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About the Review

- 
he Stoddort Rev,6w conrinues the wonk

I of an industny giant: Chris Stoddant,

MClOB, FBIFM. Fonmed by the Bnitish

Instjtute of Faoilit¡es Managemont (BIFM) and

found¡ng pantne.s pniviloted to have worked
with 0hnrs, it €xists to na¡se awanênoss

among business leadens ol the imponrance

of tho workplao6 and roal €state as a key

performanco l6v€r. It ¡è ihdependent and

cross-industny in ¡ts perspectiv€.

Much has been said in the media about
the pnoductiviry ggp but little conneciion has

boen mado about the vital contnibution of

the workplace as a penfonmance inhibrtorbn

facilitaton. The tìeview unequrvocally makos

the case and shanes b€st practice, load¡ng
c

opinron and data.

For many enterpnises, wonkplaoe deliveny

and management falls w¡th¡n the nemit of

f ac¡l¡t¡es management professionals, Chris
played an active leadership nole in BIFM, the
professional body fon fac¡liti6s mânagomont.

The Revlew seeks to oncounage exocutive

FOR FURTHER If{FORMATION

www.stoddartrovrowcom

nosoarch@b¡ló,org.uk

leadenship teams to ask dooper and

mone probing questions of how well thein

wonkplaces are oontnìbut¡ng to the succoss
of thein onganisations,

The Stoddort Reviow iå a not-for-pnofit

inrtiative. The founding partnors of Ths

Cnown Estate, Cushman a Wakofield,

Joanna LIoyd-Davies and Polly Plunket-

Ch€ck€mian, w¡th BIFM actíng as host

organ¡sation, have volunte€n€d thoir
time with contributions fnom supportiñg
onËan¡sations. businoss loadens, industny

oxports and oun reseanch partners,
namely Leesman Index and Sheffield
Hallam University. to h¡ghlight the
workplace as a key lever to ¡ncneas¡ng UK

.pnoductivity. Inovrtably. the Reyiew poses

many quostions and seek6 to prov¡de

both €v¡d€ntial and expeniential-based

anewêrs. but it is the business leaders

and workplaco professionals who ane

encouraÉed thnough th¡s nepont to tako

this convensat¡on f onwand.



METHODOLOGY

- 

ne S[odoorl Revlewrs (ne

I r,.st srudy rhar has been

I conducted rnto the role

I *0"t" ng anvrconmenrs play

rn organrsatronal and UK pnoductivily.

Inclusrv¡ry has been key to thrs process

and, ¡rue to the spirit of actron-onientated

nesearch, rt will hopefully provrde a catalyst

to k€ep this tnemendously important

conversation going.

Ihe Stoddort Review offens strategic

opinion and evidence-based conclusions

fnom thnee pnincipal lines of enqu ny:

lnterviews with senion business

leadens and opinion formens to elicit
pentinent topics wonthy of sdrutiny.

Then. through investigative lounnalism,
an atiempt to undensiand the extent to

which lherr oprnions aee aligned wrth

wonkplace rndustry perspectives and

conponate attitudes.

A thnee-day open house'durirg
September 2016 whene numanous

sub.lect matten experis presented

to The Stoddort Review panel.

Submissions wene received fnom

a dìvense gnoup nepr.eseniing

onganisaronal development.

architecturê. design, f acrlities

management engrneenrng ousrness

pnocess outsouncing, neal estate,

academLa and technology.

Which of the following mosl closely describes
your work mob¡l¡ty inside the office?

Quantitairve analysis fnom tho

Leesman Index database of workplace

effectiveness penfonmance data. Founded

in 2010. the Index is now the wonld s

foremost independent perf onmance

measu¡e of how wonkplaces support the

employees they accommodate. Adopted by

leading global onganisations, the Leesman

'Lmi'rs a simple 0-100 index score that

allows employers to benchmank and

compane (ne frtness for purpose of

therr conponate wonkplaces and in so

doing, measure therr contflbution to

organisalional penf onmance.

DEMOGRAPHIC PROFILE AND DATA DIVERSITY
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What impact would a l% upl¡ft
in the UK's productivity have

on the economy?

Economist and former BBC Newsnight economics
correspondent Duncan Weldon weighs in

obel prize-winning economist

Paul Krugman once wnote that

'pnoductivity rsn t everything

but in the long run it ¡s almost
evenyth¡ng'. Most economists would agree.

The headl¡ne indicarons of economic activity

such as employment, wages and profits tend

to generate the most headlines while rhe

government's defrcrt of spend'ng over tax

revenues has.been a recent focus of publrc

polrcy rn necent years. Bui the s¡ngl€ most

¡mpontanl long-¡un econom¡c factor that

undenprns everyth¡ng else is pnoductrvity

growth.It is pnóductivity growth, the abiliry

to get mone output fnom the same amount of

laboun and cap¡tal, that has made us nicher

oven time and thar dnives both conporate
pnofrts and wonkers wages.

Britain, and indeed much of the wonld, has

been oxperiencing a productivity slowdown

since the financial cnisis. In the thnee-and-

a-half decades fnom the eanly lg70s until

2008, pnoductivity grew by about 2ø/operyear
pushrng lrvrng standards hrgher. Slnce 2009

it has been broadly flat. The causes ol that

slowdown have been much debated and tr ¡s

unlikely that there is a single culprit.
While Bni¡ain s slowdown has been

especially sevåre, ir fits within a global trend
that's be¡ng felt acnoss both the advanced

and the emenging econom¡€s. But focusing on

just the necent slowing of pnoductivity gnowth

nisks missing the facr that the UK has a double
pnoductivity pnoblom - not only has growth

slowod but thene alneady existod a srzeable

gap with othen developed countn¡es.

UK pnoductivity is anound 1,8% below the

average level of the othen membens of the

Group of Seven advanced economies. While
pnoductivrty growth has slowed everywhene

and there rs clearly a global problem, ir is

undeniable that there is also a long-runn¡ng
UK-spec¡flc rssue at wonk.

The Stoddort Revrew looks ro explain some

of that gap by looking at an unden-examìned

area - the UK s physical workspace. lt
makes intuit¡ve sense that a well-designed

and fit-fon-punpose workspace contributes
to pnoductivityjust as skills. softwane

and physrcal equipment do. The report
convrnc¡ngly angues that rh¡s is an area tha¡

UK policy and busrnesses have tnaditionally
neglected and thar a better use of workspace

could give us a modest - bur importanr

- productivity boost. When ¡i comes to

productivity growth, and oun long-tsnm

economic health. then every litrle helps. A one

pencentage porni closing of ihe pnoductivity
gap w¡th our closest ¡ntennational peers

would be a large boost to the economy.

The Review notes that. acconding to the

Lóesman tndex (a database of workplace

effectiveness performance). only a half of

employees can say the¡n wonkplace enables

lhem to work productrvely. Closrng our
national pnoducrivrty gap means focus¡ng on

spneading back best practrcs and inneasrng

that numben.

Policymakers have long reganded the

pnoductivrty gaps. both betwe€n the UK

and other countries and within rhe UK, as

a problem to solve. But there ri only so

much that central and local gov€nnment

can achjeve. In the end pnoductivity growth
nequines action fnom govennment, fnom the
woekforce and fnom firms th8mselves. It
is a shaneo pnoblem and solving rt offers
shaned benefits in renms of higher wage
gnowth and faster pnofit gnowth. The¡e is
no stna¡ghtfonwand answen: if there was it

would have been solved years ago. Rather.

it is a pnocess of contrnual improvement and

marginal gains. fhe Stoddort R€v¡€w nightly

po¡nts out that some of this p¡ocess ând

some of these gajns can be found in betren
physical wonkplaces.

So whai would a 1% pnoduclvrty gain mean

rn the real wonld? lt may not sound like much,

but achreved acnoss the LJK macroeconomy tt
would add almost f 20 brllron io oun natlonal

output. Such an rncnease could neduce the

annual government deficit by around f8
billion, add €250 a yean ro the average wage
packet and increase annual pro¡its acnoss rhe

countny by almost f3.5 billion. Small nises in

pnoduct¡vity ane fan from tr¡vial.
The productivity gap betwe6n the uK

and other advanced economies will not be

closed ovennight and will nequine action

fnom govennment, fnom employees and from
employens across a wrde nange of fnonts. But

closing it is the best and most long lasting way

to increase oun nat¡onal pnosperriy. Impnoving

our physical workspace has a role to play. I
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FOREWORD
(lt

= uch has been said about the

UK's pnoduct¡viry crisis as it

continues to be in shârp focus

for govennment and business.

Raising productivity levels is essential

to delrven srronger economic growth

and the Chancellor placed ¡t central to h¡s

Auturn Statement.

of counse, pnoduct¡vity ¡tself rs a

controvensial subject..As a metflc it alienates

industr es thar exrst to collaborate, serve

customers on innovato - thd basis of many of

today's business modols. Eveny busrness will

have its own penfoimance metrics. however,

and in seeking gneaten shaneholden retunn

or highen performance, wrll be usrng various

onganisational perf onmance levers.

So far the national debate on UK pnoductivity

has been silent on real estate, facilrties

management and workplace yet, accond¡ng to

the IJK and lreland Leesman Index, only 53%

of respondents a(nee that thein workplace

allows them to wonk pnoductrvely. This is an

unpalatable Frgure fon any busrness leaden to

read, and one that cannot be ignored.

the neseacch rn Ihe Stoddart Review has

uncovered an explicit link between how well

a wonkpìace supponts the act vities that

omployees undentake in rheln rolo and the

extent to wh¡ch they say that iheir wonkplaces

help them to wo.k paoduct¡vely. This might

sound like srating tho obvious but the mone

tailored the infnastnucture (hand, soft and

virtual) to the needs of those it accommodates,

the betten employees perfonm.

When rt s so patently apparent, why ¡s it

that so few onganrsations plaoe sufftcient

slrateg¡c rmportance on rhe physical wonking

envrnonment as a key dniven of onganisatronal

performance? Why do so few employens

place the cneation of a workplace that is fit fon

purpose cent¡e stage?

lhe Stoddort Revrew rs named af(er the

late Chnis Stoddant, an exemplar in the

woekspace industny who worked with Th€

crown Estate on oun Regent Stneet pontfolio.

fhe Stoddo¡t Rev¡ew is a cnoss-industry

rnrtratrve which examines these questrons.

It has a single punpose: to help bustness

leadens fully understand the contrìbution

of (he wonkplace to onganisat¡onal

performance - in sho.t to see wonkplace as a

key performance lever.

The Review is led by a gnoup of experts fnom

neal estate. wonkplace strategy and evaluation.

facilities management and academia. Leading

frgunes acnoss all disciplines suppont¡ng the

workplace industny have shaned ins¡ght as well

as those at the helm of leadrnS companres tr a

nange of knowledge-based secto¡s.

ft s not sunpns¡ng that the Review has

uncovened paradox and ambiguity. Indeed,

rhere is no silvee bullet foi the wonkplace

productìvity debaie. and the Review does not

set out to find one. But the Review drd find

several necurring themes.

Ratneî than rsolating wonkers, as o4e mrght

assume, technology is actually bninging them

together and facil¡tating gneater levels of

collaboration and innovation. A wonkforce

with access to good technology now has the

choice of whether to come to the office - and

that office plays a vital role in facilitating

community and cohesion. As companies ohase

a ubiquitous talent platfonm tnansferrable

to any onganisation, wonkplace bn¡ngs

competrtlve advantage as the psychological

contnact is shifting.

fhe tech-enabled workplace, on smart

wonkólace, which at ihe time ot this Rev¡ew

is entening rhe ma¡nstream, is also the

most humane workplace delivened to date.

It pnovides a level of individual customisatron

and data pneviously unimaginable. The

sk¡ll base needed to support thrs is also

unden adaptation.

But workplace, l¡ke othen penfonmance

levens. needs negulan appnaisal and

calibration. Annual appnaisal sits at the heant

of all talent management programmes,

and yet the Revrew found that m€asurement

on apprarsal of workplace is only negulanly

undertaken by an enlightened few. Fon

many, workplace strategy is st¡ìl dictated

by lease events.

lvleasurement io date has largely been

about utilisat¡on of space rathen than

productivity of it. The Stoddo¡t Rev,ew

oolreves ¡hrs rs a mrsleadrng meirrc. Measuning

utrlisation - how many people pen sql,rane

foot of accommodation - has Ied design and

occupancy strategies to suppont dens¡ty at

the expense of performance and productivrty.

Leading fagunes wene keen Io help the Feview

undersrand the fundamental rmpacts rn

nefnam¡ng an integrated business case around

¡mpnoving the performance of g0% of a typical

ongan¡sation's cost base. rathen than value

engineeringaccommodation costs, typically

compnis¡ng 7%.

Ovenwhelmingly though. the Review

found a drsconnect between the wonkplace,

the industny serving ri and the people it rs

intended to benefit.'People-f¡nsi' became a

mantra, whethen in relation to determrnrng ìts

effectiveness, shaping the desrgn or findìng

the right size. style and purpose. Ultimately,

pnoductivity rs a human outcome not an

onganisational one. Those leading the Review

were neminded r¡me and again that ihe
purpose of the wonkplace ¡s to make employees

as effeÒtive as they can be. Bui the Fevrew also

saw rhar when wonkplace is handwrned inro

an onganisat¡on's purpose. values and brand,

it dnrves pnìde and engagement and unlocks

d¡scnetionany effort.

Workplaoe has been a hrdden penformance

lever f on too long. Duncan Weìdon's

vrsualisation of a 1% rncnease in productivrty

has pnofound benefrts for us all. The vrtal wonk

¡n Ïhe Stoddort Reúiew helps eveny business

leave this stone unturned no longer. I

GCT
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ALISON NIMMO CBE

CE0 of The Crown Estate
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WORKPLAGE
APPRAISAL

lmproving productivity is essenlial for increasing business
profitability, yet companies are only now starting to look at
the role that the workplace plays.

o 0nly one in two employees agree their workplace enables them to be productive

o Workplace is the second biggest cost in any organisation after salaries

I lt's lime to start measuring the impact of workplace on employee productivily



economrsts and polrtrcrans are unrted in

wanting to ensuîe frrms get the mÒst from

therr staff at the lowest possrble cost. But

whene should they sta¡t? The f¡rst step is

to measure ¡t usrng a Llnitopmly accepted

môthod. Accondrng to H James Hânflngton.

th8 renown€d expent on quality and
porfonmance impnovemeni. ,f you cannot

measure someth¡ng. you cannot undersland
rt. If you cannot understand rt. ycu cannot

control rt. If you cannor contnol rt. ycu cannot
rmpnove rt. But then ct course, as Bîrttsh

economrst Charles Goodhart identtfed tn the

1970s, speor fyrng the wrong organrsatronal

moasLrtes can have negatrve, and even

dtsastrous. conseqLlences.

Whrle economrsts moasure it as the volume

of or-rtpui pen houn worl<ed. many rompanres

and industnres use thern own rndrcos that have

mote relevance to therr busrness. A i¡nanc¡âl

senvices firm mrght use novenue per bnoker

while an aclventrsrng company might focus on

lhe number of accounts. and a back-office

servrces business mrght measure the volume

of wonk ccmpleted rn a certain trme. And the

chref exocutive wrll Just want to know that
whateven ¡6 berng measuned can be lrnked tc
f uture company prof¡ts.

But whaleven measuro rs Lrs€d. ihene rs

an oppontunrty for lhe wonkplace to enallle
gneater worker productrvrty. Fon rndusrry
4.0-. hrghen pnoductrvrty comes tnom better
problem-solvrngand decjs¡on-maktng as

well as more €ffectrve employee and chent

rnteraclons. These measunes all Ìlornt ro

a shiftlng psychologrcal contract between

employen and employee.

ttarÌrìng greater productivrty

rs a holy grarl thar conilnu€s to
elude and excrle sonìe comparìy

ex€cutrves. Busrness leâdens,

SMARTER NOT MORE

Unfcrtunat6ly. fhe Stoddûrt Bevrew found

thât tlìe typrcal response lras beelr t¡
carry out utrlrsatron studtes and look to

rncrease !!orkplace occupant density. These

projecis may clelrver rncneased occltpânt
d6nsrty, but they confuse spatral officlerìcy
wr¡h productrvrty and oua il'ìvesiléations
found that these terms wen€ being far roo

casuâlly tnansposed.'Sav¡ng real estate
costs by Incneasrng occupatron densrty rs

a false economy rf rt nosults tn clutter€d.
norsy one-srze-fits-all' envrronments that
f¡ustrate people and actually nrnden effeotrve

work.' says Brrdget Haîdy, stnaregrc âdvrsor
on smart lvorkrng at the Department of

Woek and P€nstons.'Tlìe I'ey fo rncreasrng

densrty ef iectrv€ly rs mobrLty - n,rth the

lneedom to chÒosÊ coulll€d lvith a chorce of

envrronments lhat surt drifetent types of wonl(

and personal pneferences.'

Research carnred out fon fhe Stoddort
Revrevv shows that p.ogressrve firms

undenstand lhat pnoductrvrty is a human

outcome. not an onganrsat¡onal one. lhore
¡s Épowing awaneness thar the noute to
productivrty ¡s no longer Just about del¡veFrng

mone but also about delivenrng rn a sma¡tef
way. through fa0il¡tating more effecuve

interactrons that resull in more creatrve

solutrons. and hrgher quâllry targets.
As funcoon heads and rndustny

professronals oonnnue to conflate the

offrcrerrcy of space: w¡tlì the produchvrty

of employees, rt rs essenilal that th€ board
challenges, expects and seeks good answers
to a bnoad nanée of questrons, and thar ¡t's

equrpped fon discussjons sllch as these.
. Do oun workplaces actrvely support

omployees dorng rhe ¡ob we employ

them to do?

The route to
productivity is no
longer just about
delivering more,
but also about
delivering in a
smarter way

Do lve understand wh€thor d¡fferent
fùles wrthrn the organrsation have

drf f efl ng workplace neecls?

Do we know whether smploy€es are
proud of thern wonkplace?

Do lve know rf the wonkplace rs

helprng to creârs a strong sensê of

communlty"

BEYOND OPEH.PLAI{

Thene is now a clea. Llnderstandrng that the

wonkplace ¡tself oan be a barnten to hrgher

Or¡ductrviry Wh¡le some organrsaUons are
strll at tlìe stage of rmplementrng open-plan
solutions ¡or cost neasons. others have

aooeptod that a large, opon-plan ofice
does not necessarrly result in greatet

oollabonatlon, more €ffroent wonklìg on

wonld-beatrng rnnovât,ons. They now real¡se

that open-plan offices can also be noisy.

distractrng, ìnritating and counterproducÙve.
A wealth cf studres past and pn€sent has

demonstrarêd tllrs. A 20-t3 str"rdy by rhe

Univensrty of Caljfornra found that office
workers wene rnternupted as often as

every thnee mrnlrtes by drg¡tal and human

drstractrons and ihat once these distpact¡ons

cccurnod. rt could take as long as 23 mrnutes

ro get back ro the tasl. rn hand.

.l lnduslry ¿-3 ¡s tte leeÌd af automàtlon and dâ(a
exohanËe ¡n manuaãctu.rngtachno¡agles IilnclLrdês
cvbsf-phvs calsystems rfìê nrea-sl.f Th ngsan.l
cloud oomputl.g.

Ef¡ctencv of sp¿cs rs a meãsure oi :he nLmber of
peoplè 1n lhs sprcB, rr rhê oost ol lhe sp¡ce b¡lt rs nt)l
the meisu.è o' :pafal p.tdr¡^t¡v*y
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A 201ô studys fnom Auckland Univensity ol
Technology found thal., as work envrrolments

became mone shaned (wrth 'hot desktng'

at Lhe Bxtnsme end of the spectnum) not

onlywene lhere increasès in demands,

but co-wonker fniendshiþs wene not

rmproved and perceptrons of supenvisony

suppont decreased. The authons sard

that'distnaction caused by overheaning

rîrelevant convefsatrons is a ma¡on rssue

in open-plan office envinonments', and that

this distraction was negatively linked wi¡h

employee penformance and penceptions of

(he wo.kplace, and w¡th stness.

Srness mattens, and not just fon neasons

ol compassron. A 2014 Wrllrs lowens Watson

Global Benefrts Attitudes survey found that

levels of wonkplace dlsengagement increased

s¡gn¡ficantly when workens experienced

high levels of stness. The study, which looked

al 22,347 employees ac.oss 12 countries

incli.rding the UK and US, showed that mor€

than half those employees who claimed to be

expeniencing high stness levels also neponted

d¡sengagement.

Gallup's 2013 Slate of the Global

Wonkplace Repont estimates the cost of

disengagement to the uK s workforce at f52
billion to Ê70 billion.

3 The demands anc resouaces aarsinA from shared
olf ce spaces Auckland Llnrvcrsrtyof Te.hnoìogy.
Septemb€¡ 2016

HOW MUCH DOES HAPPINESS AFFECT PRODUCTIVITY?

Gallup methodologies use nine key

employee engagement ouicomes: customen

loyahy/en gagement, pnof i tab¡l¡tyi

pnoductrvity: turnoveni safety ¡ncidents:

shnnkage. absenteeism: ano qualrty (def ects).

fhe Stoddort R€view s observation is that

workplacé underpjns every single indicaton.

The human oppontunity for UK plc rs clean:

¡t's time to stant moasuning the impact of

wonkplace on employee pnoductivity.

OUR OFFICES ARE NOT PRODUCTIVE

fhe Stoddort Review's neseanch has

nevealed that the maJonity of onganisations

are simply not appnaising their workplace

contfl but¡on to organisat¡onal performance.

Aften salanr€s. pnoperty is the second

largest cost of any ongan¡sation. and is likely

to increase over t¡me. [t s also the number

one item listed in disast€n-rocovery planning.

So ir's surpnrsrng thar whrle businesses

neview the effect¡veness of therr employees

once a year. the infnastnuctuno suppont¡ng

them rs typically only reviewed when a

lease evenr anises, penhaps once eveny 10

years. Yet annual appraisal methodologies

do exist. The world s langest and most

contemponaneous is the Leesman Index.

which measunes the nelationship between

employees and wonkplace inf nastnuctu.e
(see Methodology).

Accord¡ng to the Leesman neseanch.

only 53% of [JK and Ireland nespondents

agroe that thern woekplace enables them to

wonk pnoductively, but in the elite group of

Leesman+ high penfonmance wonkplaces,

7O'/oagtee that their office enables them to

work productively.

However. some of the compan¡es that

contnibuted to oun llnes of enquiryo ace

mak¡ng greal efforts to address penformance.

They are ¡mplementing wellness schemes,

talkrng to (he r employees and trying

to impnove their env¡nonments. These

businesses ane placing the employee

fnont and centne and making sure thâI

they undenstand how b6st to support their
indiv¡dual noles within the organisation.

From a wonkplace effectiveness
perspectrve, the'pnoductivity gap' rs the

chasm between those onganisations that

ane tak¡ng a pnoactive strategic approach

to the role of therr physrcal envinonment in

onganrsalronal penformance and those who

ane not. In the hrghest penforming Leesman

lndex measured wonkplace. 86% of employees

said that 'their wonkplace enables them to

wonk pnoductively'.6 In its lowest perf ormang

space, that figune stood al just 15%.6

This data is simply too compelling to ignone. I

4 Both the quanlr{atrvs reseaach co^d-cteC throJgh
the Leesma¡ Index@ and the quali(attve research
concucled throuCh ihe pancl sessrons anc rnÌervrews

?

-

5 Leesman Index sO ¡rghest peafoamrng warkplace rs a

Danrsh fac¡l ties servrces compaly

6 Leesman {ndex s@ lowesl perlsrmìng workplaae rs a

UK :echnoloÉv sBrvrcss company

Happy
workors

t2%
tncrcâse tl
proriuslivìry

to%
decrease ilr
produclivily

Sourco: 2014 study by lln¡versity ol Wailick, lJl(, and IZA B0nn, Ge.nany

ol operat¡ngcosts

are losl due 10

absenleeism

unhappy
workers



DO OFFICES ENABLE EMPLOYEE PRODUCTIVITY?

Only one in two employees agree their workplace enables them to be produclive

Àgree

9,0%

25.O%

2ß,8%

llisagrse.

t5.6%

9.4%

4.7/o

t5.5% Neulr¡l

Agree srongly

Ag166

Agree slightly

Dlsagree slightþ

Disâgree

Dlsâgrce lrongv

I
-

54.8%

45.2%

The danger of
measuring the wrong thing

The consequoncôs of id6ntifyinE tho wrongi moasuno of
sucooss oan b6 d¡sastrous. Takê W€lls Fângo, fo¡ ¡nstance,

*hi"h *á"..""nt|y finod $186 million. Wolls'ernployees are
incentivised to cnoss-soll pnoduots to 6xisting oustomers and

th6 numbor of nðw accounts opened are doomed the loval

of success. Due to ponhaps a combrnation of pnossune and

lneed. 5,300 employeos opsned roughly 1.5 million fãke bank

acoounts w¡thout Õustomons'cons€nt, nosult¡ng in tho mass

accumulation of bogus fees. Befone tho scandal câm6 to l¡ght.

thoso ömployeos were Éett¡ng ofedit.fon opsn¡ng new aocounts

and mêèting their salos goals. The business failed to check

wh'ethen any of tho accounts actually had any monoy insido.

Coca-Cola suffered a similar moasuÈoment m¡sjudgment ¡n

the 1980s when ¡t complst€ly changod its sof t-drink fo¡mula

basod on tho ¡"6sults of a senios of sip tosts, Wh¡lo tho tostons
prefenned on€ sip.of the sw6eton fonmu,la, nobody has iust one

sip of Coko - thBy d¡ink a wholo can. And th€ company didn't
tost whsthgr a whole can of the new formula was as popular

as.iust ona s¡p. It wa€n't. Thoy neceived ovon 40,000 compla¡nts

ând had to switoh back to tho old fonmula.

In both casés, hugo oxponse and offont oould have been

saved if tho eompanjss had given mone cons¡denat¡0n to the

measurs of suocoss before proceeding, I



PRODUCTIVITY RESEARCH LITERATURE

Sourcc: 0scland & 8url0n Bu¡lding th0 Business Casc, Facilil¡cs Managemerl 2013

À¡ Suantif¡able product¡vity measures are nororiously diff¡cuh 10 capture.

Dr Nigel oseland conducted a literature rev¡ew of 200. research

siudies on workplace €nvironmental factors impacl¡ng productivity.

These included light¡ng, acoustics, lemperature, ventilal¡on, control,

furnilure end spâce. Thesä studies reported increased performance

ranging from 0.6% to 160%. Th¡s delta was too large lo be accurate, so

oseland's teâm we¡ghted the results of eâch p¡ece of the data between:

Al% increase in the UK's
product¡vity will add

S20bn to the UK economy

Duncan Weldon, economist

lhis weigliling
broughfrhe

iorprovenrenl in
prÕducriv¡E gap

dowr lo

t%- 3.5%

2

-

Research
environment
Work carried out in
ån âctual olfice was
weìghted nore h¡ghly
lhån ¡f it was dorìe in å
fåctory or s¡rnulaled off¡ce

WHERE PRODUCTIVITY CAN BE MEASURED

Performance
metrics
Studies w¡th embedded
br¡s¡ness metr¡cs were given
ä higher weight¡ng than
studies thât measured self-
åssesmerìl of performarce

: Activily
: time

MeÙics such ås åbsenleeism were
relaled lo actua¡ workìng tirne
spent ¡n ân olfice ånd adm¡n lasks
sr¡ch as proofreadìng were related
to an est¡maled amount of tirne

â &udh moro
.ealistic melr¡c

Sourc€:Jonathan Chown, Skanska

Phys¡cal

Complaints

Medical
Compla¡nts

Staff lurnover
& Rstenl¡on

Abse¡teei$m

Perce¡ved Heallh,
Wellbe¡ng &
Product¡vily

Mêdical Cosls

Revenue

Breakdowh

Corporate irrpactlrelevance

Wail¡ng T¡rnes

Cusloñer

Eror Rale

Creal¡ve

Th¡nking



IN C(}NVERSÀTI(,N WITH...

N I Usherer
Workplace director, Sky

rF hene's the sub¡ectrve vrew of producl¡vrty taken by.an

I emoloVee:'l have my head down and everyone's left me

I alone.'But fon an onganisation, it's about penfonmance and

output, wh¡ch ¡s an objoctive vi€w. The aim. of bourse. is to marry
these two. But wô ane getting ounselves in a tangle. Wo need to

be cneat¡ng spaces that can fosten and suppont both angles on

productivity. People need to feel they can b€ pnoductìve but th6
onganisation neods to boliove tho wonkplace has motivated them,

C¡eate as much of that choice as possible, supponted by fantastic
amenities, and you have the condit¡ons for pnoductivity.

Space itself is a jounney, not a product. It's a penmanent beta
trial, which means you are enabling change long aften the space
is'finished'. How many change programmes wrnd up a f ew weeks
aften the last move? Veny often. the success of one space or
area mitigates agarnst the sucoess of anoth6r. and invariably
thrs occuns oven time as peoplo g6t to undorsiand ihe space and

change the way they wonk. It s impontant to continually obsenve,

test, discuss. moasune and be prepar"ed to tweak and change the
spaco. b€cause no one wants to wart 15 yoars for the

noxt c¡usade. It is also wonth ¡emembenrng that a'flexible or
'activity-based' wonkplace takes much monê mànagement than
a static arrangôment.

The wonkplace'¡ndustny' continually lunches fnom one panacea

to the othen. awaiting the messianic ¡dea. Its curnent plaything

is co-wocking- Wonkplace is not a complex subj€ct, dospite the
attempts of many to mak€ it so. We spend anound half of oun t¡me

working alone, half work¡ng with dthens, That's a good enough

starting point fon just about eveny wonkplace scheme.

It's important to continually observe, test,
discuss, measure and be prepared to tweak
and change the space, because no one wants
to wait l5 years for the next crusade

o

?

-

There is an almost institutaonal pressure to be'disnuptive'.
Don't try and bs too clever w¡th peoplo's pnoductivity, wellbeang

and comfont. People still n€ed to undenstand the space being
provided, how it works. and to see the oppontun¡t¡es it offens. You

don't need to challenge people out of thein wits.
lrlimicny can be a bit awkwand and oxpensive, especially

wheno fads ane concenned, By all means considen the app¡oach,
methodology and thought processes adopted by othens. but not

necessanily th€ outcome. The des¡gn may then last longen than the

initial two-second dopamine rush you get fnom see¡ng a cl¡mbrng-

wall in the connen.

The gneaten choice you provide. the easien it ts to hand contnol

of the wonkplace to the occupants. We need to avoid be¡ng too

prescniptjve and allow people to use the spacÞ as they wrsh. If
we provrde a considered chorce of sertrng. lnom th€ most focused

and pnivate to the most interactivo. th€ people using the spacs
will do the nest.

The succoss of a workplace scheme js so veny often in the

detail and not the vìs¡on. Spend less timo on chiseling the mission

statement and mone on what it m€ans to people at the micro level,

They'll look thnough youn grand ambitjons to see if thejn locken

is big onough and th€re's space in tho kitöhen fon thei¡ muesli.

As buildings should be designed fnom the ¡nside out (but ranely
ane) then ihe workplace should be designed fnom tho kitchen
cupboand out. I think it's quite possible to th¡nk of ove¡ything. I
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TI{E OFFICE IS
ALIVE AND WELL

Research for The Stoddart Review shows that companies
can no longer afford to ignore the performance lever that
workplace offers.

r Mobile working is not the norm - 9l% ol UK employees still work solely f rom the office

r The workplace has become a major differentiator in the attraction, development

and retention of talent

r The social value of workplace has profoundly changed to being a catalyst

for community and cohesion
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I he nole and ¡moacr of technology

I has chanÉed rhe ootrons of how and

I i:ï::ï::îï;::[ïii:ì;"
spaces rn berweeñ. lvluch has been written on

thrs topic and much has been mooted anound

the idea of an ìncreasrngly mobrle wonkforce

and the ¡mpacts ot the grg economy' . Some

organrsatìons ane stantrng to create'alternat¡ve

workplace' programm6s that accommodate

non-traditronal wonk practrces settrngs and

locatlons. More wonk rs berng done outsrde of frce

hours too and the lines between wonk and non-

work tr mo are becomilìg rncreasrngly bluneed.

Fasten and mone accessrble connectrvrty

brg data and antrfìcral rntelligence ane

revolulronrsrng the r,¡orkfonce and tho

spaces they inhabit. By 2030. 30% of

conponate pontfolros wrll comprise flexrblo

space. rncluding co-wo¡lirng. rncubaton and

acceleraton space, accondrng to an antrc¡e in

JLLlWrnecl ent¡tled'Wonkplace Beworked'.

Based on cun nêsearch for The Stoddoct

Review we suspect that thrs can be brough¡
fô¡ward by 10 years.

And lvh¡le the workplaco rs oortartrly changrng,

tor now the data shows that for the vâst rìâJonrty

of knowledge economy wonkers the offrce rs still

thern pnimary place of wonl( - 
g1% of employees

ane solely on pnedominantly based at a srngl6

locatron (tho L€esman Index, 20-[5).

The rdea of the nomadrc wonken rs st¡llf ar
f nom the norm. While 15olo of employees ¡n the

UK and lnelãnd a¡e based at a non-allôcat€d,/

flexible desk. 64% of UK and lreland emoloyees

are based at'thern own desk rn an open plan

anea' explod¡ngthe myth thar no one has a desk

any more. lVoneoven fo¡ those companres who

do ofler remote and home-wonkrngthe ofhce

strll (and. rn fact. possrbly even rncreasrnglyt

serves as the most effect¡ve enabler of people

rntenacfion. Accond¡ng to rhe Chanrered Institute

of Personnel and Devolopmenr (CIPD), only 7%

of employees pnrmanily work f rom home and at

co-rvonkrng sires.'

CHAI'IGI¡IG THE WORKPLACE STATUS

Thone rs a gnowrng numben of prognessrv€

omployens thar ane pnronrtrsing need ovef

stalus when making wonkplace chorces. These

companres undensrand tlìat there has been

an enonmous change rn the social value cf
wonl<place. Where thern wonkplaces used to

be the manrfestatron of power and hrenarchy.

now they aifirm collaboratrve cultur€ and a

sense of communrry. Heno. the workplace has

become the source of coactrve power (the

opposite of coencive power) ând as one of the

Rev¡ew contnrþutons sugg€sted, now needs (o

of f or'exponential humanrty to countenbalance

exporìentral t€ch'.

These firms ane focused on rncreasrng the

quantity and qualrty of rnteractron withln a

workplace. as evrdenced by the populanty

of ccllabonatron and'collisron'spacas. Thrs

rarses the rssue of the relatronship of that

spaoe to productrvrty.

Intenvrews wrth some of these

f oî\ryard-thrnkrng companres sh0w that
progrossrve worLplacos pnorrtrse bnand

and nlânrtestatron cf culture. Fon example.

Skanska s values rnclud€ canng for the

envrnonment. supportrng health and wellberng

and pnomotrng green solutrons - and rts

workplace strâregy backs this up. As a result.

Skanskâ's employees nepont feêling pnoud to

wonk in therr burldrng'and they have cneatod a

hrgh penf onmance workplace.u

It is also clean from fhe Stoddort Reyiew s

data that h¡gh-quahry social infnastnuctune rs

a feature of high-penformance collaboratrve

teams, wrth the highest'sense of communrty'

satrsfacûon scores connelatrngtosatrsfactron

wrth collabonatrve and collectrve actrvrtres.

Th¡s socral cohes¡on consrstently returns the

hrghest employ€e agr€ômsnt that'tho de6rgn my

workplace enables me to work productrvely'.

The data goes

aga¡nst the idea
that it is only
millennials who
want an office
that works well
and enables them;
all employees
want this,
regardless of age

UI{LOCKIIIG HUMAI{ POTENTIAI

ln a hyper-competitrve wonld. the workplace
Iras become a drffenentrator rn the attnac¡on,

devêlopmônt and netentron of talent. Accordrng

to a 2015 resounces and ral€nt plannrng survey
I The grg êcono¡ìV ,s the ou¡rÊnt ¡rend r^ whrch l€mpora¡V

posnronsÀrecomronàarlordânrsaiS-scontaact wÍh n-
dopende'x ú/o.ke¡s fo¡ sho.l{erm engaÉêmeîis.

Gellrntsm3rtaÈout aérlew.rl4"g CÌrD. 201¿.Asurv€y
of -,132 employges ¡n the tjk rep¡esenÌalrve of the UK
rrorx ng poÞulal¡on. and an ¡ddrtonal sanple of 508
rnd¡vrduals €mployed rn nons:3"darc tobs (lor ex?mplo.
¡hosc n p.ral{tñc tcmpora¡y nolns:nd selFcmpl(ryod
r¡drvrduLli:ì.

3 g0% crf Skrnskd 1[rplovecs rcporÌcd ¡cdl¡¡8 proud ol r,,o¡r
warkfì¡ai€ âcoorarng ta lhe Leesûìsn lndexl.

4 Sl<ans,ia scorsd 78-9/I0O on the Leôi-Ên scal6. Any
scorê ûbove 7O ts arnsrdemd hrgh pc.Í,1¡mrnÍl



'Reinventing the workplace will reap benefils beyond happy staff'
lnga Beale, CEO, Lloyd's of London

T t . to'. Ìñ sav wc ¡rc,: worliplace th:,ìl s strll m?llurìrìfl, laup-lìsi

I L¡rl,r B:ülc t LO of LlrvJ s ¡f L.ondon She and her siatf. ivhr
I"

- supp''r', lh,r m,)st irrnrorrs broLenage,n Ìhe ¡./or'ld r¡;r:r'1, r,r ihi;
roi,rìrc iìriifì¿rri llo¡ìùrs burldlrg ril the 0rLy Jl Lorìdin I lìe LluÌldrrìg

nr glll b€ rÍrfJIessivc tlul, says tseale, wi:ai s halppe f rrg nsrd€ ìt

needs aijaL)tatron. lt s ihè iacl rvÈ haven i r'¡v€sled rn iech¡olrgy
írnrl iiigrtalrsa!ro¡ì.'she siìys.'arrJ peo¡rle d|e dorìrg !vhlìi lhey ve

been dorng aor ihe last 20 ).,ears \rye have ver_v lrtrle renroie wcrkilìg
;rnd very poor iechilologV.c crable remote rvorl,rng'

Stiìlt rn ihe burld ng con:pl:rn th¿i ri ¡s tocì Ca¡1. a:rd tn¿rt ihÈ.e
rs no mee ilrìg space, as i,ollaboratron :;pace s rised f;r'lrrnclres,
says Beale.

l tìo 0orrìpaìy rs looki!rp, ai novl best tô;¡d:ìpl the bLrrldrnp il
:ì ohíraÊrn[1 ,ùoIl.torce. [:ie al¡ and t]en aolleagLL¿s are wor(rng

lìrvaIds dr¡lrtalrsâtron aJrd ro h:ìve the staf f worl< ng;n a mLrch mo¡e

nlgl'aùiive v!ay.

Seale knorv:; Ìlrat ¡ e,nverìirrg tho worl,place rtrll lea¡r i:enehts

beyo¡d h:ip¡:y stail r:eI godl rsi io c¡'eãie iì \r,JrkDlacc itlal u,ìll

appeal to a rìew generaliJn .ls we1ì :ì:r llenelprrg cxrstrng wo|kers.
:he tälent b¿:se of the tuture w¡ll be dralvr. irom rrilustlres n,hel-o

wo|l.plare/HR arrrl ter;lr l¡a"e been rririnsri:ally lrnked. i \,ílnl lù

srtfarc'r lecir savvy tl-aople. l'eolrle {rJme rnro thrs envifonmenl ând

ri teels so old-tashioned ;rrij thev re put ofi. \!e l¡¿r,e ¿l lci cf rvoex io

Co ancì à lol of rrìvÐstrreni iì11t theIe s wrllingness.'

CASE STUDY

(o

È

=
9

;

Lloyd's of London

by ClPDs. lob candrdates consider physical

wonkplace a mone importani factor than

leadenship, CSR. tochnology and the diveîsiiy
and inclusion agenda.

In addition, satisfaction with 'a var¡ety of

diffenent types of wonkspaces' is the highest

pnobability indicator thai an employee will

ag16e that 'the design of thein wonkplace

enables them to work productivoly' accoiding

to Leesman. lt is clean this is the s¡ngle

biggesi wonkplace lever for d¡rect îeturn on

investment in human capital. Yet just 50% of

Leesman s UK I Ineland rþspondents agree
that thern workplace is a place they would be

proud to bring visitors to (companed with 82%

in Leesman's category óf h¡gh penfonmance

workp laces).

All of the data rndrcates a shrfring

psychological contraci and goes against the

idea that it is only millonnials who want an

office that wonks well and enables them. In

fact, the cl€an message fnom th6 neseanch

for Ïhe Stoddort R6view is that all employees

wanr thrs. negandless of age.

This means it is cnitical to ensune that the

wonkplace is performing to the best of

rts capabiIties in onder fo¡ businesses to

stay agile, f ast-movrng and competative. The

devastating finding fnom the Leesman Index

that only one in two office workens say thoy

can work pnoduct¡vely highlights th€ vital

impontance of onsur¡ng that employens equip

thsm to do the best they can and give rhem a

reason to come into wonk. I

5 Resource tale.tplann,ng, CIPD 2015. Asu¡vêy.l 520
HR prcfessronals ac.oss the UK



THE DIFFERENCE MAKERS

The top three workplaci fsatures thát high performing offices utilise more than averag€ offices

Â L*workspacos ". AvcrageworkEpacês

too%

75%

VIDEO CONFERENCES

83%

RELAXING/TAKING A BREAK SPACE

Source: [6ôsnån lñd€x 2016

83%

INFORMAL, UNPLANNED MEETINGS

\

75%

-

50%

25%

o%

TYPES OF WORKERS ORGANISATIONS ARE CURRENTLY EMPLOYING
Percentage of respondents that selected each lype (not mutually exclus¡ve)

ALL PRIVATESECTOR PUBLICSECTOR VOLUNTARYSECTOR SMEs

S0urcer CIPD ÀgllÊ ìlorllnÉ Repon, 2014

LARGE

Emp¡oyees in flxed-term cortracts -.............

Casuål wörkers (ùose who wo* o[ a

flsxiblg. ¡rregular0.'as requied' båsislo
l¡ll å lcDpsråry ¡&d, bul who ¿¡c ll0T
suppli€d and pa¡d a t¡¡.d party agency)

Âgctrcy workcrs su0pl¡cd hy ¿ th¡rd
p¿rlyagencyl0rpcdods olnorE -..--
than 12 weeks

S€lf-cmployed - ¡nd€p€nd€¡t

60ntr¿ctorsltre€laoc¡rs

0utsourcing

oo ----rÜ' TÜ

o
-ü

TÜ

-

v
-Ir TÜ

Using volunTeers

oo
o o





IN C(1NVERSATIf]N WITH.,.

Doug Shaw o,

People and organisational development consultanl,
specialising in change and creative problem solving

A. frhlC
j'-a
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The designer has to take responsibility
for asking questions that blur edges
and challenge people

plac€ wasn't f¡ve mrnutBs old and it.was al¡eady having to be

rethought because nobody had ongaged the group of usens to find

out whene they mrght wanr to work.
Pant of being an expeni ¡s hav¡ng the confidence to take on boand

othenviews, But so often expents foel thoy have to design the
penfect wonkplacs, whrch doosn't neally ex¡st. A good wonkplaco
designen needs to acknowledge that it's go¡ng to b6 gritty at f¡nst. If
fneelancrng ¡s on the ntse rhat needs to bo thought about now. not

net.ofitted laten.

But at the same time. the designe¡ has to take responsibÌlity fon

asking questions that blun edges and challenge people. Why ¡s it

OK for someone to step outside and have a ciganette and yet two
peoplo seen talking rn a connidon rs fnowned upon. for example? If
ws want to encounage collabonat¡on and chance encountens and

so encounage cogn¡t¡ve drssonance, thts sort of th¡ng ts just as

rmportant.

A workplace is wh€reven it may usof ully presont itself. It's
whe¡ever I lay my hat. But ono of the things that keep coming up

trme and again ¡s the importance of cho¡ce and, to a less€r exient.
untntendod consequences of a wonkspaco. t

t -

M
any years ago when I wonked fon BT. I worked
nomadically. ln têrms of flexrblo wonking BT was an

early adopten. I was basod with Vodafone fon a larg€
pant of my work. Gett¡ng me technological access was simple but
integrating me into the physrcal env¡nonment pnovod neally difficult
It is by no means alone. People often don t design the wo¡kplace
with outsidens in m¡nd.

People who dêsign wonkspac€s need to be m¡ndful that the
people com¡ng and go¡ng into that space ane not always nank-and-
file employees, regandless of thetn hie¡anch¡cal positron.

Recently I spent about 18 months on-and-off working with a b¡g

crvil infrastructune pnoject. Agarn. gett¡ng access to thetn phys¡cal

space was a problem. I needed to be srgned rn and reoeptìon

needed to know I was coming and th€ne often wasn t anywhere fon

me to work. Asrde fnom the time and inconvenrence facton thene's

th6 fact that you don't feel part of a toam. vintually on otherwiso,
because no effont has been made to integnat€ you.

Yet, as mor6 and mone people begin to wonk f¡eelance, ihese
linos get blunned and the workplaco n€eds to be betten placod

to antrcrpate lransi€nt wonkens. Fon example, as a froelancen, I

should bo able to come and go like any othen omployeo. Access to

systoms should be as easy as possible,

It shouldn't bê too complicat€d but sometimes it f eels

as though tho.people designinglhe wonkplaco aren't fully
considerrng these thìngs.

Recently I was talking to an anchitect who'd desrgned a beautiful
new wonkspace but the wrndow silfs wene being damaged by
people s¡ttrng on them and us¡ng them as a relaxation spaoe, The
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Levenaging the
wonkplace featunes
you already have

OFFICE BUILDINGS HAVE HARDLY CHANGED IN IOO YEARS

TO WHAT EXTENT IS AN EFFECTIVE WORKPLACE
WITHIN AN EMPLOYEE'S CONTROL?

O lmporlanc€lo€m0loyeo

O Averago offics satisfacli0n with seryic0 / fealure

High perlorning ofice (Li salisfaction wilh s€N¡ce / fsalur€

- ...-.- TO WHAT EXTENT CAN EMPLOYEES OPERATE EFFECTIVELY WITH

rH¡ re¡rûnEs rHErR EMpLoyERs crvE THEM?

Sourc€: Lôesm¡n lndsx 2016

Ref reshment f acilities

89%

64%

Resiauranícanteeh

80%

43%

Personal storage
7A%

49%

FrankLloyd Wrighl- [a¡k¡n Building

t906

Iyp¡calof¡cc inlcrìor

20t6

W¡f¡

Noise levels

30%
, :r..

People walking past your workslalion

77%

50% 70%
Mor€ doskscan fl into l6ss spac8, hullhoy

are 0n avorageused 50% 0fthsworkday

70% of worlors are dls€ngaged

ardun¡nspired

5æ/i

Sourcs: Gallüp 2016

3l%

7A%
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THE FEATURES WITH THE HIGHESTSATISFACTION

DISCREPANCY BETWEEN HIGH PERFORMING AND
AVERAGE OFFICES

Source: L66Êmån lndox 2016

Ghoose your bu¡ldingwith care.
Many of the attr¡hutes linked to
your employees' definition of
an effective workplace are the
resull of base build design.
Of course, there's nothing stopping
them from being augmented .

Leesman lndex 2016

THE FEATURES WITH THE LOWEST SATISFACTION

DISCREPANCY BETWEEN HIGH PERFORMING AND
AVERAGE OFFICES
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LEVERAGING
THE WORKPLACE
INDUSTRY

Creating an off ice that enables productivity begins
with the right queslions.

r Prioritise effective user experience over economy-focused, space-saving strategies

I Choose the reporting lines with care. The CF0, C00 and CE0 produce

diff erent emphases and outcomes

r The role of the chief workplace officer (CW0) is emerging
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ne of the gneatesi wêaknesses of

today's worl(place tndustry tn the

UK rs thar ll rs domrnåi€d by a stlo

aPploach - drffsfeni packages cf

trarnrng therr c\rstodrans JI the workplâce.
whethBr erecultves or rndtvlduåls embedded

as workplace advrsors to focus on

pertormance-drrven outcomes frùm theln

advrsors and supply ch¿rr..

Pol<eeStsrs {s€e ÞaÊo 27) has changed

tlìe noportrng lrnes, spent time coaching tho

CE0 and taken a drscrplrned approach ro

measürement. At Thomsrlns Onltne Beneflf s

(seê page 33), workÞlace dgcr,srons are made

bassd on clefined productrvity ms¿ss¡sr r.¡ t
olear undersrândrng of staff needs.

/\ cleanly antrculated and demonstrable
contrrbution to the o¡ganrsatronal value
pnoposit¡cn rather than an cpenat,onal cost
fccus, hclds the key. Those who dlfferentraie
betwêsn the st¿lkeholder prrorrtres of the

CEO. CFO and C-tO wrll þurld än tntegrateci

case whrch addnesses each of them.

Focusrng on producilvrty ga¡ns rather than

operational savings rvill âlways delrver
greater long-term bsnefrts.

drrve¡.4"ao.0'ng ro evrdeìce presented to

the ¡q6\,r6w by Jesrgn teams. llre m¿1o"',U

of prolects are cost-planned tt€fore the

workLìlaoe desrgrrens have taken a bflot.
and desrgnors ale allowed mrnimal to zero

engagement vvrth the end users or the

execuirv€ board Thrs rnevitably rosulrs rn

lower levels of employeo satrsfact¡on.

Dan Pr!Ìing, workplac€ des¡gner at Matler
Anchrtects and doputy cha¡r of iho BIFM

Worl<place Spec¡al Intenest Group, sâys,

'l woulcl be embedded wrthrn some cltent

fac¡litres marìagement teâms and I f ound

rime and agarn that they wene frustrated at

being locked out of scme key decrsrons.' He

proposed a'oentralrsed portal'rvhrch would
'enaþle all stalieholde¡s ¡n the workplace
sector to accsss and pantrcrpat8 rn what I feel

rs lacLrng an oblectrve vrew. free fronr sales

anÉles. or workplacB sôluttons tred to specrftc
products and sensationallst Google-esque

case srudres'.

But ih¡s is slowly ståntrng io change. says
Þill¡ng.'Whai s happenrng now is ihat th€l.ê

have been very rnterestrng convensalions

atrout lvho rs rn control and who should be at

tha¡ table. The faci is we have a mult¡fac6tecl

Êroblem whrch needs mUlt¡faceted in0ur.'

The nesearch ca¡n¡ed out for the Sloddor¡
Rev/er.v rnto what the rndustny can dc ion

compan¡es workplace slrategy, end-user

acivrce and outcom6s come at diffBnent stages
rn the hfecycle of th€ work¡Jlace.

lmportatìt dec¡srons on key olements such

as budgetrng, destgn, value englneenrng,

fit out, fLrnnriune ilehåvrounal/changê

managomont. post-occupancy evâluat¡on.

nefrts and wonkarolrnds all râkê placo at

clrf fenenr trmes wrth fhe people lnvolved

rarely w,orl,rng together lowards common
performance-clnrven ouicomes. Thr5 6if¿¡15
the abrlrty to delrver a cont¡nuous strategy.

The resuli ot tlìrs rlode of openiltron rs

that the workplaûe tndustry constanrly
appears io be pursurng th€ ne\r best thtng.

It rs susceplrble to borng seduced by rfends
râth€r than pushrng rls clrsnls to [Ìrovate
from wrthrn. Thrs ìn turn leads to the rndusrry
berng seen rn negattve tBnms. ln othen words,
the ¡ndLrst.y has an image problem.

REPORTIl{G LINES

One key determrnanr of thts f nâgme)'ìt€r{

approach to workplaco strategy ls tho

nepoatrng lines that many compatrres follow.
The trad¡tronal reportrng Ilnes of faciltt¡es

manaÉement rnto the financral clirector and

chref operatrng JfftoBr otten guaraniee a

trad¡trt¡nal. cost-drrven approach. However.

rt rs c¡ear that progresstve employers who see

workplace. rech and hLrman caprtal

on an equal looilng ar€ changtng those

reÞontinE linôs. A d¡nect lrne tnto the

chref executrve offrcer cr6ates drfferenÍ
pa^ametsrs and oppot.rLtntUes.

the companies that havs cont¡ibured
io rhis neseanch have made cl€an thâl
¡e¡lortrng lrnes mâtten lvhen constdenrng

th-c lrnk betrryeen strateg¡c lvonkplaco and

organrsailoral rntBnl. The c:mpanies
who ane dorng rt successf ully ap,peân to

be learnrng drrectly fnom tlìetr employees
abou( the¡n wonl.place neecis. they a.e then

BALANCE OF RESPONSIB¡L¡TY

The ov€rwhelnrng verdict of companios ihât
contrrbuted to thrs rBseanch was thai ihe
design and fit-orii process was systsmrcally
Ìrppecl against those nesponsiblê for the

workÞlace. Offrce pnotects have fon too long

been procuned by teams whÐse oblectrves

ane hnancrally drrven rat¡sr tharì people-

Focusing on productivity gains

rather than just operat¡onal
savings will always deliver
greater long-term benefits
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exper¡ence and productivrty highlighted a

number of nscurring lhemes:
. Thene is a busrness case fon

prion¡r¡srng ef fecttve user axpantence

oven economy-focused space-savrng

stnategies
. Choose the.epo.ting l¡nes with ca.e.

Ihe CFO. C00 and CEO pnoduce

diffenent emphases and outcomes
. Thene is a need fora new nolo as an

intenlocutôn between the needs of the

rndrvrdual teams/busrness untts and the

infnastructune teams that deliver them
. Onganisat¡ons can be betten clients by

owning the wn¡t¡ng and development of

a clean and s,mple brref .

Thrs last po¡nt ¡s vrtally important. A srmple

brief enables overyone ¡n the ptoc6ss to
vùonk towards a qensrble busrness case,

to avoid mis-selling p¡tfalls and to start
commissioning solut¡ons based on what
employees need nathen than on the latest

trends. But ¡t is impontant to nememben that
a simple bnief belies the amount of collective

t¡mo and effort to gêt it ¡¡ght. As Ne¡l Ushen

wonkplace dinecton fon Sky. says, 'lt's worth
¡emembening that the br¡efisn't the solution.

It s an asp¡.ation drawn from the data and

ston¡es captuned and the possibil¡ties the

journey prompts.'

Howeven, rn building thts persuastve

business case it is crucial to d¡fferentiate

ALIGNING SPACE WITH STAKEHOLDER PRIORITIES
Example performance metrics

Source: D6spina (ats¡kâkis

between diffenentstakeholders' pniorities and

to burld an rntegrated case that addnesses

each of thêm. But in the experrence of some

of the executives consulted for this neview,

the wonkplace industry has so fan failed to
propenly anticulâte Ihis. The industry must
get better at bridging the gaps, act¡ng as a

tnanslator between op€nations and boand level

and demonstnating the business case cleanly.

Despite these obvious gaps. oun neseanch

has highl¡ghted sevenal good examples.

Stnategrc outsouncinþ and enengy servicos
company Mrtie (see page 37) has linked its

senv¡ce d¡nectly to the business stnategy

of its clients. An app under development

at Cushman 6 Wakef¡eld evaluates how

effective people's me6t¡ngs are. This allows
¡nstant rat¡ngs on room, facrlities, IT, t¡ming,

effect¡veness and even whethen a meet¡ng rs

needed at all. Applicaiion of marginal gains

theonyr means some are focusing on the

individual and their p6nformance.

WORKPLACE SHOULD ALWAYS BE IN BETA

Although thene ane examples of innovat¡on

tak¡ng place and pockets of good pnactice, the

faci liti es managemBnt and bnoad en workplaco
¡ndustny.as a whole ¡s still selling its products

and services into compan¡es nathen than

.L Mangrnal garns theory suggests that small ¡ncreme^tal
rmproveîeñts in any process add up to â stgn ftcant
rmpaoveqent whon th€y a¡€ all added togsther.

pushrng rts client base to innovate fnom within.

The challenge for the industry ¡s to make

a se¡sm¡c change in [he way ¡t operates.

Ovsnwhelmrngly, people are expeclng
to got the workplace des¡gn night first t¡me and

are then leaving it alone for the next l0 yeans.

Demands on the workplace ane constantly
evolving and to maxrmise rts rmpact rn

a fast-growth world means see¡ng it as

a constant work ¡n pnogness and budget¡ng

and planning accordingly.

Howeven. thene are many examples of

commissions that started with headnoom fon

innovation and evolution but which had become

f ull by the time they wene completed because

they wene burlr to a statrc allocatron model. ¡he

rndusl¡y ¡s be¡ng hamstrung by nules of ¡ts own

making and it needs to up iis damB.
I he workplace ¡s an asser whlch. lrke any other,

needs regulan attent¡on so it doos not becôme

a liability. Dec¡sion makers should be f inding

out directly from thsin €mployees what thsin

workplace needs are and tnarnrng'th€ir wonkplace

adv¡sons to ponf ormance-driven outcomes.

Workplace transformation is not a p¡oject to
be unddrtaken once a decade on a pnoject to.be

outsounced and forgotton about. Good workplace
design ¡s key to penfonmance, engagement and

the bottom line and this makes it a neally cnucial

considenation fon all business leadens. I

Looksandfôsls llk€

a $€at llacs to work

Ënahles Doophto do

thólrborlwork

Suppons cost roductlon E
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' Total salarycostpcry€ar

" Velue of I hour of productiv€ tims pêry€a¡

"' 8üild¡ng & nanegenenl costs p€r yoar

The fact is we have

a mult¡faceted
problem which needs

multifaceted input

Dan Pilling,
workplace designer
at Maber Architects

Thc bu;ldirgðs a

dylatnic svstcm to

sup0oil lrusincss
pr¡orilics
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Ihe stoddo¡t Âeview has shown that the

intenface between people, place and pnocess

should be the pnesenve of a specialist with

appnopniate levels of access and influence.

This role is now meanrngful for the finst

time because of the enonmous avarlability of

data. Scandinaviâ seems to be leading the

way. Exemplif ying this is Enrcsson s necent

appo¡nrmenl ol a global head of workplace

expeflence, Charlot te lvars, w th a buoget

of SEK 2 brllron. Arnbnb s CHRO, Mank Levy.

necently chanf,ed his 1ob trtle to chief employee

experience officen. It's clear that leading global

organisations ane changing the way that

functions and stages of the pnocess integrate.

The Stoddo¡t Rev,ew uses the shorthand

of chief wdnkplace officen (CWO) to descnibe

this nole. The CW0 nemoves obstacles, fostens

collabonation and ovensees an envinonmeni

in which peer-ro-peen rnformation sharing,

collaboration and peoduotion can occur.

The CW0 acts as a super-connecton'who

knows the right people to runn to and who

is able to mâtch the n¡ght people to the

nrghi opportunrt es. Th¡s CWO can develop

rntegrated busrness cases and acts as the

inte.pneter between indrvrdual team/busrness

un¡t needs and the infrastructure teams that

deliven them.

Whene does you¡ board look to for this

elusive individual? Good nole models already

ex¡st wlthin faciliries management, HR.

conporate real esrare and IT.

Jul¡e Kontens. Chainman, BIFM, says.'As

the natune of the economy is changing to one

biased towands intelìectual outputs over

productron outpuls. so too we ane seerng a

chanÉe in th€ value placed on professionals

who act as wo¡kf o¡ce f acilrtators. making

marginal garns in perfonmance in each and

every employee. The f acilrtres management

pnofession br¡ngs togethen people, place

and process to enable busrness, and in this

new smarter, leanen. fasten wonld. skiìls

rn thrs anea wrll be a sounce of competitive

advaniage fon busrness. Howeven, as the

demand nises so too does the need fon the

pnofessron to ensure rr rs upsk,lled aná neady

to help t^ansforr busìness pnoductrv ty. I

HR

THE ROLE THAT IS

CHANGING THE WORKPLACE

CRE IT

FM

Making the business case for design

Steve Henigan at global archilecture praclice Perkins & Will

The vast majority of design and arch¡tectune pnact¡ces have

farled ro rmbed surtably expenrenced busrness strategy

drsciplines wrrhrn th6 workplace servrces rt of f ens. allowrng

the global neal estate adv¡sony mega-t¡nms to lake this gnound.

Sieve Honìgàn has ihe nare job title of pnincipal ot workplace

practice ar global anchitectu¡e and design firm Penk¡ns I Will.

He start6d hìs pnofessional careen as a sunveyon and then

moved through vaflous business pnocess consultancy noles

befone specialising ¡n wonkplace. Henigan beli€ves that one of

his key attnibutes ¡s that he does not hav8 a dos¡gn backgnound.

'l undenstand the noed fon, and have an appneciation fon, good

desrgn but am acutely awano that a design pnolecr based on

a weak business case is flawed fnom the outset. Oun clìents

ane inceeasingly positioning the physical wonkplace as a tool

fon change in onganisational penfonmance and compet¡tive

advantage, and to do that, they need [o allow me to get unden the

skrn of their business pnoblems and practioes,'

'lt's astonishrng,'says Ian Ellison f nom workplace knowled{e

and action nesearch partnenship 3edges, 'how the malority

of onganisat¡ons are at nisk of being unwittrngly on the back

foot when ihey approach tho industry, exp€ct¡ng them to

solve the¡r spat¡al challenges. Without being able to explicitly

ant¡culats thein strateg¡c outcome neods, thêy nisk being

blindsided by genenic solut¡ons nather than gottìng what they

desenve, which is focused attention se6king to tnanslato th6in

specific requinements fnom the ¡nside oui. Every onganisatìon

is cultunally unìque, and onganisations need to embnace

the powen their uniqueness bnings. Ws ve talked about the

'intell¡gent client' for yeans, but sat as 3edges does, on the

boundany between client needs and industny pnovision. it is

patently clean that this needs f an mone work when it comes to

enabling wonkplaces.' I



CASE STUDY

PokerStars
F.
(\¡

'We're a money-spendíng business but we're spending money t0 improve

the workforce and the workplace'

Hanro Hennig, Direclor of workplace operalions, PokerStars

-

P
roductivrty f or us rs about the whole workplace

expônrence. Moasunrng rt rrr rtself ¡s hand so we try to
measure satisfactron rn mor€ of a holrstic wav. We us€

th€ LeBsman survey but we tny to understand which of the

drfferent m€asures ane mon6 important to us and, cnudally. our
sratl. lf thê satisfact¡on ¡s low we then know whene to allocate
our funds. Then we use the scores to see whelher we ve

achreved ihat.

The rmportant thrng fo¡ oun slaff rs drffenon¡ wonl setttngs.
Open-9lan was a gnear rdea back ln the day but has crealed ã

n¡ghtmane ton fac¡l¡t¡es managemenr from a satrsfaotion pornt of

vrew. You hâve some people who ane veny happy because they

can cha¡ to people all day long but then you hâve other people

who aren't becaus€ they w¿ìnt to be rsolared.

Internat'onally the prtnctples ane much the same. A t'urldrng

rs a burldrng and a mechanrcal and elec¡rrcal rlrstall rs the same.

Bui the metflcs change. ln the UK. tor oxanrple, there ¡s no law
on densrry but rn Austraha rhe law is 100 sq fl per person. My
teams acnoss tho wonld try to delrver rhe samå thing.

Our wonkplace openat¡ons department recommends how

to do thrngs based on our srafi satrsfactron levels. We would
go to the boand and say 'People ane sayrng atn condrtioning ts

¡moortant to th6m.'Satrsfaction is 20%. That means to us that
erthen thene rs a brÊ pnoblem wrth th€ mechanrcal plant or ¡t's an

issue because of open plan. We would then look at the Leesman

top 10 burld,ngs and see thar the avenage is somethtng hke 28%

so we know not to spend money gn rt. 8ut ouf charrs ane 20%

and top L0 rs 80% so rhrs rs why we ne gotng to spend money on

rt. We explarn our ratronale tc the bùard and back rt uç'.

Our board rs pretly open to whar lve say. We are luck¡er than

other companres rn tlìat we are teken seniously by the t-suite.
IÌì othen companres I get the sense that people thrnk IacrItlos
managemênt a.e.Jusr prxres who run around clean¡ng torlets
arrd replacrng paper. I used to ¡eport dinect to the CEO ând I

was able ro work with hrm to make the wonkspace botten þy

rdent¡fyrng best practice. 0nê techn¡qu€ ls to use case studres
to show that they have addod value. If you can do rhat they wtll
belreve yor,r. lt ,s rmportanr to cãr.y our a pre- and post-pnolect

survey. lt your post-0rolect sunvey shows that thè wo.kfonce
ts happren. then you can dêmônstnate that. But it doosn t always
happen ovennrght and oiten rakes trme.

We have a three-yean stnategy. By usr¡lg statf saÍsfaat¡on
levels we cân have an actrsn plan showrng ar.eas that neêd

rmprovement and we can filter ri agarnst otlìer srmrlar

PokerStars
was founded in
2OOl with 350
employees in
four locations.
Since then it has
grown by almost
5OO% and today
has 2,000 people
across e¡ght
Iocations.

companies. Then we commun¡care th¡s ro the office. YeaÊ-on-

year we lrave always shown improvements.

I was Iucky. I had a djnocl noute illto the CEO and I manag8d

to convince them. Wô ro a money-spendrng busrness but we're
spendìng money to impnove the worl<fonce anC the workplâco.
It cân be veny d¡fllcult ior a CE0 to srgn off money when rhey

thrnk it's lust you makrng th¡ngs pretty. ff you can say you ne

dorng it vra an rndustny-respected motnro tñen they re gotng to

stant lrsrenrng to you. I
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odern businessos stnive to

movs fonward tn th6 fac8

of strong headw¡nds such
as unpn6oodonted digital

Õhange and new opgn business models.

Thêy also face now challenÉês in tonms of

acosss to talsnt, pa.ticulanly talent that ¡s

abl6 to find new valuo in rnnövative ways.

These headwrnds wero felt thnoughout our
nesBarch pFocsss. emphasising the need

for agiliiy in tho workplace and fnom thos6
suppoFting ¡t.

Founder and execut¡ve chairman of the

Wonld Ëconomic Forum, Klaus Sohwab. said
'It ¡sn't the biggest fish earing the smaller
fash anymone, but the fastest fish that wins.'
Androw Livêr¡s. CEO of The Dow Chemtoal

Company. puts ¡t s¡ightly d¡f f enently: 'All
¡nnovation has become shont oyole; long

cyo¡o is a luxuiy companres can't afford.
Speed is survival.'

The averag€ tonu¡€ of a Fontune 500
CEO rs 4.8 years. roports Fo¡bos. Busin6ss

ag¡llty rs no longen a luxuny; ¡t is cr'tical
for sunvival. Accond¡ng to PwC's Annual
Global CEO Survoy fon 2015. the nestl€ss
pursurt of 'what's new' has meant that 51%

of CEOs plann.êd to ente¡ into new stnategic
a¡liânces on jo¡nt ventures ¡n 2015. Changes

¡n conpo.ate stnuctune suoh as mengers

and acqursit¡ons put prossure on the
workplace industny to dehven an ag¡le wonk

environmBnt that allows.busanssses to jump

on opportuniti€s f astor.
Loase lengths, lnt6rnational Finanoial

Reporting Standards (IFRS) accounting
nsgulations, offioe supply and divestmont
stnategies havô creatod lag times and

¡nfl€xib¡'ity that contradrct the shorten cycle
of busin6ss today. 'lf yostenday's workplace
stnategy focused on moves and changes.
today's has to jugglô supply and domand.

With it th6ne has been an olovat¡on lfor
workplace professionalsl in scope, line of

sight of PgL. and ability to see wonkplaco as

part oi a portfoho of solutlons.' says Julian
Griffith, sales drocton, EMEA. at Condeco.

Speed and oost are now equally impontant

and anð now d6têrmrning the shape of noal

6state pontfohos. ïheso pontfolros now

oompnise a core spac6 on long6r leasôs

supplemented with flôxible space on sho¡t
leases and co-worklng spac€. This pontfolio

shapo enables businossgs to handle psaks

and troughs with headcount and nâv¡gate

longen term supply and demand ¡n thê wider
manketplacB.

AGILITY AND SOCTAL COHES¡ON

Fast-Ênowth businesses consìstently
demonstnate that business agility
rs oontrngent on a socrâlly oohes¡ve

organisatron. Human be¡ngs are soc¡al

animals and work is a sooral tnst¡tutton.

Long-term nelatronships (whother

network¡ng, friendships or ev6n marn¡agas)

ans often fonmed at wonk. In th6 bost

wonkplac6s omployons recognise thât th6¡F

staff want to forg6 these relationships

and that company allegrance can bo built
o¡ st¡ongthon6d fnom such th¡ngs. In

short collabo¡ation is contingent on social
¡ nf.astructuro.

Thrs is backed up by nesoanch from Gallup.

which identif¡ed l2 d¡m€ns¡ons of a healthy

workplaco. 0ne of the key dimensrons was the
pr"esonce of a best fnend at wonk. Tho study
showsd that omployees who p€pont€d having

a bost fnond at work were 2.1-% more Lkely to

repont that at work'th6y havô the opportun¡ty
io do what they do best ôvêr'y day'.

EVERY BUS¡IIESS IS A TECHNOLOGY

EUSINESS

Almost all successful businosses rely on

technology in some way. Employens ane

compet¡ng f or pôoplê who deliven value

in now ways. A ubiquitôus talent platfonm

t¡ansfor¡able to any organisation, whetho¡

start-up. scalê-up on estabhshsd. grves a

signifrcant compot¡t¡ve advantage. Even

wh€r€ tôch is not part Õf the sêrvice offe¡,
rt plays a cnuoal role in customen senvice,

supply ohain. HR managemont and p¡omotion.

Retail is a g':oat oxamplo of a socton with

a fundamentally d¡fiênent business model.

synonymous with tech.

However,.iust because a company needs

technolog¡sts does not mean it needs an office

spaco liko Google, ¡t needs to 6env€ the needs

of the people wonking lhene..The workplaoe

needs to scale up and down with a degnee

of tlexrb¡lity that raðitronal spaco plannrng

approaohes oannot acoommodate and provrde

th6 corô bas¡cs well- Our data consrstently

shows that thos€ needs havo mone to do with

ease of use and ab¡lity to accommodato choice

than it doos Alprne gondola mêeting pods and

slides. howevên ampressive they look ¡n glossy

dosign magazines.

Panadoxically. businesses cannot noly on

tech âs a d¡ff6n6nt¡ator. wh¡le technology ¡s

th6 ðnabl6r ôf any workplace. ¡t ¡s not ths
diffonent¡ator betwoen tho average office and

the h¡gh-perfo¡ming office. Howevêr, tech



FACTORS IMPACTING OCCUPIERS' PORTFOLIO

oo

PwC's reâl estate in London demonstrates agil¡ty in action. A balanced approach lo lease lengths provides business

certainty, and a suite of llexible options br¡ngs swing space.

OCCUPIER'S WORKPLACE CHALLENGES HOW THEY AÊE RESPONOING 10 THESE FACTORS

Chang¡ng bus¡ness model

Continued cost manag€nenl

FLBil ,

Compliance & rogulat¡on

0uality /des¡gn of spaco
. Brand
. Recruilm6nt / relent¡on
. Susta¡nabls agenda
. lncreasod agil¡ty

lnshore / offshore / outsourcìng

EmerE¡ngtEchrologi€s
. 0ala analyt¡cs, robotics

lnnovat¡on (imaginalion)

Sourcer PwC, WRK/LDN Conl€renc€
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is absolutely essential to activities such as

collaboration. Leesman data shows that

the outcome of collabonatÌon ìs the

drfferentìator between average and hr(h-
penf ormrng wo.kplaces. Agrl¡ty nequ¡res work
spaces to be fit fon both collabonat¡ve and

insular thinking.

Executives from companies such as

Salesfonce, PokenStans and Thomsons Onlrne

Benef¡ts keep wonkplace, tech and people in

step with one anothen, pnopenly integnated

and adaptable.

THE I{IGHER PURPOSE

the Review found that Leesman s h¡gh

peeformees and the high-growth companies

both demonstnaie transfonmatron through
punpose. An effective alìgnment beiween

wockplace and purpose rs not rn rtself new, but

it emerged as a key tool ¡n managrng agilrty.

Punpose helps people to belreve they can

emenge fnom the ru.bulence as wrnners.

Loöking back ai wonkplace theony. rn th€

1950s psychologLst Fredenck Herzberg
pnoposed that people who felt good about

their jobs wene mone motivated. For many,

hìs motivation-hygìene theory still fonms the

basis of good wonkplace practice. clobal

construction company Lendlease has a

mantna of sending people home each day

'healthien and happren' than thi:y annived.

'We don't have a holy gnail.'says its head of

workplace and wellberng, Duncan Young.

'l m an evidence-based srrategrst. Health

is nelated to engagement and pnoductivity.'

Workers wear accelenometens to determ¡ne

rhe¡r sitt¡ng tìme and rnactrvrty. Thene are

o'ganrsailonal rntervertrons such as walkrng

and stand¡ng me6t¡ngs.'The wonkplace rs

veny importanr fon overall health,'says Young,

'but rhe ¡ntenventions you have aee equally

important. the Wonld Health Onganrsat¡on

says we spend a thind of oun lives at wonk so

rt s the best place to fight poon health.'

Lendlease also uses behaviounal economics

techniques such as ensuring wo.kers walk
past bowls of fnuit and providrng discretionany

healthy food. But there ¡s always noom fon

rmpnovement, says Young.' I he physrcal

workplace pnovrdes an enormous oppontunity

f on onganrsatronal change.'

Lendlease says rhat ¡t rncorponates

the importance of overall health into ¡ts

wonkplaces.'We have short, sharp meetings

less than 30 minutes and we do them

standing.' says Young.'We encounage active

commutìng with end-of tnip f acilitjes and

secune bike parking showens and lockens

and sometrmes even towels. We can t cneâte

any mone l'ours n the day so we maximise

the time we've got.'

Companies ihat are authentic in therr

own deal¡ngs tend to atrnact a mone engaged

wonkfonce. A good workplace removes

rhe bânriens that stop people wonkìng '

effectively and sends a powenful message

to people that they ane valued. That, ¡n tufn,
tosters engagement.

ÏIMÊ

THE CONSUMERISATION OF TECH

Tech also bnrngs ¡nstant gratificauon

syndrome.r lt has made us [rckle and impat¡ent

in our expectations of rhe tools we have been

g¡ven ro do our jobs. The wockplace needs to

move fast and flexrbly enough to stay relevant

and capture the imagination of cunnent and

f utune employees. The consumenisation

of tech has mado a difference. Tech and

wonkplace go hand 1n hand, yet in many offices

the technology drsappoints. Many compa^¡es

cited the need for fasier tech upgnade cycles.

on allowing woekers ro bflng thern own

devices. Many talked about the impontance of

video confenencing, which is backed up by the

Leesman data, as vrdeo confenence facilit¡es

impnoved Leesman + burld¡ngs scones by 21.7

pencentage points). They also talked of the

need to pnoperly accommodate fneelance and

dispensed workers.

Modenn businesses need to be ag¡le to

sunvive and the wonkplace needs to keep

up with rhis. The clear message s that

w¡th the nighr rnvestment rn technology and

workfonce the existlng ins¡itutional barriers
such as lease length do not have to stand

in rhe way of agility. But the industny will
not pnov de unconvenrional solutions on a

plate. Business leaders need to cneate and

negotiate altennative pnovision models that

suit thern needs. I

I Instanl Êrattflcaloñ ls lhe desrre :o exper ence pleesure
o- fulfrlm€nt wrth¿ut delay o. deferme^t.

CORE-FLEXI



CAST STUDY

Salesforce
(î.

'We must cultivate a workplace cuhure where everyone is encouraged lo share information widely'

Andrew Lawson, senior vice presidenl, North Europe, Middle East & Africa and UKI managing director

orrh $55 brll¡on. Salesfcrce rs one of the Fortune

500 s fastest-Énowrng cornpantes. rncreasrng

sales by nloro than 30% fcr the past four yoans

busrnoss and by usrng the larest rechnology platforms ro soltcrt
rnpu¡ and respond to ou. €mployees.'

Lrstenrng rs a cone part of Saleslonce's corporat€ DNA and

conversatrons happen vra Chatter (rts collaboratron platform).

'With Chatton,'says Lawson.'all of our employees are tnstantly
connected, motrvated ând engaging wrth each o{her. They take

to Chatter to slìare rnsrghts or propose new ldeas. Salestorce
necognrses that the feedback noceived from ¡ts employees
is fundamenral both to employe6 satrsfaction and to our
con¡inued succoss.'

Stril. productrvity is nct measurêd rn any concnete way ar

Salesfonco. Lâwson says. But employ8e feedback rs good and.

says Lawson.'We re continually collect¡ng ir.'
Planning {he ne€ds fon the Salesfonce s,orkplace ¡s done

on an ongorng basis. And agarn tI somes down tc the bottom
line. Wrrh a company growrng as fast as Salesfofoe. constant
communrcat¡Õn complete alignment and agtlity ¡s cruclal.

st.arght. Thr5 ¡ap¡¿ growih has foroed rt to stay agrle. and rt

has developod a workpface phtlosophy that ¡s all about'Ohana'.
the !dea rn Hawaran culture that famrly members are all
responsible fcn one another. 'Evony silìgle petson knows thai
they ne playrng an ¡mportanr role. regardless of thorr drvrslon

orjob functron'says Andrew Lawson. senror VP, Nonth Êu.ope,
Middle Ëast tr A,frica and |.JKl managjng dtnoctor at Salesfoncô.

ïhat 0hana cultune exl€nds to tho wonkplace as well he

says. 'ln onder to move fast. stay agrle constantly optimise
our pnogranìmes and Orocesses and io contrnue to anansfonm

oun rndustny. we must cultrvate a wonl<place cultune w-heno

evenyone rs encounaged to sha¡e rnfonmatron widely and feel

confrdent about sharrng therr opinions. Gneat ¡deas Jan come

from anyone, at any lovel oi the ongantsatlon-'
lnput rs encouraged at all levels, says Lawson.'We want

all entployoes to have a vorcs rrr how we run oun bustness. We

do this by encouragrng leedback ar all levels rhroughout the
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FACTORS THAT AFFECT PRODUCTIVITY AND PERFORMANCE
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I % Sal¡sfaclion glotal averag€

t % Sai¡slactiotr L!€sman.

rg

t5

0n crealive work

2. on focusod work

3. lnformal interaction

4. Infdrnal, mselings

5. lrom others

6.

Gâp

15.5 8. Plailnêd

-l¡t.4 g. Video conf€rencos

-14.4

-19.2

-4.0

-c.3

-5.1

Gap

15. Pr¡vate conversat¡ons

17. Aud¡o conlercnces

18. lnd¡vidual locused work

conversal¡ons

a break

out matefials

Sourca: Ìhc L66snan lnd6¡ 2016

Gap

-t6.3

-r3.7

-t5.4

desk -t7.6

-20.8

=

2

:

20

t7

l4

Individualwork

-r8.7 16.

lz.

cl¡enls or customers -t8.3 t3.

-t6.3-8.t t9.

creat¡vo -4.920.n8.t

7:t.2

Z Larg8r or audiences -14.0 14. Bus¡nesS confidential d¡scuss¡ons -t5.s 2|. technical / equipment -t0.6



CASE STUI]Y

Thomsons Online Benefits
Õ
(Ð,

The workplace provides a stable home to go to for work'

Michael Whitfield, CE0, Thomsons 0nline Benefifs

Þ

¿

I 
have dr^rven arìd contrnue to dnve the culture of values boh¡nd

I Thomsons and I aln convrnced Ìhat tt ¡s the orrg¡nal culture and

I t,ehav,ours that allow us to be pîJductrve as a busrnoss.

We are a cliont-focused busrness but for certaiu rypes of people.

and in pantrcu¡ar softlvare engineering. it doesn t matten wh€¡e tn
the wonld they work. They ane monê producttve tn an environment
rh€y'ne enJoyrng.

In th€ good old days we d m€asure procluctrvtty w¡th ttme

and motron. Now we use the Net P¡omore. Scone. ¡n whrch you

work out youn p€rc€ntags of detlactôns and promorers. Wo ask

staff the questron eveny quâ¡ten ând tlì¡s rs how we seê whether
someone in the drrect cl¡ent space ¡s berng p¡oductrve.

We beliove that rf you take cane of the chents. the nevenue takos
care of rtself.

In tenms of the worl(space we beìleve that tt provtdes a

stable home to go to fo. work. But rhe lvonkplaoe has to be

16pres€ntatrve of the conrparry values. 0ur offices all feel and look

veny srmrlan We don t want to be overly tunky. We do have thrngs
rn place such as cl€ar-desk policlos, no knee-holes under the

desk. lôts of mBetrng spaces and hall as many soft-seatrng areas
as desks. Thrs encounagos people to be mone comfortable. So rhe

wonkplace rs rmportant but not so much so that you need to do

things for effect. Thore s no po¡nt tf it doesn't match youn culture.
We hav€ never hacl fac¡lir¡es management bur we do have pêople

lookrng after the offrce ¡nfrastructure. The tech gtly nuns the

handware but the people wlro look afteF the faol¡ries wonh tn HR. ¡n

conlunct¡on lvrth me. I am not a designer but I have a clear ptctune

of how you bond people wrth bnand and envrronment, We lrave 500
peopl€ rn the bus¡ness. And I tend to str down wtrh the GM In each

anea wrrh a core theme and vlsron of wlìat I want to achteve. Then

we adapt rt locally. Bu. ths core valuôs are the same.

A wonl\place strategy doesn t have to come from someone

who works rn facrlltres. ItJust has to come from someolle who

understands the busrness. When people com€ to ou¡ off¡ces. thêy
toel who we ane befone they seo who we are. You can't croate buzz

by ptttting stuff on the walls but you can create atl onvr.onm€nt

whene peop¡e feel pnoductlve.

Forrr years âgo my CTO told m6 that the eng¡ne6rs woro go¡tìg

to work rn Whrstlen Canada. for the season. I was, natunally.
qurtô concerned but i \,v€nt along w¡th rt. Wo measured thef
pnoductiviry rn terms of cod¡ng output. Companed wtth tho London

office, they produced 25% more whrle wonking fewer houns. I

was gobsmacl\ed. From thon on we have allowod much gneater

flexrbihty fon that tyoe of wo¡ker. It worl<s fo. them because

th€y don t have ro be on the telephone at a set ttme and you can
measure quality and volume of tlìelr output.

THE VALUE OF A CWO

lhomsons sysren wonksrvell because cf an embedded CWO

functron ¡n toLroh wrlh the lvhole busrness and an enbedõed
culture of trust autonomy ald chorce rnantlesisd in an outconìe-

based porlornrance-measuremeDt system, enaoled byrntellrgent

rvorkplace chorce. Great iools when standrng rn tlrose headwrnds.

¿'¿
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Ttlfl{ERE
TEGHNOLOGY
FITS IN
Smart lousinesses are creating smart workplaces in serviee of people.

r The rapid changes in technology reinforce the f act that there i's

no such thing as a one-size-f its-all workplace

r lf tech and workplace enable, then tech, workplace and culture empower

. With careful leadership consideration, the tech-enabled workplace

can become the most humane workplace
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he rnodonnwurkplace has been

I tnansform8d bv technolog,cal

I advances such as drgrtalrsatr0n,I
I aui.or¡atrorr and the Inl€fnet ot

Thrngs (loT/.-Whrle tech rnnovatlon ¡s a

constalt arìd fast-movìng process, tt ts

rmportant to locus on what rs avai¡able oow

wrthilì the range of aflordabrl¡ty and sxrllsets

ratlìe. than becomÊ dlstractod by future-
gazrng desp ¡nto the dig¡tal age.

Enlightened pnacrtronens of worLÞlaces
ane nolv rakrng a tech-focuserj stratogy.
from re¡rof¡ttrng offrces tc purpose-L,urlt

burldrngs. to achreve the best nesults. These

nesuks are possrblo as the ioT and available

rnf ormaton enable gneater tnd¡vtdualrsatton

and cus{omrsatron. gnealer per[onmance

optrmrsatroÌr thnough data analy0cs. and
gneaten âgrlity that pronìotes results-drrven
rntenve¡ltron arìd management. Gattner
predicts ¡hat IoT deploymBnt rn commenoal
burldings will contrnue to grow at a naprd pace

over the next iew -vears and wrll rnclude more

than a bil¡on ronnected th'ngs by 20f8.
Hôlveven. UK companres ano onlylust

srãrrrng ¡o gnapple wtth hÕw to g€r the most

out cf thern wonkspaces and many ane strll

only beg¡nnrng to addness the rmmediare

consrdetatrons that were latd out [ì secttons 1

lc 4 0f rhe stoddort R€y¡ew.

The raprd changes rn technology rernforce
the lart lhat tlìere rs no such thrng as a one-

srze-lits-all wonkplace. Withrn a workplace

eaoh Þusrnêss furìctron or t€anr has drff€nerìt

neêds. Workplace, enabled thnough teclì.
can thenefone þe vrewed as a senres ot

¡,lterconnectrng eco-systems.

Tech has been the great €nablen of our
workscape - the rvrden porrfolro of fonmal and

rnfonmal space where we now wonk - and this

rernforoes rhe rdea ihat employees do not

need to have a specì1rc work locatron to carry
out thern operairons and me€t thotr goals.

Technology and real-estaie expert Antony

Slumbers has sard that rhe wonkplace willonly
rema¡n nêl6vant as somewhere'exÞonential
humanrty cou¡rtenbalances expon€nttal

technology'. Slumbers rs talktng abour gpeat

desrgn. somewhene that ¡nsp¡nes people. a

¡tlaco fon crearion, somewhene people use

tlrern rr"*'n"r'on, a place where empathy

abounds, whore ing€nuttV ãnd tnnovatron rs

what mattens, ând â space ion ccllabo.atton.

Indusmy leade¡s *-ene keen for ou¡'

Feseanchers to undefstand the difference
between organlsatrons that use tech ro enattle

therr employees, ratlìer rhan to demaDd nrore

trom rhem, erther exp¡rcrtly on rmplrcrily. IÍ tech

and workplace enable then tech workplace
and culture empower.

Employers whr: âre ahead of the curve
when rt comes to wonkplace desrgn are
alneâdy v€ny awane of these elemenls and ane

stliv'ng ta rnstrl them. Tlìrs ìs demonstnaied in

tlìe Leesman+ nesponses lvhrch consrstently

show hrghen sÕores for socral tnfnastrlrctura

and cther aspects (such as the oppontuntty

to have chance meettngs) that encou¡age
collabonatrve workrng.

Exponential humanity
counterbalances
exponential technology

Anlony Slumbers,
technology and real-estate expert

SMARTWORKPLACE

OVG's Amsterdam burldrng. The Edge (of

whrch the marn tenant rs Defo¡ite). rs one

of rhe smartest vvorkplaces rn {he lvorld.
It's a trpfi'ng potnr proJect for teal estate
developens, as tt gathers rnformatlon on

the lvorkers needs ancl nesponds to them.

Workspaces wìrh¡n the burldrnE ane allocated
accLlrding to specrfic scheduled neods and

once wonkers ar.e thene, thtngs such as lighr

and tompenature ane modrlied accofdlng
to personal prefenence. The Eclge ts also
the gneônest l-lutldrng rn the wonld. wrth a

BREÊAL1 ratrng of 98.4% - the hrghesr sconê

eVer awandeci.

¡ ¡he lntêrnef nl lhtnÉs ts a nêtwork:f tntêrnêt-connêriê.i
objêals aL-lè :o collect a¡rd exclìange :5iè ùsrnË erìbealded
s€^sors wtlho!t aequrùñg h(m¡- {o-humÂn ¡nteTacton
oi l{rm.r"-ro-':ornpui(r' rìlilfa{ì:tnì.
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Delo¡rte oonstantly collects data on

how staff inside the bu¡lding ¡ntenact w¡th

each oth€n. A central dashboand tnacks

evenything from energy use to coffee machine

performance. This means that when fewen

staff are expooted on centa¡n days, whole

offices can b6 closed down. minimising

heating and lighting costs. While data collation

is pant of the oquation, so too is the ne6d

fon human behav¡oun to be as adaptive. Foc

Delo¡tte to neälise thê benefit of clos¡ng aneas

down, thein people need to be able and w¡ll¡ng

to.work somewhere else. Behavioun and

cultune have to.be pnogrammed into the new

wonkplace genome.

There has also been an incnease in the

number ot pnoducts that help d€l¡ven smanten

indrvidual penfonmance. A good gxample is

wellness tech that can lead to h¡ghor levêls of

worker satisfaction: A neport by ABI Reseanch

Wearable Wineless Devrces in Entenpnise

Wellnoss Pnognams. pnedicts that by 2018 at

least 13 million wonkplace weanable d€vices

will be ¡nr6grat6d ìnto wellness prog¡ammes.

At The Edg6, smantphones ane usèd to f¡nd

colleagues, manage gym bookings and adjust

heating and l¡ghting temponanily to nsfloct

pensonal pneferences. To facilitate th¡s, work

aneas ane equipped with built-in wìneless

phone chargens.

WORKPLACE DESIGN FOCUS / CHALLENGE

A 2014 study from Stanford Un¡vensitV'?

found that creatave thinking improvod

while a person was walking and shontly

theneaften. Outsrde of a lab enV¡nonment,

onganisâ(¡ons such as Lendlease are us¡ng

new technology to measure how much time

employeês âre spending at the¡r desk ör '

walking around. M€asuning th¡s allows them

to ¡nstìgate schemes to encounagê people ro

walk mone in the of f ico or engage in actìve

commuting (and this can be Bncouraged ¡n the

physical wonkplace by providìng 6nd-of-tn¡p

facilÌties such as showens and bike panking).

Companies ane now aÞle to measure the peaks

foi runne¡s and walkens and nowonk stnategy

accordingly. 'When you provade great facilitles

rr encounages people to use them,'says head

of workplace and wellberng, Duncan Young.

Tech plays a key nole in gettinÉ thas right.

Lendlease encounagos its staff to weer

hearr-nate var¡ability monitors. These

monitors show wheth€r psopl€ ane ¡n 'fight'
on'fl¡ght' mode. Once thjs has b€en observed

the company has a behaviounal change

sysiem in plac6 tÕ educate staff on how to

bneatho pnopenly, how to make the most

fnom micno-breaks and to develop a hoalthy

sleep and eat¡ng nout¡ne. This all ties back

into the pnoductivity benêfit. Seminal studies

2 opps2zo, Madly, Danrol L. Schwa.tz and O 2014 Amer-
rcan Psycholog¡cal Asso:ratron. 'Grve Your Idoas Som6
Legs: lhè Pos t'v€ Effoot of Walking on C¡€alrve Th¡nkinÊ.'
Journal of Éxp€¡imontal Psyoholoey (2014)

of el¡te athletes suggest that top performers

sleep on averag€ e¡ght hours and 36 minutes

companed wr Lh the avenag€ porson who sleeps

for s¡x hours and 5I mrnut€s. Research by

tho National Inst¡tutê for Health and Cane

Excellence (NICE) sugg8sts that promotrng a

cultune that improves the health and welfano

of employees leads to a healthy and pnoductivo

wonkplace as it neducês thê occunrence of

By using tech that
gathers quantif¡able
data - such as seat
sensors to show
how much time
people are at their
desk - companies
can then better
develop workplace
solutions focused
on the end users
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Rather than
isolating and

alienating workers
as one might
assume, workplace
technology can

bring them together
and facilitate
greater levels
of collaboration
and innovation

wonkplace illness (which rt estimâres leads to

around 27 mrllion lost working days pen year

and oosts the economy €13.4 billron annually).

FOCUS ON STAFF

0rganisations that want to be successful in

using technology to impnove the wonkplace

must stant with the sraf f in mind nather than
jumping on the latesi tech tnends.

By using tech that gathers quantrfiable

data - such as seat sensors to show

how much time people are ât thein desk

- companies can then better develop

wonkplace solutions focused on the end

users. Unless those planning the workplace

have a clear understand¡ng of the needs of

rts usens, rhe lech cannot be rmplemenred

properly. The best solutrons afe created wrth

the employees rn mrnd.

It m¡ghr be tempt¡ng to prcture this tech-

enablei futune workplace as a soulless
place, nun for and by robots. But rhe stnong

message from ihe reseanch rs that wiih

caneful leadenship considenation, the tech-

enabled wonkplace can also become the most

humane workplace. ADP Reseanch lnst¡tute s

2016 Evolution of Wonk study of more than

2.400 employees and employens across l3
count'res found thai, whrle rhere rs a sense

of fear that incneased technology will lead

to automation and 1ob loss, 37% of UK staff

are technology advocates. They believed it

rmpnoved connect¡ons with co-woekers and

employers, made thern working life easier and

helped them operate mone ef fect¡vely wlth
global sraff, not to mentron neduc¡ng travel

costs. A recent neport on co-working fnom

Conenet Global suggests that ¡n the long term.

VR, AR and even holographic solutions will

enable nemoie wonkens to satisfy their own

social needs vintually so the workplace can be

tech-enabled to impnove the envrnonment of

people who ane not even in the building.

The Leesman data supports these

¡nnovations. It sees rhat offices that ane

mak¡ng good use of the tech available, such as

sensors io control lemperature, lrght¡ng and

IoT, have the highest satisfactron wrth ihern

wonkplace because it rs a comiortable place

f or people to wonk rn.

Both the qualrtàtive and quantiiarrve

nesearch shows that nather than isolating

and alienating wo.kens as one might assume.

workplace technology çan bring them

togethen and facilirate greaten levels of

collabonation and lnnovation.

0f counse, a mullitude of f actons will equip

the wonkplace fon futupe business success

and each organisation will continue to have

¡ts own pnionrtres based on ¡ts wonkfo¡ce

and outputs. But we ane confldent that what

successful busrnesses will all have rn common

rs rhat rhey have sl-rlted workplace f unr'hen up

ihe value charn. I



IN CONVERSAÏION WITH...

Despina Katsikakis o,o

lndustry leader and workplace transformation consultant

.1 nu social value of tho wonkplace has changed and th¡s rs

f Oarticularly nelevant with renowed focus on mental health

I issues in the wonkplacs. Thene rs so much data acound how
people ane so much happior when they feel connected to others rn

the wonkplace.

People who have fniends at the office ane at least foun t¡mes

happier at wonk than those who don't and 7L% ot millennials want

thein co-wonkens to be a second famrly. So thrs not¡on of betng

connected and hav¡ng a sense of community becomes a neally

cntrcal rssue.

The real power^ behind ihe growth ¡n the co-wonking
env¡ronment ¡s anound b€longrng to a creai¡ve communjry, a

cnôative ocosystem. And the mone we become seamlessly vintually

connected, the more ¡mportant physical place becomes ro bning us

together in veny meaningful ways.

ïhe physrcal onvrnonment ¡s constantly givtng m6ssagas that
influonco behaviour, and you can erther us€ that as an organisatron
or rgnors it. Sadly, the major¡ty of onganrsat¡ons ignone it.

I wonk w¡th companies whene on so many occasions I'll,speak to
son¡ôr manag€ns who say thai they want to be opon and inclusive

and accessible and they'ne sittrng behind an enclosed doo¡ with a

secnetany in f nont of thsm who acts - with the best will in the wonld

- as a guand dog. ïhe message that gives ¡s nor accessible, not

open. not inclusrve.

The physical environment is constantly giving

messages that influence behaviour, and you can

either use that as an organ¡sation or ignore it.
Sadly, the majority of organ¡sations ignore it.

¿ë

Ifyou change that and put thê same penson fon pant of the day

in an open. social setting whero poople can talk to them at any

t¡me. they're giv¡ng a voFy diffôrent message. This is the physical

environment combrned wrth behav¡oun and att¡tude.

The open-plan office was desrgned by Fnank Lloyd Wright at the

tunn of the centuny and it was dosigned to enable the uniniemupted
flow of wonk and clear visual supenvision. It worked exceptionally

well but in 100 years a huÉe amount has changed and not so much

has changed tn the physrcal envrronment.
We know now that open-plan offroes tend to be the antithssrs

of collabo¡atron, sometim6s actually promoting isolatron. But if

you begin to layen tho wonk envinonmenr with places that support
conn6ctron. placos that allow peopl€ tô b€ op6n and spontan6ous

and accessible to one anothen. you oan actually create th6

oppontunrty f on innovation through collabonation.

If wonkplace professronals wene newarded on incneasing th€
poncoptron that the organ¡sation looks and feels like a gneat placs

to wonk, then thorr driver would be veny diffenent in terms of what
they wer6 delivening.

lo truly onable a peoplo-centn¡c workplaco you absolutoly have

to have management visron and pract¡ces. You need to have the

right cultupe and behavioun and you need to have the night space.

technology and sonvices. Unless you have those policies and

pnactices in place and people ane walking the talk, there's no pornt. I
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THE
TECH-ENABLED
OFFICE

I
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BEACONS allow for easy contacl with
colleagues. Placed throughout the build¡ng,

beacons connect to employees'phones so

their colleagues know when they've arrived

and what part of the office fhey're in.
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LED SMART LIGHTS lhal can house

sens0rs, cameras, microphones, v¡bralionE

and 002 deteclion. These digilised lightt
ffsate a neural network thal c0nmunicãte
with each other, illuminâting the¡r

surroundings with nore than just lighl.

.r t¡ I

@
+?¡Commercial

buildings will have

more than 5OO

million 'connected

thingsf during 2016 í
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INDIVIDUAL THERMAL GLOUÐS are

localised heating and cooling syslerìrs which

can provide a precise, personal climate for
each occupanl using ån array of responsive
infrared heating elemenls thât are guided by

sophisticaled ûrotion tracking.

APP C0NïR0L is used at 0elûitts's
Amslerdaln H0 in ïhe Edge building, where
workers can control the lights, heatiÌrg and

blinds via an app.

INTEENET OF THINGS allows lechnology 1o

inlerc0mrnün¡cate, and is possibly the greatest

asset of the 'smart' olfice, For example, an

employee's cafendar will see il has â meeting
al lûam and will pre-emptively arrange the AV

equipment in the conference room,

s
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The last word
ôt
!t Gan your business afford to ignore the opportunity cost of an effective workplace?

- his exencise has nevealed much. All

of it intniguing. some of ir exciting.

and pants of it'contnadictory and

counlen-intuitive. lhe Review

process could have continued fon yeans

and tunned funther stones. But thene is a

wider drscussron now to be had. Because

the macno case is compelling: onB rn two

employees can t repont thein workplace

supports their productiv¡ty.

The scope fon ¡mprovement is tremendous,

nationally and individually. busrness

by business. And why, with employees

nepnesenting 9O% of an o¡ganrsatron s cost

base. would businesses not be dniven to

invesi financially and intellectually ¡n ensuning

that thein wonking envinonment wrll opt¡mise

employee perfonmance?

There is no s¡lver bullet fon the wonkplace

product¡vity debate - no panacea workplace
plan. But we saw consistent evidence that

caneful planning, flgorous feedback from

rts end-users. negular measunement and

acceptance that space wrll always be rn beta,

delivecs a high-penf orming workplace.

We also found skills gaps: design peolects

based on a weak business case will always

be flawed from the outset. Hene both clients,

design teams and supply chain need a

'super connecton', because design that is

disconnected from the needs of the employee ts
guananteed to deliven sub-optimal outcomes.

Bur consrstently we saw that succossful

bus¡ness cases address the penspecrives

of multiple functional stakeholdens, and

successful des¡gn puts the end user finst.

Very simply, the busrness case, the design

bnief and workplace rn openatron, needs to be

people-centric.

Bur ihe market ¡s gnappl¡ng wrth new

magnitudes of data. Utilisatron studids

may be de,rigueur, but they are falsely

focusing attenr¡on on stratogies to ¡ncnease

the numben of people in the space. Those

stnategies inhibit èffectiveness and confuse

space efficiency with space pnoductivity,

We also gnappled w¡th the popul¡st reponts

of the dominance of the distributed wonkscape

and the prodrg¡ous nise of co-wonking. Both

could suggest the office is dim¡nishing in

¡mportance. This Feview believes not. The

datâ shows that while these phenomena are

havrnÉ dramatic rmpact on stant-ups and the

smallor SMEs, there's a significant time lag as

businesses adjust to these new tnends.

Thene was repeated evidence that new

bus¡ness models a¡e neliant on d¡ffenent

behaviouns and wene highlighting the

cniticality of social infeastructure as a

catalysi fon collabonation. This is penhaps

self-evident. but the impontance of ¡nvestment

rn theso areas cannot be oven-emphasised.

But we ropeatedly heand that these ane

the first aneas to be value-engrneened out

of a desìgn solution, and this is s¡mply

because the value has failed to be

arricu¡ated. This data now exists, and shows

that the nighi inv€stment dnamatically

improves penceived ef f ectiveness.

Ihê h¡ghest ach¡evens bogin by

undensiand¡ng the divensity and complexity

of their employees'wonk, and build solutions

anound thrs core knowledge. And all roads

lead back to workplace - whether in

pnojecting bnand values, neflecting punpose.

changrng behaviours on underprnn¡ng

employee engagement. Workplace rs

undoubtedly a drfferentiator, and much has

been sard about rts role in attractrng anå

reta¡nrng talent, panticularly where that talenl

base is in common acnoss multiple sectors.

But the wonkplace indústry is still sell¡ng its

products and senvices into comp4nies rather
than pushing its cl¡ent base to innovate fnom

within. Can you ne-orientate youn thinking

awäy fnom buy¡ng siloed advice to work
with a vaniety of workplace pnofessionals

for d¡ffenent workstneams lo secure
penformance-based outcomes within an

integnated stnategy?

This comes down perhaps to havrng a

wonkplace champion. who is your chief

workplace officer or head of employee

expenence? Can thrs person delìver

inregnated business cases and act as

the interpneten between the needs of the

business and the infnastructune teams

that support them? And where would that

nole sit? In HR, tech, CRE on FM? Evidence

presented suggests a bridge between them

all, represent¡ng the employee w¡thin the

wonkplace ecosystom.

Technology is an enablen of the wonkplace,

and ics collective functronalrty is not, in

itself, viewed as a dif fenentiaton between

average on high-penf orming environments.

Howeven. rndrvrdual technology servrces are
prov¡ng to b€ local stress poinls and can bo

huge banriens to employee engagement. So

be aware of the consumenisation of what

was pneviously enterpnrse tech. as many

employees now have betten devices and

collaboration tools at home.

Smante. bu¡ld¡ngs are just anound the

corner. This is not a futurology'perhaps', they

are entering the marnstream now, so

the digitally-dnrven custom¡sat¡on ot space

to meet individual pnefenences offers

employees a real opportun¡ty to impnove

their pensonal effectiveness. Cont6nt-n¡ch

data on every aspect of building po¡formance

and employee behavioun has the ability to

tnansfonm operat¡ng costs and efficiencies.

Hene though aga¡n we are feanful: a lack of

data is no longen the issue - ¡t's the absence

of rhose qualifisd to interpnet it that is.

Oun oblective was io provide leadenship

teams with a dispassionate, evidence-based

executive bnief¡ng that openly debated the

nole of wonkplace in the perfonmance and

pnofitability of the¡r businesses. ln bninging

this ¡nsight to you, we hope a series of

conveesations will b€gin. But ¡F thehe's one

take-out lrom oun last words, ask yourself

to whar exteni your workplace best supponts

what you are employéd to do. This is whene we

se€ the se€d of corporate wonkplace strategy.

Ane rhe wonkplaces you occupy,.manage,

o¡ deliven, proactively support¡ng the noles

of those they accommodate? The stoddort
Review challenges you to add a new item to

your boand agenda. Are youn workplaces fit

fon punpose? I
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Chris Stoddart

¡¡\ hrrs Sroddarr L,l0l0B FBIFM was as

frf co.f o"tal¡le rn â hard hat Jn srte as

addresslng tho board. Hrs capeer spanned
construct¡on. corporale neal estâ{e and

f acrlrtres management. working for globally

renorvned brands. lr lvas no sLil pnrse thei
Chrrs had won Facrl¡ttes Managen of the Yea.

and Lrieirrne Achrevenìent Awärd wrrh BiFM

and that hð was held rn hrth regard by hrs

clienrs and employens.

His abrl¡ty to grve hrgh-rmpact unblased,

data-oriven advrce lo serrror busrngss

leadors stood out. Thrs abÌlrty was not lust the

essence of rhê man. but bscame the genes¡s

of an idea fon conrrnuing hrs work aften h¡s

suddon. tragrc loss rn 2014.

Extnaondinany support from our tnsight
pantners and suppori¡ng organrsations has

encouraged our every step, The worl(place
industÌy rs a generùus, deep-heanted one

and has shared ¡nsrght and resounces rn

many driienent tormars. Whether tlr¡s nrakes

a contnbui¡on at the bûard table or rnfornrs

colleagues across rhe rndLrstry, we ene proud

to g¡f I thìs r¡ch rnsight rn Chris s name.
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