
IJSRD - International Journal for Scientific Research & Development| Vol. 4, Issue 03, 2016 | ISSN (online): 2321-0613 

 

All rights reserved by www.ijsrd.com 744 

Understanding the Comprehensive Facility Management Plan of 

Different Plan Environment 
Dhwani Thakkar1 Anand Patel2 

1Student 2Assistant Professor 
1,2Indus Institute of Technology & Engineering

Abstract— Most buildings represent substantial investments 

for organizations and usually have to accommodate and 

support a range of activities, taking into account competing 

needs; this is so true for human habitat in urban or rural 

setting as well. The research undertaken with the aim to 

identify changing role of Facility Management with the 

change in users, expectations and purpose of the 

infrastructure. The scope of the study is limited to three 

sectors - residential, institutional and retail. Irrespective of 

size and area of the residential property, at least utilities 

should be well managed as it is a basic need for day to day 

activities. For educational institution housekeeping service 

plays a major role. With the quality of education, health and 

hygiene of a student is extremely important. Thus the role of 

Facility Management differs for different built environment. 
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I. INTRODUCTION 

First phase the literature sources, the theories, principles, 

strategies, trends and growth of Facilities Management etc. 

which provides a base of Facility Management knowledge 

and supports the decisions undertaken for achieving the 

objectives. Need for the research is presented after going 

through the literature review. Next phase of work presents 

the proposition laid before conducting the survey and 

methodology adopted for accomplishing the laid objectives. 

It describes the methods and techniques used at the stage of 

data collection and interpretation. 

Understanding the mall management practices 

through a case analysis provided a base for assessment of 

critical facilities. The chapter evaluates the prime facilities 

for the retail sector through a process of data collection and 

interpretation. 

A. Research Methodology 

Survey - Survey method is used as one of the key tools to 

understand and scrutinize management of facilities for three 

cases studies selected. Two types of survey are undertaken - 

descriptive survey to analysis service management from 

macro and micro outlook and analytical survey. In survey 

method data was collected using structured and unstructured 

interviews as well as questionnaires. 

Interviews - Personal interviews not only helped in 

understanding the working of Facility Management 

department for each sector but it also expanded knowledge 

horizon about Facility Management industry. Secondary 

research about the topic was carried out and a list of close-

ended and open-ended questions were prepared before 

conducting the interview. 

Interviews were carried out with employees of 

Facility Management department for each case. For the Case 

study of retail sector, one to one conversation with the head 

of each department of Facility Management is undertaken. 

The main purpose is to understand the role of each facility 

for managing a mall and interrelationship among them. For 

residential and institutional sector, not only facilities head 

but the housekeepers and security guards were interviewed 

to understand their mindset and challenges faced during the 

working hours. 

Questionnaire - Three different sets of 

questionnaire are prepared in order to cater the views and 

perspective of the end-users, who are receiving the benefit 

of services offered in each sector. The end-users are - 

community members in residential flat, tenants in shopping 

mall and students in educational college. 

Questionnaire was divided into two parts. First part 

captured respondents profile like name, name of 

course/block and flat number, category of the shop etc. 

Second part was about their satisfaction level with the 

services provided by their respective organizations and if 

any improvement needed and in what terms. Third part dealt 

with their understanding about changing role of facilities 

management with differing built environment, their 

perspective about most important services for the property 

with which they are currently affianced with. 

Sample size selected for residential sector is 30 out 

of the total population of 1200, sample size selected for 

institutional sector is 30 out of total students of 960, and for 

91 shops in a mall, 15 tenants were surveyed. Samples were 

selected through convenience sampling method. 

II. DELPHI METHOD 

Classical Delphi method is used. Participants in this type of 

Delphi have expertise and give opinions to arrive at stability 

in responses on specific issues. The Delphi technique is a 

widely used and accepted method for gathering data from 

respondents within their domain of expertise. The Delphi 

Method is based on a structured process for collecting and 

distilling knowledge from a group of experts by means of a 

series of questionnaires interspersed with controlled opinion 

feedback. The Delphi method is well suited as a research 

instrument when there is incomplete knowledge about the 

problem or phenomenon. The Delphi method works well 

especially when the goal is to improve our understanding of 

problems, opportunities, solutions, or to develop forecasts. 

The aim of employing a Delphi technique is to achieve 

consensus through a process of iteration. The main purpose 

of adopting a Delphi technique to decision-making is to 

provide a structured approach to collecting data in situations 

where the only available alternative may be an anecdotal or 

an entirely subjective approach. (Skulmoski, Hartman, & 

Krahn, 2007) 

The research on understanding comprehensive 

facility management plan of different environment is a 

completely ignored subject and it is important to reach to the 

decision about core services. Thus Delphi method is best 
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suited, when result could benefit from the subjective 

judgments of individuals on a collective basis. Experts from 

each sector was interviewed to get their opinion and 

understanding about subject. The expertise knowledge 

helped in determining a model describing the categorization 

of services as per the sectorial facility priority. 

III. CASE STUDY 

A. Gulmohar Park Mall 

The Gulmohar Park Mall in Ahmadabad is one of the 

famous shopping centers. Spread over an area of 90,279 sq 

ft., this mall was inaugurated in 2008. This shopping arcade 

has many retail stores that offer a wide range of products. 

All the stores are spacious and have been beautifully done. 

The best part is that its accessible from all directions that 

lead to the highway. 

The following are the services which are offered to the 

customers. 

 Customer Service Desk  

 Mall Guide Maps 

 Announcing System  

 First-Aid  

 Baby Care Room  

 Automatic Teller Machines (ATM) 

 Disabled Facilities  

B. Interpretation 

Mostly people agreed that the service management has 

different role to play for changing built environment. And 

respondent's answers were in term of following. 

 
Fig. 1: Factor responsible in changing role of FM 

 
Fig. 2: Satisfaction level with facilities provided by the mall 

management team 

Interpretation: 90% of respondents were well 

pleased with the services provided and also with conduct of 

Navratna management team. Couple of respondents who 

had their outlets in other malls was more satisfied with the 

organized work and clear contract terms of Navrtana 

management team than compared to other malls. 

 
Fig. 3: Most crucial facility for a retail sector 

Interpretation: According the analysis, most crucial 

services which should be a retail sector is parking. Then 

second most important services are housekeeping and retail 

management. Parking is given the highest importance, 

because in a city where vehicle grows faster than humans 

have increased the issue of congestion and pressure on 

infrastructure of the city. Providing proper parking facility 

with parking guards will attract the customers to the space. 

IV. CONCLUSION 

With the help of Delphi method it is evaluated that, experts 

of retail sector hold a strong opinion that, the need and 

scope of services and amenities changes with the changing 

sectors and it is very crucial to understand which facility 

takes premier role for the respective sector selected. 

Managing a mall is completely different than a 

managing a society or an institute. It is important to 

understand that end-users of a shopping mall keep on 

changing everyday unlike other sectors. One of the chief 

purposes in a retail sector is to attract customers again and 

again in the mall. Thus all five factors namely - Aesthetic, 

Convenience and Accessibility, Product variety, 

Environment, Quality services take part equally for 

customer attraction. 

Through the experts opinion (Delphi Method) and 

store owners perspective (Questionnaire Survey) it was infer 

that, importance of facilities do change with the changing 

environment. Though all services are adding value to the 

property and magnify the environment, but identification of 

inevitable services for an organization to run successfully is 

required. Thus following are the three main categories in 

which services are divided. 
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