
CHAPTER  2
THE FACILITY MANAGEMENT
MARKET IN EUROPE AND ITALY
Alberto Ferri and Fabiana Pala

2.1   INTRODUCTION
In the framework of the European economy that is showing alarming symptoms of
stagnation, if not of recession, the Facility Management (FM) market seems to move
sharply in the opposite direction, following a general growth trend and sometimes
a really strong one. The Spanish FM market, for instance, has been growing at an
average yearly rate of 10% in the last three years. But it is not the only domestic
market showing so extraordinary results. Some other European countries are just
starting to discover and to understand the advantages of Facility Management and
of its strategic levers, such as outsourcing. Their FM markets are still developing and
there is still wide scope for the introduction of innovative practices.
The market of facility services is bursting with good health in those countries where
the economy is almost stagnant as well. What just apparently looks like a paradox.
Complex productive systems, as for instance the German or the British ones, are
marked out by extremely high competitiveness: in such contexts companies cannot
search for profit just in productive activities, but have also to broaden it to any area
of the organization. Therefore, in such situations, a full awareness of potential value
that services reorganization and wise management can yield to the entire company
rapidly develops. High competition level of complex economic systems encourages
the development of both the FM culture and its market.
The correlation between per capita GDP, employment rate and evolution of the FM
discipline is one of the many elements supporting this theory, as it is for instance the
case of the United Kingdom, the ever most advanced European country as
concerns the FM practice, and of the Netherlands, one of the most advanced
European countries as concerns education on FM.
Therefore, in order to analyze the FM market in Europe, a preliminary distinction has
to be made among the European countries, on the basis of their different features
concerning development and organization, so that the most important domestic
markets may be identified.
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2.2   THE REFERENCE MODEL
Starting from the theoretical model by Henzelmann and Teichmann (2008) and
combining it with the concept of competitiveness as it emerges from the World
Economic Forum works (2008) and with the Porter’s “value chain” theory (1999),
IFMA Italia (Contesto economico e sviluppo del Facility Management in Europa,
Rapporto 2009) placed each European country in a specific stage of the FM market
evolution pattern. The amount of wealth created by an economic system originates
from the ability of its firms to efficiently produce high value goods and services, that
is from its firms’ productivity. According to the World Economic Forum, firms’
productivity is caused by the “level of sophistication” they use to compete.
Productivity depends on improvements of the firms’ operating processes as well as
on their ability to pursue innovative and distinguishing strategies.
Analyzing the firms’ strategies and actions by means of the conceptual framework
of Porter’s “value chain” theory, it is possible to identify, among value creating
activities, primary ones (as production and marketing of goods and services) and
support ones (as FM, whose aim is the maximization of services quality, at the same
time respecting budget constraints imposed by the market competitive pressure).
Improvements of the “level of sophistication” of competition practices originate
from the ability of firms to exploit potential of the entire “value chain”, including
support activities such as FM ones.
Actually, in spite of variety of domestic markets’ features, it is possible to identify a
development scheme by stages, which may be applied to the European countries:
each of them moves from a stage to the next one according to the development
and complexity level of the domestic economy.
In order to determine the development stage of the FM market in a given country
a two step procedure may be used: (1) first FM operators are classified according
to a hierarchical criterion; (2) second the moment when the classes of FM operators
start operating in each market is found.

(1) Classification of the FM operators

In the European FM market providers may be grouped into four clusters that are
hierarchically ranked according to the extension and complexity of their supply:
• single services suppliers, specialized in just one area of activity: technical, 

commercial or infrastructural;
• multi-services suppliers, offering packages of services, covering one or more of

the abovementioned areas;
• integrated services suppliers, offering services belonging to all the areas of 

activity, including also operators that coordinate sub-suppliers on behalf of the
client with no significant added value;

• FM companies, specialized in the management and coordination of 
sub-suppliers (without disregarding sometimes the direct delivery of specific 
services or group of them), that, thanks to their dimension and to their services’
portfolio, are able to deeply exploit synergies and the business potential.
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(2) Evolution stages of the FM market

The time horizon to be considered includes the last 25 years and the development
scheme is divided into the following stages:
• pre-emerging markets, where single services supply appears at the end of

the ‘90s, showing poor professionalism (both on the demand-side and on the 
supply-side of the market), which is reflected in a client-supplier relationship
based on multiple single-service and short-term contracts;

• emerging markets, where single services supply appears during the second 
half of the ’80s and multi-services supply starts operating during the second 
half of the ‘90s. The supply still remains fragmentary as concerns the area of
activity (technical, commercial or infrastructural), the territorial coverage and
the client differentiation. Multinational companies’ branches and large-sized 
companies entrust their facility services to a small number of big FM operators,
mainly foreign companies, in the framework of pan-European contracts.
The penetration of domestic market by such foreign FM operators therefore
depends on the competitive performances of their clients (and on their 
corporate governance strategies). Beside such operators a high number of
small and medium-sized suppliers prospers in the FM market, which is 
characterized by a low level of competition. Outsourcing of facility services is 
not a widespread practice, except for large-sized companies, on the other 
side intra-group and in-house supply of facility services amounts to a 
conspicuous part of the whole market;

• developed markets, where facility services supply operates since at least 20 
years. Single services supply co-exists beside multi-services supply starting in 
the ‘90s. Even if integrated services supply started operating only in the last 
years, the services’ portfolio dimension is important. FM markets of such 
European countries that in the ‘90s started the privatization process of the 
state-owned companies fall within this evolution stage. The competitive 
pressure is high and some market segments start to be considered overfilled, 
so the supply operators tend to consolidate.
Outsourcing processes are steadily increasing and professionalism (both of 
suppliers and clients) is growing, being reflected in the choice of more 
advanced contract standards, such as Service Level  Agreements and Key 
Performance Indicators.

• advanced markets, where the integrated services supply starts operating in 
the second half of the ‘90s and in the late decade the first Public Private 
Partnership projects are implemented. The supply-side structure of the FM 
market is similar to the one of a “developed market”: even though merger 
and acquisition processes keep on strengthening the concentration level of 
the market, still small and medium-sized suppliers remain numerous and active 
in niche market segments.
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The model may be pictured as in Table 2.1.

Table 2.1 - Evolution stages of the European FM markets (source: Henzelmann and
Teichmann, 2008; Porter, 1999; WEF, 2008)

On the basis of the model, IFMA Italia classified the FM markets of the European
countries, as it is shown in Table 2.2.

Table 2.2 - Classification of the European FM markets

This chapter analyzes the UK and the Netherlands among the “advanced markets”,
France, Germany and Italy among the “developed markets”, Spain among the
“emerging markets”.
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Evolution stages European FM markets

Advanced markets Denmark, Netherlands, United Kingdom

Developed markets Austria, Belgium, Luxemburg, France, Germany, Ireland, Italy

Emerging markets Portugal, Poland, Hungary, Czech Republic, Slovenia, Sweden, 
Finland, Bulgaria, Spain

Pre-emerging markets Greece, Slovakia, Romania, Estonia, Latvia, Lithuania, Cyprus, Malta

Single services suppliers

Multi-services suppliers

Integrated services suppliers

FM companies

Advanced market

Developed market

Emerging market

Pre-emerging market

1980 1985 1990 1995 2000 2005
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2.3   THE MACROECONOMIC FRAMEWORK
In 2008 the crisis started in the US hit the international economy. At the beginning it
affected just the financial markets, but afterward, in the second half of the year, it
impacted on the real economy. Even if industrialized countries have been able to
stabilize their banking systems thanks to Governments’ aids, negative effects on the
economic growth have not stopped yet and it is difficult to forecast the outcomes.
World economy growth rate, around 5% per year in the last years, hardly reached
3% in 2008 and 2009 forecasts are less optimistic.
The European Union economic growth slumped in 2008. Many member countries
could not avoid to fall into recession during the second half of the year. The EU
growth rate went down from 2.9% in 2007 to 0.9% in 2008 (with forecasts of –4% and
–0.1% respectively in 2009 and 2010). These average growth rates hide differences
among the single member countries of the Union.
As concerns the countries that this chapter analyzes, the growth rates of the 2008-
2010 period may be pictured in Figure 2.1: forecasts highlight that the recovery
might slowly start in 2010.

Figure 2.1 - GDP growth rate in 2008-2010 period (source: Eurostat, 2008)

Differences among those countries come also from structural peculiarities of each
one, such as their dimension and their labor market situation. Germany is the most
populous country, five times the Netherlands. Spain has the highest unemployment
rate (11.3% in 2008), the Netherlands the lowest (2.8%). Hourly labor cost values are
basically aligned for Germany, the UK and the Netherlands, but Spain has a labor
cost slightly higher than half theirs. Nevertheless, when comparing per capita GDP
calculated in purchasing power parity (Figure 2.2), values are more homogeneous,
with the Netherlands on top and Spain at the bottom, being mirrored in the
classification on the basis of the model of the FM market evolution stages.
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Figure 2.2 - Per capita GDP in Purchasing Power Parity in 2007 
(source: International Monetary Fund, 2008)

Highest values of per capita GDP (the UK and the Netherlands) correspond to the
“advanced markets”, intermediate values (Germany, France and Italy) to the
“developed markets” and the lowest one (Spain) to one of the “emerging markets”.

2.4   THE FM MARKET IN THE UNITED KINGDOM
The British FM market is strictly linked to the US one and has been directly influenced
by it, as concerns the spreading of FM practices and culture, since the very
beginning in the ‘80s; for its characteristics it is classified among the “advanced
markets".

2.4.1 State of the FM discipline in the UK
In the UK, activities related to FM (defined by IFMA as “A profession that
encompasses multiple disciplines to ensure functionality of the built environment by
integrating people, place, process and technology”) are grouped into two classes:
hard and soft services, apart from the management:
1. hard services include: fabric maintenance, systems’ operation and 

maintenance, energy management, internal and external landscaping, waste
management;

2. soft services include: cleaning of internal and external areas of the building, 
security, reception, public catering, internal moves, mail service, car fleet 
management;

3. the management includes: property management, real estate accounting,
due diligence, real estate management, housing management and contract 
management.
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2.4.2 The FM market in the UK: the demand-side
In the UK the Facility Manager role exists not only in commercial buildings but also
in residential ones, in health-care institutions, in the governmental offices and
everywhere instrumental buildings for a productive activity exist.
Demand is driven by Public Private Partnership projects (PPP) and many operators
shape their supply according to the needs of this kind of client. Moreover the Private
Financed Initiatives (PFI) policy is an interesting objective for the suppliers, mainly in
the health-care, education and defense sectors.
Nevertheless during the last year PFI projects, in the health-care sector in particular,
slowed down, mainly because of the cut of the public sector’s budget (reduction
in demand), but also due to the great amount of resources required to draw up
project proposals and negotiate contract terms (reduction in the supply interest).
Conversely the school sector is still pushing the British FM market, because the
Government is still carrying on the renovation project of all the high schools of the
country (Building Schools for the Future, BSF).
Finally the public housing sector, whose facility services’ demand is one of the
causes of the recent convergence of facility and property management practices,
plays an important role for the growth of the FM market.

2.4.3 The FM market in the UK: the supply-side
The British FM market operators are classified into six groups, on the basis of a
combination of two factors; their origins and their market strategies:
1. Construction to support Services providers build and operate the building, 

remaining in charge of the delivery and management of facility services for a
long period of time after the end of the construction works (10 to 25 year 
contract length);

2. Property Plus providers come (since a few years) from the real estate sector, 
having widened their offer to the facility area; contracts have generally large 
dimension and involve several countries;

3. Technical Plus providers originate from the technical-engineering services, 
infrastructural and energy sectors;

4. Multi-services providers supply many services, either separately or combined,
having extended the range of their services’ supply by means of both internal
growth and mergers and acquisitions. Even if there is a trend toward the 
integration of the supply, the mix of the services’ portfolio is highly dynamic 
according to income results, as providers adjust themselves to the high 
competition level of this market segment;

5. Public-Focus providers serve mainly the Government sector through PPP and
PFI projects. Some of these operators have shaped their organizational structure 
in order to comply with law requirements and usual procedures of this market 
segment. Beside traditional areas (health-care, education, defense and public 
security) the social housing sector is highly profitable thanks to government investments;

6. Pure FM providers offer mainly management services and account for a small 
part of the entire market, both in terms of numerousness and revenues.
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The total revenue of the top 20 companies of the British FM market (Table 2.3) is,
according to IFMA Italia estimates, about 87% of the outsourced market, showing
high and increasing concentration of the supply. Most of them are UK companies,
but some big foreign companies are in the list: Sodexo and Dalkia (France), ISS
(Denmark) and Aramark (USA).
In the British FM market, even if the concentration is high and big operators
dominate the scene, there is still much room for small operators, high specialized or
niche companies. That means it still remains a highly dynamic and evolving market.
Large-sized companies tend to increase their dimension by mergers and acquisitions
of small-sized firms, while single service and multi-services suppliers tend to extend
the range of their offer, in order to satisfy the needs of the demand.

Table 2.3  - The top 20 FM companies of the UK market in 2008 (source: IFMA Italia, 2009)

During 2008 Carillion acquired Alfred McAlpine Business Services, one of the major
companies of the UK market (after having acquired Mowlem in 2006) strengthening
its ranking on top of the list, with revenues of more than 3 billion €.
Top FM companies of the British market are mainly Multi-services suppliers, the others
are Construction and Technical Plus suppliers; no Pure FM company is in the top 20
list (among the top 30 there are EC Harris Solutions, Johnson Controls and Gardiner
& Theobald FM). The fair numerousness of Multi-services suppliers shows that the
demand is still rationalizing the management of support services, but at the same
time clients are asking FM suppliers for strong management skills and the ability to
manage complex projects.
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Ranking Company Revenue in the UK Typology Emplo-
yeesmillion £ million €

1 Carillion Support Services 2,463.5 3,093.7 Construction 23,026
2 Serco 2,334.6 2,931.9 Public Focus 31,903
3 Compass 1,926.0 2,418.7 Multiservices 64,146
4 MITIE  1,407.2 1,767.2 Multiservices 47,959
5 Sodexo (F) 1,192.2 1,497.2 Multiservices 43,603
6 BAM Construct UK 1,059.4 1,330.4 Construction 2,713
7 Rentokil Initial 1,050.5 1,319.3 Multiservices 34,106
8 WS Atkins 1,027.4 1,290.2 Technical Plus 11,950
9 Interserve Facilities Services 961.5 1,207.5 Technical Plus 23,081
10 ISS (DK) 807.9 1,014.6 Multiservices 42,848
11 Land Securities Trillium 771.4 968.7 Property Plus n.a.
12 Impellam group 639.4 803.0 Multiservices n.a.
13 OCS Group 544.3 683.5 Multiservices 48,857
14 VINCI Construction UK 464.4 583.2 Construction n.a.
15 Dalkia (F) 427.6 537.0 Technical Plus 3,453
16 Balfour Beatty Workplace 400.0 502.3 Technical Plus 1,667
17 Aramark (US) 400.0 502.3 Multiservices n.a.
18 Kier Support Services 393.7 494.4 Construction 2,133
19 Reliance Security Group 382.6 480.5 Multiservices n.a.
20 Emcor Group 360.6 452.8 Technical Plus 2,748
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2.4.4 Size of the FM market in the UK
The economic slowdown has been really hard in the UK, as the GDP growth rate fell
from 3% to 0.7% between 2007 and 2008.
That was mainly due to the slump in real estate prices and also to the effects of the
financial crisis on London as a primary financial center, moreover the Government
deficit had an important role in worsening the conjuncture. The 2009 forecasts are
pessimistic, only in 2010 a slow recovery might start.
Unemployment rate has remained more or less the same in the last 3 years, actually
the labor market was not affected by the 2008 crisis thanks to adequate social
security cushions. The hourly labor cost is among the highest ones in Europe and it is
constantly increasing.
According to IFMA Italia estimates, the potential FM market in the UK in 2008
amounts to about 61.9 billion € and employs approximately 448,000 people. The
outsourced market (27.5 billion €) totals around 44% of the potential one.

2.4.5 Outlook on the next years for the FM market in the UK
The FM market in the UK has been growing in the last 6 years at an average 5%
yearly rate, overall in the private and public sectors. Even if the supply consolidation
processes are less important than in the ‘90s, they are still working; actually what
differentiates the British market is its dynamism. That is mainly due to the diversified
needs of the demand, which are typical in an economic environment where value
has to be created all along the entire productive chain.
In the last years the policy of the British government caused the PPP projects to be
the distinctive feature of the market. PPP and PFI will keep on having an important
role, mainly in the education and social housing sectors.
The Olympic Games, which will be held in London in 2012, are another growth factor
of the FM market, because of the need of facility services linked to the construction
of public infrastructures.
In the private sector, and particularly in corporations, the most important factor of
development is the convergence of property and facility management
approaches. Another stimulus for investments and rationalizations is the growing
interest of private companies and public institutions in energy saving and reduction
of polluting emissions, that results in an increase of attention on Energy
management.
Dynamism of the British FM market is expected to continue, following the ongoing
trend of concentrations, through M&A of strategic operators and the extension and
integration of the range of services offered.

2.5   THE FM MARKET IN THE NETHERLANDS
The Dutch market is among the first ones that saw the spreading of the FM discipline
following the Anglo-Saxon countries and it is still one of the “advanced markets”
even if smaller than the British and German ones, obviously because of the
dimension of the Netherlands’ population and economy.
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2.5.1 State of the FM discipline in the Netherlands
In 2001 the standard n°2748 “Terms for facilities. Classification and Definition” drawn
up by the NEN (Nederlands Normalisatie-instituut), the Dutch standardization
institution, defines FM and classifies its related activities into 5 groups:
1. the housing includes: rent, real estate, insurance, maintenance, utilities;
2. the internal services include: consumption services (public catering, vending 

machines), security (surveillance, access control, reception), cleaning, moves, 
document management, waste management, space management, stationery, 
landscaping;

3. ICT includes: installation, operation and maintenance of networks, hardware and 
software, and personnel training;

4. the external services include: external events and conferences management, 
home workstations, travels management, car hiring, other transports;

5. the Facility Management includes: management of the abovementioned 4 
groups of activities, helpdesk, environment and security policies definition, risk 
management, quality management and procurement.

2.5.2 The FM market in the Netherlands: the demand-side
In the Netherlands the debate on FM already started in the mid ‘80s and today most
of the organizations have a Facility Department. During the last decades the
discipline grew from simple support activity into a real business pillar.
The Facility Department, along the years, changed its focus from cost reduction to
value creation, following a 3 step evolution:
1. focus on costswas a top priority between the end of the ‘80s and the beginning

of the ‘90s: organizations start combining and centralizing all the facility services
into a single business unit with the aim of rationalizing costs and staff;

2. focus on the internal clients imposed itself some years later, as new tools aimed
at satisfying their needs and increasing their satisfaction started to spread: front
office, services access procedures manual, etc.;

3. focus on the internal client environment has been spreading since about 5 years,
as the organizations started evaluating the impact of external changes on the 
Facility Department activity: according to an outside-in approach, the FM has to 
translate influences coming from outside the company into needs of the internal  clients.

With the development of FM the market started asking for more professionalism,
therefore the Dutch universities promoted education programs of excellence
making today the Netherlands the country in the world with the highest number of
FM university programs and of students attending FM courses (about 5,000 and 1,000
graduated every year), while in other countries the FM teaching is still part of either
engineering or hotel courses. That helps not only to the developing of the discipline,
thanks to the high number of publications and research programs on the subject,
but also to the spreading of a homogeneous and integrated approach to FM.

2.5.3 The FM market in the Netherlands: the supply-side
During the last years, in the Dutch FM market the number of single services providers has
gone down: among them, providers specialized in maintenance, cleaning, transport
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and security are most numerous. At the same time the number of Integrated Facility
Management (IFM) operators have strongly increased and the value of the outsourced
IFM services has grown, even if it is still a very small part of the potential market.
IFM providers come from different sectors, such as construction, technical services,
energy, asset management, soft services and consulting. In the first years they came
mainly from the soft services sector (cleaning), but in the last years construction
companies have become more numerous, attracted by PPP projects.
On the basis of their origin IFM operators may be grouped into 3 classes:
1. the Managing Partnermanages and integrates services and sub-contracts their

delivering; it has a strategic vision and aims at managing the entire supply
chain; it has mainly management skills;

2. the Managing Producer or Main-contractor operates and implements services,
being specialized mainly in the delivery and coordination of different activities;
it is less focused on management than the previous one; its main skill is the 
knowledge of the delivery processes;

3. the Purchase Partner manages on behalf of the client strategic procurement 
and linked administrative procedures, exploiting economies of scale, while  
coordinationof services’ delivery is directly performed by the client; its presence
is not as widespread here as in the Anglo-Saxon countries; it has mainly strategic 
negotiation skills.

The Dutch FM market does not appear very concentrated: it hosts many small and
medium-sized suppliers, some big national companies and many foreign
corporations. According to IFMA Italia estimates, the total revenue of the top 20
companies of the Dutch FM market (Table 2.4) is about 29% of the outsourced
market, showing the high fragmentation of the supply.
Table 2.4  - The top 20 FM companies of the Dutch market in 2008 (source: IFMA Italia, 2009)
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Company Revenue (million €) Employees
in the Netherlands % in the world in the Netherlands

Arcadis Aqumen 236.4 100% 236.4 403
Asito 235.3 100% 235.3 12,500
Ballast Nedam 1,348.0 95% 1,426.0 3,941
Burgers Ergon - Heijmans n.a. n.a. n.a. n.a.
Capita Symonds (UK) n.a. n.a. 326.5 n.a.
Cofely (F) 693.9 10% 6,938.8 2,776
Compass (UK) n.a. n.a. 14,366.7 4,000
CSU Multiservice 235.8 100% 235,8 9,859
Dalkia (F) 54.0 1% 8,562.0 406
Facilicom 786.6 79% 1,001.0 23,670
Facility Force n.a. n.a. n.a. n.a.
Facility Service Netwerk n.a. n.a. n.a. n.a.
FM at work n.a. n.a. n.a. n.a.
Imtech 1,157.7 30% 3,859.0 6,753
ISS (DK) 474.8 5% 9,231.4 20,175
JC Global Workplace Solutions (US) n.a. n.a. 2,173.7 n.a.
Serco (UK) n.a. n.a. 3,922.6 n.a.
Sodexo (F) n.a. n.a. 13,611.0 6,600
Strukton 1,249.2 100% 1,249.2 5,962
Vebego 388.4 55% 710.9 16,390
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Most of them are construction companies, technical and soft services providers. The
market is dominated by national companies, but many foreign operators are in the
list: ISS (Denmark), Dalkia and Sodexo (France), Compass, Serco, Capita Symonds
and JLL (UK), Johnson Controls (USA).

2.5.4 Size of the FM market in the Netherlands
The Dutch economy reacted to the 2008 financial crisis more moderately than other
ones, in particular France and the UK. But, after the slowdown of 2009, the Dutch
GDP might recover more slowly than the German and British ones, still showing a
negative growth rate in 2010. The Dutch labor market is affected by the crisis:
actually the unemployment rate, which had constantly been decreasing in the last
4 years, is undergoing an upward pressure in the last months; moreover the labor
cost is among the highest European ones and it is increasing.
According to IFMA Italia estimates, the potential FM market in the Netherlands in
2008 amounts to about 42.8 billion € and employs approximately 387,000 people.
The outsourced market (27.9 billion €) totals around 65% of the potential market.
The sectors with the highest percentage of non outsourced services are IFM and
catering, while the sectors with the highest value of non outsourced services are,
besides the two above, document management, car fleet management and
maintenance.
The IFM sector has grown faster than the other ones in the last years (confirming that
the operators are focusing on the management apart from their original
specialization), followed at a certain distance by security services (because of the
increased terrorist threat), landscaping and waste management (pursuing
compliance with environment protection standards).

2.5.5 Outlook on the next years for the FM market in the Netherlands
The Dutch FM market is in continuous evolution, even if it is in a consolidation phase
where no major changes, but constant small progress, mainly in the technology and
contract fields, are expected. In spite of the current slowdown of the economy, the
FM sector appears not to suffer the crisis very much, in particular the IFM part of the
market.
As concerns the demand, the professionalism of the operators keeps on increasing
and, as a consequence, an increase in the demand for integrated services is
expected; it becomes more and more important the care concept both in the
private and public sectors, stimulating the demand for support services by the social
and health-care institutions. On the other hand, as concerns the supply, competition
is intensifying and the providers aim at consolidating their market shares, mainly
through mergers and acquisitions; the sector with the biggest potential is the IFM,
which many operators are moving to. As concerns the contract standards, PPPs
and international contracts are spreading, due to the need of the multinational
companies with branches in many European countries to uniform corporate
services’ level and delivery and management practices, while big international FM
providers do their best to satisfy that need.
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Both clients and providers are focusing on social responsibility and environment
protection subjects, producing spin-off in the FM area, coming from innovations in
other industrial sectors (such as hybrid cars, energy saving design of buildings,
industrial clothing cleaning, etc.).

2.6   THE FM MARKET IN GERMANY
The German FM market became active during the first half of the ‘80s, therefore it
is in the evolution stage of a “developed market”. It originates from the
infrastructural services provision, mainly cleaning services, security and public
catering. Afterward, in order to satisfy the needs of the huge domestic industrial
production, the FM extended its domain to more specialized services (systems
maintenance and later ICT).

2.6.1 State of the FM discipline in Germany
The FM related activities can be divided into 3 groups:
1. the infrastructural group includes: internal and external cleaning, security, 

reception, public catering, internal and external landscaping, internal moves, 
mail service, car fleet management, waste management;

2. the technical group includes: design and construction, structural and fabric 
maintenance, system maintenance, energy management;

3. the commercial group (a sub-group of real estate management) includes: 
property management, real estate accounting, due diligence and other 
activities relating to the real estate transaction process, housing management 
and follow-up of contracts.

2.6.2 The FM market in Germany: the demand-side
The presence and features of the Facility Department in German companies largely
depend on the dimension of the company, its original country and corporate
culture. Many German companies have not yet identified the FM position inside
their organizational structure. Most of them have a centralized Facility Department,
which in most cases is a cost center rather than a profit center.
The German approach to FM is strongly technical and companies’ main objective
is to increase efficiency. When a more detailed strategy exists, objectives, in
hierarchical order, are:
• optimization of the cost/quality ratio;
• satisfaction of internal clients needs;
• implementation of optimal maintenance plans;
• efficient real estate management.
The approach to outsourcing is still of traditional nature: partnership practices are
not frequent and contracts implying a single provider for many services are not
usual. Generally clients establish long time relationships with many different
specialized providers still maintaining high internal control of their activity. Service
Level Agreements are frequently embedded in the contracts, but rewards and
penalties, as well as result-oriented systems are not so widespread.
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2.6.3 The FM market in Germany: the supply-side
According to the original sector and the business model, 6 typologies of FM
operators may be identified:
1. construction companies;
2. technical and technological services providers (hard services providers in the 

Anglo-Saxon classification);
3. soft services providers;
4. either business units (mainly of former government-owned, since the ‘90s 

privatized companies) or companies that are part of a group (sometimes spun-
off), which provide services to their company or group as well as to third parties;

5. real estate companies;
6. workmen and craftsmen associations.
The German FM market is still a fragmented reality, where a large number of small
and medium-sized operators exists, beside some big companies, both domestic and
foreign. Actually, confirming the high fragmentation of the supply, IFMA Italia
estimates that in 2008 the total revenue of the top 20 companies (Table 2.5) is
around just 28% of the outsourced market.

Table 2.5 -The top 20 FM companies of the German market in 2008 (source: IFMA Italia, 2009)
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Ran-
king Company

Revenue (million €) Employees
in Germany (captive) in the world in Germany

1 DB Services 1,297.0 88% 1,297.0 24,911
2 InfraServ Hoechst 1,000.0 91% 1,000.0 2,700
3 Bilfinger Berger Facility Services 928.0 - 1,158.0 6,985
4 Strabag Property & 

Facility Services 881.1 95% 935.6 4,995
5 Dussmann 879.0 - 1,406.0 25,655
6 Voith Industrial Services 

Holding 758.2 - 989.0 10,194
7 Wisag Service Holding 702.7 - 727.3 23,474
8 Hochtief Facility Management 666.5 - 709.3 7,787
9 Zehnacker Gruppe 579.5 - 650.0 15,000
10 SKE Group 446.2 - 446.2 1,147
11 Klüh Service Management 434.6 - 608.7 17,000
12 Piepenbrock Dienstleistun-

gsgruppe 365.0 - 365.0 25,500
13 Axima Deutschland 330.0 - 330.0 1,400
14 Gegenbauer 324.6 - 329.1 13,122
15 ISS Facility Services (DK) 322.7 - 322.7 11,968
16 ThyssenKrupp Industrieservice 320.0 - 320.0 16,500
17 Kötter Unternehmensgruppe 280.0 - 280.0 12,400
18 Sodexo Catering & Services (F) 267.0 - 267.0 5,134
19 Schubert Holding 233.0 - 233.0 9,000
20 Götz Management Holding 189.4 - 212.0 14,000

Interno:Layout 1  26-10-2009  17:29  Pagina 42



Most of the top 20 FM companies belong to the infrastructural and technical groups.
They are mainly domestic companies: unlike in other European countries, foreign
companies, such as ISS (Denmark) and Sodexo (France), do not rank on top of the
list. The captive market companies rank on top of the list. The biggest IFM operator
of the German market (excluding captive), with revenues higher than 1 billion € (in
the world), is now Bilfinger Berger AG, after having acquired in 2008 M+W Zander
Facility Management, that merged with HSG Technical Service (of the BB group)
and changed its name into HSG Zander.
At the end of 2008 Deutsche Telekom sold DeTe Immobilien, services provider of the
DT group, to the Austrian company Strabag SE, which changed its name into
Strabag Property & Facility Services.

2.6.4 Size of the FM market in Germany
The German economy suffered the crisis in the second half of 2008: even if its real
estate portfolio is not overvalued and its industry sector is highly competitive, the
world economy slowdown has deeply affected it because of the importance of its
export sector. The labor market reacted well to the crisis: employment keeps on
increasing following the trend of the last years, on the other hand labor cost is
among the highest ones and it is still moderately increasing.
According to IFMA Italia estimates, the potential FM market in Germany in 2008
amounts to about 61 billion € and employs approximately 882,000 people. The
outsourced market (39.7 billion €) totals around 65% of the potential market. The
largest part is produced by the infrastructural services, in particular the cleaning
services. Most important clients are administrative and industrial buildings. Offices
are served with integrated contracts. Outsourcing is widespread for technical and
infrastructural services, on the other hand management services are rarely
outsourced.

2.6.5 Outlook on the next years for the FM market in Germany
As concerns future developments, forecasts are not optimistic after the slow-down
of 2008 in the US real estate sector, but the FM industry seems to react well. German
companies are willing to maintain unchanged the budget for FM services, apart
from the trend of the revenues. At the same time many companies understand the
limits of the in-house management of facility services and, when outsourcing FM,
they aim at optimizing quality level more than simply reducing costs.
Because of the strong competition, some sectors of the economy, in particular the
insurance and banking ones, are now scarcely profitable and are generally judged
overfilled. Moreover the relatively recent entry into the FM market of some of the
largest construction companies caused the increase of the competitive pressure.
Demand and supply follow complementary trends: the former asks for integrated
services providers while the latter aims at integrating the range of its services’ offer.
Consolidation processes due to high competition and high labor cost are changing
the market. In order to expand their services’ portfolio and exploit synergies,
providers use the strategy of ad hoc acquisitions of companies or part of them,
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because the internal growth is more difficult. Moreover the high labor cost causes
the polarization of the supply into technical and managerial services on one side
and labor intensive services on the other side. Despite the ongoing trend toward a
higher concentration, the German market still hosts many small-sized providers.
The future growth is expected as the result of increasing demand of services from big
real estate owners, health-care and industrial production sectors, which are willing
to outsource the facility function. The number of Public Private Partnerships is
expected to increase, mainly in the housing sector, as the standardization of
contracts is implemented. Nevertheless this is true for large-sized providers, because
costs and complexity of application procedures for PPP projects are a high barrier
to the entry of small and medium-sized providers.

2.7   THE FM MARKET IN FRANCE
The French FM market is one of the “developed” ones, actually multi-services
providers have been operating in it since the ‘90s and integrated FM contracts have
been spreading for ten years already. This market originates from large energy
companies, which began offering also related services (such as design, installing
and maintenance of mechanical and electrical systems), extending the range of
their supply by exploiting economies of scale and competitive advantage in terms
of procurement and labor cost.

2.7.1 State of the FM discipline in France
In France some different interpretations of FM concept may be found, even if the
official definition still remains the IFMA’s one. Usually “Facility Management” (the US
language expression) means “the outsourcing of support services”, while “Services
Généraux” (word for word “general services”) means “facility services” offered by
the company to its internal clients (no matter if they are produced in-house or
outsourced) and “Facilities Management” (the British language expression) means
“in-house produced facility services” that are delivered by the company staff.
FM specialists and integrated services providers (the so-called “Fmeurs”) use to
cluster services into 2 groups:
1. building services: systems maintenance, space management, moves, 

landscaping, cleaning service, surveillance, security, waste management and 
administrative, insurance and tax management;

2. soft services: mail service, archives, telecom, transports and logistics, reception,
reprographics, travels and public catering.

The “Fmeur” is the integrator and coordinator of different functions and
responsibilities, facilitating relationships and interactions, in order to create and
exploit synergies, to become the only reference and contact point for the client, to
promote transparency on quality, costs and plans.

2.7.2 The FM market in France: the demand-side
The role of “Directeur des Services Généraux”, similar to the Facility Manager one,
exists in 75% of French medium and large-sized companies (employing more than
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250 people). Its presence is correlated not to dimension of the company, but to the
industry: the role exists mainly in the services industry, and in particular in the finance
and insurance sectors. The Facility Manager, in most of the French companies, still
lacks complete independence in services’ budget management, but has to make
choices in coordination with the Procurement Department.
Generally the Facility Manager skills are acquired through experience and training
more than university education, after having worked some years in the Facility
Department and previously in the Procurement, Technical maintenance or Top
management assistance. Frequently the Facilty Manager refers to the General
Manager, sometimes also to the HR or Finance. The Facility Department staff is
usually half internal, half outsourced.

2.7.3 The FM market in France: the supply-side
The French FM market operators may be clustered into 3 groups according to their
origin:
1. Technical providers come from the building related services sector and agreed

with their clients IFM contracts thanks to either partnerships or sub-contracting; 
this is the most widespread category of providers;

2. Constructor providers come from the design and construction sector and
entered the FM market by supplying post construction services and by vertically 
integrating the range of their offer;

3. Anglo-Saxon providers, with strong managerial skills, do not produce in-house 
any of the supplied services, but they sub-contract delivery through framework
contracts and partnership agreements with single services’ providers.

Operators may be grouped also into 2 classes according to the complexity of their offer:
1. White collars, able to manage large real estate portfolios, they offer to the client 

the management of the sub-contractors from the selection process (call for 
tender) to the daily contract management; they include operators coming from 
the Asset Management sector and “Anglo-Saxon” providers of the previous 
classification;

2. Blue collars, with technical skills, they offer to the client one or more services, or 
they are specialized in one service area, and to complete their offer they
sub-contract the remaining services or areas; they include “Technical” and 
“Constructor” providers as well as Single and Multi-services providers.

Moreover Multi-services operators are classified as:
• “multiservice”, soft services providers (reception, surveillance, cleaning service,

landscaping, document management, etc.) focusing on results measured in 
terms of agreed quality and performance levels;

• “multitechnique”, providers of specific building related services, that is only fluid
and network systems maintenance (such as heating, air conditioning, water 
distribution, ventilation, electricity, gas, etc.), focusing on results in terms of 
efficiency of maintenance services.
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Table 2.6 - The top 20 FM companies of the French market in 2008 (source: IFMA Italia, 2009)

According to IFMA Italia estimates, the total revenue of the top 20 companies of the
French FM market (Table 2.6) is about 56% of the outsourced market.
The French FM market hosts mainly large-sized domestic companies, which are very
important also in other European countries, as well as many small and medium-sized
operators, either serving small clients or working as sub-contractors for larger
providers.
Most FM companies operate in the technical-energy and infrastructural areas. In
the French FM market, domestic companies are most important, but some
remarkable foreign companies, such as ISS (Denmark) and Compass (UK), rank on
top of the list; the top 20 companies include also Serco (UK), Johnson Controls (USA)
and real estate operators such as AOS Studley (UK) and Jones Lang LaSalle (UK).
Cofely was born in 2008 from the merger of two large energy companies, Cofathec
and Elyo, and has a relevant international presence.

2.7.4 Size of the FM market in France
The French economy was hit from the international crisis in 2008 and its GDP growth
of the last years has been counterbalanced by the halt of 2008 and negative
forecasts of 2009, while in 2010 a slight recovery is expected. The unemployment
rate, which in the last years had constantly decreased, is undergoing a strong
upward pressure; on the other hand the trend of the labor cost is decreasing.
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Ran-
king Company

Revenue (million €) Employees
in France % in the world in France

1 Dalkia 3,667.8 43% 8,562.0 14,908
2 Cofely 3,400.0 49% 6,938.8 13,600
3 Icade 1,598.2 100% 1,598.8 3,340
4 Sodexo 1,500.0 11% 13,611.0 25,000
5 ISS (DK) 1,252.1 14% 9,231.4 41,284
6 Compass (UK) 1,100.0 8% 14,366.7 5,700
7 Nexity Services 412.3 94% 436.9 3,964
8 Faceo 293.0 75% 393.0 1,250
9 Exprimm 145.0 100% 145.0 1,100
10 Altys 90.0 100% 90.0 700
11 SETS 50.0 100% 50.0 1,200
12 BNP Paribas RE PM 31.4 47% 66.5 213
13 EMALEC 22.5 100% 22.5 250
14 KS Services 14,2 100% 14.2 220
n.a. Serco (UK) n.a. n.a. 3,922.6 n.a.
n.a. JC Global Workplace Solutions (US) n.a. n.a. 2,173.7 n.a.
n.a. AOS Studley (UK) n.a. n.a. 70.0 180
n.a. Jones Lang LaSalle (UK) n.a. n.a. n.a. n.a.
n.a. Adyal n.a. n.a. n.a. n.a.
n.a. BNP Paribas REIM n.a. n.a. n.a. n.a.
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According to IFMA Italia estimates, the potential FM market in France in 2008
amounts to about 65.3 billion € and employs approximately 203,000 people. The
outsourced market (24.8 billion €) totals around 38% of the potential market.
Few companies outsource the entire facility function, that choice depending on
the industry more than the dimension of the company: it is more frequent in the
manufacturing sector.
The outsourcing is mainly applied to technical and infrastructural services, while it is
very uncommon in the commercial area. Most outsourcing contracts concern single
services supply, but the number and volume of multi-services and integrated
contracts are quickly increasing, at a different pace according to sectors: multi-
services contracts in the health-care sector, in particular soft services ones; IFM
contracts in the finance sector, where most clients are foreign multinational
companies.

2.7.5 Outlook on the next years for the FM market in France
As concerns expected future developments the general economic situation is not
encouraging after the 2008 slowdown, but there are serious opportunities due to
real estate development in the Paris area, where 75% of corporate headquarters of
multinational companies are located, and to the investments of the government
sector in defense, education and prisons.
The retail sector does not offer big opportunities for IFM contracts, because of the
spreading of the franchising practice, that allows single franchisees to
independently decide the outsourcing policy of their branch. In the manufacturing
sector potential development is big, despite the obstacle that frequently buildings
are owned and not leased, and as a consequence maintenance services are
delivered with in-house personnel.

2.8   THE FM MARKET IN SPAIN
The Spanish FM market is classified as an “emerging market”, indeed it is far from the
development of the Northern European countries. The outsourcing of cleaning and
maintenance services started in the second half of the ‘80s and the contracting out
of services’ packages about one decade later. Today IFM contracts start to
operate, but single services providers still outnumber IFM ones. Most of providers are
small-sized and locally active. Clients mainly manage in-house their facility services
and IFM concerns just multinational corporations.

2.8.1 State of the FM discipline in Spain
There is a strong need for professional recognition among the Spanish facility
managers: changes are happening very slowly. Technical and engineering skills
are still important in the Facility Department as well as the problem solving ability;
the Facility Manager position is often held by low level professionals, as concerns
contract as well as salary schemes; while relational skills are given scarce attention,
notwithstanding the need for the Facility Manager to interact with the top
management.

2. THE FACILITY MANAGEMENT MARKET IN EUROPE AND ITALY 47

Interno:Layout 1  26-10-2009  17:29  Pagina 47



2.8.2 The FM market in Spain: the demand-side
When analyzing the Spanish companies’ organizational structure as concerns the
facility services, a distinction has to be made between small and medium-sized firms,
large-sized companies and big groups:
• small and medium-sized firms have neither a Facility Manager nor a Facility 

Department; they have technical specialists who refer to HR, Finance or 
Procurement departments;

• large-sized companies have internal staff in charge of the facility services and 
different levels of outsourcing;

• big groups have either a Business Unit or a company of the group that serves the 
entire corporation.

In the large-sized companies outsourcing levels may be classified as follows:
• most facility services are delivered and managed with internal personnel (except 

for the cleaning service, which is almost in every case outsourced);
• delivery of most facility services is outsourced, but the management is provided

in-house;
• the integrated management of all the facility services is outsourced to a unique

provider (IFM).
The Facility Department of large-sized companies consists on average of 80 people,
who manage all the areas of the department; very few companies outsource the
management through IFM contracts; generally they are Anglo-Saxon multinational
companies, which often award pan-European contracts by international tenders.
Often also big groups outsource the delivery of maintenance and cleaning services,
but manage them in-house through the “Real Estate & Facility Management”
business unit or through a spin-off of the group that gathers all the internal resources
formerly serving the facilities of each company of the group. In such cases the ad
hoc company often supplies the group not only FM services, but also Administration,
Finance, IT and even HR services. That solution, an intermediate one between
in-house production and complete outsourcing, can help conferring value on the
supplied services and highlighting their costs.
The Spanish FM market is driven by the private sector because PPPs are not yet
widespread and Government administration, as well as the heath-care sector, have
very low recourse to the outsourcing of facility services.

2.8.3 The FM market in Spain: the supply-side
In the Spanish FM market there are very few IFM providers and fewer ones sub-
contracting all their activities except the management; 4 classes of operators may
be identified:
1. single services providers are very numerous: in particular the maintenance and

cleaning services’ sectors are fragmented and hosts many small-sized firms;
2. multi-services providers are also numerous; they come from the construction

and real estate sectors (such as Jones Lang LaSalle);
3. design and architectural services providers are specialized in space 

management services;
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4. IFM providers are mainly international operators, while the most important 
Spanish providers (Eulen and Clece) originate from the soft services sector 
(cleaning and security).

In the Spanish FM market the concentration process appears to be very slow.
According to IFMA Italia estimates, the total revenue of the top 20 companies (Table
2.7) is about 53% of the outsourced market.

Table 2.7 - The top 20 FM companies of the Spanish market in 2008 (source: IFMA Italia, 2009)

Big providers tend to concentrate in order to reduce fragmentation and saturation
of the market; also captive companies tend to acquire small-sized firms in order to
increase their dimension. Similarly foreign providers acquire small operators
specialized in soft and maintenance services, in order to enter the Spanish market,
increase their dimension, vertically integrate their offer and become competitive.
The major FM companies mainly operate in the technical, infrastructural and soft
services areas. Big domestic companies dominate the market and some important
foreign companies rank high in the top 20 list: ISS (Denmark), Dalkia, Cofely, Sodexo
and BNP Paribas RE (France), Johnson Controls (USA) and Bilfinger Berger
(Germany).
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Ranking Company
Revenue (million €) Employees

in Spain % in the
world in Spain

1 grupo Eulen 1,101.0 85% 1,300.0 47,000
2 Clece - grupo ACS 822.0 100% 822.0 43,361
3 Acciona Facility Services 651.0 84% 772.0 9,000
4 ISS (DK) 617.4 7% 9,231.4 28,855
5 MCI - grupo Ferrovial 592.3 100% 592.3 29,847
6 Dalkia (F) 317.0 4% 8,562.0 2,925
7 Concentra FS - grupo Aldesa 294.3 100% 294.3 980
8 Cofely (F) 208.2 3% 6,938.8 833
9 Sodexo (F) 149.0 1% 13,611.0 4,000
10 Agefred - Dalkia (F) 45.0 100% 45.0 500
11 Ageval - Dalkia (F) 30.0 100% 30.0 250
12 BNP Paribas RE (F) 29.5 4% 665.0 353
13 Giroa - Dalkia (F) 26.0 100% 26.0 n.a.
n.a. JC (US) n.a. n.a. 2,173.7 n.a.
n.a. HSG Zander - Bilfinger Berger (D) n.a. n.a. 1,158.0 n.a.
n.a. IberGest Grupo n.a. n.a. n.a. 2,500
n.a. Servimad.es n.a. n.a. n.a. n.a.
n.a. ONET Espana n.a. n.a. n.a. n.a.
n.a. Nuria n.a. n.a. n.a. n.a.
n.a. 3G Office n.a. n.a. n.a. n.a.
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2.8.4 Size of the FM market in Spain
After the growth of the last years, the Spanish economy slowed down in 2008, hit by
the international crisis; in 2009 the GDP will decrease even more and in 2010 the
recovery might start with difficulty. The Spanish labor market is marked out by a high
unemployment rate, which in 2004-2007 went down around 2 percentage points,
but in 2008 it started increasing again and exceeded the 2004 value. On the other
hand labor cost is remarkably lower than it is in the other countries, even if it is
growing.
According to IFMA Italia estimates, the potential FM market in Spain in 2008 amounts
to about 44.4 billion € and employs approximately 327,000 people. The outsourced
market (11.1 billion €) totals around 25% of the potential market. The largest part of
the outsourced market consists of cleaning services.

2.8.5 Outlook on the next years for the FM market in Spain
The structure of the Spanish FM market is changing on the demand-side as well as
on the supply-side. Clients tend to adopt the outsourcing practice: if in the ‘80s they
mainly outsourced cleaning and maintenance services and in the ‘90s agreed the
first multi-services contracts, today they outsource even management activities,
mainly in the banking and insurance sectors.
Moreover companies are reducing the dimension of the Facility Department, at the
same time increasing its importance, because, as real estate portfolios are being
reduced, the Facility Management function is comparatively gaining in weight.
Providers are increasing their professionalism, in particular soft services suppliers are
focusing on consolidation and mergers. The PPP projects practice started 4 years
ago, the first project was implemented in 2005; today around 20 projects are being
carried out, mainly in the health-care sector and in the Madrid area, but also other
municipalities are going to launch new projects, in the prisons and schools as well
as in the health-care institutions.
Often consortia of companies that answer PPP calls for tender are headed by
construction companies, which are awarded the contracts because they satisfy
dimensional and financial requirements, but do not have the management skills
needed to operate the buildings for the next 30 years. That is why they hand over
services’ management contracts to FM companies: such a practice is a really good
opportunity to boost the FM sector in the near future.

2.9   THE FM MARKET IN ITALY
The Italian FM market is one of the “developed markets” and in the last years it has
experimented a remarkable evolution. It is still changing on the demand-side as well
as on the supply-side: the cultural growth is continuing and the supply is quickly re-
organizing itself to adequately answer clients’ needs. Even if the Italian companies
are mostly small and medium-sized firms, that like better (for economic and cultural
reasons) a traditional approach to the management and delivery of facility services,
nevertheless the number of companies that choose a model shaped on the US one
is increasing.
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2.9.1 State of the FM discipline in Italy
In Italy it is widespread the IFMA’s definition of FM. Often the IFM is referred to as
“Global Service”, a contract that implies the outsourcing of the integrated
management of all the facility services to a unique provider.
Facility services can be grouped into 4 areas:
1. building related services: systems maintenance, landscaping, cleaning service,

surveillance, security, waste management;
2. space related services: space management, moves;
3. people related services: mail service, archives, telecom, transports and logistics,

reception, reprographics, travels and public catering;
4. management services: administration, insurance, tax and sub-contracts 

management.

2.9.2 The FM market in Italy: the demand-side
The presence of the Facility Manager function in the Italian companies is increasing
along with the wide spreading of the Anglo-Saxon model thanks to foreign
multinational companies experience. The Facility Manager may be found mainly in
medium and large-sized companies, as in the smaller ones its function is shared
among different areas of responsibility.
In the large-sized companies the Facility Manager heads an internal department
made up of around 50 people or, more often, manages facility services partly in-
house and partly by sub-contracting. Few big companies use to outsource the entire
Facility Department, keeping in-house just the Facility Manager.
Often the Facility Manager shares with the Procurement department purchase
responsibility and processes related to the facility area: even when the outsourcing
is complete, the selection through tender is carried out by the FM, while the
negotiation of the final price with the future provider and sometimes also the final
decision are carried out by the Procurement function. The Facility Manager often
experiences many years of work in the Maintenance or Procurement areas, but also
the importance of education programs at university level is increasing, as well as of
specialization courses attended by professionals who already work in the sector.

2.9.3 The FM market in Italy: the supply-side
The FM operators of the Italian market may be grouped into 3 classes:
1. single and multi-services providers (the most numerous) supply the delivery of 

services and establish with the client a relationship aimed at the execution of a
task. They offer labor intensive services (such as cleaning) and technology 
intensive services (such as special systems maintenance);

2. specific services providers specialize in the delivery and management of a 
single service or an area of services (such as design and space management, 
document management, car fleet management, travels, public catering, etc.).
As they are strongly vertically integrated, they are able to serve the client from
the first phases of design and planning of the service, through the delivery, to 
the control, performance measurement and reporting of the service;
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3. global outsourcers supply many different areas of services and establish with
the client a relationship aimed at sharing objectives and results.
They offer managerial skills, carrying out procurement, delivery and
control of the services, complying with a priori agreed quality standards.
They manage not only IFM contracts but also single service and services’ 
package contracts.

Global outsourcers have many origins, they are:
• energy and technical services companies that expanded their offer to include

new services and exploited their experience to acquire managerial skills;
• spin-off of big groups that moved from the captive market to competition;
• foreign multinational companies that entered the Italian market by acquiring 

local firms;
• consortia of small-sized local firmswith strong territorial presence that expanded

their offer to IFM contracts;
• big real estate portfolios management companies that associate to the property

the facility management offer;
• construction companies that associate to the design and engineering services

the follow up of the building after the sale or lease.

Different origins are mirrored in the organizational models, company structure,
approach to the market, peculiarities and specializations. Global outsourcers
are not necessarily larger-sized than other providers as per revenues and
number of employees. They differ from the others in the organizational structure,
the management skills, the range of services offered, the contractual standards.
The Italian market is fragmented: it is dominated by a small number of large-
sized companies, both domestic and foreign ones, and hosts many small-sized
mainly domestic operators. According to IFMA Italia estimates, the total revenue
of the top 20 companies (Table 2.8) is about 18% of the outsourced market.
The major FM companies operate mainly in the energy and technical services
area and in the soft services. They are equally divided into domestic and foreign
companies, among which: 
• Cofely, Dalkia, Sodexo and BNP Paribas RE PM (France),
• Compass (UK),
• Dussmann Service (Germany),
• Johnson Controls (USA). 
The Manutencoop group acquired in 2008 Pirelli RE IFM, that changed its name
into Altair IFM, and it has become the first operator of the Italian market, with
branches in France and Poland.
The second Italian operator (ranking forth in the top 20 list) is Consorzio
Nazionale Servizi (CNS), which has an international presence in Croatia and
Serbia.
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Table 2.8 - The top 20 FM companies of the Italian market in 2008 (source: IFMA Italia, 2009)

2.9.4. Size of the FM market in Italy
The Italian economy was hit by the international crisis more quickly than the other
ones, but it is expected to recover, even if slowly, already in 2010. The
unemployment rate, which had decreased in the last years, reached again the
2006 value; while the labor cost tends to increase, but is still among the lowest ones
of the analyzed countries.
According to IFMA Italia estimates, the potential FM market in Italy in 2008 amounts
to about 42.8 billion € and employs approximately 272,000 people. The outsourced
market (26.4 billion €) totals around 62% of the potential market.

2.9.5. Outlook on the next years for the FM market in Italy
Joint-ventures, partnerships, mergers and acquisitions are strategies adopted by the
supply operators to increase their market shares. In the last years many foreign
operators entered the Italian market. Moreover big groups re-organized their
internal structure and spun off FM business units in charge of the management of the
group real estate.
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Ranking Company
Revenue (million €) Employees

in Italy % in the world in Italy
1 gruppo Manutencoop 1,300.0 n.a. n.a. 15,000
2 Cofely (F) 624.5 9% 6,938.8 900
3 Siram - gruppo Dalkia (F) 591.0 7% 8,562.0 2,625
4 Consorzio Nazionale Servizi 582.8 n.a. n.a. 59
5 Sodexo (F) 421.4 3% 13,611.0 12,400
6 Compass Group (UK) 418.8 3% 14,366.7 6,992
7 Dussmann Service (D) 232.1 21% 1,115.0 8,905
8 Gemmo 175.7 n.a. n.a. 682
9 Romeo Gestioni 160.8 - - 500
10 Guerrato 87.1 - - 326
11 Johnson Controls (US) 79.6 4% 2,173.7 326
12 Natuna 30.6 - - 188
13 Manitalidea 29.9 - - 229
14 BNP Paribas RE PM (F) 28.7 43% 66.5 62
15 Gruppo Viesse 25.4 - - 202
16 Astrim 25.0 - - 250
17 Faceo Italia 5.9 2% 393.0 34
18 Yuppies Services 4.4 - - 12
19 AB System 3.9 - - 35
20 Abaco Team FM 1.0 - - 13
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One of the evolution trend of the Italian market is the internationalization, which is
already taking place in the Eastern European countries by the acquisition of local
small-sized firms. On the other hand medium-sized companies tend to concentrate
in big groups by the acquisition of specialized small-sized providers.
Among the Global Outsourcers’ clients (multinational companies headquarters and
offices, Government real estate and health-care institutions), the Government
sector has big potential to drive the growth of the market in the next years, but its
selection criteria of providers (focusing on price more than management skills of the
tenderers) are an obstacle to the wide-spreading of IFM contracts. For this reason
the Government FM demand is expected to stimulate mainly the specific services’
providers supply.
Private health-care institutions have a good growth potential, as well as the private
residential sector as concerns newly built blocks of flats and residential areas. Indeed
modern building with special functions (such as home automation and
independent systems) are more efficiently run by an IFM provider.

2.10   FM EXPERIENCES IN THE GOVERNMENT SECTOR IN ITALY
2.10.1 Early FM tenders in the Italian Government sector
The first main multi-services FM experiences in the Italian Government sector date
back to 1995. One of the first calls for tender was organized by the Province of Turin
and related to some buildings that were part of its real estate portfolio. That one
was followed by similar calls for tender organized by the Piedmont Region and the
Provinces of Genoa, Alessandria and Biella.
Those contracts did not work well because of the scarce skills of the awarded
providers in the management of a large number of services. They were mainly
construction companies, which had obtained the contracts as they satisfied the
technical requirements and were more experienced at the drawing up of such
complex project proposals. They were not FM specialized providers, but construction
companies sub-contracting the services’ delivery to single services providers, being
unable to correctly manage and coordinate them.
The failure of those contracts was therefore caused by a lack of experience of the
Government administration in setting the requirements of the provider they were
looking for: the Requests For Proposal (RFP) were too much focused on the services’
delivery and disregarded the services’ and sub-contractors’ management skills of
the potential FM provider.
As a consequence today, more than a decade later, no construction company is
in charge of FM contracts, except for project financing contracts where the
construction works are the basic element (such as, for instance, the contract for the
construction of a new hospital that includes the implementation of all the support
services).
Those first experiences have shown that constructors and services’ providers have
really different approaches.
The former aims at carrying out the construction of a building as it has been
designed, by use of a strong technical and organizational structure, which highly
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resorts to sub-contracting in order to gain flexibility that counterbalances business
discontinuity.
The latter aims at supplying services characterized by tangible as well as intangible
elements, delivered directly to the final users in the framework of a daily relationship
between provider and internal client. The services provider manages, on behalf of
the client and in its buildings, important and often labor intensive activities.
Therefore the construction company has skills and experiences that deeply differ
from the ones needed to manage relationship intense activities. But the
Government administrations did not realize that. At the moment of drawing up the
first RFPs they lacked experience in FM and they were under the pressure of the
need to cut costs at the same time being prevented from hiring new staff.

2.10.2 CONSIP and other procurement agencies of the Italian Government sector
After the first, even if unfavorable, experiences of FM multi-services tenders, the
practice spread throughout the country for the need of the Government admini-
stration to reduce the cost of non core services and concentrate on its mission. After
the above mentioned, some other administrations carried out tenders to outsource
the facility services by multi-services or “Global Service” contracts; they were:
• Busto Arsizio Hospital;
• ASL N°3 of Campobasso;
• Bologna Municipality;
• Rimini Municipality;
• University of Lecce.
But the most important experience, produced by the intention of the Government
to get reduction and certainty of costs, has been the establishment in 1998 of
CONSIP SpA (or “CONcessionaria Servizi Informativi Pubblici”), a company of the
Ministry of Economy and Finance (MEF). It was originally in charge of the
management of the information systems of the MEF, then it turned into the supplier
of technological, project management and consulting services for many
Government institutions (central and local administrations, health-care state
institutions and universities), such as the “Program for the rationalization of the
procurement of the Government administration”.
The first FM services tender organized by CONSIP in 2002 concerned the
management of the Government real estate portfolio. The most important output
of that tender has been the filing of all the real estate units, that until that moment
was still incomplete. Moreover the tender process resulted in the professional growth
of the companies that took part in it.
On the other side, some aspects of the tender have been judged unfavorably, that is:
• the reduction of independence of the local administrations that were to follow

the central administration’s standards;
• the lack of limits to the sub-contracting practice, which exempted CONSIP from

bringing any specific skill to the process;
• the subdivision of the real estate portfolio into few big lots, so in practice 

excluding small providers from the tenders.
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Afterward, when at the expiration of the contracts new tenders have been
organized, some changes were made in order to allow the access of small and
medium-sized companies and to increase competition, although maintaining the
objectives of:
• costs’ certainty;
• cost reduction;
• quality of services.

Table 2.9 - The performance of CONSIP in 2005-2008 (source: CONSIP, 2009)

CONSIP carries out FM tenders on behalf of central and local administrations; these
ones have to agree to CONSIP’s convention in order to enjoy the advantages, in
terms of price and service quality, which are offered by the selected providers.
The yearly value of the awarded contracts ranges, in the years 2005-2008, from 12
to 15 billion €, while the value of the outsourced market in the Government sector
totals about 28 billion € in 2007 (source: Osservatorio Nazionale FM, 2007, the Italian
FM Observatory). Therefore the weight of CONSIP is really high if compared to the
total size of the FM market in the Italian Government sector.
In order to reach the objectives of costs’ certainty, cost reduction and quality of
services, the essential role of the Government administration as a client is to address
the potential providers behavior. But the providers have an important role too: being
skilled enough to carry out the contract. They have to reach the adequate
dimension, invest in technical assets and information systems. Moreover they have
to place economical resources at disposal of the Government administration for
the renovation of its buildings, which is needed in order to reduce management
costs and improve services. Usually the FM providers may be asked to build a new
structure with the aim of supplying catering or laundry services to an hospital or a
school in the framework of an FM contract.
The more frequent failure of the awarded contracts, which should be avoided for
the future ones, is the absence of a results’ monitoring system that helps the
potential providers and the Government administration to share the objectives of
costs’ certainty, cost reduction and quality of services since the beginning of the
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Year 2005 2006 2007 2008

Awarded contracts value 
(million €) 13,668 14,794 13,773 11,929

Purchase orders (N°) 40,247 66,730 72,434 87,051

Online negotiations (%) 23% 48% 41% 50%
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tender process. This subject will be discussed in Chapter 6 with regard to the
experience of the Health Services Agency of Trieste.
Apart from CONSIP, in the period 2004-2006 new typologies of procurement
agencies have been created; among them:
• Intercent E.R., online procurement system for the rationalization of goods and 

services expenditure by the Emilia Romagna Region (Regional Law N°11 of 2004, 
L.R. 2004, n°11);

• “Area Vasta” in the Toscana Region, concerning the health sector;
• “Centro Servizi Condivisi” in the Friuli Venezia Giulia Region.
Those procurement agencies centralize the purchase of goods and services for
local administrations and health agencies located in their respective Regions and
coordinate the tender processes in order to increase saving and efficiency.

2.10.3 Evolution of the FM demand of the Italian Government sector
The first regular surveys of the public expenses in outsourced FM services were carried
out in 2003 by CRESME (Centro di Ricerche Economiche e Sociali di Mercato per
l’Edilizia e il territorio, see the appendix: “A roadmap of FM”). Along with the expenses
for works, they started to survey the expenses for “mixed contracts” including works
and services, where the services accounted for the larger part of the amount of the
contract. In particular they surveyed the following three classes of expenses:
1. construction and works management, pointing out the tenders falling within the

2nd phase of the project financing (as per the art. 37 Quater of the Law 109/94);
2. maintenance and management of works, including support services (that is

cleaning, systems maintenance, laundry, catering, air-conditioning, etc.);
3. ordinary maintenance services.

The results of the surveys show that during the period 2003-2005:
a. the three classes of expenses have been growing constantly;
b. management and maintenance activities lead the contracts toward the

integrated FM practice, as the “mixed contracts” trend shows;
c. the value of “mixed contracts” increased in 2004 of 35% and at the end of the 

third quarter of 2005 of 122% compared to the same period of the previous year,
reaching 680 million € (15% of the FM contracts of the Government
administration). The average value of this typology of contract more than 
doubled in the last three years and reached 8.8 million €.

Even if such data are unstable, this trend suggests that the Government
administration as a purchaser asks for more complex FM contracts and greater
organizational, financial and technical skills than in the past. Actually demand is
changing in the Government sector:
• traditional building renovation interventions are decreasing (ordinary 

maintenance activities at the end of the third quarter of 2005 went down of 
15.2% compared to the same period of the previous year);

• more and more frequently the purchaser asks for a package of services including
the fabric maintenance as a small part of it.
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Given those new needs of the Government sector, today the administrations, as
well as the companies, require the providers to focus on organization and planning
of activities, to strenghten their relationship with both the clients and the end-users,
to improve reliability and responsiveness. From the providers’ point of view that
means more professionalism and more connections with sub-providers of specific
services (such as cleaning, catering, security, etc.).

In 2007 Osservatorio Nazionale FM (the Italian FM Observatory) started to operate
merging the experiences of the CRESME, Unioncamere (the network of the Italian
chambers of commerce), Chamber of Commerce of Rome and CONSIP.
Data, which are constantly surveyed and presented online on the observatory
website, show the consolidation trend of the Italian FM market.
It is remarkable that, even if the “mixed contracts” type is spreading, it still concerns
a small part of the total market: during the period from January 2008 to July 2009
single service contracts amount to 2,500 million € (80% of the market) while multi-
services ones total around 600 million € (the remaining 20%).

Since July 2006, when the Italian legislative system adopted the EU Directive
2004/18/EC on public contracts concerning works, goods supply and services, there
are greater opportunities for an effective client-supplier partnership.

Today the Government administration that calls for tender can:
• prepare the tender specifications with the support of skilled consultants 

(consulting and design firms) by use of the so called “Dialogo Tecnico” (word 
for word “technical dialogue”);

• agree to the applicants improvements in their project proposals;
• select the best providers on the basis not only of their technical and 

organizational features but also of their commitment to the involved parties 
through:
- the supply of high quality services (being ISO 9001/2000 certified);
- the supply of innovative services;
- the care about social responsibility (presenting social responsible balance 

sheets);
- the care about the environment (being SA 8000 certified).

As the regulation implementing the Directive N°2004/18 that was adopted in July
2006 has not yet been published (August 2009), the new rules have been scarcely
exploited. But the regulation will be published in a short time and by then the most
advanced administrations will offer greater opportunities to the most advanced
providers.
If the supply operators are up to the situation, being able to implement a real
partnership with the purchaser and to evolve to an “open facility management”
(see chapter 5), costs will go down and internationalization of the sector will
increase.
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2.10.4 Outlook on the next years for FM in the Italian Government sector
The current situation suggests a strategic, thus critical, question: is it more favorable
for the Government administration to contract out facility services through single
services high value contracts that assure low unit costs or through multi-services
contracts that require a complex response?
As comparable data are not available, both options remain sound ones, but further
survey should be carried out in order to find out the more favorable choice.
Anyway in the long term the multi-services contract option would be the better one
from the economic point of view, in the case of complex services supply.
When considering, for instance, a big complex project for the supply of facility
services to a hospital (think that a 1,000 beds hospital needs facility services for an
amount of around 50 million €, tens of service typologies and more than a thousand
employees), the use of multiple contracts, which are complementary and
interacting one with the other, causes hidden costs and inefficiencies.
Those costs grow in the “interstices” among the different contracts without any
possible control except from an overall supervisor who is able to highlight them and
implement actions to reduce them.
But the above strategy implies that the providers are willing to invest resources in
order to reach a real partnership with their client, by finding out and proposing
actions to reduce costs keeping the quality of services unchanged.
The providers should also be willing and able to measure and monitor together with
the client the performance of the implemented actions, so that the client could
verify results.
The economic results, jointly obtained by the provider and the client fight against
costs and inefficiency, should be shared.
In such a situation small-sized services’ providers, the ones that would have to invest
larger resources in order to improve their supply and answer the growing and
complex needs of the demand, could be tempted to lobby for the reduction of the
contracts’ dimension and complexity (that is for the choice of single service
contracts).
Even if that happens, the administration procurement agencies should try not to be
influenced by any lobbying, not only to protect their interest in reaching saving and
efficiency, but also because the stakes are higher.
The stakes include economic resources that the domestic FM market could make
available for investment thanks to the outsourcing practice and rationalization of
costs, as well as the opportunity for the FM companies to strengthen themselves and
enter foreign markets where a high growth potential exists: there is much room for
internationalization in Europe and in the world, as the FM sector is still young.
The Eastern Europe countries’ FM markets are open to the most advanced
companies from Western Europe because they are just starting to implement
support services. Which Balkan country is not interested in increasing functionality
and comfort of hospitals and hotels? There is an international market within reach
of Italian companies, but these ones will be able to enter it if the Italian law allows
them to grow and exploit their potential.
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2.11. CONCLUSIONS
The FM markets analyzed in this chapter are the top 6 European ones for dimension
and development; they have different features and evolution levels, anyway a
comparison is possible in terms of dimension on the basis of the estimates of IFMA
Italia (Figure 2.3).
The German outsourced market is undoubtedly the largest of the six, but it still has
potential for growth and consolidation, given its fragmentation (the top 20 operators
revenues are a small part of the total outsourced services). The Dutch and the British
outsourced markets, though the most advanced ones, do not differ a lot from the
French and the Italian ones in terms of value, but the Dutch and the Italian markets
have smaller growth potential than the other two, given the high development of
the former and the high outsourced percentage of both; UK and France on the
other hand have greater potential for growth and outsourcing, while the
Netherlands and Italy for concentration of the supply. The Spanish market is the less
developed of the six in terms of evolution of the discipline as well as of value of the
outsourced services, so it has great potential in every sense.

Figure 2.3 - The top six European FM markets in 2008 (source: IFMA Italia, 2009)

The expected growth is faster for the less advanced markets, such as the Spanish
one, but typical constraints of every socio-economic and legislative context should
be taken into account. Italy and France labor law system strongly protect the
employees mainly in the Government sector, so the spreading of IFM contracts in the
central and local administrations is partly hampered by the trend to manage and
even sometimes produce the facility services in-house. On the other hand lately in
the Government sector as well as in the private one the awareness is increasing
about the advantages of the FM outsourcing practice in terms of cost reduction
and rationalization of the activities, so the administrations are experiencing IFM
contracts and PPP mainly in the health-care sector, local administration offices and
the army, which are the largest part of Government sector.
In order to foster the development of the IFM sector the clients have to accept the
idea that the management of the facility function may efficiently be outsourced as
well as the delivery of services. What starts to become commonly accepted also in
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countries such as France, Italy and Spain where still few domestic IFM providers exist,
under pressure of the big foreign IFM operators.
Hospitals are going to become the largest part of the Government sector
implementing IFM contracts, mainly because of the increase of the quality of
services in the shift from the in-house to the outsourced management solution.
Less developed markets are expected to grow thanks to the integration and
concentration of the supply (widening of the offer of single services and multi-
services providers) and the internationalization of larger-sized providers
(implementation of pan-European contracts offering homogeneous standards to
multinational clients with branches in many countries, in order to exploit synergies
and best practices).
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