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Smart Buildings? 
Lets start talking about delivering a 
smarter workplace experience

IoT is often “building management” centric
• Focus on energy optimization
• Reduced maintenance

All valid business cases but are we missing a 
trick?

What about the building occupants…how 
can it help them?



What do we mean by workplace 
services (and smarter 
workspaces?)

• The Workplace is the environment that people work 
within, it’s the services that they access, and its where 
they collaborate and spend their day. Its not just about a 
building.

• Often there is claims made about a “war on talent” and 
how we must strive to create an attractive place to work. 
Leesman provide tools to help analyse this

• So, how can we help look at how IoT and Technology in 
general can aid a great workplace experience?

• At ISS we use a concept called the touchpoint journey



ISS Classification - Internal Only

Employee

Find a Workspace
I need to Find a seat at a 
quiet place, preferably near 
to my project lead.

1

Environmental 
Parameter
I need to know to the 
temperature around my seat. 
I would prefer it to be in a 
quiet place and not a busy 
area with lot of people 
movement. Carbon emission

Accessing the office
I am an employee but new to 
this building. How can I enter 
without standing in the que 
and documentation?

Way finding

I need to find my way to the 
seat. 

Reserve a Meeting 
space
I need have quick discussion 
with my team members in 
the morning. Wonder if there 
are any meeting rooms 
available now?

Asset finding

I need to take a few prints 
before the meeting. How do I 
do that? Where can I find the 
printer?

Auto check-in / check-
out
Oops! I forgot to check-in the 
meeting room. Now 
somebody else has booked it. 
Now I will have to book 
another room.

Occupancy insights
Not sure what is the best 
time to go to the cafeteria? 
Will it be crowded? Will I 
have to stand in a long que?

Food & Beverages 
Order
I think the cafeteria is going 
to be crowded by the time 
my meeting is over.

• Can I pre-order my food? 

• What are the food options 
available? 

• Can I get a notification 
when my food is ready?

• Can I pay by Digital Wallet?

• Can I redeem my reward 
points I had collected at my 
office?

• Hope they know where I 
am placing my order from?

Feedback (Complaints)
Need to use the wash room. 
Oops the flush is broken. 
How do I report this? Can I 
track my complaint?

Assistance
Finally in the meeting room… 
I need to use the projector. 
How do I connect my system 
to the projector? Who can 
help me?

Chat bot
Let me use the virtual 
assistant. Can she help me or 
guide me to the right person?

Help desk
I guess the projector is not 
working. I need to raise a 
ticket.

Feedback 
(Commendations)
The IT service guy was really 
quick in attending the issue. I 
want to give him a good 
feedback.
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The IOT journey

Its all about the Sensors – perhaps a little bit of process automation 
– useful for the FM provider

ISS Classification - General Business

Analysis of things like space usage – allows the FM 
provider and property client to be more aware of 
how space is used and planning of service delivery –
needs based

Workplace experience – leveraging these toolsets to 
see how we can improve the user service 
experience.
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A holistic look at the FM technology landscape 
and designing the workspace experience 

ISS Classification - General Business

INTEGRATION PLATFORM

APP

Access 
Control

IoT Sensoring

Room 
Booking CAFM Catering

Indoor Positioning

IoT 
Aggregation



• Optimising the workplace environment for comfort and 
productivity, allowing the user to choose the location and 
environment that suits there need

• Seamless interaction in service engagement – less frustration in 
accessing different systems etc

• Promoting well being and choice 

• Creation of  enhanced data to be able enable strategic decision 
making (space use and service mapping for example)

• Driving employee satisfaction and retention

• Creates a solid foundation to which to explore demand 
based/flexible FM services based on need and actual usage



Delivering 
Workplace 
Technology - a 
collaborative 
journey



The Journey JOURNEY

Getting 
Started 

And
ideation

Start delivering 
incrementally

Generate 
excitement 
and interest

Deploy early, 
capture 

feedback

Realistic 
deliverables
and outcomes



Step 1: Getting Started, Ideation and 
Early User Engagement

• tech predictions
• observations review
• analogy to first principle
• ideation
• pitch, costs and needs
• goals
• user stories



Ideation 
Challenge –

people focus 
on “building 
problems”



• Maximise functionality delivering 
business benefit 

• Minimise risks on Budget and Time
• Satisfy a joint aim:

– Provide a platform by which ISS can 
delivery their services more 
effectively.

– Provide a user experience than 
enhances an employee’s working 
day.

Step 2: Identifying realistic deliverables and outcomes



Challenge – getting to what a good “MVP” looks like

Benefit Enhancers – Provide 
Features that:

• are not available (or not as easy) 
via other means.

• save people time.
• are enhanced by mobility and 

location awareness (i.e. a mobile 
platform)

• are likely to increase “take up” of 
the App.

Risk Avoidance – Avoid Features 
that:

• are more likely to be performed 
via other means (e.g. via laptop at 
desk).

• are subject to technical or 
business challenges, that may take 
too much time to tackle.



Challenge – People’s 
fears and uncertainties

• Similar concepts (location)

• Be clear (especially around privacy)
• Sell convenience
• “App expectations”



Challenge –
Integration and 
Departments



Step 3: Start Delivering, Iteratively and Incrementally 



Delivery Challenge – how to do frequent 
deployments and “show and tells”



Delivery Challenge –
app design and the 

inevitable phone 
hardware problem



Don’t forget that 
Operational Processes 

need to change



Step 4: Establish 
good comms, 

generate 
excitement and 

interest



Step 5: Deploy 
early, and start 
capturing feedback



Deployment 
Challenge –
don’t forget the 
hardware 
(time)



Give Workspace users access to building 
information, including real-time desk and meeting 
room availability and occupancy

Integrate to workplace systems including helpdesk, 
booking systems, catering, and so on

Benefits of Location-centric services, Indoor 
positioning and wayfinding to people and places

Collect feedback and statistics on space usage 
for better scenario planning


