators didn’t realize that their success depended on our efforts as much as their 
own.
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CHAPTER LEARNING OBJECTIVES
After reading this chapter, the student should be able to:
1.	 Describe the role(s) of the facility manager as the responsible custodian of a 

property.
2.	 Describe a clear definition of “effective” facilities management.
3.	 Describe the volume of tasks that must be completed for effective facilities 

management.
4.	 Explain the expansion and increasing complexity of facilities management issues 

with the passage of time and future projections.
5.	 Understand and discuss the ethical responsibilities of a facility manager.
6.	 Understand and describe the concept of facilities management as a profit center 

rather than an operational cost burden.
7.	 Describe the training and education requirements to obtain the professional 

credentials for effective facilities management.

THE PRACTICE OF 
FACILITIES MANAGEMENT
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THE ROLE OF A FACILITY MANAGER
The position of facility manager exists in every business that has a physical location. In the 
hospitality industry this position has many titles such as “Chief Engineer,” “Superintendent,” 
“Property Manager,” “Director of Engineering,” or, in smaller operations, the position might 
simply be called “Maintenance Man” or even the “Owner.” Whatever it is called, the role of this 
position remains the same. This position is responsible for maintaining the physical structure 
and operating systems of the establishment in a profitable and functional condition.

The physical structure of the building or property usually represents the largest capital 
investment for the business and establishes the corporate image of the firm. This includes the 
visual association of the building with the services or products provided. That means that the 
way the property looks, either by design or condition, provides the potential customer with a 
clear expectation of the nature or quality of the products or services that can be obtained and a 
reasonable idea of the price range involved. A customer does not go into a fast food restaurant 
to buy a lobster dinner and would not expect to find sushi available at a family-oriented, 
casual-dining restaurant. The facility itself creates an expectation and the facility manager is 
responsible to protect and project that image. A customer may be interested in a “mom and 
pop” style small-town motel, but will pass it by if it seems to project a rundown or dilapidated 
appearance. In a similar fashion, the same customer may be attracted to the shiny and well-kept 
outward appearance of a chain hotel, but will form a lasting unfavorable impression of the 
quality of service if the hot water tap does not produce hot water. That impression would be 
applied to not only that particular accommodation but, in his mind, will also be associated with 
every hotel in the chain. The physical impression on the customer, good or bad, is a direct result 
of the efforts of the facility manager.

The facility manager maintains the factory for the products and services that the establish-
ment sells. Just as an automobile manufacturer cannot build cars without a manufacturing 
facility, a hotel cannot sell rooms without a building and a restaurant cannot sell prepared 
food without a kitchen. The facility provides the physical location where a service or good is 
produced and the facility manager ensures that the structure or building meets the functional 
requirements for that production. The owner of the firm depends on the facility manager to 
do this as do all the other employees. Not only does the building represent the factory for 
production, it also provides a workplace for the employees. Therefore, they are depending on 
the facility manager to maintain the property in a condition that allows them to earn a living. 
All of the departments of the firm use the facility to support their activities and are therefore 
dependent on the skills and efforts of the facility manager.
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Many people think that the facility manager makes sure that “things get fixed” if they fail or 
break, but this is only a minor part of the role. The facility manager has to concentrate on main-
taining the property. Repair is only a small part of maintenance. In fact, repair can be viewed as 
the result of failed maintenance. If the facility manager could achieve perfect maintenance, then 
no system, component, or fixture would ever need repair because nothing would ever fail. This 
level of maintenance has never been achieved, but professional facility managers continue to try. 
The overall objective is to maintain the physical structure of the firm, not only to maintain the 
corporate image and the ability to produce services or goods, but also to allow for the growth of 
the firm. That growth may be a response to an increasing volume of business, but it will also be 
driven by the changing technology and progression of customer expectations. It is not enough 
for the facility manager to meet the business needs for the present. He or she must plan for the 
future of the property to allow for continued growth and expansion of the operation.

If the facility manager is successful, the customers’ expectations will be met, the owner will 
realize a profit, and the business will grow. However, the customers and the owner will never 
consciously realize that their needs have been met. It is human nature to not notice the things 
that are going well, but to be concerned about the problems that are encountered. Therefore, 
if the structure is successfully maintained, very few people will notice. In fact, this author has 
often been amazed at the number of people who seem to believe that buildings are maintained 
by magical elves that come in at night to clean or repair everything before anybody gets up in 
the morning.

WHAT IS FACILITIES MANAGEMENT?
If maintenance is not done by magical elves in the middle of the night, then how is it 
accomplished? The answer that has developed over the past several centuries is that effec-
tive maintenance activities are provided by effective facilities management. Effective facilities 
management is defined as the actions and activities required to maintain a building or property 
in a suitable condition to allow operations to continue in a profitable environment. All available 
revenue and resources could be expended on a structure to keep it cleaned, maintained, and 
updated to the highest possible level, but if so many resources are being used that the business 
conducted in the structure does not show a profit, the entire enterprise will fail. Conversely, 
if no revenue or resources are expended to maintain the structure and it deteriorates to an 
unserviceable condition, the business will show a diminishing profit over time and ultimately 
fail as well. To prevent either situation the facility manager balances his efforts against costs 
to ensure that the firm continues to prosper. This balancing act means that some events in his 
activity list such as broken pipes and failed electrical circuits must be taken care of immediately, 
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but replacing wearing carpets or renewing aging paint can be scheduled for more appropriate 
times. All of the tasks must be accomplished if the business is to continue to operate profitably, 
but the facility manager uses his management skills to complete requirements in a logical and 
managed sequence.

FACILITIES MANAGEMENT NEVER STOPS GROWING
Not too many years ago, facility management included making sure that the thatch roof didn’t 
leak, the garbage was swept out of the common room downstairs, and not much else. In fact, 
it was a common practice in the inns of the original American colonies for customers to share 
beds. The fee that one paid to stay at the inn bought only a portion of a bed and if you wanted a 
discount rate, you could elect to curl up in a corner of the common room for the night. Buying 
a meal meant that you purchased a portion of whatever was in the pot over the fire and for an 
extra fee you could get a flagon of homemade beer in a dirty mug. The standards and practices 
of facility management matched the quality of the fare and board of the times. These condi-
tions were the accepted level of accommodations of the period. Through the years, customers 
have come to demand a higher quality of service in their lodging and dining facilities and the 
industry has changed to meet those demands.

As the accommodations have changed to meet expanding and growing customer expec-
tations, the requirements of facility management have expanded and grown to support the 
industry. As customers began to expect clean sheets, clean floors, glass windows, running water, 
modern sanitary equipment, and roofs that don’t leak, the people taking care of the buildings 
had to develop more sophisticated skills and procedures to provide for those expectations. 
This growth has been accelerated by the advent of ever-increasing technology requirements. 
Not long after running water became more available, hot water was being demanded, causing 
the facility manager to learn how to maintain water heaters and fuel sources. Central heating 
systems led to the development of air conditioning. A formal postal system led to the develop-
ment of the telegraph and then the telephone, followed by electronic mail and the internet. 
The customer has come to expect those services to become available very soon after they are 
developed. This meant that the facility manager had to either obtain the skills to support those 
services, or find a source of qualified technicians to install and maintain them.

While technology and customer expectations changed facilities, society itself also began 
to raise its standards of service. Regulatory bodies began to establish rules and regulations 
that did not exist before in areas such as fire safety and environmental impact. Other areas of 
general interest have also produced new requirements. The “green” movement and the resulting 
government controls on environmental concerns and regulation of resource use as well as the 
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institution of equal opportunity laws and regulatory actions to support disabled persons or 
the special interests of children, elderly people, and any other identifiable category, all serve to 
increase the magnitude of building management. As various agencies and elements of authority 
write new laws and building codes, the facility manager must expand the expertise of his or 
her staff and the complexity of standard procedures to ensure compliance. This trend toward 
complexity in regulation not only applies to customer expectations but also to employee expec-
tations. The rules involving a safe and discrimination-free workplace have also increased the 
activities that the facility manager must perform to provide it.

Changing customer and employee expectations, changing technology, and expanding regu-
lations are constant factors in the world of facility management. Interestingly, new regulations 
or technology do not often remove the requirements of old regulations or old technology that 
might still be present in a building. Therefore, the field of facility management continues to 
grow and modernize, but older requirements do not go away. Sometimes the older require-
ments have been replaced by newer ones. For example, very few hotels still maintain a stable to 
take care of customers’ horses, but most are expected to have paved parking facilities available. 
Cutting and stacking firewood has been replaced by maintaining electrical heating, natural gas, 
and central heating systems. Every service that a hospitality firm adds to its menu to serve the 
customer will have a corresponding set of requirements that the facility manager must meet in 
order to provide that service. Since the progression and growth of the hospitality industry is 
expected to continue, it is reasonable to say that the field of facility management and the duties 
of the facility manager will continue to grow with it. Figure 1-1 provides an example of the 
duties of a facilities manager extracted from an actual job description.

Continued growth and development not only expand the requirements for the facility 
manager, they also expand the number of management tools that are available to fill those 
requirements. Specifically, in the area of systems and workload management, the progress 
of technology and information management systems has allowed facilities managers to 
index, manipulate, and manage a much larger volume of work. In addition, the new tools 
of Computerized Maintenance Management Systems (CMMS) and Computerized Facilities 
Management Systems (CFMS) also provide a much higher level of service to the occupants of 
a building. The Heating, Ventilation, and Air Conditioning (HVAC) control systems that are 
now available will maintain occupant comfort in an automatic mode with very little required 
input from the manager. New supply-handling systems coupled with maintenance manage-
ment systems greatly improve the availability of replacement parts and materials to keep 
systems in service and simultaneously reduce the stockpiles that formerly were maintained 
by the engineering or facilities management department. These systems ensure that the right 
item is available at the right time with a greatly reduced down-time or out-of-service time for 
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Building Maintenance Engineer.
•	 The B------------ Living Center is…. A multi-story, low-rise residential 

apartment community with 210 units made up of studio, one and two bedroom 
models. 

•	 The Building Engineer’s duties include : Maintaining the building and grounds 
in accordance with corporation guidelines. Coordinating vendor services and 
work within established budget guidelines. Managing and completing service 
requests in a timely manner. 

•	 The Building Engineer reports directly to the Executive Director.

Essential Functions:
•	 Ensure facility meets all life safety requirements.
•	 Carry out preventive maintenance program, including managing lawn services.
•	 Keep sidewalks clean, swept and clear of obstructions including ice and snow.
•	 Perform maintenance tasks for residents.
•	 Ensure proper removal of trash.
•	 Refurbish Living units for the next occupants (paint, repair holes in walls, etc.).
•	 Repair or replace broken light fixtures, bulbs, and ceiling tile.
•	 Assist with setup and clean up for special events.
•	 Match paint specifications for repainting.
•	 Maintain all mechanical equipment per preventive maintenance program.
•	 Maintain and Log facility key system.
•	 Maintain MSDS manuals.
•	 Change filters in air conditioning units.
•	 Coordinate property suppliers.
•	 Perform resident appliance/electrical inspections.
•	 Perform move-in, move-out inspections.
•	 Perform property inspections on a monthly basis.
•	 Take weekly water meter readings.
•	 Respond to afterhours emergency calls from the facility.
•	 Be a member of the facility emergency team.
•	 Be a member of the safety inspection team.
•	 Actively communicate health and safety information to employees.
•	 Actively participate in accident, injury, and illness prevention activities.
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critical equipment. The management tools offered by Computerized Maintenance Management 
Systems (CMMS) and Computerized Facilities Management Systems (CFMS) protocols have 
improved staffing levels, reduced overtime requirements, reduced equipment and components 
costs, improved energy management, and have provided the facilities manager with the ability 
to provide a better-maintained facility at a lower cost to ensure continued profitability.

Using automatic data processing coupled with modern principles of facilities maintenance 
such as preventive maintenance, predictive maintenance, and reliability-based maintenance, 
facilities managers in the hospitality industry have developed and maintained building man-
agement systems that amplify the revenue-producing activities of an operation while reducing 
the maintenance cost to provide much better support to the profits of their establishments. As 
technology and research continue to expand the areas that a facilities manager must support, 
they will also allow the facilities manager to develop better tools to provide the required support. 
New materials, tools, equipment, and improved management efforts must all be incorporated 
into the daily operations of the facilities department. The facilities manager must constantly 
develop and research plans and improved management tools, allowing for future growth in all 
of his or her assigned or implied responsibilities and functions.

•	 Verify that job-specific safety procedures are established.
•	 Train employees in safe work practices.
•	 Verify that routine inspections are conducted by trained personnel  and include 

task observations.
•	 Conduct timely accident investigations.
•	 Correct hazards and unsafe conditions in a timely manner.
•	 Reinforce the use of good health and safety practices through positive recogni-

tion programs and disciplinary actions.
•	 Complete health and safety audit finding closure within 30 days.
•	 Other duties as assigned.

FIGURE 1.1. JOB DESCRIPTION EXCERPT
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ETHICAL BEHAVIOR FOR FACILITIES MANAGERS
What do ethics have to do with facilities management? Doesn’t facilities management deal 
with things? To the average building occupant, good facilities operations are invisible. As was 
stated earlier, some people seem to believe that magical elves take care of things overnight. 
Primarily for that reason the facilities manager must exhibit and require his staff to exhibit 
very high ethical standards. Very few people are watching them work and those who do notice 
their efforts usually do not have the technical expertise to discern that the work is being done 
correctly. Because of that, the only thing that binds the facilities manager and his technicians 
to produce good quality work is their own ethical values. It is easy to exhibit ethical behavior 
when someone is watching, but it can be difficult to control when activities are invisible.

The facilities manager is drawn in three different directions by his ethical responsibili-
ties. First, he is ethically bound to provide the owner of the property with the best possible 
maintenance and facility support system. The system of building management that he devises 
must allow for the highest possible profit from the operation of the building. This means that 
costs must be reduced to the lowest possible level, but quality must be maintained to meet 
the operational and profit goals of the owner. The second element of the ethical dilemma for 
the facilities manager is his responsibility to meet the customers’ expectations for quality of 
service, comfort, safety, and security. These expectations must be met regardless of the effect 
on the owner’s goals, especially in the areas of safety and security. The facilities manager can-
not take shortcuts or half-steps in providing a safe and secure environment for the customer. 
Occasionally, this will place the facilities manager in a conflict between the owner’s goals and 
the customers’ expectations. The third leg of the facilities manager’s ethical dilemma is his 
responsibility to provide the employees with a safe, secure, and efficient workplace. Doing this 
involves ethical human resources management practices, balancing workloads, management of 
tool and materials requirements, and a myriad of other tasks and responsibilities that allow the 
employee to meet the requirements of the owner’s goals and the customers’ expectations. In a 
professionally managed operation, these three elements are not usually in conflict, but in some 
organizations, differing objectives or inefficient management can place the facilities manager 
in a three-way bind in making decisions.

The only way to solve such conflicts is to ensure that the owner or general manager is 
aware of the conflict. The facilities manager must tell his supervisor if a problem or situation is 
creating any difficulty in meeting the goals, objectives, or obligations in any or all of the three 
areas of his responsibility. Usually, priority adjustments or additional allocation of resources 
from the operations manager can resolve the problem. The facilities manager must keep the 
“Boss” informed of such problems to be ethically and professionally successful. This will often 
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put the facilities manager in the role of the “bearer of bad news,” but it is a measure of ethical 
performance that must be met head on.

If the facilities manager fails to behave ethically in any one of his three directions of respon-
sibility, he will eventually fail in all three. Further, it is quite likely that his unethical behavior 
will also cause a loss of profits for the operation and possible failure of the business.

MAINTENANCE PRODUCES PROFIT
Accountants and general operations managers often identify maintenance requirements as 
an element of cost. Consequently, they are quite happy to reduce maintenance efforts in an 
attempt to reduce cost and therefore increase profits. This has often been a disastrous mistake in 
management philosophy in the hospitality industry. Maintenance is actually a profit multiplier. 
Without proper maintenance of equipment and facilities, the efficiency of the operation will 
deteriorate and the ability to show profits will deteriorate with it. Every dollar that is spent on 
maintenance of the structure or systems in a building multiplies its profitability by increasing 
the quality and efficiency of the service that is provided.

Maintenance requirements generally use approximately 20% of the annual revenues of a 
hospitality establishment. This is sometimes viewed as a drain on profitability and for a very 
short period of time profits can be increased by reducing maintenance operations. Such mana-
gerial attitudes are connected to the belief that has already been discussed, that maintenance 
means repairing problems when, in fact, maintenance prevents problems and the need for 
repair. Equipment and building systems do not go out of service when they are not being used. 
They only fail or go out of service when they are engaged and needed. Therefore, a lack of 
maintenance will stop a profitable operation and turn it into a losing operation. A hospitality 
establishment is only paid for providing a service or a product. If the equipment fails while the 
product is being produced, the opportunity for profit is lost until repairs can be made.

The best example of the profit production of maintenance is the building’s roof. The roof of 
a building is its most critical external surface. Without a roof, the tallest building in the world 
is just a fence that is open to the sky. The roof keeps out the rain. If the roof fails and allows a 
leak into a room or a dining room, the establishment not only loses the services of that room 
or an area of tables, but it also begins to suffer structural damage from the water, and the repair 
costs will continue to rise until the roof is repaired. Unfortunately, a roof cannot be repaired 
until the rain stops, so the loss of revenue from the lost service will continue to multiply. If the 
roof was properly maintained before it started raining, it would not leak and there would be no 
loss of revenue. Therefore, profits are protected. Repair will not bring back the lost profits from 
a leak, but good maintenance will prevent the loss and ensure that profits continue.
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All the structural and equipment systems in the establishment are critical and the facilities 
manager must schedule, direct, and control his efforts to protect all of them simultaneously. A 
pizza parlor will not suffer damage from rain if the roof is maintained, but if the pizza oven burns 
out because it was not properly cleaned, the restaurant is still going to be out of business. In like 
fashion, a loss of electrical power will close down the operation just as quickly as a collapsing 
roof. Failure of the air conditioning system will destroy the reputation of a hotel and a poorly 
maintained pump will cause a swimming pool to be unavailable on the hottest day of the year. A 
worn and torn carpet or a rickety chair presents the same threat of injury to a guest as a broken 
stairway step or an unlit hallway. A poorly cleaned kitchen or incorrect water temperatures in 
the dishwasher will cause food poisoning and close a restaurant just as quickly as a fire or a 
collapsing roof. All of these problems and countless more can and will destroy the profitable 
operation of any hospitality enterprise. Profits can only be realized and problems like these can 
only be prevented by systematic, repetitive, and carefully managed maintenance systems.

TRAINING FOR FACILITIES MANAGERS
The position of facilities manager requires an extensive and varied set of skills, both technical 
and managerial in nature. It is a popular stereotype that building superintendents, facilities 
managers, or maintenance managers are people who have been plumbers, carpenters, or handy-
men for twenty or thirty years and gradually moved up into that position. While that is true in 
some cases, it does not acknowledge the learning and experience that must be gained during 
the worker’s career to produce the qualifications to be an effective and successful facilities 
manager. The image of an old man with greasy coveralls and a worn tool belt moving up to 
become a facilities manager is no more true than that of a truck driver becoming the CEO 
of a major truck manufacturer. While there are instances where such careers have occurred, 
the person who does this has to develop and learn a great number of additional skills and 
techniques along the way to become successful.

There are a few universities that are now offering facilities management as a major course of 
study. Universities that offer management and hospitality management majors include at least a 
familiarization course in facilities management or facilities as a required area of study. Professional 
organizations such as the Building Owners and Managers Association (BOMA), the American 
Hotel and Lodging Association (AHLA), the Association of Physical Plant Administrators 
(APPA), and others offer professional skill-development courses, seminars, and distance learn-
ing opportunities to help building managers and others working in facilities careers develop 
the knowledge and skills necessary to advance to the management level. Community colleges, 
local trade schools, and university extension programs also present educational opportunities 
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in this field. Many facilities managers have taken advantage of these educational opportunities 
and combined them with the curriculum of the universal school of hard knocks and hands-on 
experience to become very professional in their field. Recognition of this extra effort to develop 
management skills can be obtained by certification or credentials from the BOMI, the AHLA, 
and other professional organizations. Usually retention of these credentials requires participa-
tion in continuing education programs to ensure current skills and knowledge of the field.

The required credentials and certification to obtain a position as a facilities manager are 
not standard. A facilities manager with professional certification and a master’s in business 
administration (MBA) has no greater guarantee for success than the individual who worked his 
way up from electrician’s helper. However, all facilities managers who wish to be successful will 
need to obtain and develop skills that are not usually associated with the building trades. Such 
things as effective business correspondence, staff management, team organization, inventory 
management, human resources management, operational scheduling, contract administration, 
safety management, risk management, digital controls, basic accounting, information manage-
ment, and many other areas must be added to the repertoire of the aspiring facilities manager’s 
skills to ensure effective and successful facilities management. A partial list of the responsibili-
ties of the facilities manager’s position is presented in Figure 1.2, but it must be realized that 
this is not a complete list and often the job description of the facilities managers will have a 
final sentence that states, “other duties as assigned …” or a similar catch-all phrase to make sure 
that nothing is left out.

•	 Equipment Selection
•	 Equipment Installation
•	 Maintenance Contracts
•	 Contractual Compliance
•	 Utilities Operations and Costs
•	 Waste Management
•	 Security
•	 Safety
•	 Staff Training
•	 Staff Hiring
•	 Staff Firing

•	 Quality Control
•	 Digital Information Systems
•	 Accounting and Cost Control
•	 Operations Coordination
•	 Scheduling
•	 Budget Development
•	 Parts Inventory and Control
•	 Emergency Planning
•	 Budget and Cost Control
•	 Corporate Reporting
•	 (anything else that comes up)

FIGURE 1.2. FACILITIES MANAGER RESPONSIBILITIES
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CHAPTER SUMMARY
In the role of facilities manager, an individual maintains not only the structure and systems 
of the building but also exercises oversight and support management for all of the activities 
within the building. The primary goal of all elements of an operation is to produce a profit. 
The facilities manager is responsible for ensuring that the physical location and structure of 
the establishment not only allows for profitable operations, but also is maintained in a suit-
able condition to sustain profitable operation into the future. To accomplish this, the facilities 
manager is occupied with an endless array of tasks stretching from routine and mundane such 
as removing trash and debris to the manipulation of complex automated data systems. The 
activities of the facilities manager are often invisible to the occupants of the building who only 
notice when something does not happen as planned or a system goes out of service. Therefore, 
the only thing forcing a facilities manager to do things “right” is his or her own ethical values. 
No one is watching so only the facilities manager knows if the job is being done within pre-
scribed codes or proper parameters. If the facilities manager is successful in maintaining the 
structure to established standards of condition or operation, then the occupying firm has a 
profitable environment in which to operate. Thus it can be said that the facilities manager and 
his or her activities allow profits to be realized. This supports a statement that maintenance 
activities should be viewed as profit centers rather than elements of cost. The skills required 
to successfully maintain a modern building continue to expand as the complexity of technol-
ogy continues to expand. These skills cannot all be learned “on the job” and formal training 
is necessary for a facilities manager to grow professionally. This training never really stops 
and professional organizations within the field of hospitality and facilities management have 
established qualification and certification standards to verify the attainment of required skills 
for the professional facilities manager.

GLOSSARY OF TERMS
Facilities Management
Those activities involved in maintaining the structural and physical condition of a building or 
property to meet the requirements of its intended purpose. In the hospitality industry, the focus 
of all facilities management actions is to support profitable operations.

Maintenance
The actions required to sustain the upkeep of a structure, building, or operational system in a 
serviceable condition. Any service failure is a reflection of failed maintenance. Therefore, repair 
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is the action required to return something to serviceable condition and can be considered as a 
maintenance failure.

Computerized Maintenance Management Systems (CMMS)
Automated or digital management systems specifically designed to support the management of 
equipment or property maintenance activities.

Computerized Facility Management Systems (CFMS)
Automated or digital management systems designed to support and coordinate the manage-
ment of operational and property maintenance activities.

Heating, Ventilation, and Air Conditioning (HVAC)
Utilities systems designed to control internal building environmental conditions to meet estab-
lished standards for human comfort.

Ethics
This is the study of human values concerning the concepts of right and wrong in reference to 
human behavior.

Building System
An integrated element of a structure or building that can be addressed as distinctive entity 
within the property: electrical system, irrigation system, paint system, transportation system, 
HVAC system, etc.

STUDY QUESTIONS
1.	 Describe and define the primary role of the facility manager in a hospitality operation.
2.	 Describe and define the essential characteristics of “effective” facility management.
3.	 Discuss the progress of facilities management through history.
4.	 Will facilities management become simpler or more complex in the future? Explain your 

reasoning to support your answer.
5.	 Should facility management activities be considered as an overhead cost or a profit multi-

plier? Explain your reasoning to support your answer.
6.	 Describe the skills and knowledge that must be learned by the professional facilities man-

ager. Where can these skills be obtained?
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STUDY QUIZ
1.	 If a property is well-maintained:

a.	 everybody knows it.

b.	 very few people notice.

c.	 nothing ever goes out of service.

d.	 everything gets fixed immediately.

2.	 The facilities manager must always maintain the property to:

a.	 produce the highest possible standards of physical condition.

b.	 make sure that the right things are done to support profitable operations.

c.	 make sure things are done right to support profitable operations.

d.	 provide the lowest possible cost levels.

3.	 In the completion of his or her duties to meet assigned and implied responsibilities, the facili-
ties manager can be drawn into conflicting ethical requirements between what three entities?

a.	 Other departments, facilities employees, and the general manager

b.	 The general manager, the employees, and the corporation

c.	 The general manager or owner, the customers, and the employees

d.	 The government, the corporation, and the employees

4.	 Expanding technology has increased the tasks that a facilities manager must monitor.

a.	 True

b.	 False

5.	 Ethical behavior is important for facilities managers and facilities workers because:

a.	 everybody is watching them.

b.	 the customers abuse them.

c.	 other departments don’t know what they are doing.

d.	 nobody is watching them.
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6.	 Accountants consider maintenance activities to be:

a.	 an overhead cost.

b.	 a capital investment.

c.	 a profit source.

d.	 a revenue multiplier.

7.	  Facilities management training or certification is absolutely necessary for success in the 
hospitality industry.

a.	 True

b.	 False

8.	 What is the single largest item of capital investment in a hospitality enterprise?

a.	 The building

b.	 The advertising

c.	 The furniture, fixtures, and equipment

d.	 Staff training

9.	 As long as the facilities manager maintains all existing systems in functional condition, the 
property will remain profitable indefinitely.

a.	 True

b.	 False

10.	 The primary role of the facilities manager can be defined as:

a.	 repairing broken equipment.

b.	 maintaining the physical structure of the property.

c.	 maintaining all operating systems in an acceptable condition.

d.	 maintaining the operating systems and structure in a profitable condition.


