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CROSS-FUNCTIONAL COMPETENCIES 

 

 There are five cross-functional competencies in 
the ProFM Body of Knowledge: communication, 
sustainability, quality, innovation, and 
collaboration. These competencies describe the 
behaviors, attributes, and underlying knowledge 
necessary for FM professionals to facilitate the 
application of core technical knowledge and skills. 



 

• Communication  

  

 Definition: Communication is the process of 
conveying information and ideas. It involves the 
activities of effectively transferring thoughts and 
expressing ideas with others, listening and 
addressing the concerns of others, and creating 
an atmosphere in which timely and high-quality 
information flows among all stakeholders.  

 
CROSS-FUNCTIONAL COMPETENCIES  



 
• Communication is a thread that weaves itself through 

everything a facility manager knows, says, and does. 
Technical skills are not enough to ensure success for a 
facility manager. A fundamental part of the role is 
communicating with a wide variety of constituents. The 
ability to communicate is implicit in facility management. 
Communication is used to:  

  
  Coordinate facility work by communicating clearly and 

completely what must be done, when, how, and by whom.  
 
  Build support for proposals and create allies.  
  
  Deliver service to varied stakeholders who may have 

different needs and expectations of FM.  
 



 
 Communication is a skill that a competent facility manager 

must have as well as a tool that the facility manager must 
use to support his or her leadership role in the 
organization. Facility professionals must communicate 
with stakeholders who have different communication 
needs, styles, levels of authority, cultural backgrounds, 
interests, and levels of expertise. Facility managers show 
respect and sensitivity to these differences and improve 
the effectiveness of their message by customizing their 
communications. Appreciating other people’s perspectives 
creates opportunities to maintain and improve 
relationships, which in turn helps people be engaged and 
positive about working with FM. Well-planned and well-
delivered communications can therefore have a strong 
influence on achieving project objectives. To this end, 
planning for this area includes collecting information on 
stakeholders’ communication needs and requirements.  



Key Concepts:  

• The communication model  

 

• Good communication skills (e.g., active listening, 
choosing best medium, clear messaging)  

 

• Formal/informal communication  

 

• Appropriate communications for stakeholders  

 

• Facility management’s role in communications  

 

• Creating a communication plan  

 



Communication Proficiency Indicators (Task Statements)   

 

• Effectively communicates with stakeholders, presenting 
appropriate levels of detail for the situation and refraining 
from presenting unneeded information.  

• Creates a channel for open communication.  

• Conveys information clearly and concisely and ensures 
that it is understood by the listener.  

• Communicates FM’s vision, strategy, and goals to senior 
leaders and FM staff.  

• Creates a communication plan and distributes to all 
involved stakeholders.  

• Defines and applies various modes of communication used 
within organizations.  

  

 



• Chooses the best medium for communications.  

• Develops and maintains a pattern of reciprocal 
exchanges of information.  

• Solicits feedback from others.  

• Listens actively to others’ views and concerns.  

• Identifies factors that can inhibit clear 
communication and seeks ways of overcoming 
them.  

• Seeks further information to clarify ambiguity.  

• Ensures that all stakeholders’ feedback is heard 
and acknowledged.  

 



Sustainability  

 

• Definition: Sustainability embraces economic, social, and 
environmentally responsible business practices with the 
intent of bringing value for both an organization’s 
shareholders and society. It is development in which the 
needs of the present are met without compromising the 
ability of future generations to meet their own needs.  

 

• In today’s global marketplace, sustainable development is 
being embraced by organizations in every corner of the 
world. It isn’t enough for a company to focus on 
maximizing its profits in any way it can; instead, the 
organization needs to consider how its actions and ethics 
impact the environment, safety, human rights, diversity, 
and philanthropy in positive or negative ways.  



 Sustainability is the goal of sustainable development. Facility 
managers are challenged to implement the principles of sustainability 
in almost all aspects of their work:  
 

• They may be charged with reducing a facility’s carbon footprint—the 
total greenhouse gas emissions from a facility.  
 

• They may be concerned with the employment practices of vendors.  
 

• They may be trying to shape occupant behavior to reduce wasted 
materials, water, and energy.  
 

• They may be redesigning facility work processes to reduce the use of 
hazardous and environmentally unfriendly products.  
 

 Facility management should progress toward their organization’s 
sustainability goals by designing and implementing interventions, 
transitions, and transformative strategies for positive environmental, 
economic, and social change.  



Key Concepts:  
• Definition of sustainability for FM  
• Corporate social responsibility (CSR)  
• Key FM initiatives for sustainability  
• Sustainability strategy  
• Triple Bottom Line (TBL) approach  
• Green building rating systems  
• Sustainability scorecards  
• Materiality matrix  
• Measuring carbon footprint  
• Equipment rating systems  
• Environmental management systems (EMS)  
• Waste management  
• Global Reporting Initiative (GRI) reporting protocol  
• Energy use intensity (EUI) index  
 



• Sustainability Proficiency Indicators (Task 
Statements)   

 

• Embraces and supports a sustainability approach 
that meets the organization’s culture, values, 
mission, and goals.  

• Develops corporate social responsibility (CSR) 
strategies that reflect the organization’s mission and 
values.  

• Identifies and develops opportunities for FM and the 
organization to engage in sustainability initiatives.  

• Advocates for the implementation of sustainability 
efforts within the FM organization.  

  

 



• Serves as an influential voice for sustainability 
strategies and initiatives in FM.  

• Helps staff and occupants understand the 
societal impact of business decisions and the role 
of the organization’s sustainability activities in 
improving the facility and surrounding 
community.  

• Utilizes the best practices of sustainability rating 
and performance reporting systems.  

• Uses performance metrics to analyze data and 
information in order to understand and 
recommend sustainability solutions.  

 



Quality  

 

• Definition: Quality produces results or provides 
services that meet or exceed the organization’s 
standards or requirements. It involves ensuring 
that one’s own and others’ work and 
information are complete and accurate and 
includes developing and executing strategies to 
improve work processes and efficiencies.  

 



 
• A commitment to quality is evident in all aspects of a facility 

manager’s performance. Facility managers design project and 
operations and maintenance work processes and evaluate 
those processes to assure quality standards. A quality-minded 
facility manager is never satisfied with the status quo and is 
always curious about the potential for improvement. They use 
knowledge and skills related to identifying and analyzing 
quality problems and possible solutions. It also calls for 
systems thinking—understanding that a facility, a workplace, a 
process, or a team is composed of multiple pieces that interact 
and may be interdependent. Quality solutions must reflect this 
complexity.  
 

• Continuous improvement can serve as a driving force in every 
decision about facility design and operations. The basic 
principles of quality management and quality tools should be 
used by facility managers to improve facility projects and 
operations.  



Key Concepts:  

• Definitions of quality and quality management  

• Quality vs. grade  

• Benefits of quality management system  

• Plan, do, check, act (PDCA) model  

• Quality management theory  

• Total quality management (TQM) principles  

• Quality standards and certifications  

• Seven management tools  

• Seven quality tools  

• Steps to deliver quality FM  

 



Quality Proficiency Indicators (Task Statements)   

 

• Leads and champions process improvement initiatives.  

• Uses the perspective of systems thinking to understand 
how the organization operates.  

• Applies technical expertise in measurement and analysis.  

• Uses organizational metrics and key performance 
indicators to inform business decisions.  

• Selects, interprets, and evaluates output from quality tools 
to inform and monitor organizational solutions.  

• Benchmarks FM initiatives and outcomes against industry 
standards.  

• Identifies and resolves risks and early-stage problems in 
meeting customer and occupant needs.  

• Applies data-driven knowledge and best practices.   

 



Collaboration  

 

• Definition: Collaboration involves working 
together to find ways to achieve multiple parties’ 
goals simultaneously. It is both a method of 
resolving conflicts that already exist between 
parties and an intentional process that parties 
can decide to adopt as they begin working 
together.  



 
• Collaboration in the workplace is nothing new. However, it is 

becoming increasingly important for facility management, as 
facilities continue to include a wide range of new and 
interconnected systems that require buy-in and awareness for 
the building to perform as intended.  
 

• Facility professionals lead and manage teams of facility staff, 
contractors, and/or consultants and may lead and manage 
projects with even more diverse teams. They also often work 
with other business units and outside organizations. This 
provides key opportunities for facility managers to partner with 
multiple stakeholders to ensure project success.  
 

• Workplace collaboration means bringing varied talents 
together, combining different skills and knowledge. Different 
people working in collaboration as a team complement each 
other in various areas that can be used to the benefit of the 
organization.  



Collaboration requires:  
 

• A certain attitude—a belief that one’s own ideas 
may not be the best solutions, that others have 
equally valid perceptions and ideas.  
 

• An ability to listen and problem-solve.  
 

• Skills in managing and focusing group activities.  
 

 As everyone contributes toward certain goals, 
collaboration with all stakeholders produces the best 
results and the highest levels of satisfaction among 
stakeholders.  



Key Concepts:  

• Team building skills and model  

• Elements of successful teams and partnerships  

• Personality types/roles in teams  

• Consensus-building tools (nominal group 
technique, Delphi technique, mind maps)  

• Stakeholder collaboration  

• Power/interest matrix  

• Stakeholder prioritization  

 



Collaboration Proficiency Indicators (Task Statements)   
 

• Supports a team-oriented organizational culture.  
• Creates and/or participates in project teams made up of FM 

and non-FM stakeholders.  
• Fosters collaboration and open communication among 

stakeholders and team members.  
• Builds engaged relationships with team members through 

trust, task-related support, and direct communication.  
• Fosters a climate that is conducive to successful teams and 

partnerships.  
• Encourages productive and respectful team discussions, 

soliciting opinions and feedback from each team member.  
• Promotes the benefits of a diverse team.  
• Establishes partnering agreements to promote collaboration.  
• Facilitates agreement for collaborative efforts using consensus-

building tools (e.g., brainstorming, nominal group technique, 
Delphi technique, mind maps).   

 



Innovation  

 

• Definition: Innovation is the introduction of a 
new idea, process, or product. In organizations, it 
is used to deliver increased value. In FM 
organizations, innovation involves discovering 
new ways to deliver better service with in-
creased effectiveness and efficiency.  



 New and emerging technologies have helped facilities use automation 
to lower costs and improve customer service, to lower energy use, and 
to improve monitoring, performance reporting, and decision making. 
Facility managers can use innovation knowledge and skills to align 
innovation initiatives with the goals and objectives of the organization.  
 

 Innovation is not restricted to the use of technology. It is more 
accurate to see innovation as:  

• A mindset that resists the status quo and is open to thoroughly new 
solutions. An innovative mind is able to free itself of preconceptions 
about how things are usually done or how an object or material is 
customarily used. Innovative minds see possible uses and solutions that 
others do not see.  
 

• A personality that accepts the risk of failure and is not afraid of change.  
 

• A process of creating the fertile ground that innovation requires, both 
in oneself and in one’s teams.  

 



Key Concepts:  

• Definition of innovation and its value to FM  

• Innovation types  

• Challenges that restrict innovation  

• Organizational and personal requirements for 
innovation  

• Innovation process model  

 



Innovation Proficiency Indicators (Task Statements)   

 

• Fosters a culture of innovation.  

• Demonstrates an understanding of the different types of 
innovation.  

• Supports change initiatives to increase the effectiveness of 
FM systems and processes.  

• Explores emerging trends and best practices of other 
organizations.  

• Identifies opportunities for FM and the organization to 
engage in improvements through innovation.  

• Supports diverse teams that bring diverse perspectives 
and experiences to innovation challenges.  

• Leads a structured innovation process for teams to 
transition concepts into new practice.   

 



THANK YOU. 


