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Air Space w/in Walls
for Radiant Heat!

Raised Floor
Under-floor, Radiant He

Pompei - Public Baths Building
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DISCUSSING
THE CASE for

SPACE

should FM professionals think

about modernization strategies in the
context of C-suite concerns?

is Real Estate such a powerful tool

for leveraging organizational change?
does CRE/FM assess the real estate
‘transaction’ opportunity?

are the key elements of a

modernization plan (with sustainability &
performance metrics)?

does CRE/FM take the lead &

effectively communicate the ‘facility
modernization’ strategy to the C-suite?

I II World Workplace 2013
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"MODERNIZE TO OPTIMIZE®
PANELISTS

.~ Pat Turnbull, MA, LEED AP, IFMA Fellow
President & COO
Kayhan International

Gary Miciunas, Principal
Lead Workplace Strategist
Nelson

Diane Coles-Levine, MCR
Director, Workplace Strategy
SCAN Health Plan

Janice L. Cimbalo, Esg. MCR
Senior Vice President
Jones Lang LaSalle Americas

Dr. Alex Redlein, PhD -
Vienna University of Technology, World Workplace 2013

IFM,- Center for Information & FM P H | L A DE L P H |A




Rapid advances in technology, the increasingly
collaborative & global nature of work, shifting
workforce demographics, changing employee
demands, Increased competition, financial
pressures, and a greater focus on sustainability
all mean that the traditional office setup Is
becoming increasingly obsolete

The Leader | July/August 2013

World Workplace 2013
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WORK ON
THE MOVE!

‘We have experienced a change in the
traditional definition of ‘workplace’

as technology enables & employees
demand the ability to connect
and work from anywhere.’

Erik Jaspers — CTO, Planon

FIGURE 2 : WORKPLACE TYPOLOGIES

Shared
Workplaces)

|| “ World Workplace 2013
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THE WORKPLACE PARADOX

World Workplace 2013
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IT'S ALL ABOUT PEOPLE

‘Physical Space that ‘maximizes’
casual collisions of the
workforce’ also breeds creativity’.

Ehe New {lork Eimes

sunduyneview | The Opinion Pages

WORLD US. NY./REGION BUSINESS TECHNOLOGY SCIENCE HEALTH SPORTE | OPINION

GRAY MATTER
Engineering Serendipity

Greg Lindsay — Writer for the New
York Times

World Workplace 2013
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THE POWER
OF
WORKPLACE Balancing ‘Me’ and ‘We’ Needs

to Optimize Performance

5 ‘Designing environments
that enhance individual
performance, foster
collaboration & contribute
to the holistic well-being of
employees accelerates
‘mission-critical’
success’.

World Workplace 2013
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NOW shoud Fm

professionals think about
modernization strategies
in the context of C-suite

concerns”?

” " World Workplace 2013
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7
Global Rank CHALLENGES 2013* Score
N=729

i Human Capital 244
2 Operational Excellence 2.10
3 Innovation 1.99
4 Customer Relationships 1.72
5 Global Political/Economic Risk 1.68
6 Government Regulation 155
7 Global Expansion 1.31
8 Corporate Brand and Reputation 0.92
9 Sustainability 0.82
10 Trust in Business 0.46

N-Number of overall responses. The response rate varies for each challenge. Each score represents the mean of the
ranks given the challenge. For information about how the scores were created, see “About the 2013 Survey” on page 21
of the CEO Challenge® 2013 Summary Report.

*Operational Excellence was added to the list of challenges in 2013 replacing Cost Optimization. Trust in Business was
also added in 2013 replacing Investor Relations.

World Workplace 2013
©The Conference Board, 2013

|PHIL ADELPHIA
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SPECTRUM

OF CHANGE

PHYSICAL CHANGES

CULTURAL 'ORGANIZATIONAL  OPERATIONAL BEHAVIORAL

ENTERPRISE
TRANSFORMATION

CROSS FUNCTIONAL
COLLABORATION

INDIVIDUAL
TRANSITION




SCOPE OF
CHANGE

MANAGEMENT

upstream ] downstream

PRE-DESIGN DESIGN

EMPLOYEE

EMPLOYEE
ENGAGEMENT

COMMUNICATIONS

" = “ World Workplace 2013
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CHANGE MANAGEMENT WORK PRODUCTS

Change Management Communication Process

Building o Foundation Sharing the Design Intent | Introducing New Work Place Preparing For the Move Pre Move-In | Move-In Post-Move
Inaciive Period
October November ‘Dscemhsr ‘ January February | March April | May June September
Design
K o - - 3 )
_~<| Project Design and Delivery Process - Group Specific
. . m W m m - \ .| m . ..
ot S xqianont: gl Gt D U Dvig oy D Dnagmst T FooeOmers  Polopal e oo Sn Vil oo St Wl g By
50 “Spote Pregram S0 ood Presanivions 0 Rscommesdaions Dusign Decuments. Hesacicton Kick Off/ Office Workspoca/ 0 % 0
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ik s Deign ook Log (] hassry - -
Sessian wilh BY Loods. : @ W‘;ﬂ» Tm"wb'w“ vh-
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» El 50
- W
Rid Doy httns P Doy Al Move In Afterceen/ Mova In Afescora/
0 o Trochlechnatng & Who Troublchoating & Wro
h_‘m bl il o ol eted
“Face to Face” Meetings - Group Representation
Postltinof Googs g [ oli FOA Worklop 1 Vorklop 2 Warhop 41 Wakiopd Dev W o ond Mo Prces
ork P Sl Conmite Hostng e b Paces*loes FeSuog/ Bandog okt Derpeni ey b ]
Comnios Rees & Responsibibes Totha Degarimant 0 ond Conceens/ Purge Proces Tromng/ Signoge/Groptic Frodoes 0
Raviow AN Provious sues & Explain FOK 5 i Protoo| Gein
ConsermsDolermine N stops Respensibiltes 50, 4R, 00 50,12, 0D 50,18, 00 50,48, 00
50 El =
Town Holl Mosing it pcs P Doidlman
s O Vikbch Mo/ el
Videa Tesfimonisks/ Large Displny in Presentufion OUM
g 0,00
Workplace Intranet Site Space Program Web Updates
.|
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(oMM (oM 50, COMM 50, (MM 50, C0Md
]
Ooline Annouscoment #1
L)
e
Other ([Emails/Newsletters/J&J Website/User Specific)
m = . o
Group Spet rou Spac Greup Speec. Broup Spec. GoapSpac.
Communsations Communicaiens. Lommunicotioms {ommunicalions. (ommunisoes.
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CHANGE MANAGEMEN
WORK PRODUCTS

MESSAGE

IDENTIFY
YOUR
AUDIENCES

is relocating its Chicago headquarters to the Aon Center in
2014, meving the Company forward in leadership, collaboration and stakeholder value.

Leadership

This move will strengthen our + Mo matter whare we work, we arw the eravgy behind the compary 1
current p 'Il'l)-ﬂh.tr der in worth the erengy b0 owvest » 0w enoloyre becauie we are the by f0

e reputatan of Integrys
energy and related services.

the Project?

& The Aon Comted promicies & beght, elfcen snd techealogaally w10
date worlineg ervirorement. That sho mahey 5 statement shout the
rpaAaton we ward 1o Ml

+  Sunisnabiiy & mmponant 10 our ndusiry and (0 IMegrys &3 8 CormOaeTy
Thoi sticrg i Tyl of Gur driie 15 Femun & IRASE # 1N COmITLETbe

% parvn
.

Collaboration

W are creating a more open, & Ohr relosats 1o tha Lom Canted allioat vl 1o svirisuss rabe uiad ol

collaborative kol that i+ b Pnology 10 RupEo indwation and colalor ateon That Can be wied

weroan the compeny
necessary for innovation.
*  We'd ke o leaders i all locatons 16 be more stoebls |
errgployees. The dewgn of our Aon wpacr well FICreae 1O%e nberactors

We're cresting spsce whees employen can omsily hold & tearm meetng
b0 acdeesy Crous-departreerd Quent i o probriems

Stakeholder Value

This sets & new standasrd for the # D abulity b0 work Eogether i rew sy Felpd manuge o operating
ooats, e foadeny the aberecton that sparks nrowaton, ST heng wet

mh MIW ot In“w to bedrer erbunors cur teputston and return on iInvetment bo our Bhare
create value for our shareholders, hesdclari.
emplayees, and customaers.

We want all integrn locatorns (0 be sMiractve o engioyees and rednet
phaces they will mant 10 budd thesr careery snd be prowd to work

& Lieenately, Cuatornen ihoukd berwlt from the revegorsted sppeaach 1o
cor woh, mo matier d they got servoe bom one of our wulitiey, Trillum
CMIG o Webegnys Enavgy Servdet
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CHANGE MANAGEMENT WORK PRODUC

s—e=—| Blue\Work

mo @ mn@e 08 |@==  Great People. Smart Places.

B Eeuesox FBlueBox =Rjye Box

ucsox [PueBox . a “ EEieBoc gREese YOU HAVE ENTERED A
ok - COMMUNITY PLACE.

e MERR M W o oz 03 0

BBt @Suesoc $mene MSueB BRBNDm

.

$ommta Tlpuspox LafBuenox ARlBueRn

[ 23

IBIueWO rk PLACE

W Great Paople. Smart Places. GUIDE

Qovelor T fBueBox LB Pies

BusBox BucBoxp E¥Buebox [HE PR

MY PLACE

Encloand Cicau
Wi
PLEASE REMEMBER TO:

RECOGNIZE YOU ARE WITH FRIENDS,
NEIGHBORS AND VISITORS.
e o

for uawons Silasory I
epesten  oowers  @Buawors  Poruewors Q) tatork ‘

-
@work Bwerk @werk Bwork @work @work JWerkWeys W{BlusWork
THINKING PLACES CAFE/BREAKOUT PLACES SUPPORT PLACES VISITOR PLACES

ifkn shhhhh

GET TOGETHER PLACES

LEAVE NO FOOTPRINT.

-

Work Patterns BlueWork

What are Vork Patterns?

R B B A R o0 W S B S
s e R
S o ou s sccorptnting ym o st

lutrarea categories in pertormang worc:

CAFE/BREAKOUT PLACES

y materals
ing win hacd copy matedals
wland mformal cotaboraian

Lorem ipsum dolor sit amet

o recsiing a presentation

0 Wi peers or 8 braak away Tom werk

SUPPORT PLACES

\\

ous variaions on work patiems such 83 muBLissking win
eccasionalnie when in @ mesing

Creating Smart Places Where VISITOR PLACES
How BlueWork Supporis Work Patterns BIueWork Great People Make Things Happen.
Great Paople. Smart Places.

Exacutivs Briafing Can
-« Raom
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PHICADELPHIA




CHANGE MANAGEMENT WORK PRODUC

Effectively Managing in the Sprint
Mobile Zone

Welcome to Sprint Mabile Zone: a program that creates great new environments to
support employees and partners and reflects the future workplace of Sprint .

While you take advantage of this opportuniy, developing and communicating a set of shared expectations can
create a more positive work atmosphere. Providing such profocols to your employee infroduce & sense of
predictabilty, lower siress and allow people to focus their energy on the tasks at hand

The Manager: Managing Transition

Chango vs. Transition
Changs s stuatenat
Trarsticn

Managing

peychoiogeal
instion means helping pecple through 3 phases:
1)Ending. Lasing. Letting Go.

2)Tha Neutral Zone

3)Tra Hew Baginming

‘The Thres Questions:
What s changing?
What wilbe diflront as 2 resul o the change?

Who s losing what?

Day in the Life

Sprint Mobile Zone Etiquette

Welcome to Sprint Mobile Zone: a program that creates great new environments to
support and part nd reflect the future workpl Sprint .

White you take advantage of this opportunity. developing asetof
Greate a more positive work atmosphere. Such protocals introduce @ sense of predictabilty, lower stress and
allow pesple to focus more on the tasks a1 hand

Don't Leave a Trace

« When the day clear et & s original
cortguratan

+ Do ot remove furmtre, Keyboards, moritors, mice of por fepicators

+ Clear white baard, tack boards and fip charts 5o they are ready for ihe nexi persen to use

Sprint - ahea

Be Respectful

+ Respect neighbors warking around you by talking
n @ lowered tane of voice. f you need 1o have @
beaied dscussion. use an enciosed pace i
possile

* 1 you are partcpsing in & corference cal fom
your worksiation of other opan wea. use

up he conversation

+ Using speakerphones keeps your hands Froe. but
tas 1 both e of every comorker m your
immediate area

« W you nesd o hear music at wark, plesse use Set moble phones 1o vitrade made  Take
hesdghones. Music can be distracing fo peers cals i private please:
ard olhers tying to carcantrate

WELCOME TO j!

NORTHCREEK

Available Voice Mail Optians:
Pesis messigia

© Deeny
pr—
P
+ Bwbaa7

+ Message Proparies §
161210 et mamtage 1 scmacns sie
oo

st
phone. pager o spar prane (FCS)
+ Porsanm Senngs 3 L. rar, ciectry eing)

o
[oifo!
~518,
ol's
odloo
A
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CHANGE MANAGEMENT WORK PRODUCTS

Move Schedule
|20rT | | \ i \
BEBA |

h o B

 § +0: PN
Phase 2 - 19th Floor
fa .02 [N
905
3 1.2 PR

Phase 3 - 20th Floor

h BB _m
% T

t Bl e

PARSONS

Parsons...We're on the Move!

Vi i e 8 e sy e Pt sl e e of B 18 s B o o s vl b G-
P e

Fioes Flans s Finishes
T e s il e s B Kook o s o plar and st Brafies e ot

1 bl s
vtatin 201 13 150 o e e e B Pk 8600 wrk

Parsons...We're on the Move!

Movs Behatio

o seternnce i g
7o Bew sy Upcaeming dates e maght 3% o beeag oot o e e Kr 8 PIRGH O YOS 7o
Cormemarscate b weh G 8 wcon a8 potaie

Pt ekt et B e, Tom frvatien s Fom s oo ichmcile il b vt
e 1 8 ity ey iocsted on o o S

1 e e e e

B v o o o 1 Pl

Briige  Turvel roem 1808 Flos 1 1084 Fioes
B T Fararsin: o Y8 Pl o 200 Pl
Biing ¥rm 188 Floos 1 24 Foss

Clean
SWeep ... i v

Clsan-up of Fing cabinets, siorage rooms and werking areas
Lunch wil e provided

’ [N
- Onty files that are active and required for curment projects.

‘anould remain ¢n site

1 gth é oor - —_-’ r Fl\nmlu-:hlnhlnw:mnl\n=mmml\b-
- % —————
2 52 TP B torsecuns shvodaing ot have bosn
— provided on each floor

- ik Large bins for recycling papes will be providsd
PARSONS

September 9th and
Samcmbé‘wmh

Large bins for rash wil be grovided

Location Floor Plans

it i

1UELO0R LOGATION PN 91K FLO0R LOGHTION PLAY 20TH RO0R 0CKTION P

oas G B

New Office Standards: Materials + Finishes

.”- - ¢

PREVENTING TRIPS, FALLS & MISHAPS
STEPS IN SAFETY

® Use common sense.
& Be aware of tash and filing baxes, moke sure the items i their proper ploce.

& Do not laave fle cabinets apan, you or your feammate could Irp
» ALWAYS unload fils cabinets from the fop down

& Be aware of loose paper on the floor which you or ohers can slip on
» Halp put garboge in it ploce
= Do not keove boxes or ebjects left in the corridors.
+ 1 you 160 them in the corridar, toke the initiative and mova to
a less hezardous location
= Reggie can assist with moving items - plecse call him ot 212-266-8313

PARSONS

PREVENTING BACK INJURIES

STEPS IN PROPER LIFTING

B Assess the situation
» Is your path deor?

= Tostthe waight of the obiject

» it too hoavy, get help or use o mechanical device
= Bend knees
» Good grip
= Tighten muscles
» In your arms legs and abdamen
= Lok straight chead
# Hug the object
& Turn with your feet

|| “ World Workplace 2013
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EMERGING DESIGN
SOLUTIONS & METRICS

B offices | OpenPlan [ Support

Quadrant 1 (Existing)

Existing floor plan.

SF/SEAT

257

Quadrant 4 (Aggressive)

No offices. Aggressive Desking
Solution to replace workstations.

SF/SEAT

113

Quadrant 2 (Conservative)

Perimeter Offices to remain, leave
offices as shown. Fewer smaller stan-
dards (i.e. 6 x 8 cube size).

SF/SEAT

197

Quadrant 3 (Moderate)

Offices off of perimeter glass (interior
location), neighborhood workstation
groupings, fewer standards - show 2
types of workstations: mobile and
resident (can be same size), small
offices as blocked in.

SF/SEAT

175

" ; “ World Workplace 2013
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EMERGING DESIGN
SOLUTIONS & METRICS

Offices

“I'? ;- o " ',

11 Individual Offices & Workstations
[ Shared Suppart

]l World Workplace 2013
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EMERGING DESIGN
SOLUTIONS & METRICS

B offices || openPlan [ Support

AREA METRICS
W Office 11 Individual Offices & Workstations

[ Workstation [ Shared Support

BF— ATIATR T —d | l—"f \ e

11l World Workplace 2013
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EMERGING DESIGN
SOLUTIONS & METRICS

M offices | openPlan [ Support

AREA METRICS

I Individual Offices & Workstations
| Shared Support

11l World Workplace 2013
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EMERGING DESIGN
SOLUTIONS & METRICS

]




EMERGING DESIGN
SOLUTIONS & METRICS

USF per Person USF per Seat Seats-to-Person Sharing Ratio |:We Area Ratio % |:We Seats Ratio
Ml EWe

Y — 162 - e 5

> A R — . i O s
o 466 166 o O 1.05:1 -

i ST 198 1:2 =k 61

swcoors 184 184 1:1‘[%) 951
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EMERGING DESIGN
SOLUTIONS & METRICS

\

B office ['1 Individual Offices & Workstations
[ Workstation [ shared Support

ws Office | Space We Space
Financial Senices 90% 10% 55% 45%
Technology Firm 80% 20% 57% 43%
Digital Media Services 100% 0% 44% 56%
Financial Senices 88% 12% 49% 51%
Risk Management Firm 100% 0% 39% 61%

92% 8% 49%  51%

z;?ﬂzug World Workplace 2013
B PHIL ADEL PHIA
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Why IS Real Estate such a powertu
tool for leveraging organizationa
change”

Wh at opportunities are associated
with the Real Estate Transaction?

” “ World Workplace 2013
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USING REAL
ESTATE
TO LEVERAGE

PRODUCTIVITY

‘Traditional knowledge-based
organizations spend
significantly more $ on people
as compared to space,

so the real opportunity

IS to use real estate

to leverage productivity’

1)) World Workplace 2013

Greg Lindsay, Writer for Fast Company R oH L ADEL PHIA



-

ways real estate can influence

business productivity...

3 of them are about people!

Enable Individual
Productivity

Channel Information
Flow

™ —T O M T

\ N\

Build Community

Align Supply and
Demand

" World Workplace 2013

| II "

PHILADELPHIA
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Enabling Workforce Flexibility

Internal On-the-go External
Within the primary building Outside of the primary building Alternative work arrangements

Quiet Rooms ﬁ
Traditional Desk SI

Informal Spaces [rt a
. % Travelling
Work From Home
Project Space %

ﬁ Telecommuting
Tyl

Meeting Rooms ﬁ‘.ﬂ Compressed Hours

World Workplace 2013

PHILADELPHIA
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The Five Workplace Models

Most organizations sit here

Cellular Open plan Hybrld m

300-250sf/person

250-200sf/person
200-150sf/person
150-100sf/person

Increasing choice, efficiency, flexibility and cultura

But the biggest shift is here
Deutsche Bank (BIBIC

GO ogle Captraw accenture

WELLS Worldwide " 1OA
Morgan Staniey oldman . U @
; - 3 . gacl}s i E RGN ..
JPMORGAN CHASE & CO. m . ﬁ Microsoft MACQUARIE

World Workplace 2013
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How do we get there?

What is the company’s mission?
* Does the workplace add to or detract from that mission?
 How should we evaluate what is necessary?

 How do we incorporate flexibility into the workplace?
—Flexibility in the physical space
—Flexibility in the lease agreement
* Size (options to expand/options to terminate)
e Operating the facility (HVAC etc.)
* Amenities
e Use Clause
e Parking

World Workplace 2013
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REAL ESTATE ANALYSIS IN WORKPLACE STRATEGY

DEVELOPMENT PROCESS
DEVELOPED BY PATRICIA ROBERTS & TEAM, JONES LANG LASALLE

» Workplace Strategy Assessment Tool » Communications and Change Management
PROJECT * Portfolio Opportunity Assessment Strategy

 Benchmarking * Sponsors Workshop
INITIATION * Functional Group Assessments (HR, IT) e« Leadership Interviews

* Space Utilization Study

* Observation Study
ASSESSMENT & * Work Style Survey and Segmentation

* Scenario Options, Financial Modeling and Business Case Presentation

BUSINESS CASE

» Employee / Manager Focus Groups

* Solution Design Workshop and Blitz Teams (Real Estate, IT, HR)
SOLUTION DESIGN e Workplace Design Guidelines

* Implementation Support Plan
IMPLEMENT & « Change Management Campaign

SUPPORT CHANGE N Performance Management

 Workplace Program Management
CONTINUOUS * Workplace Playbook (Operations Guide)
IMPROVEMENT * Impact Assessment (on Space Planning and Real Estate Processes)

World Workplace 2013
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THE
TRANSACTION

OPPORTUNITY

» Lease Structure (Type/Term)
 Netvs Gross Rent

 Rent Abatement

e Tenant Improvement

* Swing Space

» Life Safety & Code Compliance
« Sustainability Compliance

* Risk Mitigation

 Termination Clause
 Rebates

World Workplace 2013
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what ae the key elements
of a Modernization plan
(with performance metrics)?

.......................................................

yi=ix World Workplace 2013
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MODERNIZATION
PLAN
DEVELOPMENT . Define & Align WPS goals

Define the Team of Key Stakeholders
. Define or Categorize Processes
. Develop Requirement Catalogue
w . Conduct RE evaluations & initial
Programming

Coordinate & guide project delivery
team

Implement change management
processes

Deploy Dr. Alex Redlein | Technical University of Vienna, 2012

Automate

z;?ﬂzug World Workplace 2013
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REAL ESTATE

EVALUATION

EXISTING BUILDING

Sustainable choice

Casing existing

Cheaper (partly depreciated)
Only investment in renovation
Enough properties are available
Known landmark

+/- Public transportation

+ 4+ + + + 4+

- Not flexible enough

- Not capable of fulfilling all
requirements

NEW BUILDING

+ All requirements can be fulfilled

+ No limitations

+ Enough properties available?

+ Linked with own company (own
landmark)

+/- Public transportation

- Higher costs?

- Longer rental agreements

necessary
“ _ " World Workplace 2013
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REAL ESTATE

EVALUATION

« Market evaluation
» Potential places
* Prices
 Possibilities/flexibility
* Fulfilling requirements
» Decision Old/New/(Re)construction

z;?ﬂzug World Workplace 2013

B PHIL ADEL PHIA
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“GREEN”

OPTIMISATION
OPPORTUN ITI ES Design - Operation - Disposition

« GREEN ‘EB’ OPTIONS  Benefits

*Operations & Maintenance Procedures « Operational Efficiency
/ Improvements

*Energy Efficiency Opportunities
*Day-Light Harvesting

sLighting Retrofits

eOccupancy Sensors

*\Water Conservancy Opportunities
*\Waste Management

» Cost Reduction

» Aligned Social Responsibility Goals
» Asset Competitiveness

« Attract & Retain Talent/Tenants

* Increased Health & Productivity

“ _ " World Workplace 2013
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Workplace Strategy requires

a profound understanding of the
organization, its culture, vision,
decision-making processes &
drivers in the

global marketplace.

Results are connected
to the strategic plan, HR, RE,
IT, & distributed workforce.

Enabled

Employee
Productive
Work Force




SCAN’s Workplace Services
team demonstrated how
Space Optimization goals
aligned corporate and
operational activity.

Diane Coles — MRC Director,
Workplace Services, SCAN Health Plan

Workplace Strategy
Aligning Space Design with 2012 Vision

Lladi-nlq:l-t]lh
Focus on strategy, members,

providers
- Innovation & creabvity
= SCAN Cares | SCAN Values
= Pimmﬁl'np-m'remem.fmemm

Salactlon Criterla

=  Emgioyes referral program

- Fit with crganization

- High performing, Independent
conmbuors

Attachmeant

= Misslon driven

=  Small company feel J First Call
= 5 Baslcs

- Senlor senslvity

Workplace Design Strategy

Strategy

=  Cusiomer focused

= Design with future In mind

= Fe-enginesr process for quicker
market expansion

ﬂ-rgu‘l:.lﬂunshuturl
Hew space stiandards
- no longer bureaucratc
. Teaming areas j Hrainsioming rocm:
=  Fledble fumiture
= (asual areas & café's io break dowr
slos

I.nnldi-rlrlpltrll
Design to foster creatvity and
Innowvathon

- Design Tor process Improvement
+ Design to Increase metrics

- Re-engineer design & fumiture
PrOCESS

“Branding" In space

- Senior senshivity training for
ArchitectDesigners

- Integrate member artwork Info space

. Call center redeskyn for betier
attraction and retention

“ : l] World Workplace 2013
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‘Our mission is to continue

to find innovative ways to enhance
seniors’ ability to manage their health
and to continue to control where

and how they live’.

Escan

Celebrating 35 Years

“ _ " World Workplace 2013
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AFFORDABLE
CARE ACT

rJscan

HEALTH PLAN

Celebrating 35 Years

The Impact on Real Estate and FM
3/20/2013

|| “ World Workplace 2013
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MEDICARE
AND HEALTH

REFORM

« Medical Cost Ratio

 Pay for Performance

e Quality Outcomes
 Population Health Management
« 5 Star Rating System

|| 1|| World Workplace 2013
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THE FIVE STARS

AND HEALTH
CARE REFORM * %k ok Kk

MEDICARE ADVANTAGE PLANS
MEASURE AND REWARD $$$

on viedical Cos
Stars Rating « on Medical Cost Ratio

* %k kK Excellent Consumers can view
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*Staying Healthy

*Managing Chronic (long term) conditions

WHAT DOES

‘FIVE STAR’
MEASURE?

*Member Satisfaction: responsiveness/care

*Member complaints & appeals

*Call Center Customer Service

What do the plan ratings measure?
Medicare Health Plans

For plans covering health services, the overall score for _
quality of those services covers 36 different topics in five Medicare Drug Plans

categories: For plans covering drug services, the overall score for

» Staying healthy quality of those services covers 17 different topics in
Includes how often members got various screening ~ four categories:
tests, vaccines, and other check-ups that help them » Drug plan customer service
stay healthy. Includes how well the drug plan handles calls and

» Managing chronic (long-term) conditions makes decisions about member appeals.
Includes how often members with different * Drug plan member complaints and Medicare
conditions got certain tests and treatments that audit findings
help them manage their conditions. Includes how often members filed a complaint about

» Ratings of health plan responsiveness and care the drug plan and findings from Medicare's audit of
Includes ratings of member satisfaction with the plan. the plan.

* Health plan member complaints and appeals * Member experience with drug plan
Includes how often members filed a complaint Includes member satisfaction information.
against the plan. * Drug pricing and patient safety

* Health plan telephone customer service Includes how well the drug plan prices prescriptions
Includes how well the plan handles calls from and provides updated information on the Medicare
members. website. Includes information on how often members

with certain medical conditions get prescription drugs H ” \orid workplace 201
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USING
METRICS TO
COMMUNICATE
WITH THE

C-SUITE Developing Department
Productivity Metrics

Compliance requirements

REGULATORS

Business goals
Sales and marketing targets
Expansion and growth plans

Business unit goals
Productivity outcomes
Projects
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MEDICARE ADVANTAGE PLAN RATING
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QUALITY OUTCOMES ]

CUSTOMER SERVICE I
EMPLOYEE PRODUCTIVITY ]

ADMINISTRATIVE COSTS l
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ACA IMPACT
TO SCAN
BUSINESS
UNITS

Process Improvements

Quality Outcomes

Customer Experience
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TRIPLE

BOTTOM LINE Business Unit Performance
RESULTS & 5 Star

e Administrative Costs vs.
Medical Costs

e Customer Service
« Compliance
e Attraction & Retention
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DISCUSSING
THE ‘CASE

FOR SPACE’

should FM professionals think

about modernization strategies in the
context of C-suite concerns?

is Real Estate such a powerful tool

for leveraging organizational change?
does CRE/FM assess the real estate
‘transaction’ opportunity?

are the key elements of a

modernization plan (with sustainability &
performance metrics)?

does CRE/FM take the lead &

effectively communicate the ‘facility
modernization’ strategy to the C-suite?
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President & COO
Kayhan International

Gary Miciunas, Principal
Lead Workplace Strategist
Nelson

Janice L. Cimbalo, Esg. MCR
Senior Vice President
Jones Lang LaSalle Americas

Diane Coles-Levine, MCR
Director, Workplace Strategy
SCAN Health Plan

Dr. Alex Redlein, PhD
Vienna University of Technology,
IFM,- Center for Information & FM
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WE Member Benefits

Monthly WE:binars

*WE Research & Knowledge
*WEDbsite

*WE Innovation Group

*WE Global Network

Your WE Red Beret (if you join

CREC or CFC this week)

Don’t miss
the WE experience!

v,V

workplace evolutionaries

A Global Workplace Community within CREC and
CFC, focused on increasing Workplace Innovation
& Consciousness
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