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reat expecations for this, the first IWFM
awards ceremony to be held under the
institute’s new name, were matched by
the successful reality of the evening. The
time-honoured strength of the awards’
judging process – overseen for the final time
this year by departing head of judges Steve
Gladwin – showed that the people celebrated
across these pages as the class of 2019 are a
reflection of the institute’s new approach,
of course, yet also worthy additions to its
decades-long awards heritage.
You’ll see the project winners in the
impact and innovation categories from
page 24 onwards. Over these first eight pages
we focus on the four individual winners in
the people category. As befits a year in which
the profession’s social impact has come to
prominence, each winning individual has
some dimension of social value to their role,
playing a part, whether directly or indirectly,
in championing the diversity and reach of the
facilities service role and those who provide it.
Be it Samantha West turning the story of her
gender reassignment into an opportunity

to be a role model to others; be it Chris Kenneally
restructuring his firm as a social business and
spotting opportunities to develop and coach his
people for the future; be it Fiona Stewart ensuring
her team takes an important interest in the
wellbeing of the students they serve; or Maddie
Hayes drawing together people from multiple
markets for maximum effect; in all cases, the
IWFM judges have recognised those that fittingly
represent the profession’s growing reputation for
people-friendly, people-focused service. Each
continues to go above and beyond in pursuit of
their own personal professional goals while always
seeking to bring others along with them for the ride.
Finally in the people category, there’s the 2019
team of the year. Pharmaceutical firm Astra
Zeneca was recognised for its FM team’s adoption,
adaptation and application of lean manufacturing
approaches to its operational activities.
Case studies on all of the winners, together with
detailed biographies, are on the IWFM Awards
website (www.iwfmawards.org).
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S

amantha West fondly recalls
the time she gave a speech
to the IWFM Women in FM
group. “That was the moment
when I was like: Oh wow;
I’m here. I made it through
everything,” she says. “I
thought that was going to be
my biggest moment.”
Then, last month, West,
commercial director at Vinci Facilities,
won the first ever IWFM Award for
Profound Impact. “I just exploded. I burst
into floods of tears. I couldn’t believe it.”
Since West’s gender transition, she has
become a vocal and effective advocate
for LGBT+ professionals working in FM.
She launched the LGBT+ group at Vinci
Facilities and has lent her support and
enthusiasm for the LGBT+ in FM group,
which has already united individual
organisational groups and aims to grow
the membership even more.
“Generally, people are really nice in FM.
They’re about helping people. But being
transgender is difficult for some people
to understand,” West says. “Women – I’ve
lots to be thankful for; they’ve embraced
me, shown kindness and helped and
socialised me to develop as a woman in
this society and in the workplace.”
Men, on the other hand, have been
mixed. “Some guys are absolutely
wonderful. Some are worried about saying
the wrong thing. But I’ve not come across
any aggression. I’ve come across avoidance;
that’s the worst it’s got,” she adds.
Let kindness be your guide, West says.
“For somebody who’s in the closet –
lesbian, gay or transgender – creating a
kind environment helps people to take
that first step and be themselves in the
workplace. And the benefits of that flow to
the employer.”

THE INDIVIDUAL WINNERS

P R O F O U N D I M PA C T

S A M A N T H A W E ST

THE WORKPLACE ROLE
MODEL INSTILLING
CONFIDENCE IN OTHERS
Key to West’s personal narrative is
living as her true self, which has affected
her professional life too. “It’s made me a
more rounded individual and happier.”
And others in the industry have gained
strength from her story too.
Awareness of the LGBT+ in FM group is
growing. The first event attracted around
100 people. West’s hoping for even more
at the 14 November event at Amnesty
International. Despite the progress, there
are reports of openly LGBT+ university
graduates hiding their true selves in the
workplace, which is why West says the
group is so important. “Just having an
LGBT+ element of reference in the business
gives them something to hold on to. If the
businesses supports that, which Vinci did
at board level, they think ‘I can do it, I can
be there, I can talk about it.’” People are
looking for workplace role models.
West wants the award to be the
industry’s message to companies that
aren’t promoting LGBT+ rights and
awareness to set up workplace policies
and guidelines.
There’s still a lot of learning that needs
to happen to help transgender people to
feel included in the workplace. But as
the LBGT+ in FM group grows, positive
change is bound to happen.

“I JUST EXPLODED.
I BURST INTO
FLOODS OF TEARS.
I COULDN’T
BELIEVE IT”

What the judges said:
West turned a deeply
personal journey into
an open conversation,
inspiring others in their
own circumstances to
be their true selves,
changing attitudes and
embracing diversity.
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HOW SOCIAL
VALUE IS
CHANGING FM
West:

“There are so many
elements to social value:
mental health awareness,
people adopting
transgender policies.
People are feeling more
comfortable with all of this.
But there still needs to be
visibility. I genuinely think
the big contractors have
done quite a lot. Not just
the LGBT+ piece but also
fairness, inclusion, respect,
and diversity.
Companies are driven by
legislation, which is a bit
sad, really. The gender
pay gap, for example,
is a government-driven
initiative and everybody
is doing it but what about
the pay gap for the BAME
community? Nobody’s
doing that because the
government hasn’t said to.
Some people are not
self-starters. It’s companies
that go above and beyond
and start without being
instructed to do so by
government that are
leading all of this.

Hayes:

“The Mace Group has
social value targets in our
big 2022 corporate plan
such as contributing £500
million to society. But we
also focus on wellbeing
and mental health. We do
a lot of support networks
for staff such as our ‘tea
and talks’. At SCB, we set up
fitness classes, yoga and
pilates. It’s important to
encourage people to take
a break; the workspace
needs to provide spaces
where people can chill
out. Mace and Macro
are also brilliant
at giving people
opportunities
– not just the
graduate scheme,
but apprenticeships
and going into schools to
encourage young people
who may not know where
they’re going.”

M

addie Hayes is only 24 but
she’s already leading Mace
Macro’s soft services account
for Standard Chartered Bank’s
Europe, Americas, Middle East
and Pakistan regions. Based
in Dubai, the Newcomer of
the Year has been making
a name for herself with
employer and client.

NEWCOMER OF THE YEAR

M A D D I E H AY E S

A graduate in English and drama at
Loughborough University, she discovered
an interest in FM while working at an
international summer school. She applied to
Mace’s Graduate Development Programme in
September 2016; three years on, she’s a rising
star in the profession.
“When I joined the graduate scheme, my
mentor at the time told me, ‘If you’re good
with different people, can manage a team
and earn people’s respect, you can
be taught anything else you need
to learn.’ I’ve tried to live by that
teaching in the last three years.”
Hayes manages 24 markets remotely
so connecting with people is vital to
her success. “I try to build a personal
rapport with people and find out
what’s going on with them and their
business. I ask for feedback about what
is and isn’t working – I just try to be
more human with people,” she says.
Organisational skills and an ability
to navigate time zones have been key. But
when it comes to rolling out initiatives across
SCB’s global presence, Hayes starts with the
basic plan. “What do we need to do, when’s the
deadline – and how does it need to be adapted
to suit the different regions and countries?”
“I try to be a leader that people can trust
in,” Hayes says. “But I also try to empower
people to own it themselves.”
Hayes is at the vortex of a changing profession
and industry. As an advanced Leesman
practitioner, she cites the Leesman Index as a
powerful tool to measure workplace value.
“This tool is going to change the future of FM
and workplace and asset management as well.”
Hayes’ advice for those wanting to
enter FM? “Don’t be afraid. When I
moved to Dubai, it was quite scary
and, at times, a little self-doubt
creeped in. But it has expanded
my profile and given me
international knowledge that
some people never get.”

THE FUTURE
LEADER SEIZING
HER MOMENT

What the judges said:
Maddie is a future
leader, knowledgeable,
confident, enthusiastic,
with an effervescent
personality. She knows where
she’s going and how to get there.
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T

here are two ways to provide
student living services:
offer the basics (keep
accommodation safe, clean
and secure) or really equip and
support students to
live independently.
Fiona Stewart, contract
director at Student Living,
Sodexo, chose the latter,
pioneering the Residency
Living Model at Northumbria University.
The model supports students from before
they arrive at university, equipping them
with the “skills, confidence and competence
to live independently”.
Stewart’s team helps student residents to
participate in university life through sporting
and cultural events. But it also looks out for
their wellbeing. For instance, cleaning and
maintenance teams are
trained on drugs,
alcohol and
mental health
awareness.
“If our
cleaners
go into a
kitchen
and see

THE INDIVIDUAL WINNERS

drug paraphernalia or a student not acting in
a normal way, they know how to deal with it.
Previously, they may have just cleaned and
moved on to the next job.”
The Residency Living Model took around
two years to develop, but such is its success
with universities that Stewart is helping adapt
it for Sodexo’s prison and defence contracts.
As for herself, Stewart never set out to win
an award but appreciates the recognition.
“I really enjoyed presenting in front of the
judges. I’m extremely proud of what we
deliver with residency living,” she says. The
accolade and other award wins in the past
have set Stewart along the path of a future
leader in Sodexo. “It’s not just about me, it’s
about the work my team does and being able
to share that innovation and creation with the
wider Sodexo business,” she adds.
Stewart also wants this award to send a
message to other women in FM. “You can do
it; have confidence and give it a go.” She’s UK
and Ireland FM ambassador for SoTogether, a
global networking group across Sodexo that
aims to redress gender imbalance.
So, what’s next? Stewart wants to go into
schools “to speak to young people about our
profession, get it more recognised and really
shout about what a great sector it is”.
“My message to others in the profession is
keep working hard and test your ideas; you
never know what you could achieve.”
What the judges said: A driven individual
who loves what she does and wants to make
a difference in our sector. Her management
style and thought leadership has benefited her
company and the team that works for her.

M A N AG E R O F T H E Y E A R

F I O N A ST E WA RT

THE MODEL
MANAGER
ENHANCING
FM’S ROLE

HOW SOCIAL
VALUE IS
CHANGING FM
Stewart:

“We’re still a little bit off
from where we need
to be [in the FM sector
more broadly]. It’s about
emotional intelligence. FM
isn’t just about maintaining
buildings anymore, we’ve
got to consider the people
aspect of it.”
Social value, says Stewart,
can be about finding out
what your user base cares
about and providing the
space for them to act. For
example, leaving students
– especially from abroad –
can now donate secondhand items. So far, they’ve
donated £25,000 worth of
clothes to the British Heart
Foundation and hundreds
of duvets and bedding to
the local dog shelter.
“The staff setting this up
really have to have passion
to do it so we are massively
focused on social value,”
Stewart says, “We need to
look at the bigger picture
not just not just buildings
that we manage.”

Kenneally:

Social value is becoming
increasingly important
within the sector, but, says
Chris Kenneally, we have
not yet reached the tipping
point at which it becomes
fully established.
“The bit that prevents
public service contracts
moving into that arena is
the very word ‘contract’”,
says Kenneally, “because
the terms and conditions
of entering into service
arrangements with the
public sector are still
hugely onerous. The
transfer of risk still sits with
the provider.”
His preferred ‘covenantal’
approach would see
more SMEs able to bid for
government FM work.
“You’d have a whole new
set of circumstances
that would enable social
businesses to come to the
fore in those arenas.”

LEADER OF THE YEAR

C H R I S K E N N E A L LY

see social value, they also want
their dividends. That’s difficult
for a listed company seeking to
really embrace social business.”
Kenneally speaks of the
value in building “covenantal”
relationships between provider
and client. Such an approach
would also lead to SMEs being
more confident with public
sector tendering.
Government needs to
treat social value and social
businesses as more than a ‘tick-box’ practice
or another scoring mechanism, Kenneally
argues. Instead, it should form the basis for
procurement decisions.
As for the award, Kenneally says it’s
recognition for what he has tried to achieve
in his career: being a modern leader. “I try to
spot the opportunities in people to develop and
coach them for the future. Hopefully, I’ve left a
positive legacy.”
Kenneally wants to continue developing
future generations and hopes others will join
him. He admits to having been driven by the
desire to climb the corporate ladder, but he’s an
advocate of giving back through fundraising and
volunteering, and proud of his role in providing
opportunities for people to ‘enhance their
earnings potential for a more sustainable life’.
“I don’t think there’s anything wrong with
organisations making profit or with individuals
being rewarded properly. But there’s a point
where the majority of people can give a lot more
back to society,” he says.
Leaders needn’t give away money or convert
businesses into social enterprises. They can
devote time to training a younger colleague or
being better listeners who take issues into the
boardroom to improve workers’ lives.

THE GAME CHANGER
PURSUING A BETTER
BUSINESS CULTURE

C

hris Kenneally has been made
IWFM Leader of the Year for
his key role in transforming
service provider and recruitment
company the Cordant Group
into a social enterprise – or, as he
prefers, ‘social business’.
“A whole plethora of things”
makes Cordant unique, says
Kenneally, including shareholders
that allow the organisation to invest in its
social activities and a chairman (Phillip
Ullmann) prepared to retitle himself the
organisation’s ‘chief energiser’.
Cordant is only in year two as a social
enterprise yet achievements are notable.
“We’ve been able to put a lot of
unemployed people into work and
introduce training programmes
with a tangible social impact on the
workforce,” he says.
Kenneally says focusing on staff
at the lower end of the pay scale –
increasing pay and pushing for better
working terms and environments –
“can make a real difference”.
The need for shareholders to see
a return represents a significant
barrier to publicly listed
companies transitioning into
social businesses, he argues.
“While they might want to

What the judges said: Impressed by his ability
to energise his people by providing strategic
clarity and direction.

“THERE’S A POINT WHERE
THE MAJORITY OF PEOPLE
CAN GIVE A LOT MORE
BACK TO SOCIETY”
21
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WHY THEY WON
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Nominated by her peers for
shifting perspectives in the
profession, driving change and
educating others.
Has dedicated three
decades to the construction
and facilities management
industries, and has shown
courage to live her truth.
Helped bring awareness and
support to the LGBT+ community
in FM. Set up the LGBT+ group at
VINCI Facilities.

MADDIE

DRIVING CHANGE,
EDUCATING OTHERS
Supported the panorganisational LGBT+ in FM
movement in the profession in
the UK and Ireland originally
founded by Sharon Slinger,
owner and director of
Constructing Rainbows Limited,
along with people from the BSA,
Carillion, Sodexo, ISS and Mitie,
and now includes VINCI, Pareto
FM, ISG, Boden Resource and
Magenta Associates.

Worked on the complex
governance and assurance
framework for the retained SCB
team and the newly appointed
Macro team.
Helped implement flexible
working across two refurbished
floors of the London building.

Committed to making FM
the most attractive, inclusive
and supportive profession for
LGBT+ people.

Her team offers advice and
guidance for appropriate
behaviour and conduct
to assist with personal
development, independent
living, and understanding how to
appropriately interact with
one’s community.
Spends time developing
her team including regular,
one-to-one check-ins and
biannual appraisals.

Improved SCB’s staff onboarding system – cleansing
data for staff to ensure correct
screening and risk categorisation
and working with talent acquisition
to create a report that would
capture all relevant data, which is
reported to the client monthly.

Oversaw operational finances
to unlock stumbling blocks such as
incorrect cost centres and overdue
payments, clearing a backlog.

Mentored and trained new
staff members, with Macro’s US
operation asking her to lead the
training of its new administrative
staff assistant.

Streamlined a cumbersome
quotation process, so workload
has been cut by half.

Worked towards an
accreditation in FM, and plans
to enrol for a master’s degree.

CHRIS

FIONA

Her team assists in the resolution
of interpersonal issues that arise in
shared living environments.

MENTORING AND
TRAINING STAFF

DEVELOPING STAFF
AND STUDENTS
The team formed part of
the student discipline review
committee for the development
of the non-academic student
discipline process.

Is an active leader who
combines personality with
the ability to think fast and
act ethically.
Has created a purposeful
culture in which all stakeholders
pursue the greater good.

Residency Living also links
with academic departments
and is used as an alternative
communication channel
between department and
student if required.

Has moved beyond CSR,
amending Cordant’s
constitution to limit shareholder
dividends and reinvest profits
to deliver the enterprise’s
social mission and wider
social impact objectives.

Advertises the programme early
(in this case at Open Day talks)
so the student body is aware of it
before coming to the university.
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PURSUING THE
GREATER GOOD

T

he FM team at Macclesfield
Campus is best thought of as
an ecosystem. It comprises
a 38-people-strong in-house
governance team, with its direct
reports, working together with
six supplier partners totalling
around 400 staff. The team
covers traditional FM hard and
soft services as well as utilities
generation and management,
scientific services and scientific
instrumentation, waste management, and
fire and supplier management.
The governance team manages supplier
partners, aligning internal contract
managers to specific suppliers and
technical areas. Together, they operate
under a formal supplier relationship
management. Customers see these
members as one team.
Key to their successful working
relationship is combining long-term
strategy with shorter-term tactical plans

that align with the AstraZeneca corporate
strategy to “enable people to be brilliant
every day for our patients”. And that
sometimes means delivering outcomes and
value beyond the scope of the contracts.
To achieve this collaborative working
model, the team adopted and adapted lean
approaches used in manufacturing to meet
the needs of a demanding customer group
across hard and soft service lines. This
has included lead and lag measures and
visual management techniques to drive
improvements in performance.

Key takeaways:

Lead by example: The governance team
instills a culture of communication,
accountability and trust.
Meeting behaviour checks: At each
meeting, behaviours are scored according
to how they align with corporate values.
The scoring system encourages attendees
to arrive with the necessary information,
attitude and behaviours.

Lean learning:

TEAM OF THE YEAR

A ST R A Z E N E C A M ACC L E S F I E L D
FAC I L I T I E S M A N AG E M E N T T E A M

A LEAN TEAM
WITH HEFTY
RESULTS

Hoshin Kanri – align team
direction — including that
of the supplier partners
— with corporate goals
through an external
facilitator reviewing
performance, matching
long-term objectives
with corporate strategy,
incorporating customer
feedback and finding new
ways to improve operations.

Is pursuing a social mission
based on paying at least a
real living wage to employees;
promoting employee health and
wellbeing; providing opportunities
for people to enhance their
earnings potential for a more
sustainable life, with a focus
on inclusion and diversity; and
giving back through fundraising
and volunteering.

“THE TEAM
ADOPTED AND
ADAPTED LEAN
APPROACHES”
They wrote this up in a project charter
(A3) and shared it with the whole FM
team for finalisation.
Genba Kanri (GK) – roughly
translated to ‘workplace control’
that uses visuals to represent team
performance. This is displayed on
the GK visual management board,
which shows the team’s annual FM
Scorecard, with leading and lagging
in-year measures (reviewed monthly),
as well as a cascade of information
from corporate vision, to yearly HK
document, to monthly scorecard
review and our weekly GK process.
GK meetings are tiered so local
supplier teams hold a local GK meeting
daily, which evolves a weekly supplier
meeting, which, in turn, becomes a
weekly FM meeting to report on lead
measures, processes for escalating
issues, concerns and calls for support.
These are all ranked according to
levels of urgency.

Results:

Task adherence – (scheduled and
unscheduled hard and soft service
tasks) went from 50 per cent to a
steady >90 per cent
completed on time.
Improved
atmosphere –
supportive and
inclusive meetings,
with shared views on
how to achieve the
best outcomes.
What the
judges said:
“A united, effective,
hard-working
team that focuses
on genuine
partnership.”

Promotes social business’s
benefits to the organisation,
its people, stakeholders, and
wider society.
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