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Introduction 

The subject of this MACH Energy White Paper is the state of hiring and staffing in the building management 
industry and the impact building operational technology plays in modernizing the workplace, empowering 
employees and attracting new staff to the industry.

This White Paper is an informative resource for the building and facility management industry, from executives 
that manage corporations and real estate firms, to facility and building management, to engineers that oper-
ate critical systems. It also should be of value to individuals interested in working in the building management 
industry. 

Buildings and People 

Buildings are a critical part of society and everyday life - humans spend about 90 percent of their time 
indoors1. Real estate is a significant sector of the economy, with commercial real estate contributing nearly $1 
trillion (about 5 percent) to GDP in 20172.  And, buildings consume 38 percent of US energy3. Moreover, there is 
increased awareness of how buildings impact individual health and wellness. 

Beyond the macro impact buildings have in our world, much of what facility and building management does 
to keep them running efficiently and productively happens behind the scenes. This is especially true in large, 

complex buildings like offices, hospitals, universities and 
multifamily developments. According to Building Operating 
Management’s annual FM Pulse survey, there is an average 
of one facility maintenance employee per 50,000 square 
feet. And, there is one custodian per 28,000 sq. feet4. Many 
large commercial buildings have teams of facility techni-
cians, custodians and other staff that maintain the space. 
The International Facility Management Association estimates 
that there are 408,000 facility management professionals in 
the United States5.

These facility managers, HVAC and controls engineers, man-

1. Roberts, Tristan. “We Spend 90% of Our Time Indoors. Says Who?“ Building Green. https://www.buildinggreen.com/blog/we-spend-90-our-time-
indoors-says-who 

2. Zander, Andrea. “Commercial real estate contributes $935b to U.S. GDP in 2017.“ Institutional Real Estate, Inc, https://irei.com/news/commercial-
real-estate-contributes-935b-u-s-gdp-2017/

3. US Energy Information Administration, https://www.eia.gov/energyexplained/index.php?
4. “Facility Staffing Levels: Maintenance, Custodial, and Grounds Care.“ Building Operating Management, https://www.facilitiesnet.com/

facilitiesmanagement/article/Facility-Staffing-Levels-Maintenance-Custodial-and-Grounds-Care--17471
5. IFMA Facility Management Staffing Report, Research Report #33, Facility Management Staffing Report - IFMA Communityhttps://community.ifma.

org/.../Facility_5F00_Management_5F00_Staffing_5F00_Rep...
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agement employees and other employees address tenant service requests, ensure that buildings are operat-
ing efficiently, and keep them safe, healthy and comfortable. It is in these environments that people produce 
great work, grow businesses, and live. 

The average age of facilities management personnel is 51 and open positions in many regions are becoming 
harder to fill. With commercial real estate notoriously slow to adopt technology, and many younger workers 
preferring smart buildings and modern technology, hiring building and facility managers is not as easy as it
once was. Many in the industry believe there is a talent shortfall that will get even worse in the future with 
industry organizations working furiously to reverse the trend.  

State of building management employment today and the impact of 
technology

Over the long run, building management employment is growing

Using data from a variety of sources, employment in facility management is growing. Bureau of Labor Statistics 
data does indicate that facility management job growth has outpaced that of the broader US economy, which 
has grown at annual rate of only about 0.6% from about 130 million jobs in 2000 to 145 million in 2016.  BLS 
data does include some details on job growth for specific roles, but in other cases, the relevant jobs are 
combined with similar jobs in other industries. Of those relevant jobs that BLS does track, there is growth in 
hiring. 

Figure: Job growth in selected building management categories, 2000-2016

Job Title Employment (2000) Employment (2016)  Annual growth
Heating, Air Conditioning, and Refrigeration
Mechanics and Installers” (49-9021) 197,930 294,730 2.5 percent
Construction and Building Inspectors” (47-4011) 68,690 94,960 2 percent
Security and Fire System Installers (49-2098) 38,810 67,700 3.5 percent
Source: Bureau of Labor Statistics

The Bureau of Labor and Statistics also provides data on projected future changes in jobs. BLS projects a 10 
percent increase in real estate and property managers through 2026, a total of 44,000 new jobs6. That said, 
the BLS data is incomplete because it does not include information on how many jobs are available - just 
how many are filled. In other words, there may be a shortage of staff despite the growth in employment. This 
makes sense - BLS also projects real estate to be a top three industry in terms of output growth through 2026.

6. See the Bureau of Labor Statistics “Employment Projections” page at https://data.bls.gov/projections/occupationProj for more details.
7. RICS and IFMA, “Raising the Bar”. https://www.businesswire.com/news/home/20170331005310/en/Facility-Management-Faces-Critical-Talent-
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While employer needs are increasing, fewer are joining the industry 

Unemployment is at 20-year lows which compounds specific demographic 
trends negatively impacting the building industry.  For example, the 
International Facility Management Association (IFMA) and Royal Institute of 
Chartered Surveyors (RICS) have written a series of reports on the state of 
employment in the industry and note that there may be a wave of retirements 
in the years to come7. Specifically, a recent report found that the average age 
of 2,500 facility management professionals surveyed is 51 years old. One main conclusion from the IFMA and 
RICS reports is that there is (and will continue to be) a “critical shortfall” in talent8.

Dawn R. Short, Senior HR Business Partner at Able Services, a large facility management provider, agrees with 
these data points: Many chief engineers at Able are between the ages of 55 and 65, and the firm knows they 
are close to retirement.  

She also noted that while many other jobs offer flexible work hours, a relaxed dress code, free coffee and 
massages, facility management work is different: “It’s not always glamorous, you may work in a basement or 
on a rooftop. You have to wear a uniform, have structured hours and usually there are three shifts throughout 
the day and you may have to work each of them at one time or another.”

Joe Sesto, Chief Engineer with Able Engineering, notes that the training opportunities, such as at technical 
schools, are not as available as they once were. He also thinks that it is rare for high schools to encourage 
students to consider jobs in the building trades, even pupils with some interest and/or aptitude in electrical or 
mechanical engineering. 

Industry Response 

The facility management industry is aware of and preparing for these 
developments. In addition to the research effort from RICS and IFMA, other 
industry groups are focused on promoting the appeal of the industry. The 
Building Operators and Maintenance Association (BOMA) regularly features 
discussion of this topic at its meetings and events. At the recent BOMA 2018 
conference, a panel discussed how to better recruit the next generation of 
engineers9. 

“Recruiting and 
retraining employees is 
a real issue. Modernizing 
operations and 
embracing technology is 
a critical way to address 
this problem.”

Tom Donoghue, Former 
VP of Operations, Equity 

Office Properties

Shortfall
8. Ibid. https://www.businesswire.com/news/home/20170331005310/en/Facility-Management-Faces-Critical-Talent-Shortfall
9. Notes and slides from BOMA conference, https://www.bomaconvention.org/boma2018/public/SessionDetails.aspx?FromPage=Speakers.

aspx&SessionID=1040&nav=true&Role=U%27To learn more and to take the quiz, visit https://careersbuildingcommunities.org.\
10.  To learn more and to take the quiz, visit https://careersbuildingcommunities.org.
11. See http://www.careersinhvacr.org/site/1/Home for more.
12.  Building Performance Institute Europe, http://bpie.eu/wp-content/uploads/2016/02/Deep-dive-4-Building-automation.pdf
13. CNN, “Why UPS trucks (almost) never turn left” https://www.cnn.com/2017/02/16/world/ups-trucks-no-left-turns/index.html

Within RICS’ own 
membership, there are 
more members over the 
age of 70 than under 30  
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Careers Building Communities is one cross-industry initiative supported by BOMA, which seeks to connect 
job seekers with various jobs in their communities. This generally includes real estate jobs, but also includes 
grounds maintenance, landscape architecture, land-use planning, interior design, and more. The home page 
for the group includes a 2 minute quiz to help individuals better understand the kinds of real estate jobs that 
may suit their skills and interests10.  Additionally, the HVACR Workforce Development Foundation11 seeks to 
help job seekers better understand HVAC job opportunities, find schools and search for available jobs. 
Brian Cappelli, the BOMA International Chair and Vice President of Real Estate Asset Management at GBX 
Group, notes that many people in real estate did not plan to be in the industry. Because there are an 
increasing number of jobs and career opportunities, it is more important than ever to educate future job 
seekers about the industry. Cappelli adds that BOMA local chapters spend more time at high school career 
fairs, among other events. He calls drawing people in at the high school and college levels “a really big deal”. 
Regarding technology enablement in buildings, Cappelli thinks that because future job seekers are already 
technologically savvy and familiar with smartphones, they will expect to work in an environment that embraces 
technology.

Steve Stover, Chief Engineer for the US Office Division at Brookfield Properties, hires and manages facility 
managers and engineers and has a good sense of employment trends in the industry. He does recognize 
challenges in hiring new staff, but also notes that Brookfield has very high standards. Stover does not have a 
lot of trouble getting resumes, which has been simplified with the rise of online job posting websites. But, it 
is difficult to sort through all these resumes and identify candidates to interview. Stover notes that in some 
cases, it may take 3-6 months to fill a position, due to a lack of the right skillset (rather than a shortage of 
applicants).  

More specifically, the Building Performance Institute Europe (BPIE) has looked at how technology may 
impact hiring12. It specifically looked at the use of building automation systems (BAS) in commercial buildings 
and found that these technologies are “not used to their full potential to lower energy consumption in 
buildings. Maximizing this potential could provide a large opportunity for the 
construction value chain to significantly lower building operation costs and 
create new jobs for the energy management of buildings.” 

Some facility management practitioners are quick to note that while 
technology can help facility managers, it will not replace them. At the core, 
facility management is a personal and relationship-driven role, which will 
always require humans and interaction.  

Role of Technology 

Interestingly, while there are anecdotal threats of robots “stealing jobs” within buildings, the BLS data tell 
another story, one with increased needs and significant concerns around attracting talent to replace these 
retiring employees. 

“There seems to be a 
particular shortage in the 
mid-level engineering 
ranks - employees with 5 
- 10 years experience.”

Steve Stover, Chief 
Engineer at Brookfield 

Properties

14. Planet Money podcast. Episode 536, “The Future Of Work Looks Like A UPS Truck“ https://www.npr.org/sections/money/2014/05/02/308640135/
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Technology is a key part of the job of a facility engineer, and there is no doubt that buildings are becoming 
more modern and technologically enabled. And while it is possible that some jobs will become obsolete due 
to technology, it is far more likely that technology will change how we manage our buildings and the roles and 
responsibilities of staff. Overall, modern technology in buildings will attract more talent. 

Modern technology, which includes cloud-based software, a variety of remote monitoring services, smart 
meter and utility data, and internet of things (IoT) hardware continues to permeate critical building systems. 
As these systems grow, technology likely will change the role of a building engineer, which may make the job 
more appealing to certain job seekers. 

These developments, plus the significant wave of upcoming retirements of existing building managers, will 
likely drive significant staff churn in the coming years. 

There are examples from other industries where technology adoption has spurred employee growth. UPS 
delivery trucks use routing software that eliminates almost all left-hand turns. The rationale is that idling to 
wait to turn left requires more fuel and also a longer distance travelled13. Additionally, as UPS saves time on its
deliveries by driving less and avoiding wait times to turn left, each driver can make more deliveries. UPS has 
deployed this approach and other technology adoptions and seen the average UPS delivery truck driver’s 
wages double over the past 20 years14. Overall, the impact of technology at UPS has been extremely positive 
for the employees. Similarly, many anticipated that bank automated teller 
machines (ATMs) would destroy many bank branch jobs as they proliferated 
starting in the 1980s. While there has been significant growth in ATMs, there 
has not been a resulting loss in bank branch employees. While the number of 
employees per branch has declined, the lower cost of opening and operating 
an ATM-equipped branch has enabled banks to open many more locations. 
Overall, bank branch employment has remained steady15. 

Steve Stover also notes that some buildings attempt to run “thin”, understaffing 
their building manager and engineer ranks, which typically causes them to 
hire more vendors and spend more money on outsourcing. What may look 
like a good financial decision (lower employment costs) usually is reversed by 
increased vendor expenses. 

Additional impact of technology on jobs

In addition to these positive anecdotes, there are other research reports that have looked more broadly at the 

To the extent that 
technology can help 
these already “thin” 
facility management 
teams reduce the 
dependency on outside 
vendors, the overall 
business case may be 
more compelling

Additionally, this may 
allow for additional 
funds to raise facility 
manager and engineer 
wages/benefits, another 
way to attract more 
talent

episode-536-the-future-of-work-looks-like-a-ups-truck 
15. EconTalk podcast. “James Bessen on Learning by Doing.“ http://www.econtalk.org/james-bessen-on-learning-by-doing/
16. Energy Information Administration, Commercial Building Energy Consumption Survey (CBECS) 2012.
17. RICS and IFMA, Raising the Bar, Part 1. https://www.rics.org/globalassets/rics-website/media/knowledge/research/research-reports/raising-the-bar-i-
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impact technology may have on employment. Deloitte researchers 
in England reviewed employment data and technological 
innovations over 144 years in the country. They found that 
technology has created far more jobs than it has destroyed. 
Moreover, they note that many “dull, repetitive and dangerous“ 
jobs have been eliminated in favor of far more rewarding 
occupations. Technology usually just changes the landscape of the 
jobs themselves. In facility management, mundane and repetitive 
tasks may be replaced by more rewarding work. 

In the past, technology has typically eliminated some jobs before new employment creation catches up. The 
current employee shortage facing building and facility management may lead to a different outcome in this 
industry. It is possible that building and facility management employers embrace technology more quickly 
to compensate for their difficulties finding talent. Or, the demand in jobs within buildings, in contrast to job 
losses elsewhere, may lead to a steady stream of new job seekers. 

Either way, the tactics used to attract and hire employees may need to change. And, in both possible scenarios, 
education programs to raise awareness of building management jobs, plus training programs to introduce 
building technology to existing employees, are likely to be more valuable, not less. 
Why buildings may not be using advanced technology

Current state of affairs – an example 

According to the Department of Energy’s Commercial Building Energy Consumption Survey (CBECS), about 14 
percent of all commercial buildings have a building automation system (BAS)16. The BAS is considered one of 
the core technology platforms available for commercial buildings - and is a good analog for a building’s overall 
technology maturity. Buildings with a BAS tend to be larger than average; about 75 percent of all buildings 
500,000 sq. ft. and larger have such technology. By square footage, about 42 percent of all commercial space 
has a building automation system. Offices and institutional buildings like hospitals and universities tend to be 
common users of these systems, while warehouse buildings typically are not. 

A building automation system (BAS) can have a positive impact on the employees’ job satisfaction because it 
automates many of the comfort-related activities, such as ensuring spaces meet tenants’ expectations. But, 
many facilities are not able to fully utilize these technologies for a variety of reasons:

• High BAS Deployment Expense: Installation and commissioning cost is one of the largest barriers to 
adoption of these technology platforms with estimates ranging from $1-$7 per square foot translating 
to often hundreds of thousands of dollars or more.  An owner, in particular one with a shorter term hold 
strategy, is less likely to make this type of investment.  And while this is increasingly being alleviated over 
time by the availability of more cost-effective cloud-based energy management software platforms that are 

enhancing-the-strategic-role-of-fm-rics.pdf
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a fraction of the cost, the ~80% of overall commercial buildings without a BAS show it is an issue.   
• Usability of building automation systems: in many cases, making changes to the BAS require technical 

expertise and familiarity with the particular product. Each vendor’s BAS is different in both usability and 
overall capabilities, making it difficult to learn on the fly. The result is that some buildings are operating with 
sub-optimal settings, either because it is hard to detect these inefficiencies or difficult to change them. 

• Focus on cost instead of value: Historically, new commercial building construction has focused on 
reducing costs, rather than making investments to increase revenue. This means that many systems 
operating a building, and used by facility management staff, are selected due to their low price, not because 
they are best-of-breed. 

• Fragmented marketplace: Versus more modern cloud-based and other easier to deploy technologies, 
there are a variety of suppliers and entities that participate in the delivery of building equipment, from 
architects and engineers who design a building, to the general contractor and subcontractors who specify 
systems, to the manufacturer, distributors and local dealers/OEM representatives who sell and install the 
systems. The multiple handoffs can make it difficult for everyone involved.

• Antiquated BAS systems: Technology advances more much quickly than the typical building equipment 
upgrade cycle. This means that many existing buildings have older systems, which may be harder to use or 
harder to integrate.  A large upfront investment may preclude an upgrade while adding incrementally to the 
ongoing costs of operation and degrade the quality of the occupied space. 

• Need for improved financial education: For commercial real estate buildings specifically, the operational 
staff benefit most from modern building technology, but they may have trouble developing a compelling 
business case that convinces their colleagues in the C-Suite and/or finance department. Moreover, the costs 
to replace systems with more modern BAS are typically high and not budgeted outside of the expected 
schedule. Equipment is replaced when it is near the end of its useful life, not when it becomes difficult to 
operate and maintain by facility management staff. 

• Outsourcing: Many established building technology and services vendors have established truck-based 
teams to provide ongoing maintenance. This business model prioritizes outsourcing issues to the OEMs, not 
providing the on-site staff with the tools to quickly identify and resolve issues on their own.

The need to move to more strategic thinking

Historically, many in the industry have subscribed to the “if it ain’t broke, don’t fix it” methodology without 
really evaluating whether things are “broken”. This has led to building and facility management often being a 
reactive industry. This makes it more difficult to adopt technology and train employees to use it. 

The reactive nature of the industry has been observed by a variety of trade groups. For example, a three-part 
report from the International Facility Management Association (IFMA) and the Royal Institute of Chartered 
Surveyors (RICS) focused on the role of strategic FM. The first report, from 2012, found that even most heads 
of facility management spend at least 50 percent of their time on day-to-day operations, instead of strategic 

18. KPMG “Global Construction Survey”, https://assets.kpmg.com/content/dam/kpmg/cn/pdf/en/2017/09/global-construction-survey-2016.pdf
19. BOMA, “Commercial Real Estate Technology Trends 2018,” https://www.boma.org/BOMA/Research-Resources/Trends/
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issues17. At lower levels of the FM organization, the focus 
on tactical activities is even greater.  

Facility management practitioners also note that this role 
is not always considered strategic, which impacts how 
it is viewed within the organization. While employers do 
see the strategic value of talent attraction and retention, 
especially in the current war for talent, they may not 
realize that facility management employees are part 
of this equation. They are critical to delivering a high 
performing environment that directly impacts all the 
attraction and retention of all occupants.

KPMG also highlights a similar trend in their Global Construction Survey 201618. This survey polled over 200 
executives from construction and engineering firms. One key takeaway was that many firms do not think they 
are “visionaries” and generally have not embraced technology. Specifically, only 8 percent of the respondents 
put themselves in the category of “visionary” for technology innovation. In addition, 69 percent of respondents 
thought they were “followers” or “behind the curve” 
as it relates to technology use (see next page for 
a graph from the report). The KPMG report also 
noted that while engineering and construction firms 
may be slow to adopt technology, they are ahead 
of owners. KPMG writes that “for most owners, 
construction is viewed more as a business enabler 
than a core driver of their business.“ 

KPMG notes that many executives are hesitant 
to develop in-depth technology strategies given 
the rapidly maturing state of technology and the 
significant upfront costs to invest in technology, 
training and redesigning policies and procedures. 
But, it also mentions that without a strategy, it is 
difficult to evaluate and implement new technology 
- much of which will have a significant benefit on the 
business.

CommercialRealEstateTechnologyTrends2018.aspx
20. Facilities Management Journal, “Uberisation of Facilities Management.“ http://www.fmj.co.uk/uberisation-facilities-management/?lipi=urn%3Ali%3A

page%3Ad_flagship3_feed%3BUIaFy9%2BDR0K73x9Xcra9%2Bw%3D%3D
21. RICS, “Artificial intelligence: what it means for the built environment“, https://www.rics.org/north-america/news-insight/research/insights/artificial-
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The Building Owners and Managers Association (BOMA) International worked with Building Engines, a software 
provider, to conduct a survey of industry trends for 2018. When focusing on adoption of technology, ONLY 23 
percent of respondents identified as “achievers”, which are those ahead of the curve (see this page for a graph 
from the report). 

59 percent of respondents identified as “maintainers”, who keep up with technology changes, while 18 percent 
identified as “trailers19”. 

The changing role of building management due to technology 

How will increasing adoption of technology in buildings and the continuing talent shortage affect the industry 
moving forward? The dialogue in industry publications and events is raising awareness of the benefits of 
technology, and how it may mitigate the shortage of talent. Additionally, technology has enabled the delivery 
of new business models, such as workplace-as-a-service, which is a tech-enabled approach to replace 
traditional leases, or energy-efficiency-as-a-service, which offers building equipment upgrades with no upfront 
capital. This section discusses the value of technology in buildings - as more technologically-enabled buildings 
become more desirable, technology laggards may realize that they need to increase their investments to 
remain competitive in the market. 

ISS, which is a European-based facility management firm, has spoken at length about the “uberization” of 
facility management, which it describes as the potential for facility management firms to share employees 
rather than employ them directly20. Like technology-utilized Uber and other sharing business models, within 
facility management this could reduce the skills mismatch and enabling employers to attract more talent by 
aligning the right staff with the right tasks. This provides more flexible capacity to the facility management 
firms and also enables them to access specialized 
talent when they need it. But, it also may be 
beneficial to the employees, too, who can more 
easily find jobs that fit their skill set and enable them 
to maximize their earnings based on expertise.

One macroeconomic view is that technology and 
robots are stealing jobs, but a strong case could 
be made that technology has simply moved 
employees to different roles and jobs. RICS has 
written about the role that artificial intelligence 
in facility management. It does predict that some 

intelligence-what-it-means-for-the-built-environment/
22. Ehrenberg, Maureen, JLL. “The Future Of Facilities Is Digital.“ Facility Executive magazine. https://facilityexecutive.com/2017/12/the-future-of-

facilities-is-digital/
23. Cushman and Wakefield, “Will Robots take over CRE?“ http://www.cushmanwakefield.com/en/research-and-insight/2018/will-robots-take-over-cre
24. Dell and Intel Future Workforce Study Global Report, http://www.workforcetransformation.com/workforcestudy/assets/report/Dell-future-workfoce-

study_GLOBAL.pdf
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jobs will be replaced with automation, but it also gives examples of jobs simply changing in nature due to 
technology. In the report, RICS writes that in facility management, “helpdesks were once a physical location 
staffed by someone for fixed hours, with a telephone, pen and paper. The whole concept of helpdesks has 
been transformed by technology, with increasing levels of AI, providing support for customers and others 
across a diverse range of applications and sectors including IT, education and healthcare21.“ When an occupant 
of an office needs assistance in a facility, he or she may still interact with a person, but that individual may not 
be physically present. 

A recent article from an executive at Jones Lang LaSalle discussed how technology is changing building 
management, stating that: “the facility executive role now stretches well beyond providing workplaces and 
ensuring that building equipment and systems operate safely, smoothly, and cost-effectively. A future-focused 
workplace is all about using technologies that will help your organization make smarter and faster decisions 
about how space is used and create an environment that improves employee productivity and satisfaction22.“ 
As the role of the facility leaders grows to encompass new responsibilities, there will be cascading effects 
throughout the organization. This will include new facility management roles with changing responsibilities. 

Cushman and Wakefield has also investigated this topic. Cushman’s report cites data from the Organization for 
Economic Co-operation and Development (OECD), which estimates that just 14 percent of jobs in the United 
States, or 13 million jobs total, are at risk due to automation. Cushman’s report also states that most jobs at 
risk of automation are jobs filled by low skill workers. Another factor is the routine or non-routine nature of the 
tasks - routine jobs can be automated more easily. 

Moreover, service-oriented jobs are less likely to be automated because they require social intelligence. This 
indicates that as facility management becomes more tech-enabled and personalized, facility management 
jobs will change in function, but not be lost. The industry still will depend on social interactions and building 
relationships, which are difficult to automate. The report also notes that for every technology job created, 
there are typically 4.9 non-technology jobs created in the same city. Of course, these will not all be facility 
management jobs. But, given that many of those jobs will be housed in buildings - there will be a positive 
impact on facility management, overall23.

Steve Stover, Chief Engineer for the US Office Division at Brookfield Properties, also notes that facilities 
management is a customer service position. “It’s important for our engineer staff to be knowledgeable and 
respond in a professional manner when they working with our clients,” Stover notes. As a building engineer 
uses modern technology to more quickly identify issues and resolve them, it leaves more time to build strong 
relationships with occupants, solidifying this customer service focus.

Joe Sesto, Chief Engineer with Able Engineering, looks for prospective employees with strong engineering 
talent, but also those that are problem solvers and have a good attitude. In many cases, an employee with a lot 
of curiosity about how things work, plus an attitude that emphasizes teamwork will be more important than 
raw talent. “Mentoring from experienced engineers can supplement the engineering knowledge that these 

25. Building Engines, “The Tenant Experience Gap“, https://www.buildingengines.com/landing/the-tenant-experience-gap-report-reserve-copy?utm_
medium=cre%20tech&utm_source=paid%20media%20-%20ppc&utm_campaign=2018%20-%20paid%20media%20-%20cre%20tech%20-%20
the%20tenant%20experience%20gap%20report%20request   
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new employees already have,” says Sesto, “so that they are more prepared to become the future leaders that 
we seek!”

Of course, no one can predict the future, but many facility management experts and leaders have investigated 
the changing state of talent in the industry. There is a consensus that the industry needs more employees and 
needs to attract the next generation of talent. 

There is less consensus about the impact of technology, but there is realization that it will change roles and 
responsibilities. Additionally, greater technology adoption does appear to be an important way to attract new 
employees, and training efforts to help existing staff become more technology-enabled also will yield benefits. 

Figure: Dell/Intel Survey Results on Technology in the Office

Benefits of technology in buildings 

Technology is an important part of operating, maintaining and using buildings. But technology is particularly 
important in managing facilities over their lifecycle. Modern technologies improve performance of buildings, 
especially the operational systems, and reduce the costs required to achieve these benefits. In many cases, 
technology directly benefits the operators in these buildings, which indirectly benefits building owners and 
occupants.

Building occupants increasingly desire technology-enabled offices. Dell and Intel conducted a survey with 
almost 4000 employees in 10 countries across five continents, finding that technology-based amenities are 
highly desirable24. 

Employees that prefer high-tech amenities:

58%
Employees that prefer low technology 

amenities like free food or an office dog:

29%

Occupants that think they will be working in 
a smart office in 5 years

57%
Occupants that say their offices are NOT 

smart enough:

44%

26. JLL,  http://www.us.jll.com/united-states/en-us/Documents/Workplace/green-productive-workplace-perspective.pdf
27. “It Now Costs More to Rent Office Space in San Francisco Than In Manhattan,“ Fortune Magazine, January 11, 2016. http://fortune.com/2016/01/11/

san-francisco-office-rent/
28. JLL, http://www.us.jll.com/united-states/en-us/Documents/Workplace/green-productive-workplace-perspective.pdf
29. CABA, “Improving Organizational Productivity with Building Automation Systems“, http://www.caba.org/documents/reports/CABA-IOPBAS-2017-

Report.pdf.
30. “Green Building and Property Value”, https://www.appraisalinstitute.org/assets/1/7/Green-Building-and-Property-Value.pdf
31. Analysis based on data from https://www.energystar.gov
32. Building Engines, “The Tenant Experience Gap“ https://www.buildingengines.com/landing/the-tenant-experience-gap-report-reserve-copy?utm_
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Asset Manager
Technology can provide more transparency into operations and easier reporting to investors and other stakeholders. The 
transparency should improve results and help with improving the narrative when fundraising

Property Manager
A variety of technology platforms make forecasting and reporting easier and more automated while other tools help 
improve an open line of communication between the occupants/tenants and the property manager, which can increase 
satisfaction and help address issues faster.

Building Engineer
Technology solutions particularly mobile, can make their job easier, and compliment the building automation system (BAS), 
reduce costs and help identify issues before they become impactful to tenants.

Sustainabilty Manager
Automated ENERGY STAR benchmarking will reduce the time commitment and improve accuracy. Technology also can 
streamline the external reporting process for CSR projects or third-party verification bodies like GRESB. Such software also 
can help set and track long-term reduction targets.

Accounts Payable
A combination of tenant submeters and mobile tenant billing software can modernize the tenant billing process, moving 
spreadsheet - and clipboard-based processes to modern software

With percentages in these ranges and tenants often driving technology adoption, it’s extremely likely 
these technology deployments are going to grow in the coming years. Moreover, Building Engines 
recently conducted an industry survey, finding that commercial real estate tenants overwhelmingly prefer 
communication via text message  (as opposed to phone, email, or social media)25. These tenant expectations 
also will require new technologies to be adopted. 

Beyond occupant preferences, technology can directly reduce costs and increase revenue in facilities. Many 
common, routine operating expenses are quantified on a per square foot basis. Rent can cost $30 per 
square foot per year on average26, though far higher in cities like New York and San Francisco27 with energy 
costs closer to $3 per square foot year28. Technology like MACH Initiatives® can help reduce these costs by 
comparing energy consumption to like-sized buildings and recommending savings opportunities.

Energy management software can improve productivity within offices, which saves time and improves 
revenue. The Continental Automated Buildings Association (CABA), recently looked at how better, more 
technologically robust buildings can have a direct benefit on occupants. The report summarized a variety of 
research and noted that modern, efficient buildings can improve absenteeism, reduce turnover, increase job 
satisfaction and health/well-being29.

medium=cre%20tech&utm_source=paid%20media%20-%20ppc&utm_campaign=2018%20-%20paid%20media%20-%20cre%20tech%20-%20
the%20tenant%20experience%20gap%20report%20request

33. Cushman and Wakefield, “Will Robots take over CRE?“ http://www.cushmanwakefield.com/en/research-and-insight/2018/will-robots-take-over-cre 
34. Veolia, “Realizing Value from Investments in FM Technology:  2018 Facility Management Benchmark Survey“. https://info.veolianorthamerica.com/
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Similarly, modern technology delivers more environmentally-friendly and resource-
efficient buildings. Commonly known as green or efficient buildings, building operators 
can more easily determine energy and resource consumption, identify opportunities 
to reduce these costs, and even benchmark their buildings against peers. Buildings 
certified by either LEED or ENERGY STAR achieve rental premiums of 5 to 25 percent. 
Sale premiums of 10 to 25 percent are feasible, too30. These financial benefits are 
driven by lower operating costs and higher level of demand and occupancy. There are 
now also healthy building certifications.

Benchmarking in particular has been growing in popularity, and modern technology 
can make it easier for operators to know where their buildings stand in comparison 
to peers. The leading benchmarking standard in the US, ENERGY STAR, has seen significant growth in recent 
years. The number of buildings benchmarked has grown from about 130,000 in 2010 to nearly 250,000 in 
2017. The penetration in specific building types is impressive; about 55 percent of all office square footage is 
benchmarked in ENERGY STAR31. Anecdotally, MACH Energy is a provider of ENERGY STAR benchmarking, and 
sees it as a significant usage driver.

Depending on role within a building, there are specific benefits the employees will realize from technology. 
These vary by organization and asset type, and it is incumbent on those firms that invest in technology to 
better understand specifically how it can benefit their operations, across the organization.

For instance, Joe Sesto, Chief Engineer with Able Engineering, uses technology to supplement his other 
responsibilities. He notes that using energy management software, he has been able to reduce energy 
demand in his building significantly. 

In recent years, focus has been placed on how better operating buildings 
positively impact occupants. We expect this to emerge as one of the leading 
drivers of building technology moving forward. Owners will recognize that 
in addition to making it easier to operate buildings, technology also attracts 
tenants and reduces churn. We also believe that in the coming years, there 
will be greater recognition on technology’s role operating the building and 
attracting facility management staff.  

Dawn R. Short, Senior HR Business Partner at Able Services, agrees that 
modern technology in buildings is a strong talent attractor for engineers and 

“I am asked by 
building ownership and 
management, plus our 
local utility ‘Rates are 
going up, but bills are 
going down?’ I just tell 
them that I use software 
and turn it into a game 
to see how much energy 
I can save.”

Joe Sesto, Chief 
Engineer, Able 

Engineering

hubfs/offers/reports/enovity/realizing-value-from-investments-in-fm-technology-report.pdf
35. KPMG, “Building a technology advantage”, https://assets.kpmg.com/content/dam/kpmg/cn/pdf/en/2017/09/global-construction-survey-2016.pdf
36. Jones Lang LaSalle, “Beyond data: The opportunity for analytics in CRE“, http://www.jll.com.au/australia/en-au/Research/JLL-Beyond-Data.pdf 
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facility managers. “I agree emphatically. We have some clients with very high tech buildings and the younger 
talent, in particular, wants to go there.” Short notes that in some buildings, Able can encourage younger, tech-
savvy employees to partner with more senior, experienced engineers who may 
be less familiar with modern technologies. 

Building Engines, in its industry survey32, also found that changing tenant 
expectations will require new tenant facing roles and that there is a talent gap 
for these skills. The research also summarized the specific skills that will be 
required for the future. Specific findings include: 
• 60 percent of commercial real estate professionals surveyed by Building 

Engines noted that their firms have created new tenant facing roles
• The biggest gaps in hiring these new roles are, in priority order, identifying a talent pool, a skill gap, and a 

difference in work ethic
• The skills identified as critical for future real estate employees are: building technology, customer service, 

mobile technology, and conflict resolution

Given the low unemployment rate, and wide variety of career paths, Able focuses on training and developing 
talent in-house. Short also notes that universities with engineering schools have started offering specialized 
facility management programs that apply some of these principles. These schools are high priority targets for 
Short’s recruiting efforts.

What are the Lessons Learned? How Do They Impact Hiring?  

These data points paint a consistent picture of an industry that may realize significant benefits – in operations 
and talent attraction – by adopting technology sooner.  We review below:

Modernize the workplace to attract talent: Given that the 17-37 year-old 
age group now is the largest in the workforce, and Cushman and Wakefield 
notes that Millennials view technology as “exciting and revolutionary33”, the lack 
of technology, and a technology strategy impacts the ability to attract talent. 
Potential job seekers, especially Millennials and younger candidates, are very 
tech savvy “digital natives” and were raised with modern technology. They 
often are surprised and discouraged by some of the older technology found in 
buildings. In short, these job seekers frequently seek jobs that enable them to 
work in a modern workplace. 

“Many job seekers use 
smartphones in their 
daily lives and expect 
that same level of 
technology in their jobs.”

Brian Cappelli, BOMA 
International Chair and 

VP of Real Estate Asset 
Management at GBX 

Group

Survey showed top skills 
as critical for future real 
estate employees are: 
building technology, 
customer service, mobile 
technology and conflict 
resolution.

Building Engines Survey, 
600 valid responses
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Time is money – Utilize Cost-Effective, Intuitive Technology To Save Time: In Veolia Enovity group’s 
“Realizing Value from Investments in FM Technology: 2018 Facility Management Benchmark Survey“ report, 
Veolia notes that while some facility teams have realized value from technology investments, nearly 70 percent 
have not “fully realized” the value. The report states that “the reality is that many in-house facility managers 
are so busy responding to urgent activities, such as reactive maintenance and ensuring compliance, they lack 
the time and resources to pursue more strategic activities34.“

Upgrade job responsibilities: Additionally, some repetitive and reactive tasks may be less appealing to job 
seekers. While technology could be used to automate some of the steps, a lack of technology means that these 
tasks will require human intervention. In fact, one point that RICS and IFMA make in their “Raising the Bar” 
research is that as workers seek more opportunities to collaborate and innovate in the workplace, they will 
seek out and expect more technology in their offices. This is true for all types of employees, including those in 
facility management positions.

Leverage Data Analytics: Technology adoption in buildings will generate more data, which will create a 
need for more roles in analytics. KPMG’s construction survey found that just 36 percent of engineering and 
construction firms and 21 percent of owners report that they use advanced data analytics35. 

It is reasonable that new technology will create new jobs in building engineering and facility management 
focused on data analytics.  Meter data, low-cost sensors and improved connectivity run the risk of information 
overload – as a result advanced analytics are critical – they help make sense of all this data and provide 
significant value to building owners by identifying problems before a serious problem occurs. 
Of course, it’s difficult to identify these issues without technology - the staff time required to consistently 
monitor systems manually would not be cost-effective.  MACH Energy and others have used machine learning 
to help alleviate this and analyze thousands of data points to identify potential 
issues before they become expensive problems - in some cases, small, 
preventative repairs can be made.

Jones Lang LaSalle, in a recent white paper about advanced analytics 
in commercial real estate (CRE), writes: “In CRE, there is a wide array of 
opportunities to drive operational efficiencies through analytics, ranging 
from workplace utilization to portfolio optimization to energy management. 
Analytics is increasingly used in facility management to improve day-to-day 
operations and space functionality. 36” 

“The mobile app is easy 
to use. Tenant meter 
billing used to take 
hours and now takes 40 
minutes, No more Excel 
input.”

Net Promoter Score 
survey response, tenant 

billing, MACH Energy



A MACH Energy White Paper
18December 2018

Increase wages: As a final point, technology may increase wages in buildings by enabling facility staff to do more 
and/or focus on higher-value tasks. Many building and facility owners and operators recognize that technology 
investments in meter data and analytics, sensors and others can help them reduce energy and other costs, 
improve their use of indoor office space; track supply levels in spaces like kitchens, galleys and bathrooms; help 
occupants operate systems in conference rooms (lighting, presentation and audio/visual equipment). 

Overall, the reduction of these simple tasks will give more leeway for potential salary increases and FM staff 
more time to focus on more strategic, higher value tasks. This is not unlike the UPS example earlier in the white 
paper. If facility management staff can use technology as a ‘force multiplier’, they could see wages rise, too. 

Additionally, this likely will happen in any event so it is better to be proactive – the overall labor market and 
shortage in staff to fill open building and facility management roles are already driving wages higher.
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Conclusion
The need for more building personnel is growing.  And while the role of facility 
managers is likely to change, technology, if embraced, will help an industry 
with a dire need for personnel widen its appeal for younger job seekers.  
Beyond recruiting, technology will benefit owners, operators, occupants and a 
variety of associated parties and help existing employees “do more with less” 
while recruiting and transition efforts take place.

To differentiate and improve recruiting, a few action items to consider are:

Prioritize technology adoption. For buildings and teams that are not very 
tech-enabled, BOMA recommended starting slower, leveraging familiar tools 
like phones or messaging. Quantify the financial benefits of those initial projects but be sure to include non-
financial benefits like quicker response time or cash collections, happier tenants or attracting / retaining 
employees. 

Attract / retain employees by continuing professional development:
• Explore and use proven and emerging technologies 
• Grow careers by providing training on leadership, personal interactions and decision making 
• Ensure building employees have financial education to evaluate technologies or other projects
• Encourage professional certification 
• When newer employees are hired, pair them up with seasoned engineers and let each provide some 

education to the other.  This may include part-time roles for retiring engineers.    

Many younger employees value working in a sustainable and healthy environment.  Promote and 
celebrate successful technology and energy programs like ENERGY STAR.  Many employers and owners have 
had successful efficiency efforts – tell the story!

Support many of the industry groups that seek to raise awareness of building and facility management jobs 
to future job seekers like BOMA, IREM, IFMA and RICS. Many of these organizations have relationships with 
higher education and trade schools, another important way to recruit via job 
fairs or speaking engagements.  

For management consideration: 
• Surveys show real estate strategic thinking is lagging. Think about the balance 

between strategic and tactical activities within your organization, both at the 
management and employee level 

• An organization’s culture is a differentiator - prioritize recruiting as strategic 
• Highlight / enhance salaries and benefits 

“I agree emphatically. 
We have some clients 
with very high tech 
building and the younger 
engineering talent, in 
particular, wants to go 
there.”

Dawn R. Short, Senior 
HR Business Partner at 

Able Services

“It’s important for 
our engineers to be 
knowledgeable and 
respond in a professional 
manner when working 
with our clients.”

Steve Stover, Chief 
Engineer at Brookfield 

Properties
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About MACH Energy

MACH Energy is modern energy management and tenant billing software.   MACH’s unique analytics and 
powerful reporting tools save both building owner and personnel time and increase building value.  

MACH’s software is mobile and intuitive, simplifying jobs of campus and commercial building operations and 
management professionals.   

Features include Initiatives®, which automatically identify, quantify and track savings opportunities, M&V, 
automated tenant billing software, a mobile app, budget forecasting and reporting, automated identification of 
savings or ENERGY STAR opportunities, threshold alerts, measurement & verification and more. 

MACH has thousands of users and hundreds of millions of commercial square feet using the software - learn 
more at machenergy.com and machenergy.com/tenant-billing 

About Aamidor Consulting

Aamidor Consulting provides strategy consulting services to smart building and energy management software 
vendors, investors, and users with a specific focus on product management and product marketing.  

Learn more at www.aamidorconsulting.com/


