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Preface | Dr. Tuuli Jylhä 

^ĐŝĞŶƟĮĐ��ŽŵŵŝƩĞĞ

�ĞƐƚ�WĂƉĞƌ��ǁĂƌĚ��ŽŵŵŝƩĞĞ

THEME 1: EVOLVING FM
• �ƌĞĂƟŶŐ�Ă�,ŽůŝƐƟĐ��ŽƌƉŽƌĂƚĞ�ZĞĂů��ƐƚĂƚĞ��ŽŵƉƌĞŚĞŶƐŝŽŶ | Torben Bernhold and Niklas Wiesweg 

• ,Žǁ�ĐĂŶ�ƚŚĞ�ƌĞĂů�ĞƐƚĂƚĞ�ƐĞĐƚŽƌ�ƚƌĂŶƐŝƟŽŶ�ƚŽ�ĐŝƌĐƵůĂƌ�ĞĐŽŶŽŵǇ͍��ƉƉƌŽĂĐŚĞƐ�ĨŽƌ�ZĞĂů��ƐƚĂƚĞ�DĂŶĂŐĞŵĞŶƚ 
| Riikka Kyrö

• 'ĞŶĚĞƌ�ĂŶĚ�>ĞĂĚĞƌƐŚŝƉ�ŝŶ�&D͗���sŝĞǁ�ĨƌŽŵ�ƚŚĞ�dŽƉ | Melanie Bull and Yetunde Oluwatoyin Aderiye

d,�D��Ϯ͗��D�Z'/E'�d��,EK>K'/�^�
• WƌĂĐƟĐĂů� �ƉƉůŝĐĂƟŽŶƐ� ŽĨ� �ŵĞƌŐŝŶŐ� dĞĐŚŶŽůŽŐŝĞƐ� ŝŶ� ƚŚĞ� &D� ^ĞĐƚŽƌ | Alexander Redlein, Clemens 

Baretschneider and Claudia Höhenberger

• ,ŽƵƐŝŶŐ�&ĞĚĞƌĂƟŽŶ�,Ƶď�/ŶŝƟĂƟǀĞ�ʹ ����ŽůůĂďŽƌĂƟŽŶ�ďĞƚǁĞĞŶ�&D�ĂŶĚ��ĐĂĚĞŵŝĂ | Laila Marie Bendiksen, 

Coline Senior, Alenka Temeljotov-Salaj and Svein Bjoerberg

d,�D��ϯ͗�&D�/E�hZ��E͕��KZWKZ�d���E��h^�Z��KEd�yd
• ^ŽĐŝĂů�EĞĞĚƐ� ĨŽƌ� ^ƵƐƚĂŝŶĂďůĞ�ZĞĨƵƌďŝƐŚŵĞŶƚ� ŝŶ�dƌŽŶĚŚĞŝŵ | Alenka Temeljotov-Salaj, Carmel Margaret 

Lindkvist  and Mina Jowkar

• dŚĞ��ŽŶƚƌŝďƵƟŽŶ�ŽĨ�ƚŚĞ�tŽƌŬ��ŶǀŝƌŽŶŵĞŶƚ�ŽŶ��ŵƉůŽǇĞĞ��ƩƌĂĐƟŽŶ | Shuly Themans , Philip W. Koppels 

and Tuuli Jylhä

• �ŚĂůůĞŶŐĞƐ�ŽĨ�ƚŚĞ�>ĞĂƌŶŝŶŐ��ŶǀŝƌŽŶŵĞŶƚ�ŝŶ�ƚŚĞ�/ŶĐůƵƐŝǀĞ�^ƉĞĐŝĂů�EĞĞĚƐ��ĚƵĐĂƟŽŶ | Timo Savolainen and 

Kaisa Airo

THEME 4: FM AS A PEOPLE BUSINES
• &ĂĐŝůŝƚĂƚĞ�,ŽƐƉŝƚĂůŝƚǇ�ďǇ�/ŵƉƌŽǀŝŶŐ�ƚŚĞ�,ƵŵĂŶ�dŽƵĐŚ | Ruth Pijls, Arrien Termaat and Brenda Groen

• WĞƌĐĞƉƟŽŶ�ŽĨ�,ŽƐƉŝƚĂůŝƚǇ�ĂŶĚ�^ĂĨĞƚǇ�ĂƌĞ�dǁŽ�^ŝĚĞƐ�ŽĨ�Ă��ŽŝŶ | Hester van Sprang and Brenda Groen

• tŽƌŬƉůĂĐĞ��ŚĂŶŐĞ�ʹ��ŽĞƐ�ŝƚ��ůǁĂǇƐ�>ĞĂĚ�ƚŽ�Ă�EĞǁ�^ƉĂĐĞ͍ | Suvi Nenonen and Vitalija Danivska
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EuroFM Research Symposium has a very special meaning to me: The EuroFM Research Symposium was 
ŵǇ�ĮƌƐƚ�ƌĞƐĞĂƌĐŚ�ĐŽŶĨĞƌĞŶĐĞ�ƚŽ�ĂƩĞŶĚ�ĂŶĚ�ƚŽ�ƉƌĞƐĞŶƚ�Ă�ĐŽͲĂƵƚŚŽƌĞĚ�ƐĐŝĞŶƟĮĐ�ƉĂƉĞƌ͘ �dŚŝƐ�ŚĂƉƉĞŶĞĚ�ŝŶ�
�&D��ϮϬϬϴ�ŝŶ�DĂŶĐŚĞƐƚĞƌ͘ �/ƚ�ǁĂƐ�ĂůƐŽ�ŽŶĞ�ŽĨ�ŵǇ�ĮƌƐƚ�ĐŽŶƚĂĐƚƐ�ƚŽ�ƚŚĞ�ŽƚŚĞƌ�&D�ƌĞƐĞĂƌĐŚĞƌƐ�ĂŶĚ��ƵƌŽ&D�
ĐŽŵŵƵŶŝƚǇ�ĂŶĚ�/�ƐƟůů�ƌĞŵĞŵďĞƌ�ƚŚĞ�ĂďŝůŝƚǇ�ŽĨ�ƚŚĞ��ƵƌŽ&D�ƚŽ�ďƌŝŶŐ�ƉĞŽƉůĞ�ƚŽŐĞƚŚĞƌ͘ �dŚĞƌĞĨŽƌĞ͕�/�ǁĂƐ�
very pleased and honoured when the EuroFM board asked me to chair the 19th EuroFM Research 
Symposium. Thank you for this great opportunity! 

�ůƚŚŽƵŐŚ�ƚŚĞ�ƐƉƌŝŶŐ�ŚĂƐ�ďĞĞŶ�ĂďŶŽƌŵĂů͕� ŝŶƚĞŶƐŝǀĞ�ĂŶĚ�ŚĂůƟŶŐ�ĚƵĞ�ƚŽ�ƚŚĞ��Ks/�Ͳϭϵ�ĐƌŝƐŝƐ͕�ǁĞ�ŚĂǀĞ�
succeeded to deliver this conference proceedings including 11 papers. This year the papers include 
ƌĞƐĞĂƌĐŚ͕�ƚĞĐŚŶŝĐĂů�ĂŶĚ�ĞĚƵĐĂƟŽŶĂů�ƉĂƉĞƌƐ͘�ϳϬй�ŽĨ�ƚŚĞ�ƐƵďŵŝƩĞĚ�ĂďƐƚƌĂĐƚƐ�ǁĞƌĞ�ĚĞǀĞůŽƉĞĚ�ŝŶƚŽ�ĂŶĚ�
ĮŶĂůůǇ�ĂĐĐĞƉƚĞĚ�ĂƐ�ƉĂƌƚ�ŽĨ�ƚŚĞ�ĐŽŶĨĞƌĞŶĐĞ�ƉƌŽĐĞĞĚŝŶŐƐ͘��ůů�ƉĂƉĞƌƐ�ǁĞƌĞ�ĚŽƵďůĞͲďůŝŶĚ�ƉĞĞƌ�ƌĞǀŝĞǁĞĚ�
and follow standard research paper outline.

/�ǁŽƵůĚ�ůŝŬĞ�ƚŽ�ƐŝŶĐĞƌĞůǇ�ƚŚĂŶŬ�Ăůů�ƚŚĞ�ĂƵƚŚŽƌƐ͕�ƚŚĞ�ŵĞŵďĞƌƐ�ŽĨ�ƚŚĞ�ƐĐŝĞŶƟĮĐ�ĐŽŵŵŝƩĞĞ�ĂŶĚ�ƚŚĞ�ďĞƐƚ�
ƉĂƉĞƌ�ĂǁĂƌĚ�ĐŽŵŵŝƩĞĞ͕�ĂŶĚ�ƚŚĞ��ƵƌŽ&D�ďŽĂƌĚ�ĨŽƌ�ƚŚĞŝƌ�ĐŽŶƚƌŝďƵƟŽŶƐ�ĂŶĚ�ƐƵƉƉŽƌƚ�ŝŶ�ƚŚĞ�ƉƌŽĐĞƐƐ�ŽĨ�
publishing a high-quality proceedings and making the related event come true. It has been a great 
experience to work together with you! The process has required quick changes and responses from 
ƚŚĞ�ŵĞŵďĞƌƐ�ĂŶĚ�/�Ăŵ�ŐƌĂƚĞĨƵů�ĨŽƌ�ƚŚĞ�ŇĞǆŝďŝůŝƚǇ�ĂŶĚ�ĐŽŵŵŝƚŵĞŶƚ�ƚŚĂƚ�ŚĂǀĞ�ďĞĞŶ�ƉƌŽǀŝĚĞĚ�ĂůŽŶŐ�ƚŚĞ�
way. 

�ƵĞ�ƚŽ�ƚŚĞ��Ks/�Ͳϭϵ�ƉĂŶĚĞŵŝĐ͕�ƚŚĞ�ZĞƐĞĂƌĐŚ�^ǇŵƉŽƐŝƵŵ�ϮϬϮϬ�ŝƐ�ŽƌŐĂŶŝƐĞĚ�ŽŶůŝŶĞ�;ϯͲϰ�:ƵŶĞ�ϮϬϮϬͿ͘�
�ůƚŚŽƵŐŚ�ŝƚ�ŝƐ�Ă�ůŽƐƚ�ŽƉƉŽƌƚƵŶŝƚǇ�ŶŽƚ�ƚŽ�ŵĞĞƚ�ĨĂĐĞͲƚŽͲĨĂĐĞ͕�ƚŚĞ�ŽŶůŝŶĞ�ĞĚŝƟŽŶ�ƉƌŽǀŝĚĞƐ�ƵƐ�Ă�ŶĞǁ�ǁĂǇ�
ƚŽ�ƐŚĂƌĞ� ŝĚĞĂƐ�ĂŶĚ�ĚŝƐĐƵƐƐ�ĮŶĚŝŶŐƐ�ǁŝƚŚ�ƚŚĞ�ǁŝĚĞƌ��ƵƌŽ&D�ĂƵĚŝĞŶĐĞ͘�>Ğƚ�ƵƐ�ďĞ� ŝŶƐƉŝƌĞĚ�ƚŽ�ĨƵƌƚŚĞƌ�
ĞǆƉůŽƌĞ�ƚŚĞ�ĚŝŐŝƚĂů�ĐŽůůĂďŽƌĂƟŽŶ�ĂŶĚ�ŶĞǁ�ƚƌĂĚŝƟŽŶƐ�ƚŽ�ŶĞƚǁŽƌŬ͘�DĞĂŶǁŚŝůĞ͕�/�ŚŽƉĞ�ǇŽƵ�ĞŶũŽǇ�ƌĞĂĚŝŶŐ�
the proceedings!

�ƌ͘ �dƵƵůŝ�:ǇůŚć
�ŚĂŝƌ�ŽĨ�ƚŚĞ��ƵƌŽ&D�ZĞƐĞĂƌĐŚ�^ǇŵƉŽƐŝƵŵ�KƌŐĂŶŝƐŝŶŐ��ŽŵŵŝƩĞĞ
EuroFM

PREFACE
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�ƌ͘ �dƵƵůŝ�:ǇůŚć ;�ŽŵŵŝƩĞĞ��ŚĂŝƌͿ
�ĞůŌ�hŶŝǀĞƌƐŝƚǇ�ŽĨ�dĞĐŚŶŽůŽŐǇ͕ �dŚĞ�EĞƚŚĞƌůĂŶĚƐ

�ƌ͘ �<ĂŝƐĂ��ŝƌŽ
>ĂƵƌĞĂ�hŶŝǀĞƌƐŝƚǇ�ŽĨ��ƉƉůŝĞĚ�^ĐŝĞŶĐĞƐ͕�&ŝŶůĂŶĚ͘

�ƌ͘ �^ƵƐĂŶŶĞ��ĂůƐůĞǀ�EŝĞůƐĞŶ
NIRAS, Denmark.

�ƌ͘ �sŝƚĂůŝũĂ��ĂŶŝǀƐŬĂ
�ĂůƚŽ�hŶŝǀĞƌƐŝƚǇ͕ �&ŝŶůĂŶĚ͘

�ƌ͘ ��ƌĞŶĚĂ�'ƌŽĞŶ
^ĂǆŝŽŶ�hŶŝǀĞƌƐŝƚǇ�ŽĨ��ƉƉůŝĞĚ�^ĐŝĞŶĐĞ�,ŽƐƉŝƚĂůŝƚǇ��ƵƐŝŶĞƐƐ�^ĐŚŽŽů͕�dŚĞ�EĞƚŚĞƌůĂŶĚƐ͘

WƌŽĨ͘�WĞƌ��ŶŬĞƌ�:ĞŶƐĞŶ
dĞĐŚŶŝĐĂů�hŶŝǀĞƌƐŝƚǇ�ŽĨ��ĞŶŵĂƌŬ͕��ĞŶŵĂƌŬ͘

WƌŽĨ͘��ŶƚũĞ�:ƵŶŐŚĂŶƐ
�ƵƌŝĐŚ�hŶŝǀĞƌƐŝƚǇ�ŽĨ��ƉƉůŝĞĚ�^ĐŝĞŶĐĞƐ͕�^ǁŝƚǌĞƌůĂŶĚ͘

�ƌ͘ �ZŝŝŬŬĂ�<ǇƌƂ
>ƵŶĚ�hŶŝǀĞƌƐŝƚǇ͕ �^ǁĞĚĞŶ͘

WƌŽĨ͘�^ĂƌĞů�>ĂǀǇ
�ŽůůĞŐĞ�ŽĨ��ƌĐŚŝƚĞĐƚƵƌĞ͕��dĞǆĂƐ��ΘD�hŶŝǀĞƌƐŝƚǇ͘

�ƌ͘ �^Ƶǀŝ�EĞŶŽŶĞŶ
dĂŵƉĞƌĞ�hŶŝǀĞƌƐŝƚǇ�ŽĨ�dĞĐŚŶŽůŽŐǇ͕ �&ŝŶůĂŶĚ͘

WƌŽĨ͘��ůĞǆĂŶĚĞƌ�ZĞĚůĞŝn
sŝĞŶŶĂ�hŶŝǀĞƌƐŝƚǇ�ŽĨ�dĞĐŚŶŽůŽŐǇ͕ ��ƵƐƚƌŝĂ͘

D͘^Đ͘�dŝŵŽ�^ĂǀŽůĂŝŶĞŶ
>ĂƵƌĞĂ�hŶŝǀĞƌƐŝƚǇ�ŽĨ��ƉƉůŝĞĚ�^ĐŝĞŶĐĞƐ͕�&ŝŶůĂŶĚ͘

WƌŽĨ͘��ůĞŶŬĂ�dĞŵĞůũŽƚŽǀ�^ĂůĂũ
EŽƌǁĞŐŝĂŶ�hŶŝǀĞƌƐŝƚǇ�ŽĨ�^ĐŝĞŶĐĞ�ĂŶĚ�dĞĐŚŶŽůŽŐǇ͕ �EŽƌǁĂǇ͘

�ƌ͘ �DĂƩŚĞǁ�dƵĐŬĞƌ
>ŝǀĞƌƉŽŽů�:ŽŚŶ�DŽŽƌĞƐ�hŶŝǀĞƌƐŝƚǇ͕ �h<͘

�ƌ͘ �,ĂŶŶĂŚ�tŝůƐŽŶ
>ŝǀĞƌƉŽŽů�:ŽŚŶ�DŽŽƌĞƐ�hŶŝǀĞƌƐŝƚǇ͕ �h<͘

THE  SC I ENT I F I C  COMMITTEE
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�ƌ͘ �dƵƵůŝ�:ǇůŚć�;�ŽŵŵŝƩĞĞ��ŚĂŝƌͿ
�ĞůŌ�hŶŝǀĞƌƐŝƚǇ�ŽĨ�dĞĐŚŶŽůŽŐǇ͕ �dŚĞ�EĞƚŚĞƌůĂŶĚƐ�

WƌŽĨ͘��ƌ͘ �DŝĐŚĂĞů�DĂǇ
hŶŝǀĞƌƐŝƚǇ�ŽĨ��ƉƉůŝĞĚ�^ĐŝĞŶĐĞƐ�,dt��ĞƌůŝŶ͕�'ĞƌŵĂŶǇ͘

�ƐƐŝƐƚĂŶƚ�WƌŽĨ͘��ƌ͘ ��ŚĂŝǁĂƚ�ZŝƌĂƚĂŶĂƉŚŽŶŐ
dŚĂŵŵĂƐĂƚ�hŶŝǀĞƌƐŝƚǇ͕ �dŚĂŝůĂŶĚ͘

�ƐƐŽĐŝĂƚĞ�WƌŽĨ͘��ƌ͘ �EŽƌĂ�:ŽŚĂŶŶĞ�<ůƵŶŐƐĞƚŚ
EŽƌǁĞŐŝĂŶ�hŶŝǀĞƌƐŝƚǇ�ŽĨ�^ĐŝĞŶĐĞ�ĂŶĚ�dĞĐŚŶŽůŽŐǇ͕ �EŽƌǁĂǇ͘

�ƐƐŝƐƚĂŶƚ�WƌŽĨ͘��ƌ͘ ��ǇŶƚŚŝĂ�,ŽƵ
�ĞůŌ�hŶŝǀĞƌƐŝƚǇ�ŽĨ�dĞĐŚŶŽůŽŐǇ͕ �dŚĞ�EĞƚŚĞƌůĂŶĚƐ͘

BES T  PAPER  AWARD  COMMITTEE
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�ĞƌŶŚŽůĚ͕� d͘ ͕� tŝĞƐǁĞŐ͕� E͘� ;ϮϬϮϬͿ�
�ƌĞĂƟŶŐ�Ă�,ŽůŝƐƟĐ��ŽƌƉŽƌĂƚĞ�ZĞĂů� �ƐƚĂƚĞ�
Comprehension, In the Proceedings of 
the 19th EuroFM Research Symposium, 
�&D/�� ϮϬϮϬ͕� ϯͲϰ� :ƵŶĞ� ϮϬϮϬ͕� ŽŶůŝŶĞ�
conference.

�ŝƚĂƟŽŶ͗

�ƌĞĂƟŶŐ�Ă�,ŽůŝƐƟĐ��ŽƌƉŽƌĂƚĞ�ZĞĂů��ƐƚĂƚĞ��ŽŵƉƌĞŚĞŶƐŝŽŶ�

Torben Bernhold1 and Niklas Wiesweg2

��^dZ��d
�ĂĐŬŐƌŽƵŶĚ�ĂŶĚ�Ăŝŵ�Ͳ� � /Ŷ�ƉƌĂĐƟĐĞ͕�ƚŚĞ�ĐŽŶĐĞƉƚƐ�ŽĨ� ;�ŽƌƉŽƌĂƚĞͿ�ZĞĂů�
�ƐƚĂƚĞ� DĂŶĂŐĞŵĞŶƚ� ;�ͬZ�DͿ� ĂŶĚ� &ĂĐŝůŝƚǇ� DĂŶĂŐĞŵĞŶƚ� ;&DͿ� ŚĂǀĞ�
ŝŶ� 'ĞƌŵĂŶǇ� ŝŶĐƌĞĂƐŝŶŐůǇ� ďĞĞŶ� ƐĞƉĂƌĂƚĞĚ� Žƌ� ĞŶĐŽŵƉĂƐƐĞƐ� ĚŝīĞƌĞŶƚ�
ŵĞĂŶŝŶŐƐ�ŝŶ�ƌĞĂůŝƚǇ͖�ƚŚĞ�ůĂƩĞƌ�ŝƐ�ŝŶ�ƉƌĂĐƟĐĞ�ŽŌĞŶ�ǁƌŽŶŐůǇ�ĞƋƵĂƚĞĚ�ǁŝƚŚ�
&ĂĐŝůŝƚǇ�^ĞƌǀŝĐĞƐ͘�dŚĞ�ƋƵĞƐƟŽŶ�ƚŚĞƌĞĨŽƌĞ�ĂƌŝƐĞƐ�ĂƐ�ƚŽ�ǁŚĂƚ�ƚŚĞǇ�ŚĂǀĞ�ŝŶ�
ĐŽŵŵŽŶ͕�ǁŚĂƚ� ƚŚĞ�ĚŝīĞƌĞŶĐĞƐ� ĂƌĞ͕� ĂŶĚ� ƚŚĞ�ƉĞƌƐƉĞĐƟǀĞ� ŝŶƚĞŶĚĞĚ� ŝŶ�
each case. 

DĞƚŚŽĚƐ�ͬ�DĞƚŚŽĚŽůŽŐǇ�Ͳ�dŚĞ�ŶƵŵĞƌŽƵƐ�ĚĞĮŶŝƟŽŶƐ�ŽĨ��Z�D�ĂŶĚ�&D�ǁĞƌĞ�ĞǆĂŵŝŶĞĚ͕�ƌĞĚƵĐĞĚ�ƚŽ�ƚŚĞŝƌ�
core elements, and transferred to a Delphi Study to create a consensus between both and one language 
regarding the terms in real estate Market.
ZĞƐƵůƚƐ� Ͳ�dŚĞ�ƉĂƌƟĐŝƉĂŶƚƐ� ƐĞĞ�ŶŽ� ƐŝŐŶŝĮĐĂŶƚ�ĚŝīĞƌĞŶĐĞƐ�ďĞƚǁĞĞŶ��Z�D�ĂŶĚ�&D�Ăƚ� ƚŚĞ�ŵŽƐƚ�ŽĨ� ƚŚĞ�
ĂƌƟĐƵůĂƚĞĚ�ĐŽƌĞ�ĞůĞŵĞŶƚƐ�ŽĨ�ZĞĂů��ƐƚĂƚĞ�DĂŶĂŐĞŵĞŶƚ͖�ŽŶůǇ�ŝŶ�ƐŽŵĞ�ĞůĞŵĞŶƚƐ�ʹ �ĂŶĚ�ƚŚŝƐ�ŝƐ�ĐŽƌƌĞƐƉŽŶĚŝŶŐ�
ƚŽ�ƚŚĞ�ĨŽƌĞŚĂŶĚĞĚ�ĞƋƵĂƟŽŶ�ďĞƚǁĞĞŶ�&ĂĐŝůŝƚǇ�DĂŶĂŐĞŵĞŶƚ�ĂŶĚ�&ĂĐŝůŝƚǇ�^ĞƌǀŝĐĞƐ�ʹ�ƚŚĞƌĞ�ĂƌĞ�ĞǆƉĞĐƚĞĚ�
ĚŝīĞƌĞŶĐĞƐ͘� �ƚ� ŝƚƐ� ĐŽƌĞ͕� ƚŚĞ� ƐĞƉĂƌĂƟŽŶ� ŽĨ� ĚŝƐĐŝƉůŝŶĞƐ� ƐĞĞŵƐ� ƚŽ� ďĞ�ŵŽƌĞ� ŐĞŶĞƌĂů� ĂŶĚ� ƉƌĂĐƟĐĂů� ƚŚĂŶ�
ƚŚĞŽƌĞƟĐĂů͘��ŽŶƚĞǆƚ�ĨĂĐƚŽƌƐ�ĨŽƌ�ƚŚĞ�ĐŽŽƌĚŝŶĂƟŽŶ�ŽĨ�Z�D�ƐĞĞŵ�ƚŽ�ďĞ�ƚŚĞ�ŚĞƚĞƌŽŐĞŶĞŝƚǇ�ŽĨ�ƚŚĞ�ƌĞĂů�ĞƐƚĂƚĞ�
ƉŽƌƞŽůŝŽ͕�ƚŚĞ�ƌĞĂů�ĞƐƚĂƚĞ�ŽǁŶĞƌƐŚŝƉ�ƌĂƚĞ�ĂŶĚ�ƚŚĞ�ĐŽŵƉĂŶǇ�ƐŝǌĞ͘��ǇŶĂŵŝĐƐ�ŝŶ�ƚŚĞ�ĐŽƌĞ�ďƵƐŝŶĞƐƐ�ĂŶĚ�ƚŚĞ�
ĚĞŐƌĞĞ�ŽĨ�ŝŶƚĞƌŶĂƟŽŶĂůŝǌĂƟŽŶ�ĂůƐŽ�ƐĞĞŵ�ƚŽ�ŝŶŇƵĞŶĐĞ�ƚŚĞ�ƉƌŽĐĞĚƵƌĂů�ƐĐŽƉĞ�ŽĨ�ƚŚĞ�ĨƵŶĐƟŽŶ͘
WƌĂĐƟĐĂů�Žƌ�ƐŽĐŝĂů�ŝŵƉůŝĐĂƟŽŶƐ�Ͳ��ĞƩĞƌ�ƵŶĚĞƌƐƚĂŶĚŝŶŐ�ŽĨ�ƚŚĞ�ƚĞƌŵƐ��ŽƌƉŽƌĂƚĞ�ZĞĂů��ƐƚĂƚĞ�DĂŶĂŐĞŵĞŶƚ�
ĂŶĚ�&ĂĐŝůŝƚǇ�DĂŶĂŐĞŵĞŶƚ�ůĞĂĚƐ�ƚŽ�Ă�ĐůĞĂƌĞƌ�ůĂŶŐƵĂŐĞ�ĨƌĂŵĞǁŽƌŬ�ŝŶ�ƚŚĞ�'ĞƌŵĂŶ�ŵĂƌŬĞƚ�ĂŶĚ�ƚŚĞƌĞĨŽƌĞ�ƚŽ�
Ă�ďĞƩĞƌ�ƵƐĞ�ŽĨ�ƌĞĂů�ĞƐƚĂƚĞ�ƚŽ�ƐƵƉƉŽƌƚ�ĐŽƌĞ�ďƵƐŝŶĞƐƐ�ŽďũĞĐƟǀĞƐ͘
dǇƉĞ�ŽĨ�ƉĂƉĞƌ�ʹ Research paper.

<�ztKZ�^
�ŽƌƉŽƌĂƚĞ�ZĞĂů��ƐƚĂƚĞ�DĂŶĂŐĞŵĞŶƚ͕�&ĂĐŝůŝƚǇ�DĂŶĂŐĞŵĞŶƚ͕��ĞĮŶŝƟŽŶ͘

/EdZK�h�d/KE
It seems that the concepts of Corporate Real Estate Management and Facility Management are in 
ƉƌĂĐƟĐĞ�ĨƌĞƋƵĞŶƚůǇ�ƐĞƉĂƌĂƚĞĚ͗�&ĂĐŝůŝƚǇ�DĂŶĂŐĞŵĞŶƚ�ŝƐ�ŽŌĞŶ�ĞƋƵĂƚĞĚ�ǁŝƚŚ�&ĂĐŝůŝƚǇ�̂ ĞƌǀŝĐĞƐ�ĂŶĚ�ŝƐ�ĨƵƌƚŚĞƌ�
ĚŝǀŝĚĞĚ� ŝŶƚŽ� ŚĂƌĚ� ĂŶĚ� ƐŽŌ� ƐĞƌǀŝĐĞƐ͕� ďƵƚ� ŝƚƐ� ƌĞĂů� ƉƵƌƉŽƐĞ� ƐŚŽƵůĚ� ďĞ� ͞ŝŵƉƌŽǀŝŶŐ� ƚŚĞ�ƋƵĂůŝƚǇ� ŽĨ� ůŝĨĞ� ŽĨ�
ƉĞŽƉůĞ�ĂŶĚ�ƚŚĞ�ƉƌŽĚƵĐƟǀŝƚǇ�ŽĨ�ƚŚĞ�ĐŽƌĞ�ďƵƐŝŶĞƐƐ͟;/^K͕�ϮϬϭϳͿ͘�KŶ�ƚŚĞ�ŽƚŚĞƌ�ŚĂŶĚ͕��ŽƌƉŽƌĂƚĞ�ZĞĂů��ƐƚĂƚĞ�
Management is said to be more focussed on the strategical alignment of the real estate strategy along 
ƚŚĞ�ĐŽƌƉŽƌĂƚĞ�ďƵƐŝŶĞƐƐ�ŽďũĞĐƟǀĞƐ͘�;,ĂǇŶĞƐ͕�ϮϬϭϮ͖�DĐ�ŽŶĂŐŚ�ĂŶĚ�EŝĐŚŽůƐ͕�ϮϬϬϵ͖�K͛ŵĂƌĂ͕�ϭϵϵϵ͖�ZŽƵůĂĐ͕�
2001; Nourse and Roulac, 1993; Heyward, 2011; Appel-Meulenbroek et al.͕�ϮϬϭϬ͖�^ĐŚĞīĞƌ�Ğƚ�Ăů͕͘�ϮϬϬϲ͖�
Singer et al.,�ϮϬϬϳͿ͘��ůƚŚŽƵŐŚ�ďŽƚŚ�ĚŝƐĐŝƉůŝŶĞƐ�ŚĂǀĞ� ƚŚĞ� ƚƌĂŶƐĨŽƌŵĂƟŽŶ�ŽĨ� ƚŚĞ�ƌĞƐŽƵƌĐĞ�͞ƌĞĂů�ĞƐƚĂƚĞ͟�
ŝŶ�ŵŝŶĚ�ĂŶĚ�ĂƌĞ�ƚƌǇŝŶŐ�ƚŽ�ƐƵƉƉŽƌƚ�ƚŚĞ�ĐŽƌĞ�ďƵƐŝŶĞƐƐ�ƚŚĞǇ�ĂƌĞ�ŶŽƚ�ĞƋƵĂů͍�/Ŷ�ŵĂŶǇ�ǁŽƌŬƐ�ƚŚĞ�ĂƩĞŵƉƚ�ŝƐ�
ŵĂĚĞ�ĂŐĂŝŶ�ĂŶĚ�ĂŐĂŝŶ�ƚŽ�ǁŽƌŬ�ŽƵƚ�ƚŚĞ�ƐŝŵŝůĂƌŝƟĞƐ�ĂŶĚ�ĚŝīĞƌĞŶĐĞƐ�ĂƐ�ǁĞůů�ĂƐ�ƚŚĞ�ŝŶƚĞƌƐĞĐƟŽŶƐ�ďĞƚǁĞĞŶ�
ďŽƚŚ�ĂƌĞĂƐ�;<ćŵƉĨͲ�ĞƌŶ͕�ϮϬϬϵ͖�<ćŵƉĨͲ�ĞƌŶ�Θ�WĨŶƺƌ͕ �ϮϬϭϰ͖�sĂŶ�ĚĞƌ�sŽŽƌĚƚ͕�ϮϬϭϳͿ͘�dŚŝƐ�ĐŝƌĐƵŵƐƚĂŶĐĞ�
ůĞĂĚƐ� ŶŽƚ� ŽŶůǇ� ƚŽ� ŶƵŵĞƌŽƵƐ� ĐŽŽƌĚŝŶĂƟŽŶ� ĚŝĸĐƵůƟĞƐ� ĂŶĚ� ŝŶƚĞƌĨĂĐĞƐ͕� ďƵƚ� ĂďŽǀĞ� Ăůů� ƚŽ�ŵŝƐĂůůŽĐĂƟŽŶƐ�
ŽĨ�ƌĞƐŽƵƌĐĞƐ͕�ĂƐ�ĚŝīĞƌĞŶƚ�ŝŶƐƟƚƵƟŽŶƐ͕�ĨŽƌ�ĞǆĂŵƉůĞ͕�ĚĞĂů�ǁŝƚŚ�ƐŝŵŝůĂƌ�ŝƐƐƵĞƐ�ĂŶĚ�ƐĞƌǀŝĐĞ�ƉƌŽǀŝĚĞƌƐ�ĂŶĚ�
ĐůŝĞŶƚƐ�ĚŽ�ŶŽƚ�ƵƐĞ�ƚŚĞ�ƐĂŵĞ�ůĂŶŐƵĂŐĞ�ĨƌĂŵĞǁŽƌŬ͘�DŽƌĞŽǀĞƌ͕ �ŝƚ�ŵĂŬĞƐ�ŝƚ�ĚŝĸĐƵůƚ�ƚŽ�ƚĂŬĞ�Ă�ŚŽůŝƐƟĐ�ǀŝĞǁ�ŽĨ�
ƚŚŝŶŐƐ�ŝŶ�ƚŚĞ�ĂƌĞĂ�ŽĨ�ŽƉƟŵŝǌŝŶŐ�ƚŚĞ�ƵƐĞ�ŽĨ�ƌĞĂů�ĞƐƚĂƚĞ�ƚŽ�ƐƵƉƉŽƌƚ�ĐŽƌĞ�ďƵƐŝŶĞƐƐ�ŽďũĞĐƟǀĞƐ͘�dŚĞ�ƋƵĞƐƟŽŶ�
ƚŚĞƌĞĨŽƌĞ�ĂƌŝƐĞƐ�ĂƐ�ƚŽ�ǁŚĂƚ�ƚŚĞǇ�ŚĂǀĞ�ŝŶ�ĐŽŵŵŽŶ�ĂŶĚ�ǁŚĂƚ�ƚŚĞŝƌ�ĚŝīĞƌĞŶĐĞƐ�ĂƌĞ͕�ĂŶĚ�ƚŚĞ�ƉĞƌƐƉĞĐƟǀĞ�
intended in each case.

Ϸ��&,�DƺŶƐƚĞƌ�ʹ�hŶŝǀĞƌƐŝƚǇ�ŽĨ��ƉƉůŝĞĚ�^ĐŝĞŶĐĞƐ͕�&ĂĐŝůŝƚǇ�DĂŶĂŐĞŵĞŶƚ͕�bernhold@muenster.de͕�'ĞƌŵĂŶǇ
2��&,�DƺŶƐƚĞƌ�ʹ�hŶŝǀĞƌƐŝƚǇ�ŽĨ��ƉƉůŝĞĚ�^ĐŝĞŶĐĞƐ͕�&ĂĐŝůŝƚǇ�DĂŶĂŐĞŵĞŶƚ͕�wiesweg@muenster.de͕�'ĞƌŵĂŶǇ
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>/d�Z�dhZ��^dh�z
�Ɛ�ŵĞŶƟŽŶĞĚ�ĂďŽǀĞ͕� ƚŚĞ�ĐŽŶĐĞƉƚƐ�ŽĨ��ŽƌƉŽƌĂƚĞ�ZĞĂů��ƐƚĂƚĞ�DĂŶĂŐĞŵĞŶƚ�ĂŶĚ�&ĂĐŝůŝƚǇ�DĂŶĂŐĞŵĞŶƚ�
have increasingly been separated. Furthermore, in the real estate market are several expressions with 
ĚŝīĞƌĞŶƚ�Žƌ�ƚŚĞ�ƐĂŵĞ�ŵĞĂŶŝŶŐ�ŝŶ�ĐŽŵƉĂƌŝƐŽŶ�ŽĨ�ƉƌĂĐƟƐĞ�ĂŶĚ�ƚŚĞŽƌǇ͘ ��ƐƉĞĐŝĂůůǇ�ŝŶ�ƚŚĞ�'ĞƌŵĂŶ�ŵĂƌŬĞƚ�
ŝƐ�&ĂĐŝůŝƚǇ�DĂŶĂŐĞŵĞŶƚ�ŽŌĞŶ�ƵŶĚĞƌƐƚŽŽĚ�ĂƐ�&ĂĐŝůŝƚǇ�^ĞƌǀŝĐĞƐ͕�ǁŝƚŚ�Ă�ƚĞĐŚŶŝĐĂů�ĨŽĐƵƐ�ŽŶ�ŚĂƌĚ�ƐĞƌǀŝĐĞƐ�
;ZĞĚůĞŝŶ͕�ϮϬϮϬ͕�Ɖ͘�ϭϮͲϭϰͿ͘���ůŝƚĞƌĂƚƵƌĞ�ƌĞƐĞĂƌĐŚ�ŝƐ�ĚŽŶĞ�ƚŽ�ĞůĂďŽƌĂƚĞ�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�ƚŚĂƚ�ĂƉƉůǇ�ƚŽ�ďŽƚŚ�
ĐŽŶĐĞƉƚƐ͕�ǁŝƚŚ�ƚŚĞ�ƚƌĂŶƐĨŽƌŵĂƟŽŶ�ŽĨ�ƚŚĞ�ƌĞƐŽƵƌĐĞ�͞ƌĞĂů�ĞƐƚĂƚĞ͟�ŝŶ�ŵŝŶĚ�ĂŶĚ�ǁŝƚŚŽƵƚ�Ă�ĚŝƌĞĐƚ�ůŝŶŬ�ƚŽ�ĂŶĚ�
ŶĂŵŝŶŐ�ŽĨ�ŽŶĞ�ŽĨ�ƚŚĞ�ĐŽŶĐĞƉƚƐ͘�dŚĞƐĞ�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�ĂƌĞ�ƵƐĞĚ�ŝŶ�ƚŚĞ�ůĂƚĞƌ�ƉƌŽĐĞƐƐĞĚ�ƋƵĞƐƟŽŶŶĂŝƌĞ�ƚŽ�
ŝĚĞŶƟĨǇ�ƚŚĞ�ƐŝŵŝůĂƌŝƟĞƐ�ĂŶĚ�ĚŝīĞƌĞŶĐĞƐ�ďĞƚǁĞĞŶ�ƚŚĞ�ĐŽŶĐĞƉƚƐ�ŽĨ��ŽƌƉŽƌĂƚĞ�ZĞĂů��ƐƚĂƚĞ�DĂŶĂŐĞŵĞŶƚ�
and Facility Management.

sĂƌŝŽƵƐ� ĚĞĮŶŝƟŽŶƐ� ĂŶĚ� ĂƵƚŚŽƌƐ� ;/^K͕� ϮϬϭϳ͖� 'ůĂƩĞ͕� ϮϬϭϰ͖� <ćŵƉĨͲ�ĞƌŶ͕� ϮϬϬϵ͖� WĨŶƺƌ͕ � ϮϬϭϭ͖� ZĞĚůĞŝŶ͕�
ϮϬϮϬ͖dĞŝĐŚŵĂŶŶ͕�ϮϬϬϵ͖�sĂŶ�ĚĞƌ�sŽŽƌĚƚ͕�ϮϬϭϳͿ�Ăŝŵ�Ăƚ�Ă�ĐŽŶƐĐŝŽƵƐ�ĚŝīĞƌĞŶƟĂƟŽŶ�ŽĨ�ƚŚĞ�ƚǁŽ�ĐŽŶĐĞƉƚƐ͘�
sĂŶ�ĚĞƌ�sŽŽƌĚƚ� ĐůĂŝŵƐ͕� ƚŚĂƚ� ͞�ŝƐƐŝŵŝůĂƌŝƟĞƐ�ĐŽŶƐŝĚĞƌ� ƚŚĞ� ĨŽĐƵƐ�ŽŶ� ĨĂĐŝůŝƟĞƐ�ĂŶĚ� ƐĞƌǀŝĐĞƐ� ;&DͿ�ǀĞƌƐƵƐ�
ƚŚĂƚ�ŽŶ�ďƵŝůĚŝŶŐƐ�ĂŶĚ�ƌĞĂůͲĞƐƚĂƚĞ�ƉŽƌƞŽůŝŽƐ�;�Z�DͿ͕�ĂƐ�ǁĞůů�ĂƐ�Ă�ƐŚŽƌƚĞƌ�ƟŵĞ�ĨƌĂŵĞ�ĂŶĚ�ŚŝŐŚ�ŇĞǆŝďŝůŝƚǇ�
ŽĨ�ĨĂĐŝůŝƟĞƐ�;&DͿ�ǀĞƌƐƵƐ�Ă�ůŽŶŐ�ůŝĨĞ�ĐǇĐůĞ�ĂŶĚ�ƌĂƚŚĞƌ�ƐƚĂƟĐ�ďƵŝůĚŝŶŐƐ�;�Z�DͿ͟�;sĂŶ�ĚĞƌ�sŽŽƌĚƚ͕�ϮϬϭϳͿ�ďƵƚ�
ĂůƚŚŽƵŐŚ�ƉůĞĂĚƐ� ĨŽƌ� Ă� ƐƚƌŽŶŐĞƌ� ĐŽŶŶĞĐƟŽŶ�ďĞƚǁĞĞŶ� ƚŚĞ� ƚǁŽ�ĚŝƐĐŝƉůŝŶĞƐ� ŝŶ� ƚŚĞ� ĨƵƚƵƌĞ͘� <	DW&Ͳ��ZE�
;<ćŵƉĨͲ�ĞƌŶ͕�ϮϬϬϵͿ�ĨŽƌ�ĞǆĂŵƉůĞ�ĚĞƐĐƌŝďĞƐ�ƚŚĞ�&ĂĐŝůŝƚǇ�DĂŶĂŐĞŵĞŶƚ�ĂƐ�ĂŶ�͞ŽƉĞƌĂƟŽŶĂů�ŵĂŶĂŐĞŵĞŶƚ�ŽĨ�
ƌĞĂů�ĞƐƚĂƚĞ�ƌĞůĂƚĞĚ�ƉƌŽĐĞƐƐĞƐ͟³, with which she means the provided facility services. On the other hand, 
'>�dd��;'ůĂƩĞ͕�ϮϬϭϰ͕�Ɖ͘�ϲͿ�ƵŶĚĞƌƐƚĂŶĚƐ�ƚŚĞ�&ĂĐŝůŝƚǇ�DĂŶĂŐĞŵĞŶƚ�ĂƐ�Ă�ŵĂŶĂŐĞŵĞŶƚ�ĚŝƐĐŝƉůŝŶĞ͕�ǁŚŝĐŚ�
includes the Real Estate-Asset Management, Real Estate Property Management and Facility Services. 
Z��>�/E�;ZĞĚůĞŝŶ͕�ϮϬϮϬ͕�Ɖ͘�ϭϰͿ�ĂĚĚƌĞƐƐĞƐ�Ă�ƐŝŵŝůĂƌ�ĚŝƐƉƵƚĞ�Ăƚ�ƚŚĞ�ďĞŐŝŶŶŝŶŐ͕�ĂƐ�ĞǆĂŵŝŶĞĚ�ŚĞƌĞ͗�͞dŚĞƌĞ�
ĂƌĞ�ŵĂŶǇ�ŵĂŶĂŐĞŵĞŶƚ�ƚĞƌŵƐ�ĂƌŽƵŶĚ�ZĞĂů��ƐƚĂƚĞ͕�ďƵƚ�ƋƵŝƚĞ�ŽŌĞŶ͕�Ă�ĐŽŵŵŽŶ�ƵŶĚĞƌƐƚĂŶĚŝŶŐ�ŝƐ�ŵŝƐƐŝŶŐ͘͟ �
/Ŷ�ĂĚĚŝƟŽŶ͕�ŚĞ�ƉŽŝŶƚƐ�ŽƵƚ͕�ƚŚĂƚ�ŽŶůǇ�&ĂĐŝůŝƚǇ�DĂŶĂŐĞŵĞŶƚ�͞΀͙΁�ŝŶĐůƵĚĞƐ�ƚŚĞ�ƵƐĞƌ Ɛ͛�ƉĞƌƐƉĞĐƟǀĞ͘��ůů�ŽƚŚĞƌ�
ĚŝƐĐŝƉůŝŶĞƐ�ŽĨ��Z�D�ĂƌĞ�ŽǁŶĞƌͲ�ĂŶĚ�ŝŶǀĞƐƚŽƌͲŽƌŝĞŶƚĞĚ͘͟ �/Ĩ͕ �ŚŽǁĞǀĞƌ͕ �ďŽƚŚ�͞ĚŝƐĐŝƉůŝŶĞƐ͟�ŚĂǀĞ�ĚĞǀĞůŽƉĞĚ�
ŝŶ�ĚŝīĞƌĞŶƚ�ǁĂǇƐ͕�ďƵƚ�ŝŶ�ŵĂŶǇ�ĐĂƐĞƐ�ĂĚĚƌĞƐƐ�ƐŝŵŝůĂƌ�ƚŽƉŝĐƐ͕�ƚŚĞ�ƋƵĞƐƟŽŶ�ĂƌŝƐĞƐ�ĂƐ�ƚŽ�ƚŚĞ�ĨƵŶĚĂŵĞŶƚĂů�
ĚŝīĞƌĞŶĐĞƐ�ďĞƚǁĞĞŶ�ƚŚĞƐĞ�ƚǁŽ�ĂƌĞĂƐ͘���ƉƵƌĞ� ĨŽĐƵƐ�ŽŶ�&ĂĐŝůŝƚǇ�DĂŶĂŐĞŵĞŶƚ� ŝƐ�ŵŽƌĞ�ŽďũĞĐƚͲŽƌŝĞŶƚĞĚ�
ĂŶĚ��Z�D�ŵŽƌĞ�ƉŽƌƞŽůŝŽͲŽƌŝĞŶƚĞĚ�ĚŽĞƐ�ŶŽƚ�ĂƉƉĞĂƌ� ƚŽ�ďĞ�Ă� ƐƵĸĐŝĞŶƚ� ĨŽƵŶĚĂƟŽŶ� ĨƌŽŵ�ƚŚĞ�ĂƵƚŚŽƌƐ͛�
ƉĞƌƐƉĞĐƟǀĞ͕�ĞƐƉĞĐŝĂůůǇ�ƐŝŶĐĞ�ƚŚŝƐ�ĂĐĐĞŶƚƵĂƟŽŶ�ĚŽĞƐ�ŶŽƚ�ĂƉƉĞĂƌ�ƚŽ�ďĞ�ĨƌĞĞ�ŽĨ�ŽǀĞƌůĂƉƐ�ŝŶ�ƚĞƌŵƐ�ŽĨ�ƚĂƐŬƐ͘�
W&EmZ�;WĨŶƺƌ͕ �ϮϬϭϭͿ�ĚĞǀĞůŽƉĞĚ�Ă�ŵƵĐŚ�ŵŽƌĞ�ŚŽůŝƐƟĐ�ĂƉƉƌŽĂĐŚ͗�,Ğ�ƉŽŝŶƚĞĚ�ƐĞǀĞƌĂů�ĐŽƌĞ�ĞůĞŵĞŶƚƐ�ŽƵƚ�
;ƐĞĞ�dĂďůĞ�ϭͿ͕�ƚŚĂƚ�ĂƌĞ�ƐƵŝƚĂďůĞ�ĨŽƌ�ƚŚĞ�ĐŽŶĐĞƉƚƐ�ŽĨ��ŽƌƉŽƌĂƚĞ�ZĞĂů��ƐƚĂƚĞ�DĂŶĂŐĞŵĞŶƚ�ĂƐ�ǁĞůů�ĂƐ�ĨŽƌ�ƚŚĞ�
ĐŽŶĐĞƉƚƐ�ŽĨ�&ĂĐŝůŝƚǇ�DĂŶĂŐĞŵĞŶƚ�ĂŶĚ�ĚŝĚ�ŶŽƚ�ŝŵƉůǇ�Ă�ĐŽŶƐĐŝŽƵƐ�ĚŝīĞƌĞŶƟĂƟŽŶ͘�dŚĞƐĞ�ĐŽƌĞ�ĞůĞŵĞŶƚƐ�
ŽĨ� W&EmZ�ǁĞƌĞ� ĐŚŽƐĞŶ� ĨŽƌ� ƚŚĞ� ƋƵĞƐƟŽŶŶĂŝƌĞ� ďĞĐĂƵƐĞ� ŽĨ� ƚŚĞ� ŝŵƉůŝĞĚ͕� ĚĞůŝďĞƌĂƚĞ� ƐĞƉĂƌĂƟŽŶ� ŽĨ� ƚŚĞ�
ĚŝƐĐŝƉůŝŶĞƐ�ĂŶĚ�ƚŚĞ�ůĂĐŬ�ŽĨ�ƵŶŝĨŽƌŵŝƚǇ�ŽĨ�ƚŚĞ�ŽƚŚĞƌ�ĚĞĮŶŝƟŽŶƐ͘

dĂďůĞ�ϭ��Z�D�ĐŽƌĞ�ĞůĞŵĞŶƚƐ�;WĨŶƺƌ͕ �ϮϬϭϭ͕�Ɖ͘�ϭϲϱͿ�;ƚƌĂŶƐůĂƚĞĚ�ĨƌŽŵ�'ĞƌŵĂŶͿ͘
dŚĞ��ŽƌĞ��ůĞŵĞŶƚƐ�ŽĨ��ŽƌƉŽƌĂƚĞ�ZĞĂů��ƐƚĂƚĞ�DĂŶĂŐĞŵĞŶƚ
dŚĞ�ĚĞǀĞůŽƉŵĞŶƚ�ĂŶĚ�ŝŵƉůĞŵĞŶƚĂƟŽŶ�ŽĨ�ĂŶ�ĂĐƟǀĞ�ƐƚƌĂƚĞŐǇ�ďĂƐĞĚ�ŽŶ�ƚŚĞ�ĐŽƌƉŽƌĂƚĞ�ƐƚƌĂƚĞŐǇ

dŚĞ�ĐƌĞĂƟŽŶ�ŽĨ�ƚƌĂŶƐƉĂƌĞŶĐǇ�ŽĨ�ƚŚĞ�ƌĞĂů�ĞƐƚĂƚĞ�ĐŽƐƚƐ�ĂŶĚ�ďĞŶĞĮƚƐ�ďǇ�ƐĞƫŶŐ�ƵƉ�Ă�ƌĞĂů�ĞƐƚĂƚĞ�ŝŶ-
ĨŽƌŵĂƟŽŶ�ƐǇƐƚĞŵ

dŚĞ�ĞƐƚĂďůŝƐŚŵĞŶƚ�ŽĨ�ƌƵůĞƐ�ŽĨ�ƚŚĞ�ŐĂŵĞ�ĨŽƌ�ĞƐƚĂďůŝƐŚŝŶŐ�Ă�ƐĞƌǀŝĐĞ�ƉƌŽǀŝĚĞƌ�ƌĞůĂƟŽŶƐŚŝƉ�ďĞƚǁĞĞŶ�
ƚŚĞ�ƌĞĂů�ĞƐƚĂƚĞ�ĨƵŶĐƟŽŶ�ĂŶĚ�ƵƐĞƌƐ�ďĂƐĞĚ�ŽŶ�ƉĂƌƚŶĞƌƐŚŝƉ

dŚĞ�ƉƌŽĨĞƐƐŝŽŶĂůŝƐĂƟŽŶ�ŽĨ�ƌĞĂů�ĞƐƚĂƚĞ�ŵĂŶĂŐĞŵĞŶƚ�ƚĂƐŬƐ�ďǇ�ďƵŶĚůŝŶŐ�ƌĞƐƉŽŶƐŝďŝůŝƚǇ�ĂŶĚ�ĐŽŵƉĞ-
tence

dŚĞ�ĚĞĮŶŝƟŽŶ�ĂŶĚ�ŵĂŶĂŐĞŵĞŶƚ�ŽĨ�ƌĞĂů�ĞƐƚĂƚĞ�ďƵƐŝŶĞƐƐ�ƉƌŽĐĞƐƐĞƐ�ĂŶĚ�ŵĂƌŬĞƚͲŽƌŝĞŶƚĞĚ�ŵĂŬĞͲŽƌͲ
buy decisions

These core elements include certain business processes. By assigning the core elements to the disciplines, 
�Z�D�ĂŶĚ�&D͕�ďǇ�ƚŚĞ�ƉĂƌƟĐŝƉĂŶƚƐ͕�ƚŚĞ�ďƵƐŝŶĞƐƐ�ƉƌŽĐĞƐƐĞƐ�ĐĂŶ�ĂůƐŽ�ďĞ�ĂƐƐŝŐŶĞĚ͘�tŚŝĐŚ�ĂŶƐǁĞƌƐ�ƚŚĞ�
ĮƌƐƚ�ƉĂƌƚ�ŽĨ� ƚŚĞ� ƌĂŝƐĞĚ� ƌĞƐĞĂƌĐŚ�ŐƵŝĚĞĚ�ƋƵĞƐƟŽŶƐ͘�dŚŝƐ�ĐůĂƌŝĮĐĂƟŽŶ�ĂůƐŽ� ůĞĂĚƐ� ƚŽ� ƚŚĞ�ƐŝŵŝůĂƌŝƟĞƐ�ĂŶĚ�
ĚŝīĞƌĞŶĐĞƐ͕�ďǇ�ĐŽŵƉĂƌŝŶŐ�ƚŚĞ�ŐŝǀĞŶ�ĂŶƐǁĞƌƐ͘

3�dƌĂŶƐůĂƚĞĚ�ĨƌŽŵ�'ĞƌŵĂŶ
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dŚĞ� ƐĞĐŽŶĚ�ƉŽŝŶƚ� ŽĨ� ŝŶƚĞƌĞƐƚ� ĂƌĞ� ƚŚĞ� ĐŽŶƚĞǆƚ� ĨĂĐƚŽƌƐ͕� ƚŚĂƚ� ŝŶŇƵĞŶĐĞ� ƚŚĞ� ĐŽŽƌĚŝŶĂƟŽŶ�ŽĨ� ZĞĂů� �ƐƚĂƚĞ�
DĂŶĂŐĞŵĞŶƚ͘�KŶ�ƚŚŝƐ�ƚŽƉŝĐ�ŐƌŽƵŶĚǁŽƌŬ�ǁĂƐ�ĚŽŶĞ�ďǇ�,�ZdD�EE�;,ĂƌƚŵĂŶŶ͕�ϮϬϭϭͿ�ĂŶĚ�ŚŝƐ�ƌĞƐƵůƚƐ�ĐĂŶ�
ďĞ�ƵƐĞĚ�ĨŽƌ�ƚŚĞ�ƋƵĞƐƟŽŶŶĂŝƌĞ�ĂŶĚ�ŝŶ�Ă�ƐĞĐŽŶĚ�ƐƚĞƉ�ďĞ�ǀĞƌŝĮĞĚ�Ăƚ�ƚŚĞ�ĞŶĚ͘

Z�^��Z�,�D�d,K�K>K'z��E�ͬKZ�D�d,K�^�
tŝƚŚŝŶ�ƚŚĞ�ŽǀĞƌĂůů�ƐƚƵĚǇ͕ �Ă�ŵŝǆĞĚ�ŵĞƚŚŽĚ�ĂƉƉƌŽĂĐŚ�ŝƐ�ƵƐĞĚ͕�ǁŝƚŚ�Ă�ĨŽĐƵƐ�ŽŶ�ƋƵĂůŝƚĂƟǀĞ�ŵĞƚŚŽĚƐ͘�dŚĞ�
ǁŚŽůĞ�ƐƚƵĚǇ�ŝƐ�ƐƵďĚŝǀŝĚĞĚ�ŝŶƚŽ�ƚǁŽ�ƉĂƌƚƐ͗�dŚĞ�ĮƌƐƚ�ŽŶĞ�ĂĚĚƌĞƐƐĞƐ�ƚŚĞ�ŵĞŶƟŽŶĞĚ�ƐĞƉĂƌĂƟŽŶ�ďĞƚǁĞĞŶ�
the concepts of Corporate Real Estate Management and Facility Management, focusing on the research 
ŐƵŝĚĞĚ�ƋƵĞƐƟŽŶ�͞ tŚŝĐŚ�ďƵƐŝŶĞƐƐ�ƉƌŽĐĞƐƐĞƐ�ĐĂŶ�ďĞ�ĂƐƐŝŐŶĞĚ�ƚŽ��Z�D�ĂŶĚ�&D͕�ǁŚĞƌĞ�ĚŽ�ƐŝŵŝůĂƌŝƟĞƐ�ĂŶĚ�
ĚŝīĞƌĞŶĐĞƐ�ĞǆŝƐƚ͕�ĂŶĚ�ŚŽǁ�ĂŶĚ�ǁŚĞƌĞ�ƐŚŽƵůĚ�Ă�ŚŝĞƌĂƌĐŚŝĐĂů�ƉŽƐŝƟŽŶŝŶŐ�ŝŶ�ƚŚĞ�ĐŽŵƉĂŶǇ�;ĐŽƌƉŽƌĂƚĞͿ�ƚĂŬĞ�
ƉůĂĐĞ͘͟ �/Ŷ�ƚŚĞ�ƐĞĐŽŶĚ�ƉĂƌƚ͕�Ă�ĐĂƐĞ�ƐƚƵĚǇ�ǁŝƚŚ�ƉƌŽďůĞŵͲŽƌŝĞŶƚĞĚ�ŝŶƚĞƌǀŝĞǁƐ�ǁŝƚŚŝŶ�ƚŚĞ�ĨƌĂŵĞǁŽƌŬ�ŽĨ�ĚĂƚĂ�
ĐŽůůĞĐƟŽŶ�ĂŶĚ�ƐƵďƐĞƋƵĞŶƚ�ƋƵĂůŝƚĂƟǀĞ�ĐŽŶƚĞŶƚ�ĂŶĂůǇƐŝƐ�ǁĂƐ�ĐĂƌƌŝĞĚ�ŽƵƚ�ǁŝƚŚ�ƚŚĞ�Ăŝŵ�ŽĨ�ŐĞŶĞƌĂƟŶŐ�ĂŶĚ�
ƌĞǀŝĞǁŝŶŐ�Ă�ƐƚĂŶĚĂƌĚŝǌĞĚ�ƉƌŽĐĞƐƐ�ĨƌĂŵĞǁŽƌŬ�ĨŽƌ�ƌĞĂů�ĞƐƚĂƚĞ�ŵĂŶĂŐĞŵĞŶƚ͘�dŚŝƐ�ƉĂƉĞƌ�ĨŽĐƵƐƐĞƐ�ŝŶ�ƚŚĞ�
ĨŽůůŽǁŝŶŐ�ŽŶ�ƚŚĞ�ĮƌƐƚ�ƉĂƌƚ�;ĨŽƌ�ƚŚĞ�ƌĞƐĞĂƌĐŚ�ƉƌŽĐĞƐƐ�ƐĞĞ�&ŝŐƵƌĞ�ϭͿ͘

&ŝŐƵƌĞ�ϭ Research process

dŚĞ�ĮƌƐƚ�ƉĂƌƚ�ƵƐĞƐ�ƚŚĞ��ĞůƉŚŝ�^ƚƵĚǇ�ĂƐ�ƚŚĞ�ŵĂŝŶ�ƌĞƐĞĂƌĐŚ�ŵĞƚŚŽĚ͘����ĞůƉŚŝ�^ƚƵĚǇ�ŝƐ�Ă�ŵĞƚŚŽĚ�ƚŽ�ĂĐŚŝĞǀĞ�
ĐŽŶƐĞŶƐƵƐ�ďĞƚǁĞĞŶ�ĚŝīĞƌĞŶƚ�ƐƚĂŬĞŚŽůĚĞƌƐ�ƌĞŐĂƌĚŝŶŐ�ƚŽ�ƚŚĞ�ŽďũĞĐƟǀĞƐ�ŽĨ�ĂŶ�ĞǀĂůƵĂƟŽŶ�;'ĞŝƐƚ͕�ϮϬϭϬͿ͘�
/Ŷ�ƉĂƌƟĐƵůĂƌ�ƚŚĞƌĞ�ĂƌĞ�Ăƚ�ůĞĂƐƚ�ƚǁŽ�ƌŽƵŶĚƐ�ŽĨ�ŝŶƚĞƌǀŝĞǁƐ�ĚŽŶĞ͕�ǁŝƚŚ�ƚŚĞ�ƐĂŵĞ�ƐƵďũĞĐƚƐ͕�ƚŽ�ĐƌĞĂƚĞ�ŽŶĞ�
ĐŽƌƌĞƐƉŽŶĚŝŶŐ�ŽƉŝŶŝŽŶ͘�/Ŷ�ƚŚŝƐ�ƉƌŽũĞĐƚ�ŝƐ�Ă�ƚǁŽ�ƌŽƵŶĚ��ĞůƉŚŝ�^ƚƵĚǇ�ƵƐĞĚ͘�dŚĞ�ĮƌƐƚ�ƋƵĞƐƟŽŶŶĂŝƌĞ�ƌĞĨĞƌƐ�
ƚŽ�ƚǁŽ�ƚŽƉŝĐƐ͖�;ϭ͘ϭͿ�dŚĞ�ĐŽƌĞ�ĞůĞŵĞŶƚƐ�ŽĨ��Z�D�ĂŶĚ�&D�;ƐĞĞ�dĂďůĞ�ϭ�ĂŶĚ�dĂďůĞ�ϮͿ�ĂŶĚ�;ϭ͘ϮͿ�ƚŚĞ�ĐŽŶƚĞǆƚ�
ĨĂĐƚŽƌƐ�;ƐĞĞ�dĂďůĞ�ϯͿ͘��ƚ�ƚŚĞ�ďĞŐŝŶŶŝŶŐ�Ă�ůŝƚĞƌĂƚƵƌĞ�ƌĞƐĞĂƌĐŚ�ǁĂƐ�ĚŽŶĞ͕�ŝƚƐ�ƌĞƐƵůƚ�ĨŽƌŵĞĚ�ƚŚĞ�ďĂƐŝƐ�ĨŽƌ�ƚŚĞ�
ĮƌƐƚ�ƚŽƉŝĐ͘�dŚĞ�ŐŽĂů�ǁĂƐ�ƚŚĞ�ĞůĂďŽƌĂƟŽŶ�ŽĨ�ŶƵŵĞƌŽƵƐ�ĚĞĮŶŝƟŽŶƐ�ŽĨ��ŽƌƉŽƌĂƚĞ�ZĞĂů��ƐƚĂƚĞ�DĂŶĂŐĞŵĞŶƚ�
ĂŶĚ�&ĂĐŝůŝƚǇ�DĂŶĂŐĞŵĞŶƚ�ĂŶĚ�ƚŚĞ�ŝĚĞŶƟĮĐĂƟŽŶ�ŽĨ�ĐŽŶƚĞǆƚ�ĨĂĐƚŽƌƐ͕�ǁŚŝĐŚ�ĐĂŶ�ŝŶŇƵĞŶĐĞ�ƚŚĞ�ĐŽŽƌĚŝŶĂƟŽŶ�
ŽĨ�ZĞĂů��ƐƚĂƚĞ�DĂŶĂŐĞŵĞŶƚ͘�dŚĞ�ŐŝǀĞŶ�ĂŶƐǁĞƌƐ�ŽŶ�;ϭ͘ϭͿ�ĂŶĚ�;ϭ͘ϮͿ�ůĞĂĚ�ƚŽ�ĂŶ�ŝŶƚĞƌƉƌĞƚĂƟŽŶТ, which can 
ďĞ�ƐƵŵŵĂƌŝǌĞĚ�ƚŽ�Ă�ƚǇƉĞ�ŽĨ�ƐƚĂƚĞŵĞŶƚ͕�ǁŚŝĐŚ� ŝƐ�ƵƐĞĚ�ŝŶ�ƚŚĞ�ƐĞĐŽŶĚ�ƋƵĞƐƟŽŶŶĂŝƌĞ͗�;Ϯ͘ϭͿ�ƚŚĞ�ĚĞƌŝǀĞĚ�
ƐƚĂƚĞŵĞŶƚƐ�ŽĨ�ƚŚĞ�ĐŽƌĞ�ĞůĞŵĞŶƚƐ͘�&ŝŶĂůůǇ͕ �ƚŚĞ�ĞǀĂůƵĂƟŽŶ�ĂŶĚ�ƌĞǀŝƐŝŽŶ�ƐƚĞƉ�ƚĂŬĞ�ƵƉ�ƚŚĞ�ƌĞƐƵůƚƐ�ŽĨ�ƚŚĞ�ĮƌƐƚ�
ƋƵĞƐƟŽŶŶĂŝƌĞ�ĂŶĚ�ĨŽĐƵƐƐĞƐ�ŽŶ�ƚŚĞ�ƐĂŵĞ�ƚŽƉŝĐƐ͕�ďƵƚ�ǁŝƚŚ�Ă�ĚŝīĞƌĞŶƚ�ǀŝĞǁ͘��ƚ�ƚŚĞ�ĞŶĚ�Ăůů�ĮŶĚŝŶŐƐ�ǁĞƌĞ�
discussed and interpreted.

��>W,/�^dh�z
dŚĞ��ĞůƉŚŝ�^ƚƵĚǇ�ǁĂƐ�ĐĂƌƌŝĞĚ�ŽƵƚ�ǁŝƚŚ�ĐŽƌƌĞƐƉŽŶĚŝŶŐ�ĞǆƉĞƌƚƐ͘�dŚĞ�ŵĂŝŶ�ŽďũĞĐƟǀĞ�ǁĂƐ�ƚŽ�ĞƐƚĂďůŝƐŚ�Ă�
ƵŶŝĨŽƌŵ�ƵŶĚĞƌƐƚĂŶĚŝŶŐ�ďĞƚǁĞĞŶ��Z�D�ĂŶĚ�&D�ǁŝƚŚ�ƌĞŐĂƌĚ�ƚŽ�ƚŚĞ�ŽďũĞĐƟǀĞƐ�ĂƐ�ŵĞŶƟŽŶĞĚ�ŝŶ�dĂďůĞ�ϭ�
ĂŶĚ�ǁŝƚŚ�ƌĞŐĂƌĚ�ƚŽ�ƚŚĞ�ƉƌŽĐĞƐƐ�ƌĞŐƵůĂƟŽŶ�ĨƌĂŵĞǁŽƌŬ�ŝŶ�ƚŚĞ�ƌĞĂů�ĞƐƚĂƚĞ�ĐŽŶƚĞǆƚ�ĂŐĂŝŶƐƚ�ƚŚĞ�ďĂĐŬŐƌŽƵŶĚ�
ŽĨ�ƚŚĞ�ĚŝīĞƌĞŶƚ�ĐŽŶƚĞǆƚ�ĨĂĐƚŽƌƐ�ĂĐĐŽƌĚŝŶŐ�ƚŽ�,�ZdD�EE�;,ĂƌƚŵĂŶŶ͕�ϮϬϭϭͿ͘

�ƚ� ĮƌƐƚ� Ă� ĨƵůůǇ� ƐƚĂŶĚĂƌĚŝǌĞĚ� ƋƵĞƐƟŽŶŶĂŝƌĞ� ǁĂƐ� ĐƌĞĂƚĞĚ� ĂŶĚ� ƐƵďŵŝƩĞĚ� ǀŝĂ� ĂŶ� ŽŶůŝŶĞ� ƋƵĞƐƟŽŶŶĂŝƌĞ�
ƉŽƌƚĂů͘� dŚĞ�ďĂƐŝƐ�ǁĂƐ� ƚŚĞ�ŽƵƚƉƵƚ�ŽĨ� ƚŚĞ� ůŝƚĞƌĂƚƵƌĞ͘�ZĞŐĂƌĚŝŶŐ� ƚŚĞ� ƌĂŝƐĞĚ�ƋƵĞƐƟŽŶƐ�Ăƚ� ƚŚĞ�ďĞŐŝŶŶŝŶŐ͕�
ƚŚĞ� ƋƵĞƐƟŽŶŶĂŝƌĞ� ĨŽĐƵƐƐĞƐ� ŽŶ� ƚŚĞ� ĐŽƌĞ� ĞůĞŵĞŶƚƐ͕� ƚŽ� ŝĚĞŶƟĨǇ� ǁŚĞƚŚĞƌ� ƚŚĞ� ĐŽŶĐĞƉƚƐ� ŽĨ� ZĞĂů� �ƐƚĂƚĞ�
DĂŶĂŐĞŵĞŶƚ� ĂŶĚ� &ĂĐŝůŝƚǇ�DĂŶĂŐĞŵĞŶƚ� ĂƌĞ� ƚŚĞ� ƐĂŵĞ͕� ĂŶĚ� ŽŶ� ĐŽŶƚĞǆƚ� ĨĂĐƚŽƌƐ� ĨŽƌ� ƚŚĞ� ĐŽŽƌĚŝŶĂƟŽŶ�
ĚŝĸĐƵůƟĞƐ͘� dŚĞ� ƋƵĞƐƟŽŶŶĂŝƌĞ� ǁĂƐ� ĂŶƐǁĞƌĞĚ� ŝŶ� ƚŚĞ� ĮƌƐƚ� ƌŽƵŶĚ� ďǇ� ĞůĞǀĞŶ� �ŽƌƉŽƌĂƚĞ� ZĞĂů� �ƐƚĂƚĞ�
ƉƌŽĨĞƐƐŝŽŶĂůƐ�;Ŷ�с�ϭϭͿ͘��ŌĞƌ�ƚŚĂƚ�ƚŚĞ�ĐŽŵƉůĞƚĞĚ�ƋƵĞƐƟŽŶŶĂŝƌĞƐ�ĂƌĞ�ĞǀĂůƵĂƚĞĚ�ĂŶĚ�ƚŚĞ�ƌĞƐƵůƚƐ�ĂƌĞ�ƵƐĞĚ�
ƚŽ�ƌĞǀŝƐĞ�ƚŚĞ�ƋƵĞƐƟŽŶŶĂŝƌĞ͘�/Ŷ�ƚŚĞ�ƐĞĐŽŶĚ�ƌŽƵŶĚ�ŽĨ�ƋƵĞƐƟŽŶŝŶŐ�ƚŚĞ�ƉĂƌƟĐŝƉĂƟŶŐ�ƐƵďũĞĐƚƐ�;Ŷ�с�ϴͿ�ĂƌĞ�
ĂĚĚŝƟŽŶĂůůǇ�ŝŶĨŽƌŵĞĚ�ĂďŽƵƚ�ƚŚĞ�ŽƉŝŶŝŽŶƐ�ĂŶĚ�ƉŽƐŝƟŽŶƐ�ŽĨ�Ăůů�ƚŚĞ�ŽƚŚĞƌƐ͘�dŚŝƐ�ŽīĞƌƐ�ƚŚĞ�ƉŽƐƐŝďŝůŝƚǇ�ƚŽ�
ϰ Presented on page 11
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ƌĞĐŽŶƐŝĚĞƌ�ĂŶĚ͕�ŝĨ�ŶĞĐĞƐƐĂƌǇ͕ �ĐŚĂŶŐĞ�ƚŚĞ�ĂŶƐǁĞƌ͕ �ŐŝǀĞŶ�ŝŶ�ƚŚĞ�ĮƌƐƚ�ƌŽƵŶĚ�ďǇ�ƉƌŽǀŝĚŝŶŐ�Ă�ŚŝŐŚĞƌ�ƉŽŝŶƚ�ŽĨ�
ǀŝĞǁ͘�dŚŝƐ�ůĞĂĚƐ�ƚŽ�Ă�ĐůĂƌŝĮĐĂƟŽŶ�ĂŶĚ�ƐƚĂŶĚĂƌĚŝƐĂƟŽŶ�ŽĨ�ŵŝƐƵŶĚĞƌƐƚĂŶĚŝŶŐƐ�ĂŶĚ�ĐŽŶƚƌĂĚŝĐƚŽƌǇ�ƐƚĂƚĞŵĞŶƚƐ�
;>ŝŶƐƚŽŶĞ�Θ�dƵƌŽī͕�ϭϵϳϱͿ͘�dŚĞ�ĐŽƌĞ�ŽĨ�ƚŚĞ�ĐŽŶƐŝĚĞƌĂƟŽŶƐ�ǁĂƐ�ƚŚĞ�ĐƌĞĂƟŽŶ�ŽĨ�Ă�ĐŽŶƐĞŶƐƵƐ�ƌĞŐĂƌĚŝŶŐ�ƚŚĞ�
ƐŝŵŝůĂƌŝƟĞƐ�ĂŶĚ�ĚŝīĞƌĞŶĐĞƐ�ďĞƚǁĞĞŶ�ƚŚĞ�ĚŝƐĐŝƉůŝŶĞƐ�ŽĨ��ŽƌƉŽƌĂƚĞ�ZĞĂů��ƐƚĂƚĞ�DĂŶĂŐĞŵĞŶƚ�ĂŶĚ�&ĂĐŝůŝƚǇ�
Management. 

Z�^h>d^
&ŝƌƐƚ�ZŽƵŶĚ
�ƵƌŝŶŐ�ƚŚĞ�ĮƌƐƚ��ĞůƉŚŝ�ƌŽƵŶĚ͕�ƚŚĞ�ƵŶŝĨŽƌŵ�ůĂŶŐƵĂŐĞ�ĨƌĂŵĞǁŽƌŬ�ŝŶ�ƚŚĞ�ƵƐĞ�ŽĨ�ƚŚĞ�ƚĞƌŵƐ��Z�D�ĂŶĚ�
&D�ǁĂƐ�ƚŚĞ�ŵĂŝŶ�ĨŽĐƵƐ�ŽĨ�ƚŚĞ�ĐŽŶƐŝĚĞƌĂƟŽŶƐ͘��Ŷ�ĞƐƐĞŶƟĂů�ƐƵŵŵĂƌǇ�ŽĨ�ƚŚĞ�ƉĂƌƟĐŝƉĂŶƚƐ͛�ĂƐƐĞƐƐŵĞŶƚƐ�
;EсϭϭͿ�ĐĂŶ�ďĞ�ĨŽƵŶĚ�ŝŶ�dĂďůĞ�Ϯ͘��ůů�ŝŶ�Ăůů͕�Ă�ƐƵďƐƚĂŶƟĂů�ĂŐƌĞĞŵĞŶƚ�ǁĂƐ�ĨŽƵŶĚ͕�ƌĞŐĂƌĚŝŶŐ�ƚŽ�ƚŚĞ�ĐŽƌĞ�
ĞůĞŵĞŶƚƐ�;ĂƐ�ƐŚŽǁŶ�ŝŶ�dĂďůĞ�ϭͿ͕�ǁŝƚŚ�ƌĞŐĂƌĚ�ƚŽ�ƚŚĞ�ƚĞƌŵŝŶŽůŽŐǇ�ŽĨ��Z�D�ĂƐ�ǁĞůů�ĂƐ�ƚŚĂƚ�ŽĨ�&D͘

�� ŐƌĞĂƚĞƌ� ĚŝīĞƌĞŶĐĞ� ŝŶ� ƚŚĞ� ƉĞƌĐĞƉƟŽŶ� ŽĨ� ĚŝīĞƌĞŶƟĂƟŽŶ� ďĞƚǁĞĞŶ� �Z�D� ĂŶĚ� &D� ƐĞĞŵƐ� ƚŽ� ĞǆŝƐƚ�
ƉĂƌƟĐƵůĂƌůǇ� ŝŶ� ƚŚĞ� ĂƌĞĂ� ŽĨ� ͞ĞƐƚĂďůŝƐŚŝŶŐ� ƌƵůĞƐ� ŽĨ� ƚŚĞ� ŐĂŵĞ� ĨŽƌ� ďƵŝůĚŝŶŐ� Ă� ƉĂƌƚŶĞƌƐŚŝƉͲďĂƐĞĚ� ƐĞƌǀŝĐĞ�
ƉƌŽǀŝĚĞƌ� ƌĞůĂƟŽŶƐŚŝƉ�ďĞƚǁĞĞŶ� ƚŚĞ� ƌĞĂů� ĞƐƚĂƚĞ� ĨƵŶĐƟŽŶ�ĂŶĚ�ƵƐĞƌƐ͘͟ � /Ŷ� ƚŚŝƐ� ƋƵĞƐƟŽŶ�ŽŶůǇ� ϱϰй�ŽĨ� ƚŚĞ�
ƉĂƌƟĐŝƉĂŶƚƐ�ĂƐƐŝŐŶ�ƚŚŝƐ�ĐŽƌĞ�ĞůĞŵĞŶƚ�ƚŽ��Z�D͕�ďƵƚ�ŵŽƌĞ�ƚŚĂŶ�ϵϭй�ŽĨ�ƚŚĞ�ƉĂƌƟĐŝƉĂŶƚƐ�ůŽĐĂƚĞ�ƚŚŝƐ�ĐŽƌĞ�
element primarily in FM. 

'ƌĂĚƵĂů�ĚŝīĞƌĞŶĐĞƐ�ĐĂŶ�ƐƟůů�ďĞ�ƐĞĞŶ�ŝŶ�ƚŚĞ�ĞůĞŵĞŶƚƐ�ŽĨ�͞ĚĞǀĞůŽƉŵĞŶƚ�ĂŶĚ�ŝŵƉůĞŵĞŶƚĂƟŽŶ�ŽĨ�Ă�ƐƚƌĂƚĞŐǇ�
ďĂƐĞĚ�ŽŶ�ƚŚĞ�ĐŽƌƉŽƌĂƚĞ�ƐƚƌĂƚĞŐǇ͟�ĂŶĚ�͞ĚĞĮŶŝƟŽŶ�ĂŶĚ�ŵĂŶĂŐĞŵĞŶƚ�ŽĨ�ƌĞĂů�ĞƐƚĂƚĞ�ďƵƐŝŶĞƐƐ�ƉƌŽĐĞƐƐĞƐ�
ĂŶĚ�ŵĂƌŬĞƚͲŽƌŝĞŶƚĞĚ�ŵĂŬĞͲŽƌͲďƵǇ�ĚĞĐŝƐŝŽŶƐ͘͟ �tŚŝůĞ�ƚŚĞ�ĨŽƌŵĞƌ�ĞůĞŵĞŶƚ�ƚĞŶĚƐ�ƚŽ�ďĞ�ĂƐƐŝŐŶĞĚ�ŵŽƌĞ�ƚŽ�
�Z�D�;ϵϬй�ŽĨ�ƚŚĞ�ƉĂƌƟĐŝƉĂŶƚƐ�ƉƌĞĚŽŵŝŶĂŶƚůǇ�Žƌ�ĨƵůůǇ�ĂŐƌĞĞĚ�ŽŶ�ƚŚŝƐ�ƋƵĞƐƟŽŶͿ͕�ŵĂŬĞͲŽƌͲďƵǇ�ĚĞĐŝƐŝŽŶƐ�
ĂƌĞ�ŵŽƌĞ�ůŝŶŐƵŝƐƟĐĂůůǇ�ůŽĐĂƚĞĚ�ŝŶ�&D͘

dĂďůĞ�Ϯ�ZĞƐƵůƚƐ�ŽĨ�ƚŚĞ�ĂƐƐŝŐŶŵĞŶƚ�ŽĨ�ĐŽƌĞ�ĞůĞŵĞŶƚƐ�ƚŽ��Z�D�ĂŶĚ�&D�;ĮƌƐƚ��ĞůƉŚŝ�ƌŽƵŶĚͿ͘

dŚĞ��ŽƌĞ��ůĞŵĞŶƚƐ�ŽĨ��ŽƌƉŽƌĂƚĞ�ZĞĂů��ƐƚĂƚĞ�DĂŶĂŐĞŵĞŶƚ DŽƌĞΎ��Z�D�
in %

More* FM 

in %
dŚĞ�ĚĞǀĞůŽƉŵĞŶƚ�ĂŶĚ�ŝŵƉůĞŵĞŶƚĂƟŽŶ�ŽĨ�ĂŶ�ĂĐƟǀĞ�ƐƚƌĂƚĞŐǇ�ďĂƐĞĚ�
on the corporate strategy.

ϵϬй ϳϮй

dŚĞ�ĐƌĞĂƟŽŶ�ŽĨ�ƚƌĂŶƐƉĂƌĞŶĐǇ�ŽĨ�ƚŚĞ�ƌĞĂů�ĞƐƚĂƚĞ�ĐŽƐƚƐ�ĂŶĚ�ďĞŶĞĮƚƐ�
ďǇ�ƐĞƫŶŐ�ƵƉ�Ă�ƌĞĂů�ĞƐƚĂƚĞ�ŝŶĨŽƌŵĂƟŽŶ�ƐǇƐƚĞŵ͘

ϭϬϬй ϵϬй

The establishment of rules of the game for establishing a service 
ƉƌŽǀŝĚĞƌ�ƌĞůĂƟŽŶƐŚŝƉ�ďĞƚǁĞĞŶ�ƚŚĞ�ƌĞĂů�ĞƐƚĂƚĞ�ĨƵŶĐƟŽŶ�ĂŶĚ�ƵƐĞƌƐ�
based on partnership.

ϱϰй ϵϭй

dŚĞ�ƉƌŽĨĞƐƐŝŽŶĂůŝƐĂƟŽŶ�ŽĨ�ƌĞĂů�ĞƐƚĂƚĞ�ŵĂŶĂŐĞŵĞŶƚ�ƚĂƐŬƐ�ďǇ�ďƵŶ-
dling responsibility and competence.

ϵϭй ϵϬй

dŚĞ�ĚĞĮŶŝƟŽŶ�ĂŶĚ�ŵĂŶĂŐĞŵĞŶƚ�ŽĨ�ƌĞĂů�ĞƐƚĂƚĞ�ďƵƐŝŶĞƐƐ�ƉƌŽĐĞƐƐĞƐ�
and market-oriented make-or-buy decisions.

ϳϮй ϵϬй

DŽƌĞ�с�^Ƶŵ�ŽĨ�ƚŚĞ�ƉĂƌƟĐŝƉĂŶƚƐ͛�ĂŶƐǁĞƌƐ�ŽĨ�͞ŵŽƐƚůǇ�ĂŐƌĞĞ͟�ĂŶĚ�͞ĨƵůůǇ�ĂŐƌĞĞ͟�ǁŝƚŚ�E�с�ϭϭ

/ƚ�ĐĂŶ�ĂůƌĞĂĚǇ�ďĞ�ƐĞĞŶ�ĨƌŽŵ�ƚŚŝƐ�ƉƌĞƐĞŶƚĂƟŽŶ�ƚŚĂƚ��Z�D�ĂŶĚ�&D�ĂƌĞ�ŝŶƐĞƉĂƌĂďůǇ�ŝŶƚĞƌǁŽǀĞŶ�ĂŶĚ�ƚŚĂƚ�
Ă� ƉƌĞĐŝƐĞ� ͞ŵĂƚŚĞŵĂƟĐĂů͟� ĚŝīĞƌĞŶƟĂƟŽŶ� ĂŶĚ� ƚŚƵƐ� ƐĞƉĂƌĂƟŽŶ� ďĞƚǁĞĞŶ� ƚŚĞƐĞ� ĂƌĞĂƐ� ĚŽĞƐ� ŶŽƚ� ƐĞĞŵ�
ŽƉƉŽƌƚƵŶĞ͘�WĂƌƟĐƵůĂƌůǇ�ĂŐĂŝŶƐƚ�ƚŚĞ�ďĂĐŬŐƌŽƵŶĚ�ŽĨ�ƚŚĞƐĞ�ƌĞƐƵůƚƐ͕� ŝƚ�ĂƉƉĞĂƌƐ�ĚŽƵďƞƵů�ŽŶ�ƚŚĞ�ǁŚŽůĞ�ƚŽ�
ƌĞŐĂƌĚ��Z�D�ĂŶĚ�&D�ĂƐ�ƐĞƉĂƌĂƚĞ�ĚŝƐĐŝƉůŝŶĞƐ͕�ǁŚĞƌĞďǇ�Ă�ůŽŽŬ�Ăƚ�ƉƌĂĐƟĐĞ�Ͳ�Ăƚ�ůĞĂƐƚ�ĨŽƌ�'ĞƌŵĂŶǇ�Ͳ�ĂůƌĞĂĚǇ�
ĨŽƌŵƵůĂƚĞƐ�Ă�ĐůĞĂƌ� ůŝŶŐƵŝƐƟĐ�ƐĞƉĂƌĂƟŽŶ�ĂŶĚ�ĂďŽǀĞ�Ăůů� ůĞĂĚƐ�ƚŽ�ĚŝīĞƌĞŶƚ� ŝŶƐƟƚƵƟŽŶƐ�ĂŶĚ�ĂƐƐŽĐŝĂƟŽŶƐ͕�
trade fairs and norms and standards. This aspect was addressed in the second part of the Delphi Study, 
ǁŚĞƌĞ�ƚŚĞ�ƉƌĂĐƟĐĂů�ĨŽƌŵ�ŽĨ�ƚŚĞ�ƚĞƌŵ�ǁĂƐ�ƚŚĞ�ŵĂŝŶ�ĨŽĐƵƐ�ŽĨ�ƚŚĞ�ĐŽŶƐŝĚĞƌĂƟŽŶƐ͘

/Ŷ�ĂĚĚŝƟŽŶ�ƚŽ�ƚŚĞ�ŐĞŶĞƌĂů�ĚĞƐĐƌŝƉƟŽŶ�ŽĨ�ƚŚĞ�ĐŽƌĞ�ĞůĞŵĞŶƚƐ�ŽĨ��Z�Dͬ&D͕�ƚŚĞ��ĞůƉŚŝ�^ƚƵĚǇ�ĂůƐŽ�ĂŝŵĞĚ�ƚŽ�
ĂŶƐǁĞƌ�ƚŚĞ�ƋƵĞƐƟŽŶ�ŽĨ�ǁŚŝĐŚ�ĞƐƐĞŶƟĂů�ƉƌŽĐĞƐƐ�ĚŽŵĂŝŶƐͬƉƌŽĐĞƐƐ�ĐĂƚĞŐŽƌŝĞƐ�ŵƵƐƚ�ďĞ�ŝŶĐůƵĚĞĚ�ŝŶ�ƐƵĐŚ�
Ă� ĨƌĂŵĞǁŽƌŬ�ĂŶĚ�ǁŚŝĐŚ�ĐŽŶƚĞǆƚ� ĨĂĐƚŽƌƐ� ;,ĂƌƚŵĂŶŶ͕�ϮϬϭϭͿ�ĐŽƵůĚ�ďĞ�ĚĞĐŝƐŝǀĞ� ĨŽƌ� ƚŚŝƐ͘��ŽŶƚĞǆƚ� ĨĂĐƚŽƌƐ�
can be described as those factors that determine the concrete form of a CREM unit in an entrepreneur. 
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,�ZdD�EE� ĚŝīĞƌĞŶƟĂƚĞƐ� ƚŚĞƐĞ� ŝŶƚŽ� ĐŽŵƉĂŶǇ� ĂŶĚ� ƌĞĂů� ĞƐƚĂƚĞ� ƐƉĞĐŝĮĐ� ĐŽŶƚĞǆƚ� ĨĂĐƚŽƌƐ� ;,ĂƌƚŵĂŶŶ͕�
ϮϬϭϭͿ͘��ƚ�ƚŚŝƐ�ƉŽŝŶƚ͕�ŝƚ�ƐĞĞŵƐ�ŝŶƚƵŝƟǀĞůǇ�ƵŶĚĞƌƐƚĂŶĚĂďůĞ�ƚŚĂƚ�ƚŚĞ�ƐĐŽƉĞ�ŽĨ�ƚĂƐŬƐ�ĂŶĚ�ƐĞƌǀŝĐĞƐ�ŝŶ�ƚĞƌŵƐ�ŽĨ�
ƉƌŽĐĞƐƐĞƐ�ŝƐ�ĚĞƚĞƌŵŝŶĞĚ͕�ĨŽƌ�ĞǆĂŵƉůĞ͕�ďǇ�ƚŚĞ�ŚĞƚĞƌŽŐĞŶĞŝƚǇ�ŽĨ�ƚŚĞ�ƌĞĂů�ĞƐƚĂƚĞ�ƉŽƌƞŽůŝŽ͘�dŚĞ�ŵĂŝŶ�ƌĞƐƵůƚƐ�
can be seen in Table 3.

dĂďůĞ�ϯ��ǀĂůƵĂƟŽŶ�ŽĨ�ƚŚĞ�ƉƌŽĐĞƐƐͲƌĞůĂƚĞĚ�ƐĐŽƉĞ�ŽĨ�ƉĞƌĨŽƌŵĂŶĐĞ�ŽĨ�Ă��Z�Dͬ&D�ƵŶŝƚ�ŝŶ�ƌĞůĂƟŽŶ�ƚŽ�ƚŚĞ�
ĐŽŶƚĞǆƚ�ĨĂĐƚŽƌƐ�;ĮƌƐƚ��ĞůƉŚŝ�ƌŽƵŶĚͿ͘

dŚĞ��ŽƌĞ��ůĞŵĞŶƚƐ�ŽĨ��ŽƌƉŽƌĂƚĞ�ZĞĂů��ƐƚĂƚĞ�
DĂŶĂŐĞŵĞŶƚ

�ŽŶƚĞǆƚ�
factor

WƌĞĚŽŵŝŶĂŶƚ�
ĂƉƉƌŽǀĂů

WƌĞĚŽŵŝŶĂŶƚ�
ƌĞĨƵƐĂů

dŽ�ǁŚĂƚ�ĞǆƚĞŶƚ�ĚŽ�ǇŽƵ�ďĞůŝĞǀĞ�ƚŚĂƚ�ƚŚĞ�ƐŝǌĞ�ŽĨ�ƚŚĞ�
ĐŽŵƉĂŶǇ�;ŵĞĂƐƵƌĞĚ�ďǇ�ƚƵƌŶŽǀĞƌ͕ �ŶƵŵďĞƌ�ŽĨ�ĞŵƉůŽǇ-
ĞĞƐ͕�ŵĂƌŬĞƚ�ĐŽǀĞƌĂŐĞͿ�ŚĂƐ�ĂŶ�ŝŶŇƵĞŶĐĞ�ŽŶ�ƚŚĞ�ƉƌŽ-
cess-related scope of services of corporate real estate 
management?

Company 
ƐƉĞĐŝĮĐ

ϳϮй Ϯϴй

To what extent do you believe that the dynamics 
ǁŝƚŚŝŶ�ƚŚĞ�ĐŽƌĞ�ďƵƐŝŶĞƐƐ�;ŝ͘Ğ͘�ƚŚĞ�ĨƌĞƋƵĞŶƚůǇ�ĐŚĂŶŐŝŶŐ�
ĞŶǀŝƌŽŶŵĞŶƚĂů�ƐŝƚƵĂƟŽŶ�ĨŽƌ�ƚŚĞ�ĐŽƌĞ�ďƵƐŝŶĞƐƐͿ�ŚĂǀĞ�ĂŶ�
ŝŶŇƵĞŶĐĞ�ŽŶ�ƚŚĞ�ƉƌŽĐĞƐƐͲƌĞůĂƚĞĚ�ƐĐŽƉĞ�ŽĨ�ƐĞƌǀŝĐĞƐ�ŽĨ�
corporate real estate management?

Company 
ƐƉĞĐŝĮĐ

ϲϯй ϯϳй

To what extent do you believe that the degree of in-
ƚĞƌŶĂƟŽŶĂůŝǌĂƟŽŶ�ŽĨ�Ă�ĐŽŵƉĂŶǇ�ŚĂƐ�ĂŶ�ŝŶŇƵĞŶĐĞ�ŽŶ�
the procedural scope of services of corporate real es-
tate management?

Company 
ƐƉĞĐŝĮĐ

ϱϰй ϰϲй

dŽ�ǁŚĂƚ�ĞǆƚĞŶƚ�ĚŽ�ǇŽƵ�ĂŐƌĞĞ�ƚŚĂƚ�ƚŚĞ�ƉŽƌƞŽůŝŽ�ƐŝǌĞ�ŽĨ�
Ă�ĐŽŵƉĂŶǇ�;ŵĞĂƐƵƌĞĚ�ďǇ�ĂƐƐĞƚƐ�ƵŶĚĞƌ�ŵĂŶĂŐĞŵĞŶƚͿ�
ŚĂƐ�ĂŶ�ŝŶŇƵĞŶĐĞ�ŽŶ�ƚŚĞ�ƉƌŽĐĞƐƐͲƌĞůĂƚĞĚ�ƐĐŽƉĞ�ŽĨ�ƐĞƌ-
vices of corporate real estate management?

Real Estate 
ƐƉĞĐŝĮĐ

ϯϲй ϲϰй

To what extent do you agree that the heterogeneity of 
ƚŚĞ�ĐŽŵƉĂŶǇ�;ŵĞĂƐƵƌĞĚ�ďǇ�ƚŚĞ�ŶƵŵďĞƌ�ŽĨ�ƵƟůŝƐĂƟŽŶ�
ĨƵŶĐƟŽŶƐ͕�Ğ͘Ő͘�ƌĞƚĂŝů͕�ŽĸĐĞ͕�ůŽŐŝƐƟĐƐͿ�ŚĂƐ�ĂŶ�ŝŶŇƵĞŶĐĞ�
on the process-related scope of services of corporate 
real estate management?

Real Estate 
ƐƉĞĐŝĮĐ

ϴϮй ϭϴй

To what extent do you believe that the real estate 
ŽǁŶĞƌƐŚŝƉ�ƌĂƟŽ�ŽĨ�Ă�ĐŽŵƉĂŶǇ�ŚĂƐ�ĂŶ�ŝŶŇƵĞŶĐĞ�ŽŶ�ƚŚĞ�
procedural scope of corporate real estate manage-
ment?

Real Estate 
ƐƉĞĐŝĮĐ

ϴϮй ϭϴй

WƌĞĚŽŵŝŶĂŶƚ�с�^Ƶŵ�ŽĨ�ƚŚĞ�ƉĂƌƟĐŝƉĂŶƚƐ͛�ĂŶƐǁĞƌƐ�ŽĨ�͞ŵŽƐƚůǇ�ĂŐƌĞĞ͟�ĂŶĚ�͞ĨƵůůǇ�ĂŐƌĞĞ͟�ǁŝƚŚ�E�с�ϭϭ

,�ZdD�EE�;,ĂƌƚŵĂŶŶ͕�ϮϬϭϭͿ�ƐŚŽǁĞĚ�ƚŚĂƚ�ƚŚĞ�ƌĞĂů�ĞƐƚĂƚĞ�ŽǁŶĞƌƐŚŝƉ�ƌĂƟŽ�ŽĨ�Ă�ĐŽŵƉĂŶǇ�ŚĂƐ�Ă�ŐƌĞĂƚ�
ŝŵƉĂĐƚ�ŽŶ�ƚŚĞ�ƐƚƌĂƚĞŐŝĐ�ŽƌŝĞŶƚĂƟŽŶ�ĂŶĚ�ƉůĂŶŶŝŶŐ�ĂƐƉĞĐƚƐ�ĨŽƌ�Ă�ƌĞĂů�ĞƐƚĂƚĞ�ĚĞƉĂƌƚŵĞŶƚ͘�dŚŝƐ�ǀŝĞǁ�ǁĂƐ�
ĐŽŶĮƌŵĞĚ�ďǇ�ƚŚĞ�ƉĂƌƟĐŝƉĂŶƚƐ�ŽĨ�ƚŚĞ��ĞůƉŚŝ�^ƚƵĚǇ͘ �ϴϮй�ŽĨ�Ăůů�ƉĂƌƟĐŝƉĂŶƚƐ�ďĞůŝĞǀĞƐ�ƚŚĂƚ�ƚŚĞ�ƌĞĂů�ĞƐƚĂƚĞ�
ŽǁŶĞƌƐŚŝƉ�ƌĂƚĞ�ŝƐ�ŽŶĞ�ŽĨ�ƚŚĞ�ĐŽŶƚĞǆƚ�ĨĂĐƚŽƌƐ�ĨŽƌ�ƚŚĞ�ĐŽŽƌĚŝŶĂƟŽŶ�ŽĨ�ZĞĂů��ƐƚĂƚĞ�DĂŶĂŐĞŵĞŶƚ͘�dŚĞ�ƐĂŵĞ�
ƉĞƌĐĞŶƚĂŐĞ�ŽĨ�Ăůů�ƉĂƌƟĐŝƉĂŶƚƐ�ĂŐƌĞĞƐ�ƚŚĂƚ�ƚŚĞ�ŚĞƚĞƌŽŐĞŶĞŝƚǇ�ŽĨ�ƚŚĞ�ƌĞĂů�ĞƐƚĂƚĞ�ƉŽƌƞŽůŝŽ�;ŵĞĂƐƵƌĞĚ�ďǇ�
ƚŚĞ�ŶƵŵďĞƌ�ŽĨ�ƵƟůŝƐĂƟŽŶ� ĨƵŶĐƟŽŶƐ͕�Ğ͘Ő͘� ƌĞƚĂŝů͕� ŽĸĐĞ͕� ůŽŐŝƐƟĐƐͿ� ŝŶŇƵĞŶĐĞƐ� ƚŚĞ�ƉƌŽĐĞĚƵƌĂů� ƐĐŽƉĞ�ĂŶĚ�
ƚŚĞƌĞĨŽƌĞ� ƚŚĞ�ƉƌŽĨĞƐƐŝŽŶĂůŝǌĂƟŽŶ�ŽĨ��ŽƌƉŽƌĂƚĞ�ZĞĂů��ƐƚĂƚĞ�DĂŶĂŐĞŵĞŶƚ͘�EĞĂƌůǇ� ƚŚƌĞĞͲƋƵĂƌƚĞƌ� ;ϳϮйͿ�
ŽĨ�Ăůů�ƉĂƌƟĐŝƉĂŶƚƐ�ĐŽŶĮƌŵƐ�,�ZdD�EEƐ�ǀŝĞǁ�ŽĨ�ƚŚĞ�ĞīĞĐƚ�ŽĨ�ƚŚĞ�ƐŝǌĞ�ŽĨ�ƚŚĞ�ĐŽŵƉĂŶǇ�;ŵĞĂƐƵƌĞĚ�ďǇ�
ƚƵƌŶŽǀĞƌ͕ �ŶƵŵďĞƌ�ŽĨ�ĞŵƉůŽǇĞĞƐ͕�ŵĂƌŬĞƚ�ĐŽǀĞƌĂŐĞͿ͘��ǇŶĂŵŝĐƐ�ŝŶ�ƚŚĞ�ĐŽƌĞ�ďƵƐŝŶĞƐƐ�;ŝ͘Ğ͘�ƚŚĞ�ĨƌĞƋƵĞŶƚůǇ�
ĐŚĂŶŐŝŶŐ� ĞŶǀŝƌŽŶŵĞŶƚĂů� ƐŝƚƵĂƟŽŶ� ĨŽƌ� ƚŚĞ� ĐŽƌĞ� ďƵƐŝŶĞƐƐͿ� ĂŶĚ� ƚŚĞ�ĚĞŐƌĞĞ�ŽĨ� ŝŶƚĞƌŶĂƟŽŶĂůŝǌĂƟŽŶ� ĂůƐŽ�
ƐĞĞŵ�ƚŽ�ƉůĂǇ�Ă�ƌŽůĞ͕�ďƵƚ�ŶŽƚ�ĂƐ�ďŝŐ�ĂƐ�ƚŚĞ�ĮƌƐƚ�ŵĞŶƟŽŶĞĚ͕�ƌĞŐĂƌĚŝŶŐ�ƚŚĞ�ƉƌŽĐĞĚƵƌĂů�ƐĐŽƉĞ�ŽĨ�ƚŚĞ�ĨƵŶĐƟŽŶ͘

^ĞĐŽŶĚ�ZŽƵŶĚ
/Ŷ� ƚŚĞ�ƐĞĐŽŶĚ��ĞůƉŚŝ� ƌŽƵŶĚ͕� ƚŚĞ�ŵĂŝŶ� ƌĞƐƵůƚƐ�ŽĨ� ƚŚĞ�ĮƌƐƚ� ƌŽƵŶĚ�ǁĞƌĞ�ƉƌŽĐĞƐƐĞĚ�ĂŶĚ�ŵĂĚĞ�ĂǀĂŝůĂďůĞ�
ƚŽ�ƚŚĞ�ƉĂƌƟĐŝƉĂŶƚƐ�ĂŐĂŝŶ�ŝŶ�Ă�ƋƵĞƐƟŽŶͲƐƉĞĐŝĮĐ�ŵĂŶŶĞƌ͖�ƚŚĞ�Ăŝŵ�ŽĨ�ƚŚĞ��ĞůƉŚŝ�^ƚƵĚǇ�ǁĂƐ�ƚŽ�ĂĐŚŝĞǀĞ�Ă�
ĐĞƌƚĂŝŶ�ĐŽŶƐĞŶƐƵƐ�ǁŝƚŚ�ƌĞŐĂƌĚ�ƚŽ�ƚŚĞ�ƚĞƌŵŝŶŽůŽŐǇ�ĂŶĚ�ƚŚĞ�ƉƌŽĐĞĚƵƌĂů�ƐĐŽƉĞ�ŽĨ�Ă��Z�Dͬ&D͘�dŚĞ�ĨŽĐƵƐ�
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ŽĨ�ƚŚĞ�ƐĞĐŽŶĚ�ƐƚƵĚǇ�ƉĂƌƚ�ǁĂƐ�ƚŚĞ�͞ƉŽŝŶƚĞĚ͟�ůŽĐĂƟŽŶ�ŽĨ�ƚŚĞ�ƚĞƌŵƐ��Z�D�ĂŶĚ�&D͘�dŚĞ�ŵĂŝŶ�ƌĞƐƵůƚƐ�ĐĂŶ�
ďĞ�ƐĞĞŶ�ŝŶ�dĂďůĞ�ϰ͘

dĂďůĞ�ϰ��ŽŶĐƌĞƚĞ�ƵŶĚĞƌƐƚĂŶĚŝŶŐ�ŽĨ�ƚŚĞ�ƚĞƌŵƐ�ŝŶ�ƉƌĂĐƟĐĞ��;ƐĞĐŽŶĚ��ĞůƉŚŝ�ƌŽƵŶĚ͖�ƚƌĂŶƐůĂƚĞĚ�ĨƌŽŵ�
'ĞƌŵĂŶͿ͘

Aspect WƌĞĚŽŵŝŶĂŶƚ�
ĂƉƉƌŽǀĂů

WƌĞĚŽŵŝŶĂŶƚ�
ƌĞĨƵƐĂů

dŚĞ�ƐĞƉĂƌĂƟŽŶ�ďĞƚǁĞĞŶ�ĐŽƌƉŽƌĂƚĞ�ƌĞĂů�ĞƐƚĂƚĞ�ŵĂŶĂŐĞŵĞŶƚ�
;�Z�DͿ�ĂŶĚ�ĨĂĐŝůŝƚǇ�ŵĂŶĂŐĞŵĞŶƚ�;&DͿ�ŝƐ�ŵŽƌĞ�ƚŚĞŽƌĞƟĐĂů�ƚŚĂŶ�
ƉƌĂĐƟĐĂů͘

ϴϳй ϭϯй

dŚĞ�ĚŝīĞƌĞŶƟĂƟŽŶ�ŚĂƐ�ĞƐƚĂďůŝƐŚĞĚ�ŝƚƐĞůĨ�ŝŶ�ƉƌĂĐƟĐĞ�ĂůŵŽƐƚ�ŝŶĚĞ-
pendently, since facility management is usually equated with facili-
ty services.

ϲϮй ϯϴй

dŚĞ�ƐĞƉĂƌĂƟŽŶ�ŝƐ�ŝŶƚĞŶƟŽŶĂů�ĂŶĚ�ĚĞůŝďĞƌĂƚĞ͕�ĂƐ��Z�D�ŝŶƚĞŐƌĂƚĞƐ�
ƐƚƌĂƚĞŐŝĐ�ŝƐƐƵĞƐ�ŽĨ�ƐƚƌĂƚĞŐǇ�ĚĞƌŝǀĂƟŽŶ�;ĂůŝŐŶŵĞŶƚͿ�ĂŶĚ�ĚĞƚĞƌŵŝŶĂ-
ƟŽŶ�ƚŽ�Ă�ŵƵĐŚ�ŐƌĞĂƚĞƌ�ĞǆƚĞŶƚ�ĂŶĚ�&D�ŝƐ�ƉƌŝŵĂƌŝůǇ�ĨŽĐƵƐĞĚ�ŽŶ�ƚŚĞ�
ŝŵƉůĞŵĞŶƚĂƟŽŶ�ŽĨ�ƚŚĞƐĞ�ƐƚƌĂƚĞŐŝĞƐ͘

ϯϳй ϲϯй

/Ŷ�ĞƐƐĞŶĐĞ͕��Z�D�ƌĞĨĞƌƐ�ƚŽ�ƚŚĞ�ĞŶƟƌĞ�ůŝĨĞ�ĐǇĐůĞ�ĂŶĚ�&D�ŝƐ�ĂĐƚƵĂůůǇ�
ĂŝŵĞĚ�Ăƚ�ƚŚĞ�ƉƌŽƉĞƌƚǇ�ŽƉĞƌĂƟŶŐ�ƉŚĂƐĞ͘

Ϯϰй ϳϲй

�Z�D�ƵƐƵĂůůǇ�ĂĚĚƌĞƐƐĞƐ�ƚŚĞ�ĐŽƌƉŽƌĂƚĞ�ĨƵŶĐƟŽŶ�ƚŚĂƚ�ŝƐ�ƌĞƐƉŽŶƐŝďůĞ�
for real estate on behalf of the company as a whole; FM, on the 
ŽƚŚĞƌ�ŚĂŶĚ͕�ŝƐ�ƚŚĞƌĞĨŽƌĞ�ŵŽƌĞ�ŽĨ�Ă�ůŽĐĂů�ĞǆƉƌĞƐƐŝŽŶ�;Ğ͘Ő͘�Ăƚ�ƚŚĞ�ůŽĐĂ-
ƟŽŶƐͿ�ĂĐĐŽƌĚŝŶŐ�ƚŽ��Z�D�ƐƉĞĐŝĮĐĂƟŽŶƐ͘

ϯϳй ϲϯй

WƌĞĚŽŵŝŶĂŶƚ�с�^Ƶŵ�ŽĨ�ƚŚĞ�ƉĂƌƟĐŝƉĂŶƚƐ͛�ĂŶƐǁĞƌƐ�ŽĨ�͞ŵŽƐƚůǇ�ĂŐƌĞĞ͟�ĂŶĚ�͞ĨƵůůǇ�ĂŐƌĞĞ͟�ǁŝƚŚ�E�с�ϴ

ZĞŐĂƌĚůĞƐƐ�ŽĨ�ƚŚĞ�ůŽǁĞƌ�ŶƵŵďĞƌ�ŽĨ�ƉĂƌƟĐŝƉĂŶƚƐ�ŝŶ�ƚŚĞ�ƐĞĐŽŶĚ��ĞůƉŚŝ�ƌŽƵŶĚ͕�Ă�ƌĞůĂƟǀĞůǇ�ĐůĞĂƌ�ƉŝĐƚƵƌĞ�
ĞŵĞƌŐĞƐ�Ͳ�Ăƚ� ůĞĂƐƚ�ƌĞŐĂƌĚŝŶŐ�ƚŽ�ƚŚĞ�ĮƌƐƚ�ƌŽƵŶĚ͘��ĐĐŽƌĚŝŶŐůǇ͕ �ƚŚĞ�ƉĂƌƟĐŝƉĂŶƚƐ� ŝŶ�ƚŚĞ�ƉƌĞĚŽŵŝŶĂŶƚ�ĂƌĞĂ�
;ϴϳйͿ�ƐĞĞ�Ă�ƐĞƉĂƌĂƟŽŶ�ŝŶ��Z�D�ĂŶĚ�ŝŶ�&D�Ͳ�ĂƐ�ƚǁŽ�ĚŝƐĐŝƉůŝŶĞƐ͕�ĂƐ�ŝƚ�ǁĞƌĞ�Ͳ�ĂƐ�Ă�ƚŚĞŽƌĞƟĐĂů�ĐŽŶƐƚƌƵĐƟŽŶ�
ƌĂƚŚĞƌ�ƚŚĂŶ�Ă�ƉƌĂĐƟĐĂů�ŽŶĞ͘�DŽƌĞŽǀĞƌ͕ �Ăƚ�ůĞĂƐƚ�ĂďŽƵƚ�ϲϮй�ĂůƐŽ�ƐĞĞŵ�ƚŽ�ĂŐƌĞĞ�ƚŚĂƚ�&ĂĐŝůŝƚǇ�DĂŶĂŐĞŵĞŶƚ�ŝƐ�
ŽŌĞŶ�ĞƋƵĂƚĞĚ�ǁŝƚŚ�ƚŚĞ�ƚĞƌŵ�ĨĂĐŝůŝƚǇ�ƐĞƌǀŝĐĞƐ�ŝŶ�ĐŽŵŵŽŶ�ƉĂƌůĂŶĐĞ͘�/Ŷ�ƚŚŝƐ�ĐŽŶƚĞǆƚ�Ͳ�Ăƚ�ůĞĂƐƚ�ƚŚĞ�ŝŶƚĞƌǀŝĞǁƐ�
ĂůƐŽ�ĐŽŶĚƵĐƚĞĚ�ŝŶ�Ă�ƉƌŽďůĞŵͲŽƌŝĞŶƚĞĚ�ŵĂŶŶĞƌ�ƐŚŽǁ�ƚŚŝƐ�Ͳ�ƚŚĞƌĞ�ƐĞĞŵƐ�ƚŽ�ďĞ�Ă�ĐŽŶŶĞĐƟŽŶ�ďĞƚǁĞĞŶ�ƚŚĞ�
ƚĞƌŵŝŶŽůŽŐǇ�;�Z�D�ĂŶĚ�&DͿ�ĂŶĚ�ƚŚĞ�ŽƌŐĂŶŝƐĂƟŽŶĂů�ŵĂƚƵƌŝƚǇ�ŽĨ�ĐŽƌƉŽƌĂƚĞ�ƌĞĂů�ĞƐƚĂƚĞ�ŵĂŶĂŐĞŵĞŶƚ͘�dŚĞ�
higher the degree of maturity, the more likely it is that CREM and FM is understood as an inseparable 
ƵŶŝƚ͘�dŚĞ�ůŽǁĞƌ�ƚŚĞ�ĚĞŐƌĞĞ�ŽĨ�ŵĂƚƵƌŝƚǇ�ŽĨ�ƚŚĞ�ŽƌŐĂŶŝǌĂƟŽŶ͕�ƚŚĞ�ŵŽƌĞ�ŝƚ�ďĞĐŽŵĞƐ�ĂƉƉĂƌĞŶƚ�ƚŚĂƚ�&D�ŽŌĞŶ�
ƚĂŬĞƐ�ŽŶ�Ă�ǀĞƌǇ�ŽƉĞƌĂƟŽŶĂů� ĨŽƌŵ� ŝŶ�ƚŚĞ�ĨŽƌŵ�ŽĨ� ĨĂĐŝůŝƚǇ�ƐĞƌǀŝĐĞƐ�ĂŶĚ�ƚŚĞ�ĐŽŽƌĚŝŶĂƟŽŶ�ĂŶĚ�ĐŽŶƚƌŽů�ŽĨ�
services.

dŚĞ�ƋƵĞƐƟŽŶ�ŽĨ�ůŝŶŐƵŝƐƟĐ�ƐĞƉĂƌĂƟŽŶ�ĂƉƉĞĂƌƐ�ƚŽ�ďĞ�ĨƵŶĚĂŵĞŶƚĂů�ĨŽƌ�ƚŚĞ�ĚĞƐŝŐŶ�ŽĨ�Ă�ŚŽůŝƐƟĐ�ƌĞŐƵůĂƚŽƌǇ�
ĨƌĂŵĞǁŽƌŬ�ŝŶ��ŽƌƉŽƌĂƚĞ�ZĞĂů��ƐƚĂƚĞ�DĂŶĂŐĞŵĞŶƚ͘�ZĞŐƵůĂƚŽƌǇ�ĨƌĂŵĞǁŽƌŬƐ�;�ĞĐŬĞƌ�Θ�DĞŝƐĞ͕�ϮϬϭϮͿ�ĐƌĞĂƚĞ�
Ă�ƉƌŽĐĞƐƐͲƌĞůĂƚĞĚ�ŝŵĂŐĞ�ŽĨ�ƌĞĂůŝƚǇ�ĂŶĚ�ĂƌƌĂŶŐĞ�ƚŚĞ�ƉƌŽĐĞƐƐĞƐ�ŝŶ�Ă�ƐƉĞĐŝĮĐ�ƐƚƌƵĐƚƵƌĞ�;Ğ͘Ő͘�ŵĂŶĂŐĞŵĞŶƚ͕�
ĐŽƌĞ�ĂŶĚ�ƐƵƉƉŽƌƚ�ƉƌŽĐĞƐƐĞƐͿ͘�&Žƌ�ƚŚĞ�ƋƵĞƐƟŽŶ�ŽĨ�ƚŚĞ�ĐŽŵƉůĞƚĞŶĞƐƐ�ŽĨ�ƚŚĞ�ƉƌŽĐĞĚƵƌĂů�ƌĞƉƌĞƐĞŶƚĂƟŽŶ�
ŽĨ�ƌĞĂůŝƚǇ�;ŝŶ�ƌĞůĂƟŽŶ�ƚŽ�ZĞĂů��ƐƚĂƚĞ�DĂŶĂŐĞŵĞŶƚͿ͕�ƚŚĞ�ĚĞĮŶŝƟŽŶ�ŽĨ�ƚŚĞ�ƚĞƌŵƐ�ƵƐĞĚ�ŝŶ�ƚŚŝƐ�ĐĂƐĞ�ĂƉƉĞĂƌƐ�
ĚĞĐŝƐŝǀĞ͘� /Ŷ� ƚŚŝƐ� ƌĞƐƉĞĐƚ͕�'>�dd��ƉƌŽƉŽƐĞƐ�Ă�ƐĞƉĂƌĂƟŽŶ�ŽĨ� ƚŚĞ��Z�D� ŝŶƚŽ�Ă�ŶĂƌƌŽǁĞƌ�ĂŶĚ�Ă�ďƌŽĂĚĞƌ�
ŝŶƚĞƌƉƌĞƚĂƟŽŶ�ŽĨ�ƚŚĞ�ƚĞƌŵ͘�&ƌŽŵ�ƚŚŝƐ�ƉĞƌƐƉĞĐƟǀĞ͕�ƉŽƌƞŽůŝŽ͕�ĂƐƐĞƚ�ĂŶĚ�ƉƌŽƉĞƌƚǇ�ŵĂŶĂŐĞŵĞŶƚ�ŝƐ�ƚŽ�ďĞ�
ĂƐƐŝŐŶĞĚ�ƚŽ�ƚŚĞ�ŶĂƌƌŽǁ��Z�D�ĐŽŶĐĞƉƚ�;ƐƚƌĂƚĞŐŝĐ�ĂŶĚ�ƚĂĐƟĐĂů�ƉĞƌƐƉĞĐƟǀĞͿ�ĂŶĚ�ŝŶ�Ă�ďƌŽĂĚ�ŝŶƚĞƌƉƌĞƚĂƟŽŶ�
ŽĨ�ƚŚĞ�ƚĞƌŵ��Z�D�ĂůƐŽ�ŝŶĐůƵĚĞƐ�ƚŚĞ�ĂĐƟǀŝƟĞƐ�ŽĨ�ďƵŝůĚŝŶŐ�ŵĂŶĂŐĞŵĞŶƚ�ĂŶĚ�ĨĂĐŝůŝƚǇ�ƐĞƌǀŝĐĞƐ�;ŽƉĞƌĂƟŽŶĂůͿ�
ĂƐ�ƐƵĐŚ�;'ůĂƩĞ͕�ϮϬϭϰ͕�Ɖ͘�ϲͿ͘�&ƌŽŵ�ƚŚŝƐ�ƉĞƌƐƉĞĐƟǀĞ͕�ĨĂĐŝůŝƚǇ�ŵĂŶĂŐĞŵĞŶƚ�ĐŽŵƉƌŝƐĞƐ�Ăůů�ƉƌŽĐĞƐƐĞƐ�ŽĨ�ĂƐƐĞƚ͕�
ƉƌŽƉĞƌƚǇ�ĂŶĚ�ďƵŝůĚŝŶŐ�ŵĂŶĂŐĞŵĞŶƚ͕�ŝŶĐůƵĚŝŶŐ�ĨĂĐŝůŝƚǇ�ƐĞƌǀŝĐĞƐ͘�dŚĞ�ŵĂŝŶ�ĚŝīĞƌĞŶƟĂƟŶŐ�ĨĞĂƚƵƌĞ�ďĞƚǁĞĞŶ�
�Z�D�ĂŶĚ�&D�ŝƐ� ƚŚĞ�ĐŽŶƐŝĚĞƌĂƟŽŶ�ĂŶĚ� ŝŶĐůƵƐŝŽŶ�ŽĨ�ƉŽƌƞŽůŝŽ�ŵĂŶĂŐĞŵĞŶƚ�ƉƌŽĐĞƐƐĞƐ͕�ǁŚŝĐŚ�ĂƌĞ�ŶŽƚ�
ĂĚĚƌĞƐƐĞĚ�ďǇ�ƚŚĞ�ŵŽƌĞ�ŽďũĞĐƚͲŽƌŝĞŶƚĞĚ�ĨĂĐŝůŝƚǇ�ŵĂŶĂŐĞŵĞŶƚ͘� /ƚ�ƐĞĞŵƐ� ůĞƐƐ�ƉůĂƵƐŝďůĞ� ŝŶ�ƚŚĞ�ĨƵƚƵƌĞ�ƚŽ�
ƐƉĞĂŬ�ŽĨ�Ă�ƐĞƉĂƌĂƟŽŶ�ŽĨ�ƚŚĞ�ĂƌĞĂƐ͕�ďƵƚ�ƌĂƚŚĞƌ�ŽĨ�ĂŶ�ĂĚĚŝƟŽŶ�ǁŝƚŚ�ƚŚĞ�Ăŝŵ�ŽĨ�ĐŽŽƌĚŝŶĂƟŶŐ�ĂŶĚ�ĨƵůĮůůŝŶŐ�
Ăůů� ƉƌŽĐĞƐƐĞƐ� ŝŶ� ƚŚĞ� ůŝĨĞ� ĐǇĐůĞ� ĂƌŽƵŶĚ� ƚŚĞ� ƌĞƐŽƵƌĐĞ� ͞ƌĞĂů� ĞƐƚĂƚĞ͟� ŝŶ�ŽƌĚĞƌ� ƚŽ�ŵĞĞƚ� ƚŚĞ� ĐŽƌĞ�ďƵƐŝŶĞƐƐ�
requirements.
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/Ŷ� ǀŝĞǁ� ŽĨ� ƚŚĞ� ĞǆŝƐƟŶŐ� ĚĞĮŶŝƟŽŶƐ�Ͳ� ĞƐƉĞĐŝĂůůǇ� ƚŚŽƐĞ� ŽĨ� d�/�,D�EE� ;dĞŝĐŚŵĂŶŶ͕� ϮϬϬϵ͕� ƉƉ͘� ϱϳͿ� ĂŶĚ�
<	DW&Ͳ��ZE�;<ćŵƉĨͲ�ĞƌŶ͕�ϮϬϬϵͿ�Ͳ�ĂŶĚ�ǁŝƚŚ�ƌĞĨĞƌĞŶĐĞ�ƚŽ�ƚŚĞ�ĂǀĂŝůĂďůĞ�ƐƚƵĚŝĞƐ�ĨƌŽŵ�ƚŚĞ��ĞůƉŚŝ�^ƚƵĚǇ͕ �
the following terminology would be appropriate.

dĂďůĞ�ϱ��ĞĮŶŝƟŽŶĂů�ĐŽŵďŝŶĂƟŽŶ�ďĞƚǁĞĞŶ��Z�D�ĂŶĚ�&D͘

�ĞĮŶŝƟŽŶ
CREM WŽƌƞŽůŝŽ�DĂŶĂŐĞŵĞŶƚ WŽƌƞŽůŝŽ�DĂŶĂŐĞŵĞŶƚ�;WŽDͿ�ŝƐ�ƚŚĞ�ƐƚƌĂƚĞŐŝĐ�ŵĂŶĂŐĞ-

ŵĞŶƚ�ŽĨ�ƉŽŽůĞĚ�ƌĞĂů�ĞƐƚĂƚĞ�ŚŽůĚŝŶŐƐ�;ƉŽƌƞŽůŝŽƐͿ�ŐĞĂƌĞĚ�
ƚŽǁĂƌĚƐ�ĂĐŚŝĞǀŝŶŐ�ĐŽƌĞ�ďƵƐŝŶĞƐƐ�ŽďũĞĐƟǀĞƐ͕�ǁŚĞƌĞ�ƚŚĞ�
ŵƵƚƵĂů�ŝŶŇƵĞŶĐĞ�ŽĨ�ƚŚĞ�ĂƐƐĞƚƐ�ĂŶĚ�ƚŚƵƐ�ƚŚĞ�ĐŽŵƉŽƐŝƟŽŶ�
of the real estate holdings has an impact on the achieve-
ŵĞŶƚ�ŽĨ�ƚŚĞ�ŽǀĞƌĂůů�ŽďũĞĐƟǀĞƐ

Facility Man-
agement

Asset Man-
agement

�ƐƐĞƚ�ŵĂŶĂŐĞŵĞŶƚ�;�DͿ�ŝƐ�ƚŚĞ�ƐƚƌĂƚĞŐŝĐ�ƉƌŽƉĞƌƚǇ�ŵĂŶ-
ĂŐĞŵĞŶƚ�ŽĨ�Ă�ƉƌŽƉĞƌƚǇ�ƉŽƌƞŽůŝŽ�ŝŶ�ƚŚĞ�ŝŶƚĞƌĞƐƚ�ŽĨ�ƚŚĞ�ŝŶ-
vestor or user during the management phase and at the 
ŝŶƚĞƌĨĂĐĞƐ�ƚŽ�ƚŚĞ�ĐŽŶĐĞƉƟŽŶͬƉƌŽĐƵƌĞŵĞŶƚ�ĂŶĚ�ĞǆƉůŽŝƚĂ-
ƟŽŶ�ƉŚĂƐĞ

Property 
Management

WƌŽƉĞƌƚǇ�DĂŶĂŐĞŵĞŶƚ�;WDͿ�ŝƐ�ƚŚĞ�ŝŶǀĞƐƚŵĞŶƚͲŽƌŝĞŶƚĞĚ͕�
ŽƉĞƌĂƟǀĞ�ŵĂŶĂŐĞŵĞŶƚ�ŽĨ�ƌĞĂů�ĞƐƚĂƚĞ�ƉƌŽƉĞƌƟĞƐ�ĚƵƌŝŶŐ�
the management phase and at the interfaces to the con-
ĐĞƉƟŽŶͬƉƌŽĐƵƌĞŵĞŶƚ�ĂŶĚ�ĞǆƉůŽŝƚĂƟŽŶ�ƉŚĂƐĞ

Building man-
agement

�ƵŝůĚŝŶŐ�ŵĂŶĂŐĞŵĞŶƚ�ŝƐ�ƵƐĞͲŽƌŝĞŶƚĞĚ͕�ŽƉĞƌĂƟǀĞ�ŵĂŶĂŐĞ-
ment of real estate-related processes in the interest of 
the user or for the purposeful securing of the use under 
ĐŽŶƐŝĚĞƌĂƟŽŶ͕�ĂŶĂůǇƐŝƐ�ĂŶĚ�ŽƉƟŵŝǌĂƟŽŶ�ŽĨ�Ăůů�ĐŽƐƚͲƌĞůĞ-
vant processes around a building, another structural ob-
ũĞĐƚ�Žƌ�Ă�ƐĞƌǀŝĐĞ�ƉƌŽǀŝĚĞĚ�ŝŶ�ƚŚĞ�ĐŽŵƉĂŶǇ͕ �ǁŚŝĐŚ�ĚŽĞƐ�ŶŽƚ�
belong to the core business

Real Estate 
Services

Real Estate Services are a bundle of property-related 
ƐĞƌǀŝĐĞƐ�ŝŶ�ƚŚĞ�ůŝĨĞ�ĐǇĐůĞ�ĂĐĐŽƌĚŝŶŐ�ƚŽ�ƚŚĞ�ƐƉĞĐŝĮĐĂƟŽŶƐ�ŽĨ�
the corresponding management level

�/^�h^^/KE��E�ͬKZ��KE�>h^/KE^
dŚĞ� ƌĞƐƵůƚƐ� ƵůƟŵĂƚĞůǇ� ůĞĂĚ� ƚŽ� ƚŚĞ� ĐŽƌĞ� ŽĨ� ƚŚĞ� ĚŝƐĐƵƐƐŝŽŶ� ƌĞŐĂƌĚŝŶŐ� ƚŚĞ� ƐŝŵŝůĂƌŝƟĞƐ� ĂŶĚ� ĚŝīĞƌĞŶĐĞƐ͘�
/ƚ�ĐŽƵůĚ�ďĞ�ƐŚŽǁŶ�Ăƚ�ƚŚŝƐ�ƉŽŝŶƚ�ƚŚĂƚ�ŵĂŶǇ�ƚĞƌŵƐ�ĂŶĚ�ĐŽƌĞ�ĞůĞŵĞŶƚƐ�ĐĂŶ�ďĞ� ŝŶ�ďŽƚŚ�͞ĚŝƐĐŝƉůŝŶĞƐ͟�ĂŶĚ�
ƚŚĂƚ�Ă�ƉƵƌĞůǇ�ƐĐŚĞŵĂƟĐ�ƐĞƉĂƌĂƟŽŶ�Žƌ�ĞƋƵĂƟŽŶ�ŽĨ�ƚŚĞ�ƚĞƌŵ�&ĂĐŝůŝƚǇ�DĂŶĂŐĞŵĞŶƚ�ǁŝƚŚ�ƚŚĂƚ�ŽĨ�&ĂĐŝůŝƚǇ�
Services would have been far too short. Furthermore, it could be shown - and this is in line with the basic 
ĞǆƉĞĐƚĂƟŽŶƐ�ŽĨ��Z�D�Ͳ�ƚŚĂƚ�ŵŽƌĞ�ƐƚƌĂƚĞŐŝĐ�ĂŶĚ�ƚĂĐƟĐĂů�ĐŽŵƉŽŶĞŶƚƐ�ĂŶĚ�ĞůĞŵĞŶƚƐ�ĂƌĞ�ĂƩƌŝďƵƚĞĚ�ƚŽ�ƚŚŝƐ�
ƚĞƌŵ͘�&D͕�ŽŶ�ƚŚĞ�ŽƚŚĞƌ�ŚĂŶĚ͕� ŝƐ�ŽŌĞŶ�ĐŽŶƐŝĚĞƌĞĚ�ƚŽ�ŚĂǀĞ�Ă�ƐƚƌŽŶŐ�ĨŽĐƵƐ�ŽŶ�ƚĂĐƟĐĂů�ĂŶĚ�ŽƉĞƌĂƟŽŶĂů�
ŝƐƐƵĞƐ͘�/ƌƌĞƐƉĞĐƟǀĞ�ŽĨ�ƚŚŝƐ͕�ŝƚ�ŝƐ�ĐůĞĂƌ�ƚŚĂƚ�ƚŚĞ�ƚĞƌŵƐ�ŵƵƐƚ�ŶŽƚ�ďĞ�ĚĞƐĐƌŝďĞĚ�ĂƐ�ƚǁŽ�ĚŝƐĐŝƉůŝŶĞƐ�ƚŚĂƚ�ĂƌĞ�ƚŽ�
ďĞ�ƌĞŐĂƌĚĞĚ�ƐĞƉĂƌĂƚĞůǇ�ĨƌŽŵ�ĞĂĐŚ�ŽƚŚĞƌ͖�ƌĂƚŚĞƌ�Ͳ�ĂŶĚ�ŚĞƌĞ�ĞƐƉĞĐŝĂůůǇ�ǁŝƚŚ�ƌĞĨĞƌĞŶĐĞ�ƚŽ�ƚŚĞ�ŽƌŐĂŶŝǌĂƟŽŶĂů�
maturity and professionalism of a property management system - these terms and associated processes 
ŵƵƐƚ�ďĞ�ŵĂƉƉĞĚ�ŝŶ�Ă�ƵŶŝĨŽƌŵ�ƉƌŽĐĞƐƐ�ƌĞŐƵůĂƟŽŶ�ĨƌĂŵĞǁŽƌŬ͘�dŚŝƐ�ǁŝůů�ƚŚĞŶ�ƉƌŽǀŝĚĞ�ƚŚĞ�ŽƉƉŽƌƚƵŶŝƚǇ�ĨŽƌ�
Ă�ŚŽůŝƐƟĐ�ƉĞƌƐƉĞĐƟǀĞ�ĂŶĚ�ŽƉƟŵŝǌĂƟŽŶ�ŽĨ�ƚŚĞ�ƉƌŽĐĞƐƐĞƐ�ƐƵƌƌŽƵŶĚŝŶŐ�ƚŚĞ�ƌĞƐŽƵƌĐĞ�͞ƌĞĂů�ĞƐƚĂƚĞ͘͟ �/Ŷ�ƚŚĞ�
ǁŽƌĚ�ŽĨ�s�E���Z�sKKZ�d�͞�ƵĞ�ƚŽ�ƚŚĞ�ŵĂŶǇ�ƐŝŵŝůĂƌŝƟĞƐ�ŝŶ�&D�ĂŶĚ��Z�D͕�ŝƚ�ŵĂǇ�ďĞ�ĞǆƉĞĐƚĞĚ�ƚŚĂƚ�ƚŚĞ�
ĚŝƐƟŶĐƟŽŶ�ďĞƚǁĞĞŶ�&D�ĂŶĚ��Z�D�ŵĂǇ�ĨĂĚĞ�ŝŶ�ƚŚĞ�ĨƵƚƵƌĞ͕�ĂŶĚ�&Dͬ�Z�D�ŵĂǇ�ĐŽŶǀĞƌŐĞ�ŝŶƚŽ�Ă�ƵŶŝƚĞĚ�
ĚŝƐĐŝƉůŝŶĞ�ƚŚĂƚ�ǁŝůů�ŝŶĐƌĞĂƐŝŶŐůǇ�ďĞ�ŝŶƚĞŐƌĂƚĞĚ�ǁŝƚŚ�/d͕ �,Z�ĂŶĚ�ĮŶĂŶĐĞ�ŝŶ�ƐŚĂƌĞĚ�ƐĞƌǀŝĐĞ�ĐĞŶƚƌĞƐ�ƚŽ�ƐƵƉƉŽƌƚ�
ŇĞǆŝďůĞ�ǁŽƌŬŝŶŐ�ĂŶĚ�ĂƩƌĂĐƚ�ƚŚĞ�ŵŽƐƚ�ƋƵĂůŝĮĞĚ�ĂŵŽŶŐ�ĂŶ�ŝŶĐƌĞĂƐŝŶŐ�ĐƵůƚƵƌĂů�ŵŝǆĞĚ�ǁŽƌŬĨŽƌĐĞ͟�;sĂŶ�ĚĞƌ�
sŽŽƌĚƚ͕�ϮϬϭϳͿ͘

��<EKt>��'�D�Ed
dŚĞ��ĞůƉŚŝ�^ƚƵĚǇ�ǁĂƐ�ĐĂƌƌŝĞĚ�ŽƵƚ�ǁŝƚŚ�ƚŚĞ�ƐƵƉƉŽƌƚ�ŽĨ�ZĞĂů&D�Ğ͘s͘ �ŝŶ�ǁŝŶƚĞƌ�ƐĞŵĞƐƚĞƌ�ϭϵͬϮϬ͘�
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Z�&�Z�E��^
�ĞĐŬĞƌ͕ �:͕͘�Θ�DĞŝƐĞ͕�s͘ �;ϮϬϭϮͿ͘�^ƚƌĂƚĞŐŝĞ�ƵŶĚ�KƌĚŶƵŶŐƐƌĂŚŵĞŶ͘�/Ŷ�:͘��ĞĐŬĞƌ͕ �D͘�<ƵŐĞůĞƌ͕ �Θ�D͘�ZŽƐĞŵĂŶŶ�

;�ĚƐ͘Ϳ͕�WƌŽǌĞƐƐŵĂŶĂŐĞŵĞŶƚ�Ͳ��ŝŶ�>ĞŝƞĂĚĞŶ�ǌƵƌ�ƉƌŽǌĞƐƐŽƌŝĞŶƟĞƌƚĞŶ�KƌŐĂŶŝƐĂƟŽŶƐŐĞƐƚĂůƚƵŶŐ�;sŽů͘�
^ŝĞďƚĞ͕�ŬŽƌƌŝŐŝĞƌƚĞ�ƵŶĚ�ĞƌǁĞŝƚĞƌƚĞ��ƵŇĂŐĞ�ƉƉ͘�^͘�ϭϭϮͲϭϲϯͿ͘��ĞƌůŝŶ͕�,ĞŝĚĞůďĞƌŐ͗�^ƉƌŝŶŐĞƌ'ĂďůĞƌ͘

'ĞŝƐƚ͕�D͘�Z͘� ;ϮϬϭϬͿ͘�hƐŝŶŐ� ƚŚĞ��ĞůƉŚŝ�ŵĞƚŚŽĚ� ƚŽ�ĞŶŐĂŐĞ�ƐƚĂŬĞŚŽůĚĞƌƐ͗�Ă�ĐŽŵƉĂƌŝƐŽŶ�ŽĨ� ƚǁŽ�ƐƚƵĚŝĞƐ͘�
�ǀĂůƵĂƟŽŶ�ĂŶĚ�WƌŽŐƌĂŵ�WůĂŶŶŝŶŐ͘�sŽůƵŵĞ�ϯϯ͕�/ƐƐƵĞ�Ϯ�;�ǀĂůƵĂƟŽŶ�ĂŶĚ�WƌŽŐƌĂŵ�WůĂŶŶŝŶŐͿ, pp. 
ϭϰϳͲϭϱϰ͘�

'ůĂƩĞ͕�d͘ �;ϮϬϭϰͿ͘��ŶƚǁŝĐŬůƵŶŐ�ďĞƚƌŝĞďůŝĐŚĞƌ�/ŵŵŽďŝůŝĞŶ�Ͳ��ĞƐĐŚĂīƵŶŐ�ƵŶĚ�sĞƌǁĞƌƚƵŶŐ�ǀŽŶ�/ŵŵŽďŝůŝĞŶ�ŝŵ�
�ŽƌƉŽƌĂƚĞ�ZĞĂů��ƐƚĂƚĞ�DĂŶĂŐĞŵĞŶƚ͘�tŝĞƐďĂĚĞŶ͗�^ƉƌŝŶŐĞƌ�&ĂĐŚŵĞĚŝĞŶ�tŝĞƐďĂĚĞŶ�ϮϬϭϰ͘

,ĂƌƚŵĂŶŶ͕�^͘� ;ϮϬϭϭͿ͘�<ŽŽƌĚŝŶĂƟŽŶ�ĚĞƐ��ŽƌƉŽƌĂƚĞ�ZĞĂů��ƐƚĂƚĞ�DĂŶĂŐĞŵĞŶƚ͗�<ŽŶƚĞǆƚ� Ͳ�<ŽŽƌĚŝŶĂƟŽŶ� Ͳ�
Erfolg�;sŽů͘�ϬϵͿ͘�<ƂůŶ͗�/ŵŵŽďŝůŝĞŶ�DĂŶĂŐĞƌ�sĞƌůĂŐ�;/DsͿ͕�ǌƵŐů͘��ŝƐƐĞƌƚĂƟŽŶ��ĂƌŵƐƚĂĚƚ͕�dĞĐŚŶ͘�
hŶŝǀ͘ ͕��ŝƐƐ͕͘�ϮϬϭϭ͘

,ĂǇŶĞƐ͕��͘�;ϮϬϭϮͿ͕�͞�ŽƌƉŽƌĂƚĞ�ƌĞĂů�ĞƐƚĂƚĞ�ĂƐƐĞƚ�ŵĂŶĂŐĞŵĞŶƚ͗�ĂůŝŐŶĞĚ�ǀŝƐŝŽŶ͕͟ �:ŽƵƌŶĂů�ŽĨ��ŽƌƉŽƌĂƚĞ�ZĞĂů�
Estate, Vol. 14 No. 4͕�ƉƉ͘�ϮϰϰͲϮϱϰ͘

,ĞǇǁĂƌĚ͕��͘�;ϮϬϭϭͿ͕� �͞ƉƉƌŽĂĐŚĞƐ�ƚŽ�ĂůŝŐŶŝŶŐ�ĐŽƌƉŽƌĂƚĞ�ƌĞĂů�ĞƐƚĂƚĞ�ĂŶĚ�ŽƌŐĂŶŝƐĂƟŽŶĂů�ƐƚƌĂƚĞŐǇ͕͟ �ƉĂƉĞƌ�
ƉƌĞƐĞŶƚĞĚ� Ăƚ� �ƵƌŽƉĞĂŶ�ZĞĂů� �ƐƚĂƚĞ� ^ŽĐŝĞƚǇ� ;�Z�^Ϳ� �ŽŶĨĞƌĞŶĐĞ͕� �ƵƌŽƉĞĂŶ�ZĞĂů�ƐƚĂƚĞ� ^ŽĐŝĞƚǇ͕ �
Endhoven, June.

/ŶƚĞƌŶĂƟŽŶĂů� KƌŐĂŶŝǌĂƟŽŶ� ĨŽƌ� ^ƚĂŶĚĂƌĚŝǌĂƟŽŶ� ;/^KͿ͕� ;ϮϬϭϳͿ͘� /^K� ϰϭϬϭϭ͗ϮϬϭϳ� &ĂĐŝůŝƚǇ�ŵĂŶĂŐĞŵĞŶƚ� Ͳ�
Vocabulary.

<ćŵƉĨͲ�ĞƌŶ͕� �͘� ;ϮϬϬϵͿ͘� /ŵŵŽďŝůŝĞŶǁŝƌƚƐĐŚĂŌůŝĐŚĞ� DĂŶĂŐĞŵĞŶƚĞďĞŶĞŶ� ƵŶĚ� ͲĂƵĨŐĂďĞŶ͘� �ĞĮŶŝƟŽŶƐͲ�
ƵŶĚ�>ĞŝƐƚƵŶŐƐŬĂƚĂůŽŐ�ĚĞƐ�/ŵŵŽďŝůŝĞŶŵĂŶĂŐĞŵĞŶƚƐ�;sŽů͘��ĂŶĚ�Eƌ͘ �ϭϱͿ͘��ĂƌŵƐƚĂĚƚ͗�/ŶƐƟƚƵƚ�Ĩƺƌ�
�ĞƚƌŝĞďƐǁŝƌƚƐĐŚĂŌƐůĞŚƌĞ�&ĂĐŚŐĞďŝĞƚ�/ŵŵŽďŝůŝĞŶǁŝƌƚƐĐŚĂŌ�ƵŶĚ��ĂƵďĞƚƌŝĞďƐǁŝƌƚƐĐŚĂŌƐůĞŚƌĞ͘

<ćŵƉĨͲ�ĞƌŶ͕��͕͘�Θ�WĨŶƺƌ͕ ��͘�;ϮϬϭϰͿ͘��ĞƐƚ�ƉƌĂĐƟĐĞ͕�ďĞƐƚ�ŵŽĚĞů͕�ďĞƐƚ�Įƚ͘�:ŽƵƌŶĂů�ŽĨ��ŽƌƉŽƌĂƚĞ�ZĞĂů��ƐƚĂƚĞ͕�
Vol. 16 Iss 2, pp. 97 - 125. 

>ŝŶƐƚŽŶĞ͕�,͘��͕͘�Θ�dƵƌŽī͕�D͘�;ϭϵϳϱͿ͘�dŚĞ��ĞůƉŚŝ�DĞƚŚŽĚ�dĞĐŚŶŝƋƵĞƐ�ĂŶĚ��ƉƉůŝĐĂƟŽŶƐ. Reading, Mass. 
΀Ƶ͘Ă͘΁͗��ĚĚŝƐŽŶͲtĞƐůĞǇ͘

DĐ�ŽŶĂŐŚ͕� :͘� ĂŶĚ�EŝĐŚŽůƐ͕� '͘� ;ϮϬϬϵͿ͕� ͞�ƵƐŝŶĞƐƐ� ƐƚƌĂƚĞŐǇ� ĂŶĚ� ƉƌŽƉĞƌƚǇ� ƐƚƌĂƚĞŐǇ� ʹ� ŚŽǁ� ƐƚƌŽŶŐ� ŝƐ� ƚŚĞ�
ůŝŶŬĂŐĞ͍͕͟ �:ŽƵƌŶĂů�ŽĨ��ŽƌƉŽƌĂƚĞ�ZĞĂů��ƐƚĂƚĞ͕�sŽů͘�ϭϭ�EŽ͘�ϰ, pp. 213-228.

K͛ŵĂƌĂ͕�D͘�͘�;ϭϵϵϵͿ͕�̂ ƚƌĂƚĞŐǇ�ĂŶĚ�WůĂĐĞ͗�DĂŶĂŐŝŶŐ��ŽƌƉŽƌĂƚĞ�ZĞĂů��ƐĂƚĂƚĞ�ĂŶĚ�&ĂĐŝůŝƚĞƐ�ĨŽƌ��ŽŵƉĞƚĂƟǀĞ�
Advantage, The Free Press, New York, NY.

ZŽƵůĂĐ͕�^͘� ;ϮϬϬϭͿ͕�͞�ŽƌƉŽƌĂƚĞ�ƉƌŽƉĞƌƚǇ�ƐƚƌĂƚĞŐǇ� ŝƐ� ŝŶƚĞŐƌĂů�ƚŽ�ĐŽƌƉŽƌĂƚĞ�ďƵƐŝŶĞƐƐ�ƐƚƌĂƚĞŐǇ͕͟ �Journal of 
ZĞĂů��ƐƚĂƚĞ�ZĞƐĞĂƌĐŚ͕�sŽů͘�ϮϮ�EŽƐ�ϭͬϮ, pp. 129-151.

EŽƵƌƐĞ͕�,͘K͘�ĂŶĚ�ZŽƵůĂĐ͕�^͘�͘�;ϭϵϵϯͿ͕�͞>ŝŶŬŝŶŐ�ƌĞĂů�ĞƐƚĂƚĞ�ĚĞĐŝƐŝŽŶ�ƚŽ�ĐŽƌƉŽƌĂƚĞ�ƐƚƌĂƚĞŐǇ͕͟ �:ŽƵƌŶĂů�ŽĨ�ZĞĂů�
�ƐƚĂƚĞ�ZĞƐĞĂƌĐŚ͕�sŽů͘�ϴ�EŽ͘�ϰ͕�ƉƉ͘�ϰϳϱͲϰϵϰ͘

WĨŶƺƌ͕ � �͘� ;ϮϬϭϭͿ͘� DŽĚĞƌŶĞƐ� /ŵŵŽďŝůŝĞŶŵĂŶĂŐĞŵĞŶƚ� Ͳ� /ŵŵŽďŝůŝĞŶŝŶǀĞƐƚŵĞŶƚ͕� /ŵŵŽďŝůŝĞŶŶƵƚǌƵŶŐ͕�
/ŵŵŽďŝůŝĞŶĞŶƚǁŝĐŬůƵŶŐ� ƵŶĚ� ͲďĞƚƌŝĞď� ;sŽů͘� �ƌŝƩĞ͕� ǀŽůůƐƚćŶĚŝŐ� ƺďĞƌĂƌďĞŝƚĞƚĞ� ƵŶĚ� ĂŬƚƵĂůŝƐŝĞƌƚĞ�
�ƵŇĂŐĞͿ͘�,ĞŝĚĞůďĞƌŐ͕��ŽƌĚƌĞĐŚƚ͕�>ŽŶĚŽŶ͕�EĞǁ�zŽƌŬ͗�^ƉƌŝŶŐĞƌ͘

�ƉƉĞůͲDĞƵůĞŶďƌŽĞŬ͕�Z͕͘��ƌŽǁŶ͕�D͘'͘�ĂŶĚ�ZĂŵĂŬĞƌƐ͕� z͘ �;ϮϬϭϬͿ͕�͞^ƚƌĂƚĞŐŝĐ�ĂůŝŐŶŵĞŶƚ�ŽĨ�ĐŽƌƉŽƌĂƚĞ�ƌĞĂů�
ĞƐƚĂƚĞ͕͟ �ƉĂƉĞƌ�ƉƌĞƐĞŶƚĞĚ�Ăƚ��ƵƌŽƉĞĂŶ�ZĞĂů��ƐƚĂƚĞ�^ŽĐŝĞƚǇ� ;�Z�^Ϳ��ŽŶĨĞƌĞŶĐĞ͕��ƵƌŽƉĞĂŶ�ZĞĂů�
Estate Society, Milan, June.

^ĐŚĞīĞƌ͕ �:͘:͘>͕͘�^ŝŶŐĞƌ͕ ��͘W͘ �ĂŶĚ�sĂŶ�DĞĞƌǁŝũŬ͕�D͘�͘�͘�;ϮϬϬϲͿ͕�͞�ŶŚĂŶĐŝŶŐ�ƚŚĞ�ĐŽŶƚƌŝďƵƟŽŶ�ŽĨ�ĐŽƌƉŽƌĂƚĞ�
ƌĞĂů�ĞƐƚĂƚĞ�ƚŽ�ĐŽƌƉŽƌĂƚĞ�ƐƚƌĂƚĞŐǇ͕͟ �:ŽƵƌŶĂů�ŽĨ��ŽƌƉŽƌĂƚĞ�ZĞĂů��ƐƚĂƚĞ, Vol. 8 No. 4, pp. 188-197.

^ŝŶŐĞƌ͕ ��͘W͘ ͕��ŽƐƐŝŶŬ͕��͘�͘'͘�ĂŶĚ�WƵƩĞ͕�,͘:͘D͘�;ϮϬϬϳͿ͕�͞�ŽƌƉŽƌĂƚĞ�ƌĞĂů�ĞƐƚĂƚĞ�ĂŶĚ�ĐŽŵƉĞƟƟǀĞ�ƐƚƌĂƚĞŐǇ͕͟ �
:ŽƵƌŶĂů�ŽĨ��ŽƌƉŽƌĂƚĞ�ZĞĂů��ƐƚĂƚĞ͕�sŽů͘�ϵ�EŽ͘�ϭ͕�ƉƉ͘�ϮϱͲϯϴ͘

ZĞĚůĞŝŶ͕��ůĞǆĂŶĚĞƌ� ;ϮϬϮϬͿ͗�DŽĚĞƌŶ�&ĂĐŝůŝƚǇ�ĂŶĚ�tŽƌŬƉůĂĐĞ�DĂŶĂŐĞŵĞŶƚ͘�WƌŽĐĞƐƐĞƐ͕� /ŵƉůĞŵĞŶƚĂƟŽŶ�
ĂŶĚ��ŝŐŝƚĂůŝƐĂƟŽŶ͘�ϭƐƚ�ĞĚ͘�ϮϬϮϬ�;�ůĂƐƐƌŽŽŵ��ŽŵƉĂŶŝŽŶ͗��ƵƐŝŶĞƐƐͿ͘

dĞŝĐŚŵĂŶŶ͕� ^͘� �͘� ;ϮϬϬϵͿ͘� /ŶƚĞŐƌŝĞƌƚĞƐ� &ĂĐŝůŝƟĞƐͲDĂŶĂŐĞŵĞŶƚ� ŝŶ� �ƵƌŽƉĂ� ͗� ƚŚĞŽƌĞƟƐĐŚĞ� <ŽŶǌĞƉƟŽŶ͕�
ĞŵƉŝƌŝƐĐŚĞ� hŶƚĞƌƐƵĐŚƵŶŐ� ƵŶĚ� DĂƌŬƚĂŶĂůǇƐĞ� ǌƵƌ� 'ĞƐƚĂůƚƵŶŐ� ƵŶĚ� ^ƚĞƵĞƌƵŶŐ� ǀŽŶ�
tĞƌƚƐĐŚƂƉĨƵŶŐƐƉĂƌƚŶĞƌƐĐŚĂŌĞŶ�ŝŵ�ŝŶƚĞƌŶĂƟŽŶĂůĞŶ�<ŽŶƚĞǆƚ͘�<ƂůŶ͗�/ŵŵŽďŝůŝĞŶ�DĂŶĂŐĞƌ�sĞƌůĂŐ�
/Ds͕��ƵŐů͗͘�ZĞŐĞŶƐďƵƌŐ͕�hŶŝǀ͘ ͕��ŝƐƐ͕͘�ϮϬϬϵ�

sĂŶ�ĚĞƌ�sŽŽƌĚƚ͕�d͘ �;ϮϬϭϳͿ͘�&ĂĐŝůŝƟĞƐ�ŵĂŶĂŐĞŵĞŶƚ�ĂŶĚ�ĐŽƌƉŽƌĂƚĞ�ƌĞĂů�ĞƐƚĂƚĞ�ŵĂŶĂŐĞŵĞŶƚ͗�&Dͬ�Z�D�Žƌ�
FREM? :ŽƵƌŶĂů�ŽĨ�&ĂĐŝůŝƟĞƐ�DĂŶĂŐĞŵĞŶƚ͕�sŽů͘�ϭϱ�/ƐƐƵĞ͗�ϯ͕�ƉƉ͘ϮϰϰͲϮϲϭ͘�
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<ǇƌƂ͕�Z͘� ;ϮϬϮϬͿ�,Žǁ��ĂŶ� ƚŚĞ�ZĞĂů� �ƐƚĂƚĞ�
^ĞĐƚŽƌ� dƌĂŶƐŝƟŽŶ� ƚŽ� �ŝƌĐƵůĂƌ� �ĐŽŶŽŵǇ͍�
Approaches for Real Estate Management, 
In the Proceedings of the 19th EuroFM 
ZĞƐĞĂƌĐŚ� ^ǇŵƉŽƐŝƵŵ͕� �&D/�� ϮϬϮϬ͕� ϯͲϰ�
June 2020, online conference.

�ŝƚĂƟŽŶ͗

,Žǁ��ĂŶ�ƚŚĞ�ZĞĂů��ƐƚĂƚĞ�^ĞĐƚŽƌ�dƌĂŶƐŝƟŽŶ�ƚŽ��ŝƌĐƵůĂƌ��ĐŽŶŽŵǇ͍�
�ƉƉƌŽĂĐŚĞƐ�ĨŽƌ�ZĞĂů��ƐƚĂƚĞ�DĂŶĂŐĞŵĞŶƚ

ZŝŝŬŬĂ�<ǇƌƂ1

��^dZ��d�
�ĂĐŬŐƌŽƵŶĚ� ĂŶĚ� Ăŝŵ͗� �ŝƌĐƵůĂƌ� �ĐŽŶŽŵǇ� ;��Ϳ� ŚĂƐ� ŐĂŝŶĞĚ� Ă� ůŽƚ� ŽĨ�
ŝŶƚĞƌĞƐƚ�ďŽƚŚ� ŝŶ� ƚŚĞ�ƉƵďůŝĐ� ƐƉŚĞƌĞ�ĂŶĚ� ƐĐŝĞŶƟĮĐ�ĚŝƐĐƵƐƐŝŽŶ� ŝŶ� ƌĞĐĞŶƚ�
ǇĞĂƌƐ͘�,ŽǁĞǀĞƌ͕ �ƚŚĞƌĞ�ŝƐ�Ă�ŶĞĞĚ�ĨŽƌ�ĐŽŶĐĞƉƚƵĂů�ĐůĂƌŝƚǇ�ĂŶĚ�ƚŚĞŽƌĞƟĐĂů�
ƌĞĮŶĞŵĞŶƚ�ŽĨ����ŝŶ�ƚŚĞ�ďƵŝůƚ�ĞŶǀŝƌŽŶŵĞŶƚ�ĐŽŶƚĞǆƚ͘�dŚĞ�Ăŝŵ�ŽĨ�ƚŚŝƐ�ƐƚƵĚǇ�
ŝƐ�ƚŽ�ĐŽŶĐĞƉƚƵĂůŝǌĞ����ƐƉĞĐŝĮĐĂůůǇ�ĨŽƌ�ƚŚĞ�ƌĞĂů�ĞƐƚĂƚĞ�ƐĞĐƚŽƌ͘
DĞƚŚŽĚƐͬDĞƚŚŽĚŽůŽŐǇ͗� dŚĞ� ƉĂƉĞƌ� ĞŵƉůŽǇƐ� Ă� ƋƵĂůŝƚĂƟǀĞ� ƌĞƐĞĂƌĐŚ�
approach. Concept development is based on a literature review and a 
ƌĞǀŝĞǁ�ŽĨ�ĞǆŝƐƟŶŐ�ƌĞĂů�ĞƐƚĂƚĞ�ŵĂŶĂŐĞŵĞŶƚ�ĂƉƉƌŽĂĐŚĞƐ͘�

ZĞƐƵůƚƐ͗ Many management approaches complying to the circular economy principles already exist, 
although they are not necessarily viewed as such. Approaches to promote circularity include preserving 
ĂŶĚ�ĂĚĂƉƟŶŐ�ĞǆŝƐƟŶŐ�ďƵŝůĚŝŶŐƐ͕�ƐŚĂƌĞĚ�ƵƐĞ�ŽĨ�ƐƉĂĐĞ͕�ĂŶĚ�ĐŝƌĐƵůĂƌ�ďƵƐŝŶĞƐƐ�ŵŽĚĞůƐ͘�
KƌŝŐŝŶĂůŝƚǇ͗ The study contributes to the emerging body of knowledge of CE in the built environment, 
ǁŚŝĐŚ� ŚĂƐ� ƚŽ� ĚĂƚĞ� ŵĂŝŶůǇ� ĨŽĐƵƐĞĚ� ŽŶ� ƌĞĐǇĐůŝŶŐ� ďƵŝůĚŝŶŐ� ŵĂƚĞƌŝĂůƐ͕� ĂŶĚ� ĚĞƐŝŐŶ� ƉƌĂĐƟĐĞƐ� ĨŽƌ� ŶĞǁ�
ĐŽŶƐƚƌƵĐƟŽŶ͘�dŚŝƐ�ƉĂƉĞƌ�ĚĞǀĞůŽƉƐ���� ƚŚĞŽƌǇ�ŽŶ�ĞǆŝƐƟŶŐ�ďƵŝůĚŝŶŐƐ͕� ĂŶĚ� ƚŚĞ� ƌĞĂů� ĞƐƚĂƚĞ�ŵĂŶĂŐĞŵĞŶƚ�
ƉƌĂĐƟĐĞ͘
WƌĂĐƟĐĂů�ŝŵƉůŝĐĂƟŽŶƐ͗�dŚĞ�ĨƌĂŵĞǁŽƌŬ�ŐŝǀĞƐ�ƌĞĂů�ĞƐƚĂƚĞ�ƉƌĂĐƟƟŽŶĞƌƐ�Ă�ƐĞůĞĐƟŽŶ�ŽĨ�ƉŽƚĞŶƟĂů�ĂƉƉƌŽĂĐŚĞƐ�
to employ in their management work. The presented four approaches to promote circularity may be 
ƵƟůŝǌĞĚ�ƐŝŵƵůƚĂŶĞŽƵƐůǇ͕ �ĐŽŶƐĞĐƵƟǀĞůǇ͕ �Žƌ�ƐĞƉĂƌĂƚĞůǇ�ĂƐ�ƉĂƌƚ�ŽĨ�ƚŚĞ�ŽǀĞƌĂůů�ƌĞĂů�ĞƐƚĂƚĞ�ŵĂŶĂŐĞŵĞŶƚ͘
dǇƉĞ�ŽĨ�ƉĂƉĞƌ͗ Research paper.

<�ztKZ�^
ĂĚĂƉƚĂƟŽŶ͕�ĐŝƌĐƵůĂƌŝƚǇ͕ �ŵŽĚƵůĂƌŝƚǇ͕ �ŵƵůƟĨƵŶĐƟŽŶĂůŝƚǇ͕ �ƐŚĂƌŝŶŐ

/EdZK�h�d/KE
dŚĞ�ƌĞĂů�ĞƐƚĂƚĞ�ĂŶĚ�ĐŽŶƐƚƌƵĐƟŽŶ�ƐĞĐƚŽƌ�ŝƐ�Ă�ŵĂũŽƌ�ĐŽŶƚƌŝďƵƚŽƌ�ƚŽ�ĐůŝŵĂƚĞ�ĐŚĂŶŐĞ͕�ĂŶĚ�Ă�ŬĞǇ�ĐŽŶƐƵŵĞƌ�
ŽĨ�ŐůŽďĂů� ƌĞƐŽƵƌĐĞƐ� ;<ƌĂƵƐŵĂŶŶ�Ğƚ�Ăů͕͘�ϮϬϭϳͿ͘���ƐŝŐŶŝĮĐĂŶƚ�ĂŵŽƵŶƚ�ŽĨ�ĞŵďŽĚŝĞĚ�ĞŶĞƌŐǇ͕ �ŵĂƚĞƌŝĂů͕�ĂƐ�
ǁĞůů�ĞĐŽŶŽŵŝĐ�ĐĂƉŝƚĂů�ŝƐ�ƟĞĚ�ƚŽ�ǀĂĐĂŶƚ�ĂŶĚ�ƵŶĚĞƌƵƐĞĚ�ďƵŝůĚŝŶŐƐ͘�^ŝŵƵůƚĂŶĞŽƵƐůǇ͕ �ŶĞǁ�ĐŽŶƐƚƌƵĐƟŽŶ�ǁŝƚŚ�
ƐŝŐŶŝĮĐĂŶƚ�ĐŽŶƐƚƌƵĐƟŽŶ�ƉŚĂƐĞ�ĞŵŝƐƐŝŽŶƐ�ĂŶĚ�ƌĞƐŽƵƌĐĞ�ƵƐĞ�ƚĂŬĞƐ�ƉůĂĐĞ͘��ŝƌĐƵůĂƌ��ĐŽŶŽŵǇ�;��Ϳ͕�ƚŚĞ�ŝĚĞĂ�
ŽĨ�ŬĞĞƉŝŶŐ�ƌĞƐŽƵƌĐĞƐ�ŝŶ�ƵƐĞ�ŝŶĚĞĮŶŝƚĞůǇ͕ �ŚĂƐ�ďĞĐŽŵĞ�ŝŶĐƌĞĂƐŝŶŐůǇ�ƌĞůĞǀĂŶƚ�ŝŶ�ƉŽƉƵůĂƌ�ĂƐ�ǁĞůů�ĂƐ�ĂĐĂĚĞŵŝĐ�
ĚŝƐĐŽƵƌƐĞ͘���� ŝŶ� ƚŚĞ�ďƵŝůƚ�ĞŶǀŝƌŽŶŵĞŶƚ� ŝƐ� ƐƟůů�Ă�ŶĂƐĐĞŶƚ� ƌĞƐĞĂƌĐŚ�ĮĞůĚ͕�ǁŝƚŚ� ƚŚĞ�ƉŝŽŶĞĞƌŝŶŐ�ƐĐŝĞŶƟĮĐ�
ƉĂƉĞƌƐ�ǁĞƌĞ�ƉƵďůŝƐŚĞĚ�ŽŶůǇ�Ă�ĨĞǁ�ǇĞĂƌƐ�ĂŐŽ�;Ğ͘Ő͘�WŽŵƉŽŶŝ�Θ�DĂŶĐĂƐƚĞƌ�ϮϬϭϳ͖�>ĞŝƐŝŶŐ�Ğƚ�Ăů͘�ϮϬϭϴ͖�EĞƐƐ�
Θ� yŝŶŐ� ϮϬϭϳͿ͘� WĞƌŚĂƉƐ� ƚŚĞ�ŵŽƐƚ� ĐŽŵŵŽŶůǇ� ƵƐĞĚ� ��� ĨƌĂŵĞǁŽƌŬ͕� ƚŚĞ� ZĞͲŐĞŶĞƌĂƚĞ͕� ^ŚĂƌĞ͕� KƉƟŵŝǌĞ͕�
>ŽŽƉ͕�sŝƌƚƵĂůŝǌĞ͕��ǆĐŚĂŶŐĞ�;Z�^K>s�Ϳ�ĨƌĂŵĞǁŽƌŬ�ďǇ�ƚŚĞ��ůůĞ�DĐ�ƌƚŚƵƌ�ĨŽƵŶĚĂƟŽŶ͕�ŚĂƐ�ďĞĞŶ�ĂĚĂƉƚĞĚ�
to the built environment by Arup in 2016. However, there is a further need for conceptual clarity and 
ƚŚĞŽƌĞƟĐĂů�ƌĞĮŶĞŵĞŶƚ�ŽĨ����ŝŶ�ƚŚĞ�ďƵŝůƚ�ĞŶǀŝƌŽŶŵĞŶƚ͘�

dŚĞ����ƉŽůŝĐǇ�ĂŶĚ�ƌĞƐĞĂƌĐŚ�ƚŽ�ĚĂƚĞ�ŚĂƐ�ŵŽƐƚůǇ�ĨŽĐƵƐĞĚ�ŽŶ�ĞŝƚŚĞƌ�ƚŚĞ�ĚĞƐŝŐŶ�ĂŶĚ�ĐŽŶƐƚƌƵĐƟŽŶ�ŽĨ�ŶĞǁ�
buildings in a way that facilitates circularity in the future, or on the salvaging and recycling of building 
ŵĂƚĞƌŝĂůƐ͘� dŚĞ�EĞǁ��ƵƌŽƉĞĂŶ��ĐƟŽŶ�WůĂŶ� ĨŽƌ����ƉƵďůŝƐŚĞĚ�DĂƌĐŚ�ϮϬϮϬ� ůŝƐƚƐ�ŵĞĂƐƵƌĞƐ� ĨŽƌ� ƚŚĞ�Z��/�
ƐĞĐƚŽƌ͕ �Ăůů�ĨŽĐƵƐĞĚ�ŽŶ�ŶĞǁ�ĐŽŶƐƚƌƵĐƟŽŶ�;��͕�ϮϬϮϬͿ͘���EŽƌĚŝĐ�ƌĞƉŽƌƚ�ůŝŬĞǁŝƐĞ�ĨŽĐƵƐĞƐ�ƐŽůĞůǇ�ŽŶ�ŵĞĂƐƵƌĞƐ�
ĚŝƌĞĐƚĞĚ�Ăƚ�ŶĞǁ�ĐŽŶƐƚƌƵĐƟŽŶ�;,ƆŝďǇĞ�Θ�^ĂŶĚ͕�ϮϬϭϴͿ��ǀĞŶ�ŽƵƚƐŝĚĞ�ƚŚĞ�ĮĞůĚ�ŽĨ�ďƵŝůƚ�ĞŶǀŝƌŽŶŵĞŶƚ͕����
ƉŽůŝĐǇ�ŵĞĂƐƵƌĞƐ�ŚĂǀĞ�ƌĞĐĞŝǀĞĚ�ĐƌŝƟĐŝƐŵ�ĨŽƌ�ĨŽĐƵƐŝŶŐ�ƚŽŽ�ŵƵĐŚ�ŽŶ�ƚŚĞ�ƌĞĐǇĐůŝŶŐ�ŽĨ�ŵĂƚĞƌŝĂůƐ͕�ƌĂƚŚĞƌ�ƚŚĂŶ�
ƐƵƉƉŽƌƟŶŐ�ƌĞƵƐĞ�;ZĂŶƚĂ�Ğƚ�Ăů͕͘�ϮϬϭϴͿ͘�dŚŝƐ�ƌĞĐǇĐůŝŶŐ�ĨŽĐƵƐĞĚ�ĂƉƉƌŽĂĐŚ�ŐŽĞƐ�ĂŐĂŝŶƐƚ�ƚŚĞ�ǁĞůůͲŬŶŽǁŶ�ďĂƐŝĐ�
ǁĂƐƚĞ�ŚŝĞƌĂƌĐŚǇ�ŽĨ�ĮƌƐƚ�ƌĞĚƵĐŝŶŐ͕�ƚŚĞŶ�ƌĞƵƐŝŶŐ͕�ĂŶĚ�ŽŶůǇ�ĂƐ�Ă� ůĂƐƚ�ƌĞƐŽƌƚ͕�ƌĞĐǇĐůŝŶŐ͘� /Ŷ�ƚŚĞ�ƌĞĂů�ĞƐƚĂƚĞ�
ĂŶĚ�ĐŽŶƐƚƌƵĐƟŽŶ�ƐĞĐƚŽƌ͕ �Ă�ŬĞǇ�ƉƌŽďůĞŵ�ǁŝƚŚ�ĨŽĐƵƐŝŶŐ�ŽŶ�ŶĞǁ�ĐŽŶƐƚƌƵĐƟŽŶ�ŝƐ�ƚŚĂƚ�ƚŚĞ�ďƵŝůĚŝŶŐ�ƐƚŽĐŬ�ŝŶ�
ĚĞǀĞůŽƉĞĚ�ŶĂƟŽŶƐ�ƌĞŶĞǁƐ�ŝƚƐĞůĨ�ƐůŽǁůǇ͘
Ϸ��&ĂĐƵůƚǇ�ŽĨ��ŶŐŝŶĞĞƌŝŶŐ�Ăƚ�>ƵŶĚ�hŶŝǀĞƌƐŝƚǇ�;>d,Ϳ͕��ŝǀŝƐŝŽŶ�ŽĨ�ZĞĂů��ƐƚĂƚĞ�^ĐŝĞŶĐĞ͘��ŽŶƚĂĐƚ͗�ƌŝŝŬŬĂ͘ŬǇƌŽΛůƚŚ͘ůƵ͘ƐĞ
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EĞƐƐ�Θ�yŝŶŐ�;ϮϬϭϳͿ�ĞŵƉŚĂƐŝǌĞ�ƐŚĂƌĞĚ�ƐƉĂĐĞ�ƵƐĞ�ĂƐ�Ă�ǁĂǇ�ƚŽǁĂƌĚ����ŝŶ�ƚŚĞ�ďƵŝůƚ�ĞŶǀŝƌŽŶŵĞŶƚ͘�^ŚĂƌŝŶŐ�ŝƐ�
ĂŶ�ĞīĞĐƟǀĞ�ǁĂǇ�ƚŽ�ƌĞĚƵĐĞ�ƚŚĞ�ĞǆĐĞƐƐ�ƵƐĞ�ŽĨ�ƐƉĂĐĞ͕�ĂŶĚ�ŚĂƐ�ĞǀĞŶ�ďĞĞŶ�ŝĚĞŶƟĮĞĚ�ĂƐ�ƚŚĞ�ŵŽƐƚ�ŝŶŇƵĞŶƟĂů�
���ĂƉƉƌŽĂĐŚ�ŝŶ�ƚŚĞ�ĐŽŶƚĞǆƚ�ŽĨ�ďƵŝůĚŝŶŐƐ�;�ƌƵƉ�ϮϬϭϲͿ͘�&ƌŽŵ�Ă�ĐůŝŵĂƚĞ�ŝŵƉĂĐƚ�ƉĞƌƐƉĞĐƟǀĞ͕�ƐŚĂƌŝŶŐ�ŝƐ�ƚŚĞ�
ŵŽƐƚ�ďĞŶĞĮĐŝĂů͕�ǁŚĞŶ�ĂƉƉůŝĞĚ�ƚŽ�ŝƚĞŵƐ�ǁŝƚŚ�Ă�ŚŝŐŚ�ĐĂƌďŽŶ�ŝŶƚĞŶƐŝƚǇ͕ �ƐƵĐŚ�ĂƐ�ďƵŝůĚŝŶŐƐ�;�ůĂͲDĂŶƟůĂ�Ğƚ�
Ăů͘�ϮϬϭϲͿ͘���^ǁĞĚŝƐŚ�ƐƚƵĚǇ�ĨŽƵŶĚ�ƚŚĂƚ͕�ƚŚĞ�ĐůŝŵĂƚĞ�ĐŚĂŶŐĞ�ŝŵƉĂĐƚ�ƐĂǀŝŶŐ�ƉŽƚĞŶƟĂů�ĨƌŽŵ�ƐŚĂƌŝŶŐ�ŽĨ�ŽĸĐĞ�
ƐƉĂĐĞ�ĐŽƵůĚ�ďĞ�ĨƌŽŵ�ϱϬ�ƚŽ�ϳϱй�;^ǁĞĚŝƐŚ��ŶǀŝƌŽŶŵĞŶƚĂů�/ŶƐƟƚƵƚĞ͕�ϮϬϭϵͿ͘�&ŽƌĞĐĂƐƚƐ�ƉƌĞĚŝĐƚ�Ă�ϯϬй�ƐŚĂƌĞ�
ŽĨ�ŇĞǆŝďůĞ�ĐŽͲǁŽƌŬŝŶŐ�ďǇ�ϮϬϯϬ�;�ƵƐŚŵĂŶ�Θ�tĂŬĞĮĞůĚ͕�ϮϬϭϴͿ͘�,ŽǁĞǀĞƌ͕ �ĐŽŵƉůĞƚĞůǇ�ŇĞǆŝďůĞ͕�ƉĂǇͲƉĞƌͲƵƐĞ�
ƐŽůƵƟŽŶƐ͕�ĂƌĞ�ƐƟůů�Ă�ŶŝĐŚĞ͘�dŚĞ�ƌĞĐĞŶƚ��ŽǀŝĚͲϭϵ�ŽƵƚďƌĞĂŬ�ŚĂƐ�ƐŚŽǁŶ�ŚŽǁ�ƋƵŝĐŬ�ƚŚĞ�ĂĚĂƉƚĂƟŽŶ�ƚŽ�Ă�ŶĞǁ�
ŶŽƌŵĂů�ĐĂŶ�ďĞ͘�dŚŝƐ�ƌĂƉŝĚ�ĚĞǀĞůŽƉŵĞŶƚ�ǁŝůů�ůŝŬĞůǇ�ĨƵƌƚŚĞƌ�ƌĞĚƵĐĞ�ƚŚĞ�ĚĞŵĂŶĚ�ĨŽƌ�ƚƌĂĚŝƟŽŶĂů͕�ůŽŶŐͲƚĞƌŵ�
lease agreements. 

/Ŷ�ŽƌĚĞƌ�ƚŽ�ĨƵůůǇ�ƚƌĂŶƐŝƟŽŶ�ƚŽ���͕�ŵƵĐŚ�ŵŽƌĞ�ĨŽĐƵƐ�ƐŚŽƵůĚ�ĂůƐŽ�ďĞ�ƉůĂĐĞĚ�ŽŶ�ŵĂǆŝŵŝǌŝŶŐ�ƚŚĞ�ĨƵŶĐƟŽŶĂů�
ƵƐĞ� ŽĨ� ďƵŝůĚŝŶŐƐ͕� ĂŶĚ� ĂǀŽŝĚŝŶŐ� ĨƵŶĐƟŽŶĂů� ŽďƐŽůĞƐĐĞŶĐĞ� ŽĨ� ƚŚĞ� ĞǆŝƐƟŶŐ� ďƵŝůĚŝŶŐ� ƐƚŽĐŬ͘� &ƵŶĐƟŽŶĂů�
ŽďƐŽůĞƐĐĞŶĐĞ�ĐĂŶ�ďĞ�ƌĞŵĞĚŝĞĚ�ǁŝƚŚ�ďƵŝůĚŝŶŐ�ĂĚĂƉƚĂƟŽŶ͕�ŽŌĞŶ�ƌĞĨĞƌƌĞĚ�ƚŽ�ĂƐ�ĂĚĂƉƟǀĞ�ƌĞƵƐĞ�;>ĂŶŐƐƚŽŶ͕�
ϮϬϬϴͿ͘��ƵŝůĚŝŶŐƐ�ĂƌĞ�ŽŌĞŶ�ĂĚĂƉƚĞĚ�ĚƵĞ�ƚŽ�ĐŚĂŶŐŝŶŐ�ƚĞĐŚŶŽůŽŐŝĐĂů͕�ŽƌŐĂŶŝǌĂƟŽŶĂů͕�Žƌ�ĂĞƐƚŚĞƟĐ�ƉƌŝŽƌŝƟĞƐ͕�
Ăƚ�ϱ�ƚŽ�ϮϱͲǇĞĂƌ�ŝŶƚĞƌǀĂůƐ͘�/ƚ�ŚĂƐ�ďĞĞŶ�ĂƌŐƵĞĚ�ƚŚĂƚ͕�ĂĚĂƉƟǀĞ�ƌĞƵƐĞ�ŝƐ�ŝŶŚĞƌĞŶƚůǇ�ƐƵƐƚĂŝŶĂďůĞ�;�ƵůůĞŶ͕�ϮϬϬϳ͖�
tŝůŬŝŶƐŽŶ�Ğƚ�Ăů͕͘�ϮϬϭϰͿ͘��ĚĂƉƟǀĞ�ƌĞƵƐĞ�ŚĂƐ�ďĞĞŶ�ŝĚĞŶƟĮĞĚ�ĂƐ�ĂŶ�ŝŵƉŽƌƚĂŶƚ�ĐŝƌĐƵůĂƌ�ƐƚƌĂƚĞŐǇ�;^ĂŶĐŚĞǌ�Θ�
,ĂĂƐ͕�ϮϬϭϴĂ͕�ϮϬϭϴďͿ͘

dŚŝƐ�ƉĂƉĞƌ�ĨŽĐƵƐĞƐ�ŽŶ�ĐŝƌĐƵůĂƌ�ĂƉƉƌŽĂĐŚĞƐ�ĨŽƌ�ƚŚĞ�ŵĂŶĂŐĞŵĞŶƚ�ŽĨ�ƚŚĞ�ĞǆŝƐƟŶŐ�ďƵŝůĚŝŶŐ�ƐƚŽĐŬ͕�ĐŚĂůůĞŶŐ-
ŝŶŐ� ƚŚĞ�ƉƌĞǀĂŝůŝŶŐ͕�ŶĞǁ�ĐŽŶƐƚƌƵĐƟŽŶ� ĨŽĐƵƐĞĚ͕����ƉŽůŝĐǇ�ĂŶĚ�ƉƌĂĐƟĐĞ͘�dŚĞ�Ăŝŵ� ŝƐ� ƚŽ�ĐŽŶĐĞƉƚƵĂůŝǌĞ����
ƐƉĞĐŝĮĐĂůůǇ�ĨŽƌ�ƚŚĞ�ƌĞĂů�ĞƐƚĂƚĞ�ƐĞĐƚŽƌ͘ ��ŽŶĐĞƉƚ�ĚĞǀĞůŽƉŵĞŶƚ�ŝƐ�ďĂƐĞĚ�ŽŶ�Ă�ůŝƚĞƌĂƚƵƌĞ�ƌĞǀŝĞǁ�ĂŶĚ�Ă�ƌĞǀŝĞǁ�
ŽĨ�ĞǆŝƐƟŶŐ�ƌĞĂů�ĞƐƚĂƚĞ�ŵĂŶĂŐĞŵĞŶƚ�ĂƉƉƌŽĂĐŚĞƐ͘�dŚĞ�ĂƉƉƌŽĂĐŚĞƐ�ĂƌĞ�ĂŶĂůǇƐĞĚ�ĂŐĂŝŶƐƚ�Ă�ƉƌĞǀŝŽƵƐůǇ�ĚĞ-
ǀĞůŽƉĞĚ͕�ĨŽĐƵƐĞĚ�ĨƌĂŵĞǁŽƌŬ�ŽĨ����ŝŶ�ƚŚĞ�ƌĞĂů�ĞƐƚĂƚĞ�ƐĞĐƚŽƌ�;<ǇƌƂ͕�ϮϬϮϬͿ͕�ĂƐ�ǁĞůů�ĂƐ�ĂŐĂŝŶƐƚ�ƚǁŽ�ƌĞƋƵŝƌĞĚ�
ƉĂƌĂĚŝŐŵ�ƐŚŝŌƐ͕�ĚĞƐĐƌŝďĞĚ�ŝŶ�ƚŚĞ�ĨŽůůŽǁŝŶŐ͘

�ŽĐŬĞŶ� Ğƚ� Ăů͘� ;ϮϬϭϰͿ� ŝĚĞŶƟĨǇ� ƐĞǀĞƌĂů� ƐƵƐƚĂŝŶĂďůĞ� ďƵƐŝŶĞƐƐ�ŵŽĚĞů� ĂƌĐŚŝƚǇƉĞƐ͕� ǁŝƚŚ� ƌĞůĂƚĞĚ� ƉĂƌĂĚŝŐŵ�
ƐŚŝŌƐ͕�ŝŶĐůƵĚŝŶŐ�͞�ĞůŝǀĞƌ�ĨƵŶĐƟŽŶĂůŝƚǇ�ƌĂƚŚĞƌ�ƚŚĂƚ�ŽǁŶĞƌƐŚŝƉ͘͟ �ZŝƚĂůĂ�Ğƚ�Ăů͘�;ϮϬϭϴͿ�ĨƵƌƚŚĞƌ�ĚĞƚĂŝů�ƚŚĂƚ͕�ƚŚŝƐ�
ƐŚŝŌ�ŝƐ�ďŽƚŚ�ĂďŽƵƚ�ƚƌĂŶƐŝƟŽŶŝŶŐ�ĨƌŽŵ�ŽǁŶĞƌƐŚŝƉ�ƚŽ�ƵƐĞ͕�ĂŶĚ�ƚƌĂŶƐŝƟŽŶŝŶŐ�ƚŽǁĂƌĚ�ƐĞƌǀŝĐĞͲďĂƐĞĚ�ďƵƐŝ-
ŶĞƐƐ�ŵŽĚĞůƐ͘��^ŚĂƌĞĚ�ƐƉĂĐĞƐ�ĞŵďŽĚǇ�ƚŚĞ�ƉĂƌĂĚŝŐŵ�ƐŚŝŌ�ŽĨ�ƉƌŽŵŽƟŶŐ�ĂĐĐĞƐƐ�ŽǀĞƌ�ŽǁŶĞƌƐŚŝƉ͕�ĂŶĚ�ŚĂƐ�
ďĞĞŶ�ƐƚƵĚŝĞĚ�ŝŶ�ƚŚĞ�ĨĂĐŝůŝƚǇ�ŵĂŶĂŐĞŵĞŶƚ�ĐŽŶƚĞǆƚ�ďǇ�Ğ͘Ő͘��ƌŝŶŬƆ�ĂŶĚ�EŝĞůƐĞŶ�ϮϬϭϳ͕�EŝĞůƐĞŶ�ĂŶĚ��ƌŝŶŬƆ�
2018, and Sankari 2020. Service-based business models are also referred to as product-service systems 
;dƵŬŬĞƌ͕ �ϮϬϭϱͿ͘�WƌŽĚƵĐƚͲƐĞƌǀŝĐĞ�ƐǇƐƚĞŵƐ�ĐŽŵďŝŶĞ�ƚĂŶŐŝďůĞ�ƉƌŽĚƵĐƚƐ�;ƐƵĐŚ�ĂƐ͕�Ă�ďƵŝůĚŝŶŐͿ�ǁŝƚŚ�ŝŶƚĂŶŐŝďůĞ�
ƐĞƌǀŝĐĞƐ�;ƐƵĐŚ�ĂƐ͕�ĨĂĐŝůŝƚǇ�ƐĞƌǀŝĐĞƐͿ͘�dŚŝƐ�ƉĂƌĂĚŝŐŵ�ƐŚŝŌ�ŚĂƐ�ďĞĞŶ�ƐƚƵĚŝĞĚ�ŝŶ�ƚŚĞ�ƌĞĂů�ĞƐƚĂƚĞ�ĐŽŶƚĞǆƚ�ďǇ�Ğ͘Ő͘�
WĞƚƌƵůĂŝƟĞŶĞ�Ğƚ�Ăů͘�;ϮϬϭϴͿ�ǁŚŽ�ĨŽĐƵƐ�ŽŶ�ƚŚĞ�ǁŽƌŬƉůĂĐĞ�ƐĞƌǀŝĐĞ�ŽīĞƌŝŶŐ͘�dŚĞ�ƚǁŽ�ƉĂƌĂĚŝŐŵ�ƐŚŝŌƐ�ǁŝůů�ŝŶ�
ƚŚŝƐ�ƉĂƉĞƌ�ďĞ�ƌĞĨĞƌƌĞĚ�ƚŽ�Ă�͞ĂĐĐĞƐƐ�ŽǀĞƌ�ŽǁŶĞƌƐŚŝƉ͕͟ �ĂŶĚ�͞ƐĞƌǀŝĐĞͲďĂƐĞĚ�ďƵƐŝŶĞƐƐ͘͟

dŚĞ�ƉĂƉĞƌ�ŝƐ�ƐƚƌƵĐƚƵƌĞĚ͕�ĂƐ�ĨŽůůŽǁƐ͘�dŚĞ�ŶĞǆƚ�ƐĞĐƟŽŶ�ƌĞǀŝĞǁƐ�ĞǆƚĂŶƚ�ůŝƚĞƌĂƚƵƌĞ�ŽŶ�ĐŝƌĐƵůĂƌ�ĞĐŽŶŽŵǇ�ǁŝƚŚ-
ŝŶ�ďƵŝůƚ�ĞŶǀŝƌŽŶŵĞŶƚ͘��ŌĞƌ�ƚŚĂƚ͕�ƚŚĞ�ƉĂƉĞƌ�ƉƌĞƐĞŶƚƐ�Ă�ƉƌĂĐƟĐĞ�ƌĞǀŝĞǁ�ŽĨ�ƌĞĂůͲůŝĨĞ�ĐĂƐĞƐ͘�dŚĞ�ĐĂƐĞƐ�ĂƌĞ�
ĂŶĂůǇƐĞĚ�ĂŐĂŝŶƐƚ�ƚŚĞ�ĮŶĚŝŶŐƐ�ŽĨ�ƚŚĞ�ůŝƚĞƌĂƚƵƌĞ�ƌĞǀŝĞǁ͘�dŚĞ�ůĂƐƚ�ƐĞĐƟŽŶ�ĐŽŶĐůƵĚĞƐ�ƚŚĞ�ƉĂƉĞƌ�ǁŝƚŚ�Ă�ĚŝƐ-
ĐƵƐƐŝŽŶ͕�ĐŽŶĐůƵƐŝŽŶƐ͕�ĂŶĚ�Ă�ƐƵŐŐĞƐƟŽŶ�ĨŽƌ�ĨƵƚƵƌĞ�ƌĞƐĞĂƌĐŚ͘

>/d�Z�dhZ��Z�s/�t
&ŝƌƐƚ͕�Ă�ƌĞǀŝĞǁ�ŽĨ�ĐƵƌƌĞŶƚ�ůŝƚĞƌĂƚƵƌĞ�ŝƐ�ĐŽŶĚƵĐƚĞĚ�ŝŶ�ŽƌĚĞƌ�ƚŽ�ŝĚĞŶƟĨǇ�ŬĞǇ�ĞůĞŵĞŶƚƐ�ƌĞůĞǀĂŶƚ�ƚŽ�ĐŝƌĐƵůĂƌ�
ĞĐŽŶŽŵǇ�ŝŶ�ƚŚĞ�ĐŽŶƚĞǆƚ�ŽĨ�ĞǆŝƐƟŶŐ�ďƵŝůĚŝŶŐƐ͘�dŚĞ�ůŝƚĞƌĂƚƵƌĞ�ƌĞǀŝĞǁ�ƉƌŽĐĞƐƐ�ŝƐ�ĚĞƚĂŝůĞĚ�ŝŶ�<ǇƌƂ�;ϮϬϮϬͿ͕�
ĂŶĚ�ĚĞƐĐƌŝďĞĚ�ŽŶůǇ�ďƌŝĞŇǇ�ŚĞƌĞ͘�dŚĞ�ƌĞǀŝĞǁ�ƵƟůŝǌĞĚ�^ĐŽƉƵƐ�ĚĂƚĂďĂƐĞ�ƐĞĂƌĐŚĞƐ�ƵƐŝŶŐ�ĚŝīĞƌĞŶƚ�ĐŽŵďŝ-
ŶĂƟŽŶƐ�ŽĨ�ƚŚĞ�ĨŽůůŽǁŝŶŐ�ƐĞĂƌĐŚ�ƚĞƌŵƐ͗�͚�ŝƌĐƵůĂƌ�ĞĐŽŶŽŵǇ͛�Žƌ�͚�ŝƌĐƵůĂƌŝƚǇ͕͛ �ǁŝƚŚ�ĞŝƚŚĞƌ�͚�ƵŝůĚŝŶŐƐ͕͛ �͚�Ƶŝůƚ�
ĞŶǀŝƌŽŶŵĞŶƚ͕͛ �Žƌ�͚ZĞĂů�ĞƐƚĂƚĞ͛�ŝŶ�ĞŝƚŚĞƌ�ƚŚĞ��ďƐƚƌĂĐƚ͕�dŝƚůĞ͕�Žƌ�<ĞǇǁŽƌĚƐ͘��ŌĞƌ�ƐĐƌĞĞŶŝŶŐ�ƚŚĞ�ƌĞƐƵůƚƐ�ĨŽƌ�
ůĂŶŐƵĂŐĞ͕�ƉƵďůŝĐĂƟŽŶ�ƚǇƉĞ͕�ĂŶĚ�ƌĞůĞǀĂŶĐĞ�ƚŽ�ƚŚĞ�ƌĞƐĞĂƌĐŚ�ĮĞůĚ͕�ϳϴ�ĂƌƟĐůĞƐ�ǁĞƌĞ�ŝŶĐůƵĚĞĚ�ŝŶ�ƚŚĞ�ƌĞǀŝĞǁ͘�
�Ǉ�ĨĂƌ�ƚŚĞ�ŵŽƐƚ�ƉŽƉƵůĂƌ�ƐŽƵƌĐĞ�ƟƚůĞ�ǁĂƐ�ƚŚĞ�:ŽƵƌŶĂů�ŽĨ��ůĞĂŶĞƌ�WƌŽĚƵĐƟŽŶ�ǁŝƚŚ�ϭϲ�ŽƵƚ�ŽĨ�ƚŚĞ�ϳϴ�ĂƌƟĐůĞƐ͘�
dŚĞ�ĂƌƟĐůĞƐ�ǁĞƌĞ�ŵŽƐƚůǇ�ƉƵďůŝƐŚĞĚ�ŝŶ�ĞŝƚŚĞƌ�ũŽƵƌŶĂůƐ�ĨƌŽŵ�ƚŚĞ�ĞŶǀŝƌŽŶŵĞŶƚĂů�ƐĐŝĞŶĐĞƐ͕�Žƌ�ƚŚĞ�ďƵŝůƚ�ĞŶǀŝ-
ƌŽŶŵĞŶƚ͘�/ƚ�ŝƐ�ǁŽƌƚŚ�ŶŽƟŶŐ�ƚŚĂƚ�ŽŶůǇ�ŽŶĞ�ũŽƵƌŶĂů�ĨŽĐƵƐŝŶŐ�ŽŶ�ƌĞĂů�ĞƐƚĂƚĞ͕��ŵĞƌĂůĚ Ɛ͛�&ĂĐŝůŝƟĞƐ͕�ǁĂƐ�ĂŵŽŶŐ�
ƚŚĞ�ƐŽƵƌĐĞ�ƟƚůĞƐ͕�ǁŝƚŚ�ŽŶůǇ�ŽŶĞ�ĂƌƟĐůĞ͘

�ůƚŚŽƵŐŚ�ƌĞƐĞĂƌĐŚ�ŽŶ���͕�ƉĂƌƟĐƵůĂƌůǇ�ŝŶ�ƚŚĞ�Z��/�ĐŽŶƚĞǆƚ�ŝƐ�ŶĂƐĐĞŶƚ͕�ƚŚĞƌĞ�ŚĂƐ�ďĞĞŶ�Ă�ĐůĞĂƌ�ƌŝƐĞ�ŝŶ�ƚŚĞ�
ŶƵŵďĞƌ�ŽĨ�ƐĐŝĞŶƟĮĐ�ĂƌƟĐůĞƐ� ĨƌŽŵ�ϮϬϭϲ�;<ǇƌƂ�ϮϬϮϬͿ͘���ŬĞǇ�ĐŽŶƚƌŝďƵƟŽŶ�ĨƌŽŵ�WŽŵƉŽŶŝ�Θ�DŽŶĐĂƐƚĞƌ͕ �
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;ϮϬϭϳͿ�ĚĞĮŶĞ�Ă�ďƵŝůĚŝŶŐ�ƚŽ�ĂůŝŐŶ�ǁŝƚŚ�ĐŝƌĐƵůĂƌŝƚǇ�ǁŚĞŶ�͞ĚĞƐŝŐŶĞĚ͕�ƉůĂŶŶĞĚ͕�ďƵŝůƚ͕�ŽƉĞƌĂƚĞĚ͕�ŵĂŝŶƚĂŝŶĞĚ͕�
ĂŶĚ�ĚĞĐŽŶƐƚƌƵĐƚĞĚ�ŝŶ�Ă�ŵĂŶŶĞƌ�ĐŽŶƐŝƐƚĞŶƚ�ǁŝƚŚ�ĐŝƌĐƵůĂƌ�ĞĐŽŶŽŵǇ�ƉƌŝŶĐŝƉůĞƐ͘͟  In their extensive review, 
WŽŵƉŽŶŝ�Θ�DŽŶĐĂƐƚĞƌ�;ϮϬϭϳͿ�ĚŝǀŝĚĞ�ƚŚĞ�ƌĞƐĞĂƌĐŚ�ŽŶ�ƚŚĞ�͚ŵŝĐƌŽ͛�;ďƵŝůĚŝŶŐ�ŵĂƚĞƌŝĂůƐͿ͕�͚ŵĞƐŽ͛�;ďƵŝůĚŝŶŐƐͿ͕�
ĂŶĚ�͚ŵĂĐƌŽ͛�;ĐŝƚǇͿ�ƐĐĂůĞƐ͕�ĂŶĚ�ŶŽƚĞ�ƚŚĞ�ůĂĐŬ�ŽĨ�ĨŽĐƵƐ�ŽŶ�ƚŚĞ�ŵĞƐŽ͕�ŝ͘Ğ͘�ƚŚĞ�ŝŶĚŝǀŝĚƵĂů�ďƵŝůĚŝŶŐ͕�ƐĐĂůĞ͘�dŚŝƐ�
ǁĂƐ�ĐŽŶĮƌŵĞĚ�ďǇ�<ǇƌƂ�;ϮϬϮϬͿ�ƐŚŽǁŝŶŐ�ƚŚĂƚ�Ă�ƐŝŐŶŝĮĐĂŶƚ�ďŽĚǇ�ŽĨ�ƌĞƐĞĂƌĐŚ�ĚŝƐĐƵƐƐĞƐ�ƚŚĞ�ƵƐĞ�ŽĨ�ƐĂůǀĂŐĞĚ�
ŵĂƚĞƌŝĂůƐ�ŝŶ�ŶĞǁ�ĐŽŶƐƚƌƵĐƟŽŶ͕�ƚŚĞ�ŵŝĐƌŽ�ƐĐĂůĞ�;Ğ͘Ő͘��ŬĂŶďŝ�Ğƚ�Ăů͕͘�ϮϬϭϴ͖�'ŚŝƐĞůůŝŶŝ�Ğƚ�Ăů͕͘�ϮϬϭϴ͖�,ƵĂŶŐ�Ğƚ�
Ăů͕͘�ϮϬϭϴ͖�EƵƘŚŽůǌ�Ğƚ�Ăů͕͘�ϮϬϭϵͿ͕�Žƌ�ƚŚĞ�ĐŝƟĞƐ�ĂŶĚ�ƵƌďĂŶ�ŵĞƚĂďŽůŝƐŵ͕�ƚŚĞ�ŵĂĐƌŽ�ƐĐĂůĞ�;Ğ͘Ő͘�KĞǌĚĞŵŝƌ�Ğƚ�
Ăů͕͘�ϮϬϭϳ͖�KƌƚůĞƉƉ�Ğƚ�Ăů͕͘�ϮϬϭϴ͖�^ƚĞƉŚĂŶ�Θ��ƚŚĂŶĂƐƐŝĂĚŝƐ͕�ϮϬϭϴͿ͘�KŶůǇ�ϭϰ�ŽƵƚ�ŽĨ�ƚŚĞ�ϳϴ�ĂƌƟĐůĞƐ�ĂĚĚƌĞƐƐĞĚ�
ƚŚĞ�ŝŶĚŝǀŝĚƵĂů�ďƵŝůĚŝŶŐ͕�ƚŚĞ�ŵĞƐŽ�ƐĐĂůĞ͕�ĂŶĚ�ǁĞƌĞ�ŝŶĐůƵĚĞĚ�ŝŶ�ƚŚĞ�ĮŶĂů�ƌĞǀŝĞǁ�;<ǇƌƂ͕�ϮϬϮϬͿ͘��ǀĞŶ�ƐƚƵĚŝĞƐ�
focusing on the individual buildings scale view buildings as material banks, and discuss cradle-to-cradle 
ĚĞƐŝŐŶ�ƉƌĂĐƟĐĞƐ�;Ğ͘Ő͘�;�ďĞƌŚĂƌĚƚ�Ğƚ�Ăů͕͘�ϮϬϭϵ͖�&ƌĞŐŽŶĂƌĂ�Ğƚ�Ăů͕͘�ϮϬϭϳ͖�'ĞůĚĞƌŵĂŶƐ�Ğƚ�Ăů͕͘�ϮϬϭϵ͖�>ĞŝƐŝŶŐ�Ğƚ�
Ăů͕͘�ϮϬϭϴ͖�WŽŵƉŽŶŝ�Θ�DŽŶĐĂƐƚĞƌ͕ �ϮϬϭϳͿĂŶ�ŝŶƐƵĸĐŝĞŶƚ�ŶƵŵďĞƌ�ŽĨ�ƋƵĂŶƟƚĂƟǀĞ�ƐƚƵĚŝĞƐ�ĞǆŝƐƚ�ƚŽ�ĐŽŶĮƌŵ�
ƚŚĞ�ƉŽƚĞŶƟĂů�;ƉŽƐŝƟǀĞ͘�DŽƌĞŽǀĞƌ͕ �ƐŽŵĞ�ĂƌƟĐůĞƐ�ǀŝĞǁĞĚ�ĐŝƌĐƵůĂƌ�ĞĐŽŶŽŵǇ�ƐŝŵƉůǇ�ĂƐ�ĂŶ�ĞǆƚĞŶƐŝŽŶ�ƚŽ�ůŝĨĞ-
ĐǇĐůĞ�ĂƐƐĞƐƐŵĞŶƚƐ�;,ŽƐƐĂŝŶ�Θ�EŐ͕�ϮϬϭϴ͖�'ŚĂŶŝ�Ğƚ�Ăů͕͘�ϮϬϭϮ͖�EƵŹĞǌͲ�ĂĐŚŽ�Ğƚ�Ăů͕͘�ϮϬϭϴͿ͘�

�ůƚŚŽƵŐŚ�ŶŽƚ�ĂƐ�ǁŝĚĞůǇ�ĚŝƐĐƵƐƐĞĚ�ŝŶ�ĞǆŝƐƟŶŐ�ĐŝƌĐƵůĂƌ�ĞĐŽŶŽŵǇ�ůŝƚĞƌĂƚƵƌĞ͕�ĂĚĂƉƟǀĞ�ƌĞƵƐĞ�ŚĂƐ�ďĞĞŶ�ŝĚĞŶ-
ƟĮĞĚ�ĂƐ�ĂŶ�ŝŵƉŽƌƚĂŶƚ�ĐŝƌĐƵůĂƌ�ƐƚƌĂƚĞŐǇ�;^ĂŶĐŚĞǌ�Θ�,ĂĂƐ͕�ϮϬϭϴĂ͕�ϮϬϭϴďͿ͘�EĞƐƐ�ĂŶĚ�yŝŶ�;ϮϬϭϳͿ�ŝŶĐůƵĚĞ�
ƌĞƵƐĞ�ĂŶĚ�ĂĚĂƉƚĂƟŽŶ͕�ĂƐ�ǁĞůů�ĂƐ�ŵĂŶĂŐŝŶŐ�ĞǆŝƐƟŶŐ�ĂƐƐĞƚƐ�ƚŽ�ƚŚĞŝƌ�ĞǆƚĞŶĚĞĚ�ƵƐĞĨƵů�ůŝĨĞ�ŝŶ�ƚŚĞŝƌ�ĂƉƉƌŽĂĐŚ-
ĞƐ�ƚŽ�ĐŝƌĐƵůĂƌŝƚǇ�ŽŶ�ƚŚĞ�ƐĐĂůĞ�ŽĨ�ĞǆŝƐƟŶŐ�ďƵŝůĚŝŶŐƐ͘�EĞƐƐ�Θ�yŝŶŐ�;ϮϬϭϳͿ�ĨƵƌƚŚĞƌ�ĞŵƉŚĂƐŝǌĞ�ƐŚĂƌĞĚ�ƐƉĂĐĞ�
ƵƐĞƐ�ĂŶĚ�ĐŽͲůŽĐĂƟŽŶ�ƐǇŶĞƌŐŝĞƐ�ĂƐ�Ă�ǁĂǇ�ƚŽǁĂƌĚ�ĐŝƌĐƵůĂƌ�ĞĐŽŶŽŵǇ�ŝŶ�ƚŚĞ�ďƵŝůƚ�ĞŶǀŝƌŽŶŵĞŶƚ͘�WŽŵƉŽŶŝ�ĂŶĚ�
DĂŶĐĂƐƚĞƌ�;ϮϬϭϳͿ�ŝŶĐůƵĚĞ�ƚĞĐŚŶŽůŽŐǇ�ĂƐ�Ă�ƐŝǆƚŚ�ĚŝŵĞŶƐŝŽŶ�ŽĨ�ĐŝƌĐƵůĂƌ�ĞĐŽŶŽŵǇ͕ �ĂŶĚ�ĚŝƐĐƵƐƐ�ƚŚĞ�ĐŽŶŶĞĐ-
ƟŽŶ�ďĞƚǁĞĞŶ�ĐŝƌĐƵůĂƌ�ĂŶĚ�ƐŚĂƌŝŶŐ�ĞĐŽŶŽŵŝĞƐ͘�dŚĞ�ĨĂĐŝůŝƚǇ�ůĞǀĞů�ŝŶĚƵƐƚƌŝĂů�ƐǇŵďŝŽƐŝƐ�;ĨĂĐŝůŝƚǇͲ/^Ϳ�ĐŽŶĐĞƉƚ͕�
ĂƐ�ƉƌĞƐĞŶƚĞĚ�ďǇ�DƵůƌŽǁ͕��ĞƌƌŝďůĞ͕��ƐŚƚŽŶ͕�Θ��ŚŽƉƌĂ�;ϮϬϭϳͿ�ŝŶĐůƵĚĞƐ�ƚŚĞ�ĞůĞŵĞŶƚ�ŽĨ�ƐŚĂƌŝŶŐ͘�&ĂĐŝůŝƚǇͲ/^�
ĞŶƚĂŝůƐ�ƚŚĞ�ƐŚĂƌŝŶŐ�ŽĨ�ŵĂƚĞƌŝĂů͕�ŬŶŽǁůĞĚŐĞ͕�ĂŶĚ�ƐĞƌǀŝĐĞƐ�ƐƵĐŚ�ĂƐ�ŵĞĞƟŶŐ�ƌŽŽŵƐ�Žƌ�ĐĂĨĞƚĞƌŝĂƐ͕�ďĞƚǁĞĞŶ�
ĐŽͲůŽĐĂƚĞĚ�ďƵƐŝŶĞƐƐĞƐ�ǁŝƚŚŝŶ�Ă�ƐŝŶŐůĞ�ĨĂĐŝůŝƚǇ�;DƵůƌŽǁ�Ğƚ�Ăů͘�ϮϬϭϳͿ͘

WŽŵƉŽŶŝ�Θ�DĂŶĐĂƐƚĞƌ� ;ϮϬϭϳͿ�ŐĞŶĞƌĂůůǇ�ĚŝƐĐƵƐƐ� ƚŚĞ�ĞĐŽŶŽŵŝĐ�ĚŝŵĞŶƐŝŽŶ�ŽĨ�ĐŝƌĐƵůĂƌ�ĞĐŽŶŽŵǇ͕ �ǁŚŝĐŚ�
ǁŽƵůĚ�ĞŶƚĂŝů�ĞƐƚĂďůŝƐŚŝŶŐ�ŶĞǁ�ƚǇƉĞƐ�ŽĨ�ǀĂůƵĞ�ĐƌĞĂƟŽŶ�ĨŽƌ�ďƵƐŝŶĞƐƐĞƐ͘�KŶĞ�ĞǆĂŵƉůĞ�ŽĨ� ƌĞƚŚŝŶŬŝŶŐ�ƚŚĞ�
ďƵƐŝŶĞƐƐ͕�ƌĞƉůĂĐĞĂďůĞ�ƉĂƌƚƐ�ĂƐ�Ă�ƐĞƌǀŝĐĞ͕�ǁĂƐ�ƉƌĞƐĞŶƚĞĚ�ďǇ�EĞƐƐ�Θ�yŝŶŐ�;ϮϬϭϳͿƚŚĞ�ƉƵƌƐƵŝƚ�ŽĨ�ƐƵƐƚĂŝŶĂďůĞ�
ďƵŝůĚŝŶŐƐ� ŝƐ� ĚŽŵŝŶĂƚĞĚ� ďǇ� Ă� ĨŽĐƵƐ� ŽŶ� ĐĂƌďŽŶ� ŶĞƵƚƌĂůŝƚǇ� ĂŶĚ� ŐƌĞĞŶ͕� ŽŌĞŶ� ŽǀĞƌůŽŽŬŝŶŐ� ƌĞƐŽƵƌĐĞ� ĐŽŶ-
ƐƵŵƉƟŽŶ�ĂŶĚ� ŝƚƐ� ĐŽŶƚƌŝďƵƟŽŶ� ƚŽ�ŐƌĞĞŶŚŽƵƐĞ�ŐĂƐ�ĞŵŝƐƐŝŽŶƐ�ĂŶĚ�ƉůĂŶĞƚĂƌǇ�ĚĞŐƌĂĚĂƟŽŶ͘��ĐĐŽƌĚŝŶŐůǇ͕ �
ƚŚŝƐ�ĂƌƟĐůĞ�ƐĞĞŬƐ�ƚŽ�ŚŝŐŚůŝŐŚƚ�ƚŚĞ�ŝŵƉŽƌƚĂŶĐĞ�ŽĨ�Ă�ƌĞƐŽƵƌĐĞΘηϴϮϬϴ͖ĞĸĐŝĞŶƚ�ďƵŝůƚ�ĞŶǀŝƌŽŶŵĞŶƚ͕�ǁŚŝĐŚ�
ĞŶĂďůĞƐ�ƌĞƋƵŝƌĞĚ�ĨƵŶĐƟŽŶƐ�ƚŽ�ďĞ�ĚĞůŝǀĞƌĞĚ�ǁŝƚŚ�ůĞƐƐ�ĂƐƐĞƚƐ͕�ĂŶĚ�ƚŽ�ƉƵƚ�ĨŽƌǁĂƌĚ�ĂŶ�ĂƉƉƌŽĂĐŚ�ƚŽǁĂƌĚ�ƚŚŝƐ�
ŽďũĞĐƟǀĞ͘�/Ŷ�ƚŚŝƐ�ƌĞŐĂƌĚ͕�ƚŚĞ�ĐŝƌĐƵůĂƌ�ĞĐŽŶŽŵǇ�;��͘��Ɛ�ĂŶŽƚŚĞƌ�ĞǆĂŵƉůĞ͕�DŝŶƵŶŶŽ�Ğƚ�Ăů͕͘�;ϮϬϭϴͿ�ƐƵŐŐĞƐƚ�
the use of tracking technologies to promote the reusing and recycling of building components.

^ƵŵŵĂƌǇ�ŽĨ�ůŝƚĞƌĂƚƵƌĞ�ƌĞǀŝĞǁ
dŚĞ�ůŝƚĞƌĂƚƵƌĞ�ƌĞǀŝĞǁ�ĐŽŶĮƌŵƐ�ƚŚĂƚ�ƚŚĞ�ĨŽĐƵƐ�ŚĂƐ�ƚŽ�ĚĂƚĞ�ŵŽƐƚůǇ�ďĞĞŶ�ŽŶ�ƚŚĞ�ĚĞƐŝŐŶ�ĂŶĚ�ĐŽŶƐƚƌƵĐƟŽŶ�ŽĨ�
ŶĞǁ�ďƵŝůĚŝŶŐƐ͕�ĂŶĚ�ƚŚĞ�ŵŝĐƌŽ�;ďƵŝůĚŝŶŐ�ŵĂƚĞƌŝĂůͿ�ƐĐĂůĞ͘�/ŶƚĞƌĞƐƟŶŐůǇ͕ �ĞǀĞŶ�ĂƌƟĐůĞƐ�ǁŝƚŚ�ĂƉƉĂƌĞŶƚ�ĨŽĐƵƐ�
ŽŶ� ƚŚĞ�ŵĞƐŽ� ;ŝŶĚŝǀŝĚƵĂů�ďƵŝůĚŝŶŐͿ� ƐĐĂůĞ�ǀŝĞǁ�ĞǆŝƐƟŶŐ�ďƵŝůĚŝŶŐƐ�ŵĞƌĞůǇ�ĂƐ�ŵĂƚĞƌŝĂů�ďĂŶŬƐ͘�dŚĞƐĞ�ĂƌƟ-
ĐůĞƐ�ĨŽĐƵƐ�ŽŶ�ƚŚĞ�ƐŽͲĐĂůůĞĚ�ĐƌĂĚůĞͲƚŽͲĐƌĂĚůĞ�ĚĞƐŝŐŶ�ƉƌĂĐƟĐĞƐ�ƌĂƚŚĞƌ�ƚŚĂŶ�ŽƉƟŵŝǌŝŶŐ�ƚŚĞ�ƵƐĞ�ŽĨ�ĞǆŝƐƟŶŐ�
ďƵŝůĚŝŶŐƐ͘�/Ŷ�ƐƵŵŵĂƌǇ͕ �ƚŚĞ�ŵŽƐƚ�ĐŽŵŵŽŶůǇ�ŝĚĞŶƟĮĞĚ�ĨĞĂƚƵƌĞƐ�ĨƌŽŵ�ƚŚĞ�ůŝƚĞƌĂƚƵƌĞ�ƌĞůĂƚĞĚ�ƚŽ�ĐůŽƐŝŶŐ�ƚŚĞ�
material loops and designing for the future. While those principles are certainly relevant, they are too 
ƌĞƐƚƌŝĐƟŶŐ�ĂŶĚ�ŶĂƌƌŽǁ�ĚŽǁŶ�ƚŚĞ�ĐŽŶĐĞƉƚ�ŽĨ�ĐŝƌĐƵůĂƌŝƚǇ͘ �

A focused framework for circular economy in the real estate sector has been developed based on the 
ĮŶĚŝŶŐƐ�ŽĨ�ƚŚĞ�ƐǇƐƚĞŵĂƟĐ� ůŝƚĞƌĂƚƵƌĞ�ƌĞǀŝĞǁ�ƉƌĞƐĞŶƚĞĚ� ŝŶ�<ǇƌƂ�;ϮϬϮϬͿ͘�dŚĞ�ĨƌĂŵĞǁŽƌŬ�ǁĂƐ�ĨŽƌŵĞĚ�ďǇ�
ĐŽŵƉĂƌŝŶŐ�ǁŝƚŚ� ƚŚĞ�ǁŝĚĞůǇ�ƵƐĞĚ�Z�^K>s�� ĨƌĂŵĞǁŽƌŬ� ;�ƌƵƉ�ϮϬϭϲͿ͕� ĂŶĚ�ĂĚĂƉƟŶŐ� ŝƚ� ƚŽ� ƚŚĞ� ŝŶĚŝǀŝĚƵĂů�
ďƵŝůĚŝŶŐ�ƐĐĂůĞ�;<ǇƌƂ�ϮϬϮϬͿ͘�dŚĞ�ĨŽĐƵƐĞĚ�^W�Z�ĨƌĂŵĞǁŽƌŬ�ĐŽŵƉƌŝƐĞƐ�^ŚĂƌŝŶŐ͕�WƌĞƐĞƌǀŝŶŐ��ĚĂƉƚĂƟŽŶ͕�ĂŶĚ�
Rethinking, as depicted in Figure 1.
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&ŝŐƵƌĞ�ϭ�>ŝƚĞƌĂƚƵƌĞͲďĂƐĞĚ�ĨƌĂŵĞǁŽƌŬ�ĨŽƌ����ŝŶ�ƚŚĞ�ƌĞĂů�ĞƐƚĂƚĞ�ƐĞĐƚŽƌ�;ĂĚĂƉƚĞĚ�ĨƌŽŵ�<ǇƌƂ͕�ϮϬϮϬͿ͘

WZ��d/���Z�s/�t
dŚĞ�ƉƌĂĐƟĐĞ�ƌĞǀŝĞǁ�ŝƐ�Ă�ŵƵůƟƉůĞ�ĐĂƐĞ�ƐƚƵĚǇ͕ �ǁŚĞƌĞ�ƚŚĞ�ĐĂƐĞƐ�ƌĞƉƌĞƐĞŶƚ�ĚŝīĞƌĞŶƚ�ƌĞĂů�ĞƐƚĂƚĞ�ŵĂŶĂŐĞ-
ŵĞŶƚ�ĐĂƐĞƐ͘���ƋƵĂůŝƚĂƟǀĞ�ĐŽŶƚĞŶƚ�ĂŶĂůǇƐŝƐ�ĨŽůůŽǁƐ�ƉƌĞǀŝŽƵƐůǇ�ĐŽŶĚƵĐƚĞĚ�ƐƚƵĚŝĞƐ�ĂƐ�ƵŶŝƚƐ�ŽĨ�ĂŶĂůǇƐŝƐ�
ƚŽ�ĐŚĞĐŬ�ĨŽƌ�ĞůĞŵĞŶƚƐ�ƌĞůĂƚĞĚ�ƚŽ�ĞǆŝƐƟŶŐ�ĐŝƌĐƵůĂƌ�ĞĐŽŶŽŵǇ�ƚŚĞŽƌǇ͘ �dŚĞŽƌǇ�ŚĂƐ�Ă�ĚĞĚƵĐƟǀĞ�ƌŽůĞ�ŝŶ�ƚŚĞ�
ĂŶĂůǇƐŝƐ͕�ĂƐ�ƚŚĞ�ĐƵƌƌĞŶƚ�ƐƚƵĚǇ�ĞůĂďŽƌĂƚĞƐ�ĞǆŝƐƟŶŐ�ƚŚĞŽƌǇ�ŝƐ�ƵƐĞĚ�ƚŽ�ĚŝƌĞĐƚ�ĂŶĂůǇƐŝƐ͘�,ŽǁĞǀĞƌ͕ �ƚŚĞ�ĐƵƌƌĞŶƚ�
ƐƚƵĚǇ�ĂŝŵƐ�ƚŽ�ĞůĂďŽƌĂƚĞ�ŽŶ�ƚŚĞ�ĞǆŝƐƟŶŐ�ƚŚĞŽƌǇ͘

dŚĞ�ĐĂƐĞ�ƐĞůĞĐƟŽŶ�ŝƐ�ƉƵƌƉŽƐŝǀĞ͕�ĂƐ�ƚŚĞ�ĐĂƐĞƐ�ŚĂǀĞ�ďĞĞŶ�ĞǆƚĞŶƐŝǀĞůǇ�ƐƚƵĚŝĞĚ�ďǇ�ƚŚĞ�ĂƵƚŚŽƌ�ĂŶĚ�ĐŽůůĞĂŐƵĞƐ�
ƉƌĞǀŝŽƵƐůǇ͘ �dŚŝƐ�ĂůůŽǁĞĚ�ĂĐĐĞƐƐ�ƚŽ�ƉƌĞǀŝŽƵƐ�ƉƌŝŵĂƌǇ�ĚĂƚĂ͕�ŝŶĐůƵĚŝŶŐ�ŝŶƚĞƌǀŝĞǁƐ͕�ĂŶĚ�ŽďƐĞƌǀĂƟŽŶ�ĚƵƌŝŶŐ�
site visits. The cases were also thought to well represent the various approaches to real estate man-
ĂŐĞŵĞŶƚ͕�ĂŶĚ�ŽŶĞ�ĐĂƐĞ�ĐĂŶ�ďĞ�ĐŽŶƐŝĚĞƌĞĚ�ĂŶ�ĞǆƚƌĞŵĞ�ĐĂƐĞ�;&ůǇǀďĞƌŐ�ϮϬϬϲͿ͕�ǁŝƚŚ�Ă�ƌĂƌĞ�ĂŶĚ�ŝŶŶŽǀĂƟǀĞ�
approach.

EĞǆƚ͕�ĚĞƐĐƌŝƉƟŽŶƐ�ŽĨ�ĞĂĐŚ�ĐĂƐĞ�ĂƌĞ�ƉƌŽǀŝĚĞĚ͘��ŌĞƌ�ĚĞƐĐƌŝďŝŶŐ�ƚŚĞ�ĐĂƐĞƐ͕�ƚŚĞ�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�ĂƌĞ�ĂŶĂ-
lysed with regard to how well they correspond to the SPAR framework, or to the paradigm changes 
access-over-ownership, and service-based business.

�ĂƐĞ��ƵƐŝŶĞƐƐ��ĂŵƉƵƐ
dŚĞ�ĮƌƐƚ�ĐĂƐĞ�ĚĞŵŽŶƐƚƌĂƚĞƐ�ŚŽǁ�ŚĞĂůƚŚĐĂƌĞ�ŽƌŐĂŶŝǌĂƟŽŶƐ�ǀĂůƵĞ�ĐŽͲůŽĐĂƟŶŐ�ŽŶ�Ă�ĐĂŵƉƵƐ�ǁŝƚŚ�ŽƌŐĂŶŝ-
ǌĂƟŽŶƐ�ĨƌŽŵ�ƚŚĞ�ƐĂŵĞ�ďƵƐŝŶĞƐƐ�ƐĞĐƚŽƌ͘ �dŚĞ�ĮŶĚŝŶŐƐ�ŝŶĚŝĐĂƚĞ�ƚŚĂƚ�ŽƌŐĂŶŝǌĂƟŽŶƐ�ďĞŶĞĮƚ�ĨƌŽŵ�ƚŚĞ�ƉŽƐ-
ƐŝďŝůŝƚǇ�ƚŽ�ŽƉĞƌĂƚĞ�ŽŶ�ŵƵůƟͲĮƌŵ�ĐĂŵƉƵƐ�ĨŽƌ�Ă�ŶƵŵďĞƌ�ŽĨ�ƌĞĂƐŽŶƐ͕�ǁŚŝĐŚ�ĨŽƌŵ�Ă�ǀĂůƵĞ�ĨƌĂŵĞǁŽƌŬ�ĨŽƌ�
ĐŽͲůŽĐĂƟŽŶ͘��ŽŶŶĞĐƟǀŝƚǇ�ŝƐ�ĂĐŚŝĞǀĞĚ�ǁŚĞŶ�ƚŚĞ�ĐĂŵƉƵƐ�ŽīĞƌƐ�Ă�ĨĂǀŽƵƌĂďůĞ�ůŽĐĂƟŽŶ�ĂŶĚ�ĂĐĐĞƐƐŝďŝůŝƚǇ͘ �
�ŽƐƚͲĞĸĐŝĞŶĐǇ�ŵĂŝŶůǇ�ĚĞƌŝǀĞƐ�ĨƌŽŵ�ŽƉƟŵŝƐŝŶŐ�ƐƉĂĐĞ�ƵƐĞ�ĂŶĚ�ƐŚĂƌĞĚ�ĨĂĐŝůŝƚǇ�ƐĞƌǀŝĐĞƐ͘���ŽŵŵƵŶŝƚǇ�ĂŶĚ�
�ŽůůĂďŽƌĂƟŽŶ�ƌĞůĂƚĞĚ�ƚŽ�ƐǇŶĞƌŐǇ�ǁŝƚŚ�ŽƚŚĞƌ�ƐŚĂƌĞƌƐ͘�dŚĞ�ϰ�Ɛ�ǁŝƚŚ�ĞǆĂŵƉůĞƐ�ĂƌĞ�ƉƌĞƐĞŶƚĞĚ�ŝŶ�&ŝŐƵƌĞ�Ϯ͘

&ŝŐƵƌĞ�Ϯ�sĂůƵĞ�ĐƌĞĂƚĞĚ�ƚŚƌŽƵŐŚ�ĐŽͲůŽĐĂƟŽŶ�;ĂĚĂƉƚĞĚ�ĨƌŽŵ�<ǇƌƂ�Ğƚ�Ăů͕͘�ϮϬϭϲͿ
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It is ŶŽƚĞǁŽƌƚŚǇ�ŚŽǁ�ŵƵĐŚ�ƚŚĞ�ŝŶĨŽƌŵĂŶƚƐ�ƉůĂĐĞĚ�ĞŵƉŚĂƐŝƐ�ŽŶ�ƚŚĞ�ŝŶƚĞƌĂĐƟŽŶ�ǁŝƚŚ�ŽƚŚĞƌƐ�ĞǀĞŶ�ŝŶ�ƚŚĞ�
ĐĂƐĞ�ŽĨ�Ă�ŵƵůƟͲĮƌŵ�ĐĂŵƉƵƐ͘�dŚĞ�ŝŶĨŽƌŵĂŶƚƐ�ƐĂǁ�ĐŽůůĂďŽƌĂƟŽŶ͕�ĂŶĚ�Ă�ůŝƩůĞ�ƐƵƌƉƌŝƐŝŶŐůǇ�ĞǀĞŶ�ĐŽŵƉĞƟƟŽŶ͕�
ĂƐ�ǀĂůƵĂďůĞ�ŝŶ�ƉƌŽǀŝĚŝŶŐ�ƚŚĞ�ĐƵƐƚŽŵĞƌ�ǁŝƚŚ�Ă�ĨƵůů�ƐĞƌǀŝĐĞ�ĂŶĚ�Ă�ǁŝĚĞƌ�ŽīĞƌŝŶŐ͘��ŽůůĂďŽƌĂƟŽŶ�ǁĂƐ�ĂůƐŽ�
ŵŽƟǀĂƚĞĚ�ďǇ�ƚŚĞ�ĚĞƐŝƌĞ�ƚŽ�ĐŽŵƉĞƚĞ�ǁŝƚŚ�ŽƚŚĞƌ�ƐŝŵŝůĂƌ�ĐĂŵƉƵƐĞƐ͘�:ŽŝŶƚ�ƌĞĐƌĞĂƟŽŶĂů�ĨĂĐŝůŝƟĞƐ�ĐĂŵĞ�ŝŶƚŽ�
ĚŝƐĐƵƐƐŝŽŶ�ŝŶ�ĐŽŶŶĞĐƟŽŶ�ǁŝƚŚ�ŝŶĨŽƌŵĂů�ĞŶĐŽƵŶƚĞƌƐ�ŽŶ�ĐĂŵƉƵƐ͗�ƚŚĞ�ƌĞĐƌĞĂƟŽŶĂů�ĨĂĐŝůŝƟĞƐ�ǁĞƌĞ�ƚŚŽƵŐŚƚ�
ƚŽ�ƉƌŽŵŽƚĞ�ŝŶƚĞƌĂĐƟŽŶ͕�ǁŚŝĐŚ�ŝŶ�ƚƵƌŶ�ĐŽŶƚƌŝďƵƚĞĚ�ƚŽ�ƚŚĞ�ƐĞŶƐĞ�ŽĨ�ďĞůŽŶŐŝŶŐ͕�ĐŽŵŵƵŶŝƚǇ͘

�ĂƐĞ��ĚĂƉƚĂďŝůŝƚǇ�ZŽĂĚŵĂƉ�^ĞƌǀŝĐĞ
&ƌŽŵ�Ă�ŵĂŶĂŐĞƌŝĂů�ƉĞƌƐƉĞĐƟǀĞ͕�ǁŚŝůĞ� ŝƚ� ŝƐ� ŝŵƉŽƌƚĂŶƚ�ƚŽ�ĐƌĞĂƚĞ�Ă� ĨƵŶĐƟŽŶĂů�ĚĞƐŝŐŶ�ƚŚĂƚ�ƐƵƉƉŽƌƚƐ�ƚŚĞ�
ĐƵƌƌĞŶƚ�ŽƉĞƌĂƟŽŶ�ĂƐ�ǁĞůů� ĂƐ�ƉŽƐƐŝďůĞ͕� ŝƚ� ŝƐ� ĞǀĞŶ�ŵŽƌĞ� ŝŵƉŽƌƚĂŶƚ� ƚŽ� ĐƌĞĂƚĞ� ƐƉĂĐĞƐ� ƚŚĂƚ� ĐĂŶ�ĂĚĂƉƚ� ƚŽ�
ĐŚĂŶŐĞƐ͘�<ǇƌƂ�Ğƚ�Ăů͘�;ϮϬϭϵďͿ�ƐƵŐŐĞƐƚƐ�Ă�ŶĞǁ�ƚǇƉĞ�ŽĨ�ƐĞƌǀŝĐĞ�ŽīĞƌŝŶŐ͕�ŶĂŵĞůǇ͕ �ĂŶ�ĂĚĂƉƚĂďŝůŝƚǇ�ƌŽĂĚŵĂƉ�
which would indicate the adaptability measures related to each building system with schedules. Frequent 
ƐŵĂůůĞƌ�ƵƉŐƌĂĚĞƐ�ǁŽƵůĚ� ƌĞĚƵĐĞ� ƚŚĞ�ŶĞĞĚ� ĨŽƌ� ƚŚŽƌŽƵŐŚ� ƌĞƚƌŽĮƚƐ�ĚƵƌŝŶŐ� ƚŚĞ�ďƵŝůĚŝŶŐ� ůŝĨĞĐǇĐůĞ� ;&ŝŐƵƌĞ�
ϯͿ͘� KƉĞƌĂƟŽŶĂů� ĞĸĐŝĞŶĐǇ� ĐĂŶ� ďĞ� ƐƵƐƚĂŝŶĞĚ�ǁŚĞŶ� ĨƵŶĐƟŽŶŝŶŐ� ƐƉĂĐĞƐ� ƌĞƋƵŝƌĞ� ŽŶůǇ�ŵŝŶŽƌ� ĂĚĂƉƚĂƟŽŶ�
ƉƌŽĐĞĚƵƌĞƐ�ĨƌĞƋƵĞŶƚůǇ͕ �ĂŶĚ�ƚŚĞ�ƟŵĞ�ƉĞƌŝŽĚ�ďĞƚǁĞĞŶ�ŵĂũŽƌ�ƌĞŶŽǀĂƟŽŶƐ�ŐƌŽǁƐ�ůŽŶŐĞƌ͘ ���ĚĞƉŝĐƟŽŶ�ŽŶ�
ŽƉƟŵŝǌŝŶŐ�ŽƉĞƌĂƟŽŶĂů�ĞĸĐŝĞŶĐǇ�ƚŚƌŽƵŐŚ�ĂĚĂƉƚĂďŝůŝƚǇ�ĚƵƌŝŶŐ�ƚŚĞ�ĞŶƟƌĞ�ůŝĨĞĐǇĐůĞ�ŽĨ�Ă�ĨĂĐŝůŝƚǇ�ŝƐ�ŝůůƵƐƚƌĂƚĞĚ�
in Figure 3.

&ŝŐƵƌĞ�ϯ��ĚĂƉƚĂƟŽŶ�ĂŶĚ�ďƵŝůĚŝŶŐ�ƐǇƐƚĞŵ�ůŝĨĞͲĐǇĐůĞƐ�ĂĚĂƉƚĞĚ�ĨƌŽŵ�;<ǇƌƂ�Ğƚ�Ăů͕͘�ϮϬϭϵďͿ

dŚĞ� ůŽŐŝĐ�ƉƌĞƐĞŶƚĞĚ� ŝŶ�&ŝŐƵƌĞ�ϯ�ƐŚŽƵůĚ�ďĞ�ĂĚĂƉƚĞĚ�ďǇ�ŵĂŶĂŐĞƌƐ͕�ĂŶĚ�ƚŚĞ�ďĞŶĞĮƚƐ�ĐŽŵŵƵŶŝĐĂƚĞĚ�ƚŽ�
ĞŶĚͲƵƐĞƌ�ĐůŝĞŶƚƐ͘�dŚĞ�ďƵƐŝŶĞƐƐ� ůŽŐŝĐ�ŽĨ� ƚŚĞ�ĚĞƐŝŐŶĞƌ�ƐŝĚĞ�ǁŽƵůĚ�ŚĂǀĞ� ƚŽ�ďĞ�ĂĚĂƉƚĞĚ�ĂƐ�ǁĞůů͘�ZĞƚƌŽĮƚ�
ƉƌŽũĞĐƚƐ�ǁŽƵůĚ�ďĞĐŽŵĞ�ůĞƐƐ�ĨƌĞƋƵĞŶƚ͕�ďƵƚ�ŽŶ�ƚŚĞ�ŽƚŚĞƌ�ŚĂŶĚ͕�ŵŽƌĞ�ƌĞƐŽƵƌĐĞƐ�ǁŽƵůĚ�ďĞ�ĚŝƌĞĐƚĞĚ�ƚŽǁĂƌĚ�
ƉůĂŶŶŝŶŐ�ĨŽƌ�ƚŚĞ�ĨƵƚƵƌĞ͘�dŚĞ�ĚĞƐŝŐŶĞƌƐ�ĐŽƵůĚ�ŽīĞƌ�Ă�ƐĞƌǀŝĐĞ�ǁŚĞƌĞ�ƚŚĞǇ�ĞƐƚĂďůŝƐŚ�ƚŚĞ�ĐƵƌƌĞŶƚ�ƐƚĂƚĞ�ŽĨ�
ƚŚĞ�ĨĂĐŝůŝƚǇ͕ �ĂŶĚ�ĐƌĞĂƚĞ�Ă�ĐŽŵƉƌĞŚĞŶƐŝǀĞ�ĂĚĂƉƚĂďŝůŝƚǇ�ƌŽĂĚŵĂƉ�ĨŽƌ�ĨƵƚƵƌĞ�ƌĞƚƌŽĮƚƐ͘�dŚĞ�ƌŽĂĚŵĂƉƐ�ƐŚŽƵůĚ�
ĚĞƚĂŝů�ƚŚĞ�ĚŝīĞƌĞŶƚ�ƐƚƌĂƚĞŐŝĞƐ�ĨŽƌ�ĚŝīĞƌĞŶƚ�ǌŽŶĞƐ�ǁŝƚŚŝŶ�ƚŚĞ�ďƵŝůĚŝŶŐ͕�ŝŶĐůƵĚŝŶŐ�ƚŚĞ�ĂŶƟĐŝƉĂƚĞĚ�ƟŵŝŶŐ�ĨŽƌ�
ƚŚĞ�ƌĞƚƌŽĮƚƐ͘�^ŝŵƵůƚĂŶĞŽƵƐůǇ͕ �ĐůŝĞŶƚƐ�ƐŚŽƵůĚ�ďĞ�ĐŽŶǀŝŶĐĞĚ�ŽĨ�ƚŚĞ�ďĞŶĞĮƚƐ�ŽĨ�ƚŚŝƐ�ƐĞƌǀŝĐĞ�ŽīĞƌŝŶŐ͕�ĂŶĚ�
ƐĞĞ�ďĞǇŽŶĚ�ƚŚĞ�ŝŶŝƟĂů�ŝŶǀĞƐƚŵĞŶƚ�ĐŽƐƚ�ŽĨ�ƚŚĞ�ĂĚĂƉƚĂďŝůŝƚǇ�ƐƚƌĂƚĞŐŝĞƐ͘�DŽƐƚ�ŝŵƉŽƌƚĂŶƚůǇ�ĨŽƌ�ƚŚĞ�ĐůŝĞŶƚƐ͕�
ƚŚĞ� ĂĚĂƉƚĂďŝůŝƚǇ� ƌŽĂĚŵĂƉ� ǁŽƵůĚ� ĂůůŽǁ� ŐƌĞĂƚĞƌ� ƉĞƌŝŽĚƐ� ďĞƚǁĞĞŶ� ƌĞƚƌŽĮƚƐ͕� ĂŶĚ� ĐŽŶƐĞƋƵĞŶƚůǇ� ŚŝŐŚĞƌ�
ŽƉĞƌĂƟŽŶĂů�ĞĸĐŝĞŶĐŝĞƐ�ǁŝƚŚ�ůĞƐƐ�ĚŝƐƚƵƌďĂŶĐĞ͘

�ĂƐĞ�>ĞĂƐĞĚ�DŽĚƵůĂƌ�&ĂĐŝůŝƟĞƐ�
dŚĞ�ĂďŝůŝƚǇ�ƚŽ�ƌĞůŽĐĂƚĞ�ĂŶ�ĞŶƟƌĞ�ďƵŝůĚŝŶŐ�ƌĞƉƌĞƐĞŶƚƐ�ƚŚĞ�ŚŝŐŚĞƐƚ�ůĞǀĞů�ŽĨ�ĂĚĂƉƚĂďŝůŝƚǇ͕ �ƚŚĞ�ƉŽƐƐŝďŝůŝƚǇ�ƚŽ�
ĞǆƉĂŶĚ�Žƌ�ĚĞĐƌĞĂƐĞ�ƚŚĞ�ƐŝǌĞ�ŽĨ�ĞǆŝƐƟŶŐ�ďƵŝůĚŝŶŐƐ͘�&ƵƌƚŚĞƌŵŽƌĞ͕�ƌĞůŽĐĂƚĂďůĞ�ŵŽĚƵůĂƌ�ďƵŝůĚŝŶŐƐ�ĐŽŶƚƌŝďƵƚĞ�
ƚŽ�Ăůů�ůĞǀĞůƐ�ƚŚĞ�ĐŝƌĐƵůĂƌ�ďƵŝůƚ�ĞŶǀŝƌŽŶŵĞŶƚ͕�ĂƐ�ƚŚĞǇ�ƵƐĞ�ĞǆŝƐƟŶŐ�ƵƌďĂŶ�ƐƚƌƵĐƚƵƌĞ�ĂŶĚ�ŝŶĨƌĂƐƚƌƵĐƚƵƌĞ͕�ĂŶĚ�
ĂƌĞ�ĂůƐŽ�ƌĞƐŽƵƌĐĞ�ĞĸĐŝĞŶƚ�ƚŽ�ŵĂŶƵĨĂĐƚƵƌĞ�ĚƵĞ�ƚŽ�ĨĂĐƚŽƌǇ�ƉƌĞĨĂďƌŝĐĂƟŽŶ͘��ŽŵƉĂƌŝŶŐ�ǁŝƚŚ�ƚŚĞ�ƚƌĂĚŝƟŽŶĂů�
ĚĞĮŶŝƟŽŶ�ŽĨ�ĐŝƌĐƵůĂƌ�ĞĐŽŶŽŵǇ�ďǇ�;'ĞŝƐƐĚŽĞƌĨĞƌ͕ �^ĂǀĂŐĞƚ͕��ŽĐŬĞŶ͕�Θ�,ƵůƟŶŬ͕�ϮϬϭϳͿ͕�ŵŽĚƵůĂƌ�ƌĞůŽĐĂƚĂďůĞ�
ďƵŝůĚŝŶŐƐ�ŵŝŶŝŵŝǌĞ�ƌĞƐŽƵƌĐĞ�ƵƐĞ�ĂŶĚ�ĐůŽƐĞ�ĞŶĞƌŐǇ�ůŽŽƉƐ�ďŽƚŚ�ƚŚƌŽƵŐŚ�ƉƌĞĨĂďƌŝĐĂƟŽŶ�ĂŶĚ�ůĞĂƐŝŶŐ͕� ŝ͘Ğ͘�
ƌĞƵƐŝŶŐ�ƚŚĞ�ŵŽĚƵůĞƐ͘�<ǇƌƂ�Ğƚ�Ăů͘�;ϮϬϭϵĂͿ�ƐƚƵĚŝĞĚ�ďŽƚŚ�ƚŚĞ�ŵŽĚƵůĂƌŝƚǇ�ĂŶĚ�ƵƐĂďŝůŝƚǇ�ŽĨ�ƐƵĐŚ�ƌĞůŽĐĂƚĂďůĞ�
ďƵŝůĚŝŶŐ�ŵŽĚƵůĞƐ͘�ZĞůŽĐĂƚĂďůĞ͕�ůĞĂƐĞĚ�ŵŽĚƵůĂƌ�ďƵŝůĚŝŶŐƐ�ǁĞƌĞ�ŶŽƚĞĚ�ƚŽ�ĐŽŵƉůǇ�ǁŝƚŚ�ƌĞƐŽƵƌĐĞ�ĞĸĐŝĞŶĐǇ͕ �
preserving and extending what is already made, designing for the future, and rethinking the business 
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ŵŽĚĞů�;�D�&ŽƵŶĚĂƟŽŶ͕�ϮϬϭϱͿ͘�&ŝŐƵƌĞ�ϰ�ŝůůƵƐƚƌĂƚĞƐ�ƚŚĞ�ŝĚĞŶƟĮĞĚ�ďĞŶĞĮƚƐ�ŽĨ�ƚŚĞ�ŵŽĚƵůĂƌ�ĂƉƉƌŽĂĐŚ͘

&ŝŐƵƌĞ�ϰ��ŽŶŶĞĐƟŽŶ�ďĞƚǁĞĞŶ�ŵŽĚƵůĂƌŝƚǇ�ĂŶĚ�ĐŝƌĐƵůĂƌŝƚǇ�;ĂĚĂƉƚĞĚ�ĨƌŽŵ�<ǇƌƂ�Ğƚ�Ăů͕͘�ϮϬϭϵĂͿ

&ƌŽŵ� ƚŚĞ� ƌĞĂů� ĞƐƚĂƚĞ� ƉŽƌƞŽůŝŽ� ŵĂŶĂŐĞŵĞŶƚ� ƉĞƌƐƉĞĐƟǀĞ͕� ƚŚĞ� ŵŽƐƚ� ĂƩƌĂĐƟǀĞ� ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ� ŽĨ� ƚŚĞ�
modular buildings include the low risk associated with leasing, and the possibility to add or remove 
ŵŽĚƵůĞƐ�ĂƐ�ŶĞĞĚĞĚ͘�'ŽŽĚ�ŝŶĚŽŽƌ�ĐŽŵĨŽƌƚ�ĂŶĚ�ĞŶĞƌŐǇ�ĞĸĐŝĞŶĐǇ͕ �ĂƐ�ǁĞůů�ĂƐ�ƚŚĞ�ƉŽƐƐŝďŝůŝƚǇ�ƚŽ�ĐƵƐƚŽŵŝǌĞ�
ďĂƐĞĚ�ŽŶ�ƚŚĞ�ƉůĂŶŶĞĚ�ĨƵŶĐƟŽŶ�;ƐĐŚŽŽů͕�ĚĂǇ�ĐĂƌĞ͕�ŚĞĂůƚŚĐĂƌĞͿ�ǁŽƵůĚ�ĂůƐŽ�ďĞ�ŽĨ�ŝŶƚĞƌĞƐƚ�ƚŽ�ƚŚĞ�ŵƵŶŝĐŝƉĂů�
ƌĞĂů�ĞƐƚĂƚĞ�ŵĂŶĂŐĞƌ͘ �DŽĚƵůĂƌ�ĨĂĐŝůŝƟĞƐ�ĐŽƵůĚ�ǁĞůů�ƌĞƉůĂĐĞ�Ă�ƉŽƌƟŽŶ�ŽĨ�ŵƵŶŝĐŝƉĂů�ĨĂĐŝůŝƟĞƐ͕�ŵĂŬŝŶŐ�ƚŚĞ�
ƉŽƌƞŽůŝŽ� ŵŽƌĞ� ĂĚĂƉƚĂďůĞ� ƚŽ� ĨĂƐƚͲƉĂĐĞĚ� ĚĞŵŽŐƌĂƉŚŝĐ� ĐŚĂŶŐĞƐ͘� >ĞĂƐĞĚ� ŵŽĚƵůĂƌ� ĨĂĐŝůŝƟĞƐ� ŵĂŬĞ� ƚŚĞ�
ĐŽŶŶĞĐƟŽŶ�ďĞƚǁĞĞŶ�ĐŝƌĐƵůĂƌ�ĞĐŽŶŽŵǇ͕ �ŵŽĚƵůĂƌŝƚǇ͕ �ĂŶĚ�ĂĚĂƉƚĂďŝůŝƚǇ͘

^ƵŵŵĂƌǇ�ŽĨ�ƉƌĂĐƟĐĞ�ƌĞǀŝĞǁ
dŚĞ�ƚŚƌĞĞ�ĐĂƐĞƐ�ŵĂŶŝĨĞƐƚ�ƚŚĞ�ĚŝīĞƌĞŶƚ�ĞůĞŵĞŶƚƐ�ŽĨ�ĐŝƌĐƵůĂƌ�ĞĐŽŶŽŵǇ�ŝŶ�ƚŚĞ�ĐŽŶƚĞǆƚ�ŽĨ�ƌĞĂů�ĞƐƚĂƚĞ�
ŵĂŶĂŐĞŵĞŶƚ�ŝŶ�ĚŝīĞƌĞŶƚ�ǁĂǇƐ͘�EŽƚĂďůǇ͕ �ĞĂĐŚ�ĐĂƐĞ�ĚĞŵŽŶƐƚƌĂƚĞƐ�Ăƚ�ůĞĂƐƚ�ƚǁŽ�ĞůĞŵĞŶƚƐ�ŝŶ�ƚŚĞ�^W�Z�
ĨƌĂŵĞǁŽƌŬ�;dĂďůĞ�ϭͿ͕�ĂŶĚ�ĂƌĞ�ƌĞůĂƚĞĚ�ƚŽ�Ăƚ�ůĞĂƐƚ�ŽŶĞ�ŽĨ�ƚŚĞ�ƚǁŽ�ƉĂƌĂĚŝŐŵ�ƐŚŝŌƐ͘�

dĂďůĞ�ϭ�Overview of cases

�ĂƐĞ ^ŚĂƌĞ WƌĞƐĞƌǀĞ Adapt ZĞƚŚŝŶŬ �ĐĐĞƐƐ�ŽǀĞƌ�ŽǁŶ-
ĞƌƐŚŝƉ

^ĞƌǀŝĐĞͲďĂƐĞĚ�ďƵƐŝ-
ŶĞƐƐ

�ŽͲůŽĐĂƚĞĚ�
�ƵƐŝŶĞƐƐĞƐ� x x

�ĚĂƉƚĂďŝůŝƚǇ�
ZŽĂĚŵĂƉ x x x

>ĞĂƐĞĚ�DŽĚƵ-
ůĂƌ��ƵŝůĚŝŶŐƐ x x x x x

The case of co-located businesses is primarily about sharing and related to the paradigm access over 
ownership. Meanwhile, adaptability roadmaps are very focused on the service-based business, and can 
ƌĞůĂƚĞ�ƚŽ�ĞŝƚŚĞƌ�ŵŝŶŽƌ�ƌĞƉĂŝƌƐ͕�ƉƌĞƐĞƌǀŝŶŐ͕�ƌĞƉĂŝƌƐ�Žƌ�ŵĂũŽƌ�ĂĚĂƉƚĂƟŽŶƐ͘�>ĞĂƐĞĚ�ŵŽĚƵůĂƌ�ďƵŝůĚŝŶŐƐ�ĂƌĞ�
ĮƌƐƚ�ĂŶĚ�ĨŽƌĞŵŽƐƚ�ĂďŽƵƚ�ƌĞƚŚŝŶŬŝŶŐ�ƚŚĞ�ĞŶƟƌĞ�ďƵƐŝŶĞƐƐ͕�ĚƵĞ�ƚŚĞ�ƌĂĚŝĐĂůŝƚǇ�ŽĨ�ƚŚĞ�ƌĞůŽĐĂƟŽŶ͘��ĞĐĂƵƐĞ�ƚŚĞ�
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buildings are leased and not owned, they also contribute to the access over ownership paradigm, and 
because the rents include all maintenance and minor repair, the service-based business.

�/^�h^^/KE��E���KE�>h^/KE^
dŚŝƐ�ƉĂƉĞƌ�ƐĞƚ�ŽƵƚ�ƚŽ�ĐŽŶĐĞƉƚƵĂůŝǌĞ�ĐŝƌĐƵůĂƌ�ĞĐŽŶŽŵǇ�ĨŽƌ�ƚŚĞ�ƉƵƌƉŽƐĞƐ�ŽĨ�ƌĞĂů�ĞƐƚĂƚĞ�ŵĂŶĂŐĞŵĞŶƚ͘�dŚĞ�
ůŝƚĞƌĂƚƵƌĞ�ƌĞǀŝĞǁ�ĐŽŶĮƌŵĞĚ�ƚŚĂƚ�ƚŚĞ�ĐƵƌƌĞŶƚůǇ�ĚŽŵŝŶĂƟŶŐ�ĐŽŶĐĞƉƟŽŶƐ�ŽĨ����ŝŶ�ƚŚĞ�ďƵŝůƚ�ĞŶǀŝƌŽŶŵĞŶƚ�
ĂƌĞ�ƌĞůĂƚĞĚ�ŶĞǁ�ĐŽŶƐƚƌƵĐƟŽŶ͕�ŵŽƌĞ�ƐƉĞĐŝĮĐĂůůǇ�ƚŽ�ƚŚĞ�ƌĞĐǇĐůŝŶŐ�ŽĨ�ďƵŝůĚŝŶŐ�ŵĂƚĞƌŝĂů͘�dŚŝƐ�ůŝŵŝƚĞĚ�ǀŝĞǁ�ŽĨ�
ĐŝƌĐƵůĂƌ�ĞĐŽŶŽŵǇ�ĂƐ�Ă�ŵĂƚĞƌŝĂů�ůŽŽƉ�ƐǇƐƚĞŵ�ŝƐ�ŝŶĞīĞĐƟǀĞ͕�ĂŶĚ�ŶŽƚ�ƚŚĞ�ŵŽƐƚ�ƌĞůĞǀĂŶƚ�ĨŽƌ�ƚŚĞ�ƌĞĂů�ĞƐƚĂƚĞ�
ŵĂŶĂŐĞŵĞŶƚ�ƉƌĂĐƟĐĞ͘�DƵĐŚ�ŵŽƌĞ�ĨŽĐƵƐ�ƐŚŽƵůĚ�ďĞ�ƉůĂĐĞĚ�ŽŶ�ŽƉƟŵŝǌŝŶŐ�ƚŚĞ�ƵƐĞ�ŽĨ�ĞǆŝƐƟŶŐ�ďƵŝůĚŝŶŐƐ͕�
ĂŶĚ�ĂƉƉƌŽĂĐŚĞƐ�ƐƵĐŚ�ĂƐ�ĂĚĂƉƟǀĞ�ƌĞƵƐĞ�;EĞƐƐ�Θ�zŝŶ�ϮϬϭϳ͖�^ĂŶĐŚĞǌ�Θ�,ĂĂƐ�ϮϬϭϴĂ͕�ϮϬϭϴďͿ͘�&ƵƌƚŚĞƌŵŽƌĞ͕�
ƚŚĞ�ƌŽůĞ�ŽĨ�ƚŚĞ�ƐŚĂƌŝŶŐ�ŝŶ�ƚŚĞ�ƚƌĂŶƐŝƟŽŶ�ƚŽ�Ă�ĐŝƌĐƵůĂƌ�ĞĐŽŶŽŵǇ�ƐŚŽƵůĚ�ďĞ�ĞŵƉŚĂƐŝǌĞĚ�;EĞƐƐ�Θ�zŝŶ�ϮϬϭϳͿ͘�

�ĂƐĞĚ�ŽŶ�ƚŚĞ�ƉƌĂĐƟĐĞ�ƌĞǀŝĞǁ͕�ŵĂŶǇ�ŵĂŶĂŐĞŵĞŶƚ�ĂƉƉƌŽĂĐŚĞƐ�ĐŽŵƉůǇŝŶŐ�ƚŽ�ƚŚĞ�ĐŝƌĐƵůĂƌ�ĞĐŽŶŽŵǇ�ƉƌŝŶ-
ciples already exist, although they are not necessarily viewed as such. These comprise preserving and 
ĂĚĂƉƟŶŐ�ĞǆŝƐƟŶŐ�ďƵŝůĚŝŶŐƐ͕�ƐŚĂƌĞĚ�ƵƐĞ�ŽĨ�ƐƉĂĐĞ͕�ĂŶĚ�ŶĞǁ�ƚǇƉĞƐ�ŽĨ�ĐŝƌĐƵůĂƌ�ďƵƐŝŶĞƐƐ�ŵŽĚĞůƐ͘�&ŝŐƵƌĞ�ϱ�
ĨƵƌƚŚĞƌ�ĐŽŶŶĞĐƚƐ�ƚŚĞƐĞ�ĂƉƉƌŽĂĐŚĞƐ�ƚŽ�ƚŚĞ�ŶĞĞĚĞĚ�ƉĂƌĂĚŝŐŵ�ƐŚŝŌ�ŽŶ�ŽŶĞ�ŚĂŶĚ͕�ĂŶĚ�ƚŚĞ�ůĞǀĞů�ŽĨ�ŝŶƚƌƵ-
siveness to the physical building on the other. 

&ŝŐƵƌĞ�ϱ�WŽƚĞŶƟĂů�ŵĂŶĂŐĞƌŝĂů�ĂƉƉƌŽĂĐŚĞƐ�ƚŽ�ĐŝƌĐƵůĂƌ�ĞĐŽŶŽŵǇ�ŝŶ�ƚŚĞ�ƌĞĂů�ĞƐƚĂƚĞ�ƐĞĐƚŽƌ

�ŽͲůŽĐĂƟŽŶ� ŝƐ� ƚŚĞ�ŵŽƐƚ�ĐŽŵŵŽŶ�ǁĂǇ� ƚŽ� ŝŵƉůĞŵĞŶƚ�ƐŚĂƌŝŶŐ͘�<ǇƌƂ�Ğƚ�Ăů͘� ;ϮϬϭϲͿ� ŝĚĞŶƟĮĞĚ�ďĞŶĞĮƚƐ�ŽĨ�
ĐŽͲůŽĐĂƟŽŶ�ƚŽ�ďĞ�ĐŽƐƚͲĞĸĐŝĞŶĐǇ�ƚŚƌŽƵŐŚ�ƐŚĂƌĞĚ�ƐƉĂĐĞƐ�ĂŶĚ�ƐĞƌǀŝĐĞ͕�ďĞƩĞƌ�ĐŽŶŶĞĐƟǀŝƚǇ͕ �ĐŽůůĂďŽƌĂƟŽŶ�
ĂŶĚ�Ă�ƐĞŶƐĞ�ŽĨ�ĐŽŵŵƵŶŝƚǇ͘ �^ŚĂƌŝŶŐ�ŝƐ�ŽďƐĞƌǀĞĚ�ƚŽ�ƌĞƋƵŝƌĞ�ůŝƩůĞ�ŝŶƚƌƵƐŝǀĞŶĞƐƐ�ƚŽ�ƚŚĞ�ďƵŝůĚŝŶŐ�ƐƚƌƵĐƚƵƌĞ͕�
ďƵƚ�Ă�ƌĂĚŝĐĂů�ƉĂƌĂĚŝŐŵ�ƐŚŝŌ�ĨƌŽŵ�ŽǁŶĞƌƐŚŝƉ�ƚŽ�ĂĐĐĞƐƐ�;EŝĞůƐĞŶ�Θ��ƌŝŶŬƆ͕�ϮϬϭϴͿ͘��/ƚ�ŝƐ�ǁŽƌƚŚ�ŶŽƟŶŐ�ƚŚĂƚ�
ƚŚĞ�ƉĂƌĂĚŝŐŵ�ƐŚŝŌ�ŝƐ�ŵŽƌĞ�ĚŝƌĞĐƚĞĚ�ƚŽǁĂƌĚ�ƚŚĞ�ĞŶĚͲƵƐĞƌƐ�ŽĨ�ďƵŝůĚŝŶŐƐ͕�ǁŚĞƌĞĂƐ�ƌĞĂů�ĞƐƚĂƚĞ�ƉƌŽĨĞƐƐŝŽŶĂůƐ�
ĐŽƵůĚ�ĨĂĐŝůŝƚĂƚĞ�ƚŚŝƐ�ƐŚŝŌ͘�

<ǇƌƂ�Ğƚ�Ăů͘�;ϮϬϭϵĂͿ�ůŝŶŬ�ůĞǀĞůƐ�ŽĨ�ĂĚĂƉƚĂďŝůŝƚǇ�ƚŽ�ĚŝīĞƌĞŶƚ�ďƵŝůĚŝŶŐ�ƐǇƐƚĞŵ�ůŝĨĞĐǇĐůĞƐ�ĂŶĚ�ƐƵŐŐĞƐƚ�ĂŶ�ĂĚĂƉƚ-
ĂďŝůŝƚǇ�ƌŽĂĚŵĂƉ�ĂƐ�Ă�ƐĞƌǀŝĐĞ͘��ĚĂƉƚĂďŝůŝƚǇ�ƌŽĂĚŵĂƉƐ�ĐŽƵůĚ�ĞƐƚĂďůŝƐŚ�ƚŚĞ�ŽƉƟŵĂů�ƌĞŶŽǀĂƟŽŶ�ĐǇĐůĞ� ĨŽƌ�
ĞǆŝƐƟŶŐ�ďƵŝůĚŝŶŐƐ�ŝŶ�ƚĞƌŵƐ�ŽĨ�ůŝĨĞĐǇĐůĞ�ĐŽƐƚ�ĂŶĚ�ĐůŝŵĂƚĞ�ĐŚĂŶŐĞ�ŝŵƉĂĐƚ͘��ĞƉĞŶĚŝŶŐ�ŽŶ�ƚŚĞ�ĐǇĐůĞ͕�ĂĚĂƉƚ-
ability roadmap would use a preserving approach with low intrusiveness to the building and an in-
ĐƌĞŵĞŶƚĂů�ƉĂƌĂĚŝŐŵ�ƐŚŝŌ͘�dŚĞ�ĂĚĂƉƚĂďŝůŝƚǇ�ƌŽĂĚŵĂƉ�ŵĂǇ�ĂůƐŽ�ůĞĂĚ�ƚŽ�ŵĂũŽƌ�ƌĞŶŽǀĂƟŽŶƐ�ĂŶĚ�ĂĚĂƉƟǀĞ�
ƌĞƵƐĞ͕�ǁŚŝĐŚ�ŝƐ�ŚŝŐŚůǇ�ŝŶƚƌƵƐŝǀĞ�ŽĨ�ƚŚĞ�ƉŚǇƐŝĐĂů�ďƵŝůĚŝŶŐ�ƐƚƌƵĐƚƵƌĞ͕�ďƵƚ�ƌĞƋƵŝƌĞƐ�ŽŶůǇ�ŝŶĐƌĞŵĞŶƚĂů�ƐŚŝŌ�ƚŽ�
Ă�ƐĞƌǀŝĐĞͲďĂƐĞĚ�ďƵƐŝŶĞƐƐ�;�ŽĐŬĞŶ�Ğƚ�Ăů͘�ϮϬϭϰ͖�ZŝƚĂůĂ�Ğƚ�Ăů͘�ϮϬϭϴͿ͘

<ǇƌƂ�Ğƚ�Ăů͘�;ϮϬϭϵďͿ�ƐƚƵĚŝĞĚ�ĞǆŝƐƟŶŐ�ĐĂƐĞƐ�ŽĨ�ƌĞůŽĐĂƚĂďůĞ͕�ŵŽĚƵůĂƌ͕ �ůĞĂƐĞĚ�ďƵŝůĚŝŶŐƐ͕�ĂŶĚ�ĮŶĚ�ƚŚĂƚ�ƚŚĞǇ�ĂƌĞ�
ďŽƚŚ�ŝŶ�ůŝŶĞ�ǁŝƚŚ���͕�ĂŶĚ�ƵƐĂďůĞ�ďĂƐĞĚ�ŽŶ�ĞŶĚͲƵƐĞƌ�ĞǆƉĞƌŝĞŶĐĞƐ͘�dŚŝƐ�ƐƚƵĚǇ�ĐŽŶĮƌŵƐ�ƚŚĂƚ�ůĞĂƐĞĚ�ŵŽĚ-
ƵůĂƌ�ďƵŝůĚŝŶŐƐ�ĨŽůůŽǁ�ƚŚĞ�ƉƌŝŶĐŝƉůĞƐ�ŽĨ�ƐŚĂƌŝŶŐ͕�ĂĚĂƉƟŶŐ�ĂŶĚ�ƌĞƚŚŝŶŬŝŶŐ�ƚŚĞ�ďƵƐŝŶĞƐƐ͘��ůƚŚŽƵŐŚ�ĞǆŝƐƟŶŐ͕�
ƚŚĞ�ĂƉƉƌŽĂĐŚ�ŝƐ�ƐƟůů�Ă�ŶŝĐŚĞ͘�>ĞĂƐĞĚ�ŵŽĚƵůĂƌ�ďƵŝůĚŝŶŐƐ�ĂƌĞ�ŶŽƚ�ŽŶůǇ�ŝŶƚƌƵƐŝǀĞ�ƚŽ�ƚŚĞ�ƉŚǇƐŝĐĂů�ƐƚƌƵĐƚƵƌĞ͕�
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ďƵƚ�ĂůƐŽ�ĚŝƐƌƵƉƟŶŐ�ƚŚĞ�ƉƌĞǀĂŝůŝŶŐ�ƉĂƌĂĚŝŐŵƐ͘���ƐŚŝŌ�ƚŽ�ĂĐĐĞƐƐ�ŽǀĞƌ�ŽǁŶĞƌƐŚŝƉ�ĂƐ�ǁĞůů�ĂƐ�ƚŽ�ƐĞƌǀŝĐĞͲďĂƐĞĚ�
business is needed for this approach to become widely used. 

&ƌŽŵ�ĂŶ�ĂĐĂĚĞŵŝĐ�ƉĞƌƐƉĞĐƟǀĞ͕�ƚŚŝƐ�ƐƚƵĚǇ�ĐŽŶƚƌŝďƵƚĞƐ�ƚŽ�ƚŚĞ�ĞŵĞƌŐŝŶŐ�ďŽĚǇ�ŽĨ�ŬŶŽǁůĞĚŐĞ�ŽŶ�ĐŝƌĐƵůĂƌ�
ĞĐŽŶŽŵǇ�ŝŶ�ƚŚĞ�ďƵŝůƚ�ĞŶǀŝƌŽŶŵĞŶƚ͕�ǁŚŝĐŚ�ŝƐ�ƐƟůů�ŶĂƐĐĞŶƚ�ĂŶĚ�ĂƌŐƵĂďůǇ�ďŝĂƐĞĚ�ƚŽǁĂƌĚƐ�ŶĞǁ�ĐŽŶƐƚƌƵĐƟŽŶ͕�
ĂŶĚ�ƚŚĞ�ŵŝĐƌŽ�;ďƵŝůĚŝŶŐ�ŵĂƚĞƌŝĂůͿ�ƐĐĂůĞ͘�dŚĞ�ĚĞǀĞůŽƉĞĚ�ĨƌĂŵĞǁŽƌŬ�ŝƐ�ĨŽĐƵƐĞĚ�ŽŶ�ƚŚĞ�ŵĞƐŽ�;ŝŶĚŝǀŝĚƵĂů�
ďƵŝůĚŝŶŐͿ�ƐĐĂůĞ͕�ĂŶĚ�ŝƐ�ĂƐ�ƐƵĐŚ͕�Ă�ŶŽǀĞů�ƚŚĞŽƌĞƟĐĂů�ĐŽŶƚƌŝďƵƟŽŶ͘�

&ƌŽŵ�Ă�ŵĂŶĂŐĞƌŝĂů�ƉĞƌƐƉĞĐƟǀĞ͕� ƚŚĞ�ƉƌŽƉŽƐĞĚ� ĨƌĂŵĞǁŽƌŬ�ĂůůŽǁƐ� ƌĞĂů�ĞƐƚĂƚĞ�ƉƌŽĨĞƐƐŝŽŶĂůƐ� ƚŽ�ĞǆƉĂŶĚ�
their thinking on circular economy to cover common approaches in their own work. These approaches 
ŝŶĐůƵĚĞ�ƚŚĞ�ƵƐĞ�ŽĨ�ƐŚĂƌĞĚ�ƐƉĂĐĞƐ�ĂŶĚ�ďƵŝůĚŝŶŐ�ĂĚĂƉƚĂƟŽŶ͘�KŶ�ƚŚĞ�ŽƚŚĞƌ�ŚĂŶĚ͕�ƌĞĂů�ĞƐƚĂƚĞ�ƉƌŽĨĞƐƐŝŽŶ-
als may also be inspired to consider more radical approaches to achieve circularity, such as including 
ƌĞůŽĐĂƚĂďůĞ�ďƵŝůĚŝŶŐƐ�ŝŶ�ƚŚĞŝƌ�ƉŽƌƞŽůŝŽ͘�dŚĞ�ĂƉƉƌŽĂĐŚĞƐ�ŝŶĐůƵĚĞĚ�ŝŶ�ƚŚĞ�ĨƌĂŵĞǁŽƌŬ�ƐŚŽƵůĚ�ŝŶƚƌŝŐƵĞ�ƌĞĂů�
ĞƐƚĂƚĞ�ŵĂŶĂŐĞƌƐ͕�ǁŚŽƐĞ�ƌŽůĞ�ŝƐ�ĞŵƉŚĂƐŝǌĞĚ�ŝŶ�ƚŚĞ�ŶĞǁ�ƉĂƌĂĚŝŐŵƐ͘�

dŚĞ�ƚƌĂŶƐŝƟŽŶ�ƚŽ�ĐŝƌĐƵůĂƌ�ĞĐŽŶŽŵǇ�ǁŽƵůĚ�ŵŝƟŐĂƚĞ�ƚŚĞ�ĐůŝŵĂƚĞ�ĐŚĂŶŐĞ�ŝŵƉĂĐƚ�ŽĨ�ƚŚĞ�ƌĞĂů�ĞƐƚĂƚĞ�ƐĞĐƚŽƌ͘ �
This study introduced possible approaches for real estate managers, some already commonly in use, 
ƐŽŵĞ�ĞŵĞƌŐŝŶŐ�ƉƌĂĐƟĐĞ͘�dŚĞ�ƐƚƵĚǇ�ĂůƐŽ�ƚŽƵĐŚĞĚ�ƵƉŽŶ�ƚŚĞ�ƌĞƋƵŝƌĞĚ�ƉĂƌĂĚŝŐŵ�ƐŚŝŌƐ�ĨŽƌ�ďŽƚŚ�ƚŚĞ�ŝŶĚƵƐ-
ƚƌǇ�;ƐĞƌǀŝĐĞͲďĂƐĞĚ�ďƵƐŝŶĞƐƐͿ�ĂŶĚ�ĞŶĚͲƵƐĞƌƐ�;ĂĐĐĞƐƐ�ŽǀĞƌ�ŽǁŶĞƌƐŚŝƉͿ͘�&ƵƚƵƌĞ�ƌĞƐĞĂƌĐŚ�ƐŚŽƵůĚ�ůŽŽŬ�ŝŶƚŽ�
ǁŚĂƚ�ƚŚĞƐĞ�ƉĂƌĂĚŝŐŵ�ƐŚŝŌƐ�ĞŶƚĂŝů�ĨŽƌ�ƚŚĞ�ĚŝīĞƌĞŶƚ�ĂĐƚŽƌƐ͕�ǁŚĂƚ�ƚŚĞ�ƌĞůĂƚĞĚ�ĐŚĂůůĞŶŐĞƐ�ĂƌĞ͕�ĂŶĚ�ŚŽǁ�ƚŚĞ�
challenges could be overcome.
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ŽƌŐͬϭϬ͘ϭϬϭϲͬũ͘ũĐůĞƉƌŽ͘ϮϬϭϯ͘ϭϭ͘Ϭϯϵ

�ƌŝŶŬƆ͕�Z͕͘�Θ�EŝĞůƐĞŶ͕�^͘��͘�;ϮϬϭϳͿ͘�dŚĞ�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�ƚŽ�ĐŽŶƐŝĚĞƌ�ŝŶ�ŵƵŶŝĐŝƉĂů�ƐŚĂƌĞĚ�ƐƉĂĐĞƐ͘�Journal of 
&ĂĐŝůŝƟĞƐ�DĂŶĂŐĞŵĞŶƚ͕�ϭϱ;ϰͿ͕�ϯϯϱͲϯϱϭ͘�ŚƩƉƐ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϭϭϬϴͬ:&DͲϭϭͲϮϬϭϲͲϬϬϱϭ

�ƵůůĞŶ͕�W͘ ��͘�;ϮϬϬϳͿ͘��ĚĂƉƟǀĞ�ƌĞƵƐĞ�ĂŶĚ�ƐƵƐƚĂŝŶĂďŝůŝƚǇ�ŽĨ�ĐŽŵŵĞƌĐŝĂů�ďƵŝůĚŝŶŐƐ͘�&ĂĐŝůŝƟĞƐ͕�Ϯϱ;ϭͬϮͿ͕�ϮϬʹϯϭ͘�
ŚƩƉƐ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϭϭϬϴͬϬϮϲϯϮϳϳϬϳϭϬϳϭϲϵϭϭ

�ƵƐŚŵĂŶ�Θ�tĂŬĞĮĞůĚ�;ϮϬϭϴͿ͘��ŽǁŽƌŬŝŶŐ�ĂŶĚ�&ůĞǆŝďůĞ�ŽĸĐĞ�ƐƉĂĐĞ�ʹ��ĚĚŝƟǀĞ�Žƌ�ĚŝƐƌƵƉƟǀĞ�ƚŽ�ƚŚĞ�KĸĐĞ�
DĂƌŬĞƚ͍�ZĞƚƌŝĞǀĞĚ�ĨƌŽŵ�ƚŚĞ��ƵƐŚŵĂŶ�Θ�tĂŬĞĮĞůĚ�ǁĞďƐŝƚĞ͗�ŚƩƉƐ͗ͬͬǁǁǁ͘ĐƵƐŚŵĂŶǁĂŬĞĮĞůĚ͘ĐŽŵͬ
ĞŶͬƵŶŝƚĞĚƐƚĂƚĞƐͬŝŶƐŝŐŚƚƐͬϮϬϭϴͲĐŽǁŽƌŬŝŶŐͲƌĞƉŽƌƚ͘

�ďĞƌŚĂƌĚƚ͕�>͘��͘�D͕͘��ŝƌŐŝƐĚſƫƌ͕ �,͕͘�Θ��ŝƌŬǀĞĚ͕�D͘�;ϮϬϭϵͿ͘�>ŝĨĞ�ĐǇĐůĞ�ĂƐƐĞƐƐŵĞŶƚ�ŽĨ�Ă��ĂŶŝƐŚ�ŽĸĐĞ�ďƵŝůĚ-
ing designed for disassembly. �ƵŝůĚŝŶŐ�ZĞƐĞĂƌĐŚ�Θ�/ŶĨŽƌŵĂƟŽŶ, ϰϳ;ϲͿ͕�ϲϲϲʹϲϴϬ͘�ŚƩƉƐ͗ͬͬĚŽŝ͘ŽƌŐͬϭ
Ϭ͘ϭϬϴϬͬϬϵϲϭϯϮϭϴ͘ϮϬϭϴ͘ϭϱϭϳϰϱϴ

�ũůĞƌƚƐƐŽŶ͕��͕͘�>ŽŚ�>ŝŶĚŚŽůŵ͕��͕͘�'ƌĞĞŶ͕�:͕͘�Θ��Śůŵ͕�D͘�;ϮϬϭϴͿ͘�Cirkulär ekonomi i byggbranschen Sam-
ŵĂŶĨĂƩĂŶĚĞ�ƂǀĞƌƐŝŬƚ�Ăǀ�ĨŽƌƐŬŶŝŶŐƐůćŐĞƚ�ŽĐŚ�ŐŽĚĂ�ĞǆĞŵƉĞů�;ZĞƉŽƌƚ��ϯϯϴͿ�ZĞƚƌŝĞǀĞĚ�ĨƌŽŵ�/s>�ǁĞď-
ƐŝƚĞ͗��ŚƩƉƐ͗ͬͬǁǁǁ͘ŝǀů͘ƐĞͬĚŽǁŶůŽĂĚͬϭϴ͘ϭϰďĂĞϭϮďϭϲϰĂϯϬϱďĂϭϭĂĂϱϯͬϭϱϯϱϰϰϴϴϮϱϮϭϵͬ�ϯϯϴ͘ƉĚĨ

�ůůĞŶ�DĂĐ�ƌƚŚƵƌ�&ŽƵŶĚĂƟŽŶ�;ϮϬϭϱͿ͘�dŽǁĂƌĚƐ�Ă��ŝƌĐƵůĂƌ��ĐŽŶŽŵǇ͗��ƵƐŝŶĞƐƐ�ZĂƟŽŶĂůĞ�ĨŽƌ�ĂŶ��ĐĐĞůĞƌĂƚĞĚ�
dƌĂŶƐŝƟŽŶ͘�ZĞƚƌŝĞǀĞĚ�ĨƌŽŵ�ƚŚĞ��ůůĞŶ�DĂĐ�ƌƚŚƵƌ�&ŽƵŶĚĂƟŽŶ�ǁĞďƐŝƚĞ͗�ŚƩƉƐ͗ͬͬǁǁǁ͘ĞůůĞŶŵĂĐĂƌƚŚƵƌ-
ĨŽƵŶĚĂƟŽŶ͘ŽƌŐͬĂƐƐĞƚƐͬĚŽǁŶůŽĂĚƐͬd��ͺ�ůůĞŶͲDĂĐ�ƌƚŚƵƌͲ&ŽƵŶĚĂƟŽŶͺϵͲ�ĞĐͲϮϬϭϱ͘ƉĚĨ

&ůǇǀďĞƌŐ͕� �͘� ;ϮϬϬϲͿ� &ŝǀĞ� DŝƐƵŶĚĞƌƐƚĂŶĚŝŶŐƐ� �ďŽƵƚ� �ĂƐĞͲ^ƚƵĚǇ� ZĞƐĞĂƌĐŚ͘� YƵĂůŝƚĂƟǀĞ� /ŶƋƵŝƌǇ͕ ϭϮ;ϮͿ͘ 
ŚƩƉƐ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϭϭϳϳͬϭϬϳϳϴϬϬϰϬϱϮϴϰϯϲϯ

&ƌĞŐŽŶĂƌĂ͕��͕͘�'ŝŽƌĚĂŶŽ͕�Z͕͘�&ĞƌƌĂŶĚŽ͕��͘�'͕͘�Θ�WĂƩŽŶŽ͕�^͘�;ϮϬϭϳͿ͘��ĐŽŶŽŵŝĐͲ�ŶǀŝƌŽŶŵĞŶƚĂů�/ŶĚŝĐĂƚŽƌƐ�
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ƚŽ�̂ ƵƉƉŽƌƚ�/ŶǀĞƐƚŵĞŶƚ��ĞĐŝƐŝŽŶƐ͗���&ŽĐƵƐ�ŽŶ�ƚŚĞ��ƵŝůĚŝŶŐƐ͛��ŶĚͲŽĨͲ>ŝĨĞ�̂ ƚĂŐĞ͘��ƵŝůĚŝŶŐƐ, ϳ;ϰͿ͕�ϲϱ͘�ŚƩƉƐ͗ͬͬ
ĚŽŝ͘ŽƌŐͬϭϬ͘ϯϯϵϬͬďƵŝůĚŝŶŐƐϳϬϯϬϬϲϱ

'ĞŝƐƐĚŽĞƌĨĞƌ͕ �D͕͘�^ĂǀĂŐĞƚ͕�W͘ ͕��ŽĐŬĞŶ͕�E͘�D͘�W͘ ͕�Θ�,ƵůƟŶŬ͕��͘�:͘�;ϮϬϭϳͿ͘�dŚĞ��ŝƌĐƵůĂƌ��ĐŽŶŽŵǇ�ʹ���ŶĞǁ�
sustainability paradigm? :ŽƵƌŶĂů�ŽĨ��ůĞĂŶĞƌ�WƌŽĚƵĐƟŽŶ, 143͕�ϳϱϳʹϳϲϴ͘�ŚƩƉƐ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϭϬϭϲͬũ͘
ũĐůĞƉƌŽ͘ϮϬϭϲ͘ϭϮ͘Ϭϰϴ

'ĞůĚĞƌŵĂŶƐ͕��͕͘�dĞŶƉŝĞƌŝŬ͕�D͕͘�Θ�>ƵƐĐƵĞƌĞ͕�W͘ ;ϮϬϭϵͿ͘��ŝƌĐƵůĂƌ�ĂŶĚ�&ůĞǆŝďůĞ�/ŶĮůů��ŽŶĐĞƉƚƐ͗�/ŶƚĞŐƌĂƟŽŶ�ŽĨ�
ƚŚĞ�ZĞƐŝĚĞŶƟĂů�hƐĞƌ�WĞƌƐƉĞĐƟǀĞ͘�Sustainability, ϭϭ;ϭͿ͕�Ϯϲϭ͘�ŚƩƉƐ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϯϯϵϬͬƐƵϭϭϬϭϬϮϲϭ

'ŚĂŶŝ͕�E͘�D͘��͘�D͕͘���ŐŝůŵĞǌ͕�'͕͘�<ƵĐƵŬǀĂƌ͕ �D͕͘�Θ��ƵƩĂ�D͘�<͘�^͘�;ϮϬϭϳͿ͘�&ƌŽŵ�ŐƌĞĞŶ�ďƵŝůĚŝŶŐƐ�ƚŽ�ŐƌĞĞŶ�
ƐƵƉƉůǇ�ĐŚĂŝŶƐ͗��Ŷ�ŝŶƚĞŐƌĂƚĞĚ�ŝŶƉƵƚͲŽƵƚƉƵƚ�ůŝĨĞ�ĐǇĐůĞ�ĂƐƐĞƐƐŵĞŶƚ�ĂŶĚ�ŽƉƟŵŝǌĂƟŽŶ�ĨƌĂŵĞǁŽƌŬ�ĨŽƌ�
ĐĂƌďŽŶ�ĨŽŽƚƉƌŝŶƚ�ƌĞĚƵĐƟŽŶ�ƉŽůŝĐǇ�ŵĂŬŝŶŐ͘�DĂŶĂŐĞŵĞŶƚ�ŽĨ��ŶǀŝƌŽŶŵĞŶƚĂů�YƵĂůŝƚǇ͕�Ϯϴ;ϰͿ͕�ϱϯϮͲϱϰϴ͘�
ŚƩƉƐ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϭϭϬϴͬD�YͲϭϮͲϮϬϭϱͲϬϮϭϭ

'ŚŝƐĞůůŝŶŝ͕�W͘ ͕�ZŝƉĂ͕�D͘�Θ�hůŐŝĂƟ͕�^͘�;ϮϬϭϴͿ��ǆƉůŽƌŝŶŐ�ĞŶǀŝƌŽŶŵĞŶƚĂů�ĂŶĚ�ĞĐŽŶŽŵŝĐ�ĐŽƐƚƐ�ĂŶĚ�ďĞŶĞĮƚƐ�ŽĨ�Ă�
ĐŝƌĐƵůĂƌ�ĞĐŽŶŽŵǇ�ĂƉƉƌŽĂĐŚ�ƚŽ�ƚŚĞ�ĐŽŶƐƚƌƵĐƟŽŶ�ĂŶĚ�ĚĞŵŽůŝƟŽŶ�ƐĞĐƚŽƌ͘ ���ůŝƚĞƌĂƚƵƌĞ�ƌĞǀŝĞǁ͕�Journal 
ŽĨ��ůĞĂŶĞƌ�WƌŽĚƵĐƟŽŶ͕�ϭϳϴ͕��ϲϭϴͲϲϰϯ͘�ŚƩƉƐ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϭϬϭϲͬũ͘ũĐůĞƉƌŽ͘ϮϬϭϳ͘ϭϭ͘ϮϬϳ

,ƆŝďǇĞ͕�>͕͘�Θ�^ĂŶĚ͕�,͘�;ϮϬϭϴͿ͘��ŝƌĐƵůĂƌ�ĞĐŽŶŽŵǇ�ŝŶ�ƚŚĞ�EŽƌĚŝĐ�ĐŽŶƐƚƌƵĐƟŽŶ�ƐĞĐƚŽƌ�;dĞŵĂEŽƌĚ�ϮϬϭϴ͗ϱϭϳͿ. 
ZĞƚƌŝĞǀĞĚ�ĨƌŽŵ�ƚŚĞ�EŽƌĚŝĐ�ŝ>ŝďƌĂƌǇ�ǁĞďƐŝƚĞ͗�ŚƩƉƐ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϲϬϮϳͬdEϮϬϭϴͲϱϭϳ

,ŽƐƐĂŝŶ͕�D͘�h͕͘�Θ�EŐ͕�^͘�d͘ �;ϮϬϭϴͿ͘��ƌŝƟĐĂů�ĐŽŶƐŝĚĞƌĂƟŽŶ�ŽĨ�ďƵŝůĚŝŶŐƐ͛�ĞŶǀŝƌŽŶŵĞŶƚĂů�ŝŵƉĂĐƚ�ĂƐƐĞƐƐŵĞŶƚ�
ƚŽǁĂƌĚƐ�ĂĚŽƉƟŽŶ�ŽĨ�ĐŝƌĐƵůĂƌ�ĞĐŽŶŽŵǇ͗��Ŷ�ĂŶĂůǇƟĐĂů�ƌĞǀŝĞǁ͘�:ŽƵƌŶĂů�ŽĨ��ůĞĂŶĞƌ�WƌŽĚƵĐƟŽŶ, ϮϬϱ, 
ϳϲϯʹϳϴϬ͘�ŚƩƉƐ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϭϬϭϲͬũ͘ũĐůĞƉƌŽ͘ϮϬϭϴ͘Ϭϵ͘ϭϮϬ

,ƵĂŶŐ͕��͕͘�tĂŶŐ͕�y͕͘�<ƵĂ͕�,͕͘�'ĞŶŐ͕� z͘ ͕��ůĞŝƐĐŚǁŝƚǌ͕�Z͕͘�Θ�ZĞŶ͕�:͘� ;ϮϬϭϴͿ͘��ŽŶƐƚƌƵĐƟŽŶ�ĂŶĚ�ĚĞŵŽůŝƟŽŶ�
waste management in China through the 3R principle. ZĞƐŽƵƌĐĞƐ͕� �ŽŶƐĞƌǀĂƟŽŶ�ĂŶĚ�ZĞĐǇĐůŝŶŐ͕�
ϭϮϵ͕�ϯϲʹϰϰ͘�ŚƩƉƐ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϭϬϭϲͬ:͘Z�^�KEZ��͘ϮϬϭϳ͘Ϭϵ͘ϬϮϵ

<ƌĂƵƐŵĂŶŶ͕�&͘ ͕�tŝĞĚĞŶŚŽĨĞƌ͕ ��͕͘�>ĂƵŬ͕��͕͘�,ĂĂƐ͕�t͕͘�dĂŶŝŬĂǁĂ͕�,͕͘�&ŝƐŚŵĂŶ͕�d͘ ͕�͙�,ĂďĞƌů͕�,͘�;ϮϬϭϳͿ͘�'ůŽď-
al socioeconomic material stocks rise 23-fold over the 20th century and require half of annual 
resource use. WƌŽĐĞĞĚŝŶŐƐ�ŽĨ�ƚŚĞ�EĂƟŽŶĂů��ĐĂĚĞŵǇ�ŽĨ�^ĐŝĞŶĐĞƐ�ŽĨ�ƚŚĞ�hŶŝƚĞĚ�^ƚĂƚĞƐ�ŽĨ��ŵĞƌŝĐĂ, 
114;ϴͿ͕�ϭϴϴϬʹϭϴϴϱ͘�ŚƩƉƐ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϭϬϳϯͬƉŶĂƐ͘ϭϲϭϯϳϳϯϭϭϰ

<ǇƌƂ͕�Z͘�;ϮϬϮϬͿ�^ŚĂƌĞ͕�WƌĞƐĞƌǀĞ͕��ĚĂƉƚ͕�ZĞƚŚŝŶŬ�Ͳ�Ă�ĨŽĐƵƐĞĚ�ĨƌĂŵĞǁŽƌŬ�ĨŽƌ�ĐŝƌĐƵůĂƌ�ĞĐŽŶŽŵǇ�ŝŶ�ƚŚĞ�ƌĞĂů�
ĞƐƚĂƚĞ�ƐĞĐƚŽƌ͘ ��ĐĐĞƉƚĞĚ�ĨŽƌ���zKE�ϮϬϮϬ�^ƵƐƚĂŝŶĂďůĞ��ƵŝůĚŝŶŐ��ŽŶĨĞƌĞŶĐĞ�ƐĞƌŝĞƐ͕�:ƵŶĞ�ϭϬͲϭϮ͕�'Ž-
ƚŚĞƌďƵƌŐ�;ƉŽƐƚƉŽŶĞĚͿ͘�

<ǇƌƂ͕�Z͕͘� :ǇůŚć͕� d͘ ͕�Θ�WĞůƚŽŬŽƌƉŝ͕��͘� ;ϮϬϭϵͿ͘�&ĂĐŝůŝƟĞƐ��ŵďŽĚǇŝŶŐ�ĐŝƌĐƵůĂƌŝƚǇ�ƚŚƌŽƵŐŚ�ƵƐĂďůĞ�ƌĞůŽĐĂƚĂďůĞ�
modular buildings, &ĂĐŝůŝƟĞƐ͕�ϯϳ;ϭͬϮͿ͕�ϳϱͲϵϬ͘�ŚƩƉƐ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϭϭϬϴͬ&ͲϭϮͲϮϬϭϳͲϬϭϮϵ

<ǇƌƂ͕�Z͕͘�WĞůƚŽŬŽƌƉŝ͕��͕͘�Θ�>ƵŽŵĂͲ,ĂůŬŽůĂ͕�>͘�;ϮϬϭϵͿ͘��ŽŶŶĞĐƟŶŐ�ĂĚĂƉƚĂďŝůŝƚǇ�ƐƚƌĂƚĞŐŝĞƐ�ƚŽ�ďƵŝůĚŝŶŐ�ƐǇƐƚĞŵ�
ůŝĨĞĐǇĐůĞƐ� ŝŶ�ŚŽƐƉŝƚĂů� ƌĞƚƌŽĮƚƐ͘��ŶŐŝŶĞĞƌŝŶŐ͕��ŽŶƐƚƌƵĐƟŽŶ�ĂŶĚ��ƌĐŚŝƚĞĐƚƵƌĂů�DĂŶĂŐĞŵĞŶƚ͕� Ϯϲ;ϰͿ͕�
ϲϯϯͲϲϰϳ͘�ŚƩƉƐ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϭϭϬϴͬ���DͲϭϬͲϮϬϭϳͲϬϮϭϳ

<ǇƌƂ͕�Z͕͘�WĞůƚŽŬŽƌƉŝ͕��͕͘�Θ��ƌƩŽ͕�<͘�;ϮϬϭϲͿ͘��ŽŶŶĞĐƟǀŝƚǇ͕ �ĐŽƐƚͲĞĸĐŝĞŶĐǇ͕ �ĐŽŵŵƵŶŝƚǇ�ĂŶĚ�ĐŽůůĂďŽƌĂƟŽŶ͘�
&ĂĐŝůŝƟĞƐ͕�ϯϰ;ϭϯͬϭϰͿ͕�ϴϳϯͲϴϵϬ͘�ŚƩƉƐ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϭϭϬϴͬ&ͲϬϱͲϮϬϭϱͲϬϬϯϮ

>ĂŶŐƐƚŽŶ͕��͘��͘�;ϮϬϬϴͿ͘�dŚĞ�^ƵƐƚĂŝŶĂďŝůŝƚǇ�/ŵƉůŝĐĂƟŽŶƐ�ŽĨ��ƵŝůĚŝŶŐ��ĚĂƉƟǀĞ�ZĞƵƐĞ͘�ZĞƚƌŝĞǀĞĚ�ĨƌŽŵ�ŚƩƉ͗ͬͬ
ĐŝƚĞƐĞĞƌǆ͘ŝƐƚ͘ƉƐƵ͘ĞĚƵͬǀŝĞǁĚŽĐͬĚŽǁŶůŽĂĚ͍ĚŽŝсϭϬ͘ϭ͘ϭ͘ϲϳϭ͘ϭϭϵϮΘƌĞƉсƌĞƉϭΘƚǇƉĞсƉĚĨ

>ĞŝƐŝŶŐ͕��͕͘�YƵŝƐƚ͕�:͕͘�Θ��ŽĐŬĞŶ͕�E͘�;ϮϬϭϴͿ͘��ŝƌĐƵůĂƌ��ĐŽŶŽŵǇ�ŝŶ�ƚŚĞ�ďƵŝůĚŝŶŐ�ƐĞĐƚŽƌ͗�dŚƌĞĞ�ĐĂƐĞƐ�ĂŶĚ�Ă�
ĐŽůůĂďŽƌĂƟŽŶ� ƚŽŽů͘� :ŽƵƌŶĂů�ŽĨ��ůĞĂŶĞƌ�WƌŽĚƵĐƟŽŶ͕�ϭϳϲ͕� � ϵϳϲͲϵϴϵ͘�ŚƩƉƐ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϭϬϭϲͬũ͘ũĐůĞ-
pro.2017.12.010

DŝŶƵŶŶŽ͕�Z͕͘�K͛'ƌĂĚǇ͕ � d͘ ͕�DŽƌƌŝƐŽŶ͕�'͕͘�'ƌƵŶĞƌ͕ �Z͕͘�Θ��ŽůůŝŶŐ͕�D͕͘� ;ϮϬϭϴͿ͘�^ƚƌĂƚĞŐŝĞƐ� ĨŽƌ��ƉƉůǇŝŶŐ� ƚŚĞ�
Circular Economy to Prefabricated Buildings. �ƵŝůĚŝŶŐƐ, ϴ;ϵͿ͕�ϭϮϱ͘�ŚƩƉƐ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϯϯϵϬͬďƵŝůĚ-
ings8090125

EĞƐƐ͕� �͘� �͕͘� Θ� yŝŶŐ͕� <͘� ;ϮϬϭϳͿ͘� dŽǁĂƌĚ� Ă� ZĞƐŽƵƌĐĞͲ�ĸĐŝĞŶƚ� �Ƶŝůƚ� �ŶǀŝƌŽŶŵĞŶƚ͗� �� >ŝƚĞƌĂƚƵƌĞ� ZĞǀŝĞǁ�
and Conceptual Model. :ŽƵƌŶĂů� ŽĨ� /ŶĚƵƐƚƌŝĂů� �ĐŽůŽŐǇ͕� Ϯϭ;ϯͿ͕�ϱϳϮͲϱϵϮ͘� ŚƩƉƐ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϭϭϭϭͬ
ũŝĞĐ͘ϭϮϱϴϲ

EŝĞůƐĞŶ͕�^͘��͕͘�Θ��ƌŝŶŬŽĞ͕�Z͘�;ϮϬϭϴͿ��ĐĐĞƐƐ�ŽǀĞƌ�ŽǁŶĞƌƐŚŝƉ͗�ŵĞĞƟŶŐ�ĨĂĐŝůŝƟĞƐ�ŝŶ�>ǇŶŐďǇ�Ͳ�dĂĂƌďĂĞŬ�<ŶŽǁů-
edge City, &ĂĐŝůŝƟĞƐ͕�ϯϲ;ϭͬϮͿ͕�ϭϯͲϮϯ͘�ŚƩƉƐ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϭϭϬϴͬ&ͲϬϭͲϮϬϭϳͲϬϬϬϭ

EƵŹĞǌͲ�ĂĐŚŽ͕�W͘ ͕�'ſƌĞĐŬŝ͕�:͕͘�DŽůŝŶĂͲDŽƌĞŶŽ͕�s͘ ͕�Θ��ŽƌƉĂƐͲ/ŐůĞƐŝĂƐ͕�&͘ �;ϮϬϭϴͿ͘�tŚĂƚ�'ĞƚƐ�DĞĂƐƵƌĞĚ͕�'ĞƚƐ�
Done: Development of a Circular Economy Measurement Scale for Building Industry. Sustainabili-
ty, ϭϬ;ϳͿ͕�ϮϯϰϬ͘�ŚƩƉƐ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϯϯϵϬͬƐƵϭϬϬϳϮϯϰϬ

EƵƘŚŽůǌ͕�:͘�>͘�<͕͘�EǇŐĂĂƌĚ�ZĂƐŵƵƐƐĞŶ͕�&͘ ͕�Θ�DŝůŝŽƐ͕�>͘�;ϮϬϭϵͿ��ŝƌĐƵůĂƌ�ďƵŝůĚŝŶŐ�ŵĂƚĞƌŝĂůƐ͗��ĂƌďŽŶ�ƐĂǀŝŶŐ�
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ƉŽƚĞŶƟĂů�ĂŶĚ�ƚŚĞ�ƌŽůĞ�ŽĨ�ďƵƐŝŶĞƐƐ�ŵŽĚĞů�ŝŶŶŽǀĂƟŽŶ�ĂŶĚ�ƉƵďůŝĐ�ƉŽůŝĐǇ͕ �ZĞƐŽƵƌĐĞƐ͕��ŽŶƐĞƌǀĂƟŽŶ�ĂŶĚ�ZĞ-
cycling, 141,�ϯϬϴͲϯϭϲ͘�ŚƩƉƐ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϭϬϭϲͬũ͘ƌĞƐĐŽŶƌĞĐ͘ϮϬϭϴ͘ϭϬ͘Ϭϯϲ

KĞǌĚĞŵŝƌ͕ �K͕�<ƌĂƵƐĞ͕�<͕͘�Θ�,ĂĨŶĞƌ͕ ��͘�;ϮϬϭϳͿ͘��ƌĞĂƟŶŐ�Ă�ZĞƐŽƵƌĐĞ��ĂĚĂƐƚĞƌ�Ͳ����ĂƐĞ�^ƚƵĚǇ�ŽĨ�Ă��ŝƐƚƌŝĐƚ�ŝŶ�
the Rhine-Ruhr Metropolitan Area. �ƵŝůĚŝŶŐƐ͕�ϳ;ϮͿ͕�ϰϱ͘�ŚƩƉƐ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϯϯϵϬͬďƵŝůĚŝŶŐƐϳϬϮϬϬϰϱ

KƌƚůĞƉƉ͕�Z͕͘�'ƌƵŚůĞƌ͕ �<͕͘�Θ�̂ ĐŚŝůůĞƌ͕ �'͘�;ϮϬϭϴͿ͘�DĂƚĞƌŝĂůƐ�ŝŶ�'ĞƌŵĂŶǇ Ɛ͛�ĚŽŵĞƐƟĐ�ďƵŝůĚŝŶŐ�ƐƚŽĐŬ͗�ĐĂůĐƵůĂƟŽŶ�
ŵŽĚĞů�ĂŶĚ�ƵŶĐĞƌƚĂŝŶƟĞƐ͘��ƵŝůĚŝŶŐ�ZĞƐĞĂƌĐŚ�ĂŶĚ�/ŶĨŽƌŵĂƟŽŶ͕�ϰϲ;ϮͿ͕�ϭϲϰʹϭϳϴ͘�ŚƩƉƐ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘
ϭϬϴϬͬϬϵϲϭϯϮϭϴ͘ϮϬϭϲ͘ϭϮϲϰϭϮϭ

WŽŵƉŽŶŝ͕� &͘ ͕�Θ�DŽŶĐĂƐƚĞƌ͕ ��͘� ;ϮϬϭϳͿ͘��ŝƌĐƵůĂƌ�ĞĐŽŶŽŵǇ�ĨŽƌ�ƚŚĞ�ďƵŝůƚ�ĞŶǀŝƌŽŶŵĞŶƚ͗���ƌĞƐĞĂƌĐŚ�ĨƌĂŵĞ-
work. :ŽƵƌŶĂů�ŽĨ��ůĞĂŶĞƌ�WƌŽĚƵĐƟŽŶ, 41, ϳϭϬͲϳϭϴ͘�ŚƩƉƐ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϭϬϭϲͬũ͘ũĐůĞƉƌŽ͘ϮϬϭϲ͘ϭϮ͘Ϭϱϱ

WĞƚƌƵůĂŝƟĞŶĞ͕�s͘ ͕�<ŽƌďĂ͕�W͘ ͕�EĞŶŽŶĞŶ͕�^͕͘�:ǇůŚć͕�d͘ ͕�Θ�:ƵŶŶŝůĂ͕�^͘�;ϮϬϭϴͿ͘�&ƌŽŵ�ǁĂůůƐ�ƚŽ�ĞǆƉĞƌŝĞŶĐĞ�ʹ�ƐĞƌǀŝƟ-
ǌĂƟŽŶ�ŽĨ�ǁŽƌŬƉůĂĐĞƐ͕�&ĂĐŝůŝƟĞƐ͕�ϯϲ;ϵͬϭϬͿ͕�ϱϮϱͲϱϰϰ͘�ŚƩƉƐ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϭϭϬϴͬ&ͲϬϳͲϮϬϭϳͲϬϬϳϮ

ZĂŶƚĂ͕�s͘ ͕��ĂƌŝŬŬĂͲ^ƚĞŶƌŽŽƐ͕�>͕͘�ZŝƚĂůĂ͕�W͘ ͕�Θ�DćŬŝŶĞŶ͕�̂ ͘�:͘�;ϮϬϭϴͿ͘��ǆƉůŽƌŝŶŐ�ŝŶƐƟƚƵƟŽŶĂů�ĚƌŝǀĞƌƐ�ĂŶĚ�ďĂƌƌŝ-
ĞƌƐ�ŽĨ�ƚŚĞ�ĐŝƌĐƵůĂƌ�ĞĐŽŶŽŵǇ͗���ĐƌŽƐƐͲƌĞŐŝŽŶĂů�ĐŽŵƉĂƌŝƐŽŶ�ŽĨ��ŚŝŶĂ͕�ƚŚĞ�h^͕�ĂŶĚ��ƵƌŽƉĞ͘�ZĞƐŽƵƌĐĞƐ͕�
�ŽŶƐĞƌǀĂƟŽŶ�ĂŶĚ�ZĞĐǇĐůŝŶŐ͕�ϭϯϱ͕�ϳϬͲϴϮ͘��ŚƩƉƐ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϭϬϭϲͬũ͘ƌĞƐĐŽŶƌĞĐ͘ϮϬϭϳ͘Ϭϴ͘Ϭϭϳ

^ĂŶĐŚĞǌ͕��͕͘�Θ�,ĂĂƐ͕��͘�;ϮϬϭϴĂͿ͘���ŶŽǀĞů�ƐĞůĞĐƟǀĞ�ĚŝƐĂƐƐĞŵďůǇ�ƐĞƋƵĞŶĐĞ�ƉůĂŶŶŝŶŐ�ŵĞƚŚŽĚ�ĨŽƌ�ĂĚĂƉƟǀĞ�
reuse of buildings. :ŽƵƌŶĂů�ŽĨ��ůĞĂŶĞƌ�WƌŽĚƵĐƟŽŶ,�ϭϴϯ͕�ϵϵϴʹϭϬϭϬ͘�ŚƩƉƐ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϭϬϭϲͬũ͘ũĐůĞ-
pro.2018.02.201

^ĂŶĐŚĞǌ͕��͕͘�Θ�,ĂĂƐ͕��͘�;ϮϬϭϴďͿ͘��ĂƉŝƚĂů�ƉƌŽũĞĐƚ�ƉůĂŶŶŝŶŐ�ĨŽƌ�Ă�ĐŝƌĐƵůĂƌ�ĞĐŽŶŽŵǇ͘ ��ŽŶƐƚƌƵĐƟŽŶ�DĂŶĂŐĞ-
ŵĞŶƚ�ĂŶĚ��ĐŽŶŽŵŝĐƐ͕�ϯϲ;ϲͿ͕�ϯϬϯʹϯϭϮ͘�ŚƩƉƐ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϭϬϴϬͬϬϭϰϰϲϭϵϯ͘ϮϬϭϴ͘ϭϰϯϱϴϵϱ

^ĂŶŬĂƌŝ͕�/͘�;ϮϬϭϵͿ͘��ŽͲǁŽƌŬŝŶŐ�ƐƉĂĐĞ�ĂƐ�ǁŽƌŬƉůĂĐĞ�ʹ��ŚĂƌĂĐƚĞƌŝƐƟĐƐ�ĂŶĚ�ƵƐĞƌ�ĞǆƉĞƌŝĞŶĐĞ͘�;�ĂůƚŽ�hŶŝǀĞƌ-
ƐŝƚǇ��ŽĐƚŽƌĂů��ŝƐƐĞƌƚĂƟŽŶƐ͕�ϭϭͬϮϬϭϵͿ͘�ZĞƚƌŝĞǀĞĚ�ĨƌŽŵ͗�ŚƩƉ͗ͬͬƵƌŶ͘ĮͬhZE͗/^�E͗ϵϳϴͲϵϱϮͲϲϬͲϴϯϴϮͲϳ�

^ƚĞƉŚĂŶ͕��͕͘�Θ��ƚŚĂŶĂƐƐŝĂĚŝƐ͕��͘�;ϮϬϭϴͿ͘�dŽǁĂƌĚƐ�Ă�ŵŽƌĞ�ĐŝƌĐƵůĂƌ�ĐŽŶƐƚƌƵĐƟŽŶ�ƐĞĐƚŽƌ͗��ƐƟŵĂƟŶŐ�ĂŶĚ�
ƐƉĂƟĂůŝƐŝŶŐ�ĐƵƌƌĞŶƚ�ĂŶĚ�ĨƵƚƵƌĞ�ŶŽŶͲƐƚƌƵĐƚƵƌĂů�ŵĂƚĞƌŝĂů�ƌĞƉůĂĐĞŵĞŶƚ�ŇŽǁƐ�ƚŽ�ŵĂŝŶƚĂŝŶ�ƵƌďĂŶ�ďƵŝůĚ-
ing stocks. ZĞƐŽƵƌĐĞƐ͕��ŽŶƐĞƌǀĂƟŽŶ�ĂŶĚ�ZĞĐǇĐůŝŶŐ͕�ϭϮϵ͕�ϮϰϴʹϲϮ͘�ŚƩƉƐ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϭϬϭϲͬũ͘ƌĞƐĐŽŶ-
rec.2017.09.022

^ǁĞĚŝƐŚ��ŶǀŝƌŽŶŵĞŶƚĂů�/ŶƐƟƚƵƚĞ�;/s>Ϳ�;ϮϬϭϵͿ͘��ĞůŶŝŶŐĞŶƐ�ƉŽƚĞŶƟĂů͘�;ZĞƉŽƌƚ��ϯϳϭͿ͘�ZĞƚƌŝĞǀĞĚ�ĨƌŽŵ�/s>�
ǁĞďƐŝƚĞ͗� ŚƩƉƐ͗ͬͬǁǁǁ͘ŝǀů͘ƐĞͬĚŽǁŶůŽĂĚͬϭϴ͘ϮϬďϳϬϳďϳϭϲϵĨϯϱϱĚĂĂϳϲĞĚϱͬϭϱϳϮϯϯϳϱϭϲϭϴϲͬ�ϯϳϭ͘
pdf

dƵŬŬĞƌ͕ ��͘�;ϮϬϭϯͿ͘�WƌŽĚƵĐƚͲƐĞƌǀŝĐĞƐ�ĨŽƌ�Ă�ƌĞƐŽƵƌĐĞͲĞĸĐŝĞŶƚ�ĐŝƌĐƵůĂƌ�ĞĐŽŶŽŵǇ�Ͳ�Ă�ƌĞǀŝĞǁ͘�Journal of Clean-
Ğƌ�WƌŽĚƵĐƟŽŶ͕�ϵϳ͕�ϳϲͲϵϭ͘�ŚƩƉƐ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϭϬϭϲͬũ͘ũĐůĞƉƌŽ͘ϮϬϭϯ͘ϭϭ͘Ϭϰϵ

tŝůŬŝŶƐŽŶ͕�^͕͘�ZĞŵƆǇ͕ �,͘� d͘ ͕�Θ�>ĂŶŐƐƚŽŶ͕��͘��͘� ;ϮϬϭϰͿ͘�^ƵƐƚĂŝŶĂďůĞ�ďƵŝůĚŝŶŐ�ĂĚĂƉƚĂƟŽŶ͗� ŝŶŶŽǀĂƟŽŶƐ� ŝŶ�
ĚĞĐŝƐŝŽŶͲŵĂŬŝŶŐ.�Wiley-Blackwell. 
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�Ƶůů͕�D͘�ĂŶĚ��ĚĞƌŝǇĞ͕�z͘K͘��;ϮϬϮϬͿ�'ĞŶĚĞƌ�
ĂŶĚ� >ĞĂĚĞƌƐŚŝƉ� ŝŶ� &D͗� �� sŝĞǁ� ĨƌŽŵ� ƚŚĞ�
Top, In the Proceedings of the 19th 
EuroFM Research Symposium, EFMIC 
ϮϬϮϬ͕�ϯͲϰ�:ƵŶĞ�ϮϬϮϬ͕�ŽŶůŝŶĞ�ĐŽŶĨĞƌĞŶĐĞ͘

�ŝƚĂƟŽŶ͗

'ĞŶĚĞƌ�ĂŶĚ�>ĞĂĚĞƌƐŚŝƉ�ŝŶ�&D͗���sŝĞǁ�ĨƌŽŵ�ƚŚĞ�dŽƉ

DĞůĂŶŝĞ��Ƶůů1�ĂŶĚ�zĞƚƵŶĚĞ�KůƵǁĂƚŽǇŝŶ��ĚĞƌŝǇĞ2

��^dZ��d
�ĂĐŬŐƌŽƵŶĚ� ĂŶĚ� Ăŝŵ� ʹ� >ĞĂĚĞƌƐŚŝƉ� ĂŶĚ� ŐĞŶĚĞƌ� ŝƐ� ŽŌĞŶ� ĂŶ� ĞŵŽƟǀĞ�
ƐƵďũĞĐƚ�ǁŝƚŚ�ĞĂĐŚ�ŐĞŶĚĞƌ�ƉŝĐŬŝŶŐ�ƐŝĚĞƐ�ƚŽ�ƐƵƉƉŽƌƚ�ƚŚĞŝƌ�ǀŝĞǁ�ŽĨ�ǁŚĂƚ�
ƐŚŽƵůĚ� ďĞ� ŽďƚĂŝŶĂďůĞ� ŝŶ� ƚŚĞŝƌ� ŝŶĚƵƐƚƌǇ͕ � ĂŶĚ� ƉƌŽīĞƌŝŶŐ� ƌĞĂƐŽŶƐ� ĨŽƌ�
perceived advancement or a lack thereof. The service industry and 
ĨĂĐŝůŝƟĞƐ� ŵĂŶĂŐĞŵĞŶƚ� ŝƐ� ŶŽƚ� ĞǆĞŵƉƚ� ĨƌŽŵ� ƚŚŝƐ� ƉƌĂĐƟĐĞ͖� ƚŚĞƌĞĨŽƌĞ�
ƚŚĞ� Ăŝŵ� ŽĨ� ƚŚŝƐ� ƐƚƵĚǇ� ŝƐ� ƚŽ� ƵŶĚĞƌƐƚĂŶĚ� ƚŚĞ� ƉĞƌĐĞƉƟŽŶ� ŽĨ� ǁŽŵĞŶ� ŝŶ�
ůĞĂĚĞƌƐŚŝƉ� ƉŽƐŝƟŽŶƐ� ŝŶ� ĨĂĐŝůŝƟĞƐ� ŵĂŶĂŐĞŵĞŶƚ� ĂŶĚ� ƚŚĞ� ĞŶĂďůĞƌƐ� ĂŶĚ�
ďĂƌƌŝĞƌƐ�ƚŽ�ƚŚĞŝƌ�ĐĂƌĞĞƌ�ƉƌŽŐƌĞƐƐŝŽŶ͖�ĂŶĚ�ĂůƐŽ�ƚŚĞ�ƉŽƚĞŶƟĂů� ŝŵƉĂĐƚ�ŽĨ�
mentoring early career females in the industry.

DĞƚŚŽĚƐ�ͬŵĞƚŚŽĚŽůŽŐǇ�ʹ�tĞ�ĂĚŽƉƚĞĚ�ĂŶ� ŝŶƚĞƌƉƌĞƟǀŝƐƚ�ĂŶĚ� ŝŶĚƵĐƟǀĞ�ĂƉƉƌŽĂĐŚ� ƚŚƌŽƵŐŚ�ƋƵĂůŝƚĂƟǀĞ�
ĞŵĂŝůĞĚ� ƐƵƌǀĞǇ� ƋƵĞƐƟŽŶƐ� ƚŽ� ϭϮ� ƉĂƌƟĐŝƉĂŶƚƐ͘� dŚĞ� ƉĂƌƟĐŝƉĂŶƚƐ� ǁĞƌĞ� Ăůů� ŵŝĚ� ƚŽ� ƐĞŶŝŽƌ� ůĞǀĞů� ĨĞŵĂůĞ�
ƉƌŽĨĞƐƐŝŽŶĂůƐ�ĨƌŽŵ�ƚŚĞ�ĨĂĐŝůŝƟĞƐ�ŵĂŶĂŐĞŵĞŶƚ�ƐĞĐƚŽƌ͘ �
ZĞƐƵůƚƐ ʹ�The results evidenced the need for a more focused recruitment and development pathway 
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ĨŽƌ�ĞĂƌůǇ�ĐĂƌĞĞƌ�ǁŽŵĞŶ�ŶĞǁ�ŝŶƚŽ�ƚŚĞ�ŝŶĚƵƐƚƌǇ�ǁĂƐ�ƐĞĞŶ�ĂƐ�ŝŵƉŽƌƚĂŶƚ�ďƵƚ�ĂůƐŽ�ƚŽ�ĐŽŶƟŶƵĞ�ƚŚĂƚ�ŵĞŶƚŽƌŝŶŐ�
ƚŚƌŽƵŐŚ�ŵŝĚͲĐĂƌĞĞƌ�ƚŽ�ŚĞůƉ�ďƌĞĂŬ�ƚŚĞ�ŐůĂƐƐ�ĐĞŝůŝŶŐ�ŝŶ�ŽƌŐĂŶŝƐĂƟŽŶƐ͕�ĂŶĚ�ƚŽ�ĞŶƐƵƌĞ�ƚŚĞ�ŵĞŶƚŽƌŝŶŐ�ƚĂŬĞŶ�
ǁĂƐ�ƉŽƐŝƟǀĞ͕�ĂŶĚ�ƉƌŽǀŝĚĞĚ�ŽŶŐŽŝŶŐ�ƐƵƉƉŽƌƚ�ĨŽƌ�ĚĞǀĞůŽƉŵĞŶƚ͘��&ŝŶĂůůǇ͕ �ƚŚĞ�ŽƚŚĞƌ�ǁĂǇ�ǁŽŵĞŶ�ďƵŝůƚ�ƚŚĞŝƌ�
own self-esteem and earned respect within the industry was through gaining academic and professional 
ƋƵĂůŝĮĐĂƟŽŶƐ͘
KƌŝŐŝŶĂůŝƚǇͬǀĂůƵĞ ʹ�While there are several studies on gender and leadership, this study focuses on 
ƚŚĞ�ƐĞƌǀŝĐĞ�ŝŶĚƵƐƚƌǇ�ǁŝƚŚ�ĂŶ�ĞŵƉŚĂƐŝƐ�ŽŶ�&ĂĐŝůŝƟĞƐ�DĂŶĂŐĞŵĞŶƚ�ĂŶĚ�ƚŚĞ�ƵƐĞ�ŽĨ�ŵĞŶƚŽƌŝŶŐ�ƚŽ�ƐƵƉƉŽƌƚ�
women in overcoming the issues that arise as a result of their gender.
WƌĂĐƟĐĂů�Žƌ�ƐŽĐŝĂů� ŝŵƉůŝĐĂƟŽŶƐ ʹ�The reality of where women are in the service industry, especially 
ĨĂĐŝůŝƟĞƐ�ŵĂŶĂŐĞŵĞŶƚ� ŝƐ� ĚŝīĞƌĞŶƚ� ĨƌŽŵ� ƚŚĞ� ƉĞƌĐĞƉƟŽŶ� ŽĨ� ƐƚĂŬĞŚŽůĚĞƌƐ͖� ďŽƚŚ� ĞǆƚĞƌŶĂů� ĂŶĚ� ŝŶƚĞƌŶĂů͘�
�ŵƉŚĂƐŝƐ�ƐŚŽƵůĚ�ďĞ�ŵĂĚĞ�ƚŽ�ĐĞůĞďƌĂƚĞ�ƚŚĞ�ĂĐŚŝĞǀĞŵĞŶƚƐ�ƚŚĂƚ�ĐŽƵůĚ�ĂƩƌĂĐƚ�ĂŶĚ�ƌĞƚĂŝŶ�ƋƵĂůŝĮĞĚ�ĞǆƉĞƌƚƐ�
regardless of gender. 
dǇƉĞ�ŽĨ�ƉĂƉĞƌ ʹ�Research paper
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this falls short of the target, meaning FTSE 100 companies will not achieve the overall target by end of 
ϮϬϮϬ�͚ƵŶůĞƐƐ�ƚŚĞ�ĂƉƉŽŝŶƚŵĞŶƚ�ƌĂƚĞ�ŽĨ�ǁŽŵĞŶ�ŝƐ�ŶĞĂƌ�ƚŽ�ϱϬй͛�;�ůĞǆĂŶĚĞƌͲ,ĂŵƉƚŽŶ�ZĞǀŝĞǁ͕�ϮϬϭϵ͕�ƉϴͿ͘��
In terms of country performance comparison in the FTSE 100 companies, France, Sweden, Norway, 
�ĞůŐŝƵŵ͕�&ŝŶůĂŶĚ�ĂŶĚ�/ƚĂůǇ�ŚĂǀĞ�ĞǆĐĞĞĚĞĚ�ƚŚĞ�ϯϯй�ƚĂƌŐĞƚ͕�ŚŽǁĞǀĞƌ�ƚŚĞ�h<�ŝƐ�ũƵƐƚ�ƐŚŽƌƚ�ŽŶ�ϯϮ͘ϰй�ĂůƚŚŽƵŐŚ�
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ŶƵŵďĞƌ�ŽĨ�ǁŽŵĞŶ�ƌĞĐŽƌĚĞĚ�ĂƐ�ůĞĂĚŝŶŐ�&ŽƌƚƵŶĞ�ϱϬϬ�ĐŽŵƉĂŶŝĞƐ�Ăƚ�ϲ͘ϰй͕�ŚŽǁĞǀĞƌ�ŝŶ�ϮϬϭϴ�ƚŚĞ�ŶƵŵďĞƌ�
ĨĞůů�ƚŽ�ϰ͘ϴй͘�DĐ<ŝŶƐĞǇ Ɛ͛�ƌĞƉŽƌƚ�ŽŶ�͚tŽŵĞŶ�ŝŶ�ƚŚĞ�tŽƌŬƉůĂĐĞ͕�ϮϬϭϴ͛�ĨŽƵŶĚ�Ă�ĐŽŶĐĞƌŶŝŶŐ�ƚƌĞŶĚ�ŝŶ�ƚŚĂƚ�ĨŽƌ�
every 100 men that are promoted there are 79 women, and only 60 women from an ethnic background. 
dŚĞŝƌ�ƌĞƉŽƌƚ�ĐŽŶƐŽůŝĚĂƚĞĚ�ƚŚĂƚ�ŵĞŶ�ŚŽůĚ�ϲϮй�ŽĨ�ŵĂŶĂŐĞƌ�ƉŽƐŝƟŽŶƐ�ǁŚŝůƐƚ�ǁŽŵĞŶ�ŽŶůǇ�ϯϴй�;^ƚĞĚŵĂŶ͕�
ϮϬϭϵͿ͘�^ƚĞĚŵĂŶ�;ϮϬϭϵ͕�ƉϭͿ�ĂůƐŽ�ĨŽĐƵƐĞĚ�ŽŶ�ƚŚĞ�ĮĞůĚƐ�ŽĨ�ĐŽŶƐƚƌƵĐƟŽŶ͕�ŵĂŶƵĨĂĐƚƵƌŝŶŐ�ĂŶĚ�ĞŶŐŝŶĞĞƌŝŶŐ�
ƐƚĂƟŶŐ�ƚŚĂƚ�ƚŚĞ�ŶƵŵďĞƌ�ŽĨ�ĨĞŵĂůĞ�ĞŶŐŝŶĞĞƌƐ�ŚĂƐ�͞ŵŽƌĞ�ƚŚĂŶ�ĚŽƵďůĞĚ�ƐŝŶĐĞ�ƚŚĞ�ϭϵϴϬƐ͟�ĂŶĚ�ƚŚĂƚ�ƚŚĞ�
EĂƟŽŶĂů��ƐƐŽĐŝĂƟŽŶ�ŽĨ�tŽŵĞŶ�ŝŶ��ŽŶƐƚƌƵĐƟŽŶ�ŚĂĚ�ƐĞĞŶ�ĂŶ�ŝŶĐƌĞĂƐĞ�ŝŶ�ĨĞŵĂůĞ�ĞŵƉůŽǇŵĞŶƚ͘�,ŽǁĞǀĞƌ͕ �
ƚŚĞƌĞ� ŝƐ�ŶŽƚ� ƚŚĞ� ƐĂŵĞ� ůĞǀĞů�ŽĨ�ƉƌŽŵŽƟŽŶ�ŽĨ�ǁŽŵĞŶ� ŝŶ� ƚŚĞƐĞ� ŝŶĚƵƐƚƌŝĞƐ͘��Ɛ�Ă� ůĞĂĚĞƌ� ŝŶ� ƌĞĐƌƵŝƚŵĞŶƚ͕�
Stedman suggested that professionals with mentors are more likely to advance more quickly than those 
without.  

/Ŷ�ƚĞƌŵƐ�ŽĨ�ĨĞŵĂůĞ�ůĞĂĚĞƌƐŚŝƉ�ƚŚĞƌĞ�ŝƐ�Ă�ŐƌŽǁŝŶŐ�ďŽĚǇ�ŽĨ�ůŝƚĞƌĂƚƵƌĞ�ŽŶ�ŚŽǁ�ŵĞŶƚŽƌŝŶŐ�ĐĂŶ�ŝŶŇƵĞŶĐĞ�ƚŚĞ�
ĂĐŚŝĞǀĞŵĞŶƚ�ŽĨ�ǁŽŵĞŶ�ƚŽ�ŵŽƌĞ�ƐĞŶŝŽƌ�ƉŽƐŝƟŽŶƐ͘���ƐƚƵĚǇ�ŝŶ�^ŽƵƚŚ��ĨƌŝĐĂ�;^ĐŚĞĞƉĞƌƐ�Ğƚ�Ăů͕�ϮϬϭϴ͗ϰϲϲͿ�
ĨŽĐƵƐĞĚ�ŽŶ�ƐƉŽŶƐŽƌƐŚŝƉ�ŵĞŶƚŽƌŝŶŐ�ĂƐ�͞Ă�ƚĂůĞŶƚ�ŵĂŶĂŐĞŵĞŶƚ�ŝŶƚĞƌǀĞŶƟŽŶ�ĨŽƌ�ĨĞŵĂůĞ�ůĞĂĚĞƌƐ�ĂƐƉŝƌŝŶŐ�ƚŽ�
ƐĞŶŝŽƌ�ůĞǀĞůƐ͘͟ �dŚĞŝƌ�ƌĞƐĞĂƌĐŚ�ĨŽƵŶĚ�ƚŚĂƚ�ƚŚĞƌĞ�ǁĂƐ�ůĞƐƐ�ŝƐƐƵĞ�ǁŝƚŚ�ǇŽƵŶŐ�ǁŚŝƚĞ�ǁŽŵĞŶ͕�ďƵƚ�ƚŚĞƌĞ�ǁĂƐ�
ƐƟůů�Ă�ďĂƌƌŝĞƌ�ƚŽ�ƐĞŶŝŽƌ�ůĞĂĚĞƌƐŚŝƉ�ĨŽƌ�ǁŽŵĞŶ�ŽǀĞƌ�ĮŌǇ�ĂŶĚ�ĂůƐŽ�ǁŽŵĞŶ�ŽĨ� �͞ĨƌŝĐĂŶ͕��ŽůŽƵƌĞĚ�Žƌ�/ŶĚŝĂŶ�
ĞƚŚŶŝĐŝƚǇ�;��/Ϳ͘͟ � � �dŚƌŽƵŐŚ�ƚŚĞ�ůŝƚĞƌĂƚƵƌĞ�ŽŶ�ŐĞŶĚĞƌ�ĂŶĚ�ŵĞŶƚŽƌŝŶŐ�ŝƚ� ŝƐ�ĞǀŝĚĞŶƚ�ƚŚĂƚ�ƚŚĞ�ĞŶŐĂŐĞŵĞŶƚ�
ǁŝƚŚ�ŵĞŶƚŽƌŝŶŐ�ŽīĞƌĞĚ�ƚŽ�ǁŽŵĞŶ͕�Žƌ�ĞǀĞŶ�ƚŚĞ�ĚĞƐŝƌĞ�ƚŽ�ďĞ�ŵĞŶƚŽƌĞĚ�ŚĂƐ�ǀĂƌŝĞĚ�;�ƵƌďŝŶ�ĂŶĚ�dŽŵůŝŶƐŽŶ͕�
ϮϬϭϰ͖�dŽůĂƌ͕ �ϮϬϭϮ͖��ƌĞŚĞƌ�ĂŶĚ��ƐŚ͕�ϭϵϵϬͿ͘��,ŽǁĞǀĞƌ͕ ��ŚŝƐŽůŵͲ�ƵƌŶƐ�Ğƚ�Ăů�;ϮϬϭϳͿ�ĂĚǀŽĐĂƚĞ�ƚŚĞ�ďĞŶĞĮƚƐ�
ŽĨ�ďĂůĂŶĐĞ�ŝŶ�ŚĂǀŝŶŐ�ĨĞŵĂůĞ�ůĞĂĚĞƌƐ͕�ďƵƚ�ĂůƐŽ�ƚŚĂƚ�͞ǁŽŵĞŶ�ŵƵƐƚ�ĂĐƚ�ĂƐ�ƚŚĞŝƌ�ŽǁŶ�ĂĚǀŽĐĂƚĞƐ�ďǇ�ƐĞĞŬŝŶŐ�
ŽƵƚ�ŶĞƚǁŽƌŬƐ͕�ƐƉŽŶƐŽƌƐ�ĂŶĚ�ŵĞŶƚŽƌƐ͟�;Ɖ͘ϯϮϭͿ͘

ZĞƐĞĂƌĐŚ�Ăŝŵ�ĂŶĚ�ŽďũĞĐƟǀĞƐ 
dŚĞ�Ăŝŵ�ŽĨ�ƚŚŝƐ�ƐƚƵĚǇ�ŝƐ�ƚŽ�ƵŶĚĞƌƐƚĂŶĚ�ƚŚĞ�ƉĞƌĐĞƉƟŽŶ�ŽĨ�ǁŽŵĞŶ�ŝŶ�ůĞĂĚĞƌƐŚŝƉ�ƉŽƐŝƟŽŶƐ�ŝŶ�ĨĂĐŝůŝƟĞƐ�
ŵĂŶĂŐĞŵĞŶƚ�ĂŶĚ�ƚŚĞ�ĞŶĂďůĞƌƐ�ĂŶĚ�ďĂƌƌŝĞƌƐ�ƚŽ�ƚŚĞŝƌ�ĐĂƌĞĞƌ�ƉƌŽŐƌĞƐƐŝŽŶ͕�ĂŶĚ�ĂůƐŽ�ƚŚĞ�ƉŽƚĞŶƟĂů�ŝŵƉĂĐƚ�
ŽĨ�ŵĞŶƚŽƌŝŶŐ�ĞĂƌůǇ�ĐĂƌĞĞƌ�ĨĞŵĂůĞƐ�ŝŶ�ƚŚĞ�ŝŶĚƵƐƚƌǇ͘ ��dŚĞ�ŽďũĞĐƟǀĞƐ�ŽĨ�ƚŚĞ�ƌĞƐĞĂƌĐŚ�ǁĞƌĞ�ƚŽ͗

• hŶĚĞƌƐƚĂŶĚ�ƚŚĞ�ƉĞƌĐĞƉƟŽŶƐ�ŽĨ�ĨĞŵĂůĞ�ůĞĂĚĞƌƐ�ŝŶ�ƚŚĞ�ŝŶĚƵƐƚƌǇ�ŝŶ�ƚĞƌŵƐ�ŽĨ�ĞŶƚƌĂŶĐĞ�ƚŽ�ƚŚĞ�&D�
ŝŶĚƵƐƚƌǇ�ĂŶĚ�ƚŚĞŝƌ�ƉĞƌĐĞƉƟŽŶ�ŽĨ�ŐĞŶĚĞƌ�ǁŝƚŚŝŶ�ŝƚ͘

• hŶĚĞƌƐƚĂŶĚ�ƚŚĞ�ĞŶĂďůĞƌƐ�ĂŶĚ�ďĂƌƌŝĞƌƐ�ƚŽ�ĐĂƌĞĞƌ�ƉƌŽŐƌĞƐƐŝŽŶ�ĨŽƌ�ǁŽŵĞŶ�ŝŶ�ƚŚĞ�&D�ŝŶĚƵƐƚƌǇ
• �ǆƉůŽƌĞ�ƚŚĞ�ƉĞƌĐĞƉƟŽŶƐ�ŽŶ�ƚŚĞ�ďĞŶĞĮƚƐ�ŽĨ�ŵĞŶƚŽƌŝŶŐ�ĨŽƌ�ǁŽŵĞŶ�ŝŶ�ƚŚĞ�&D�ŝŶĚƵƐƚƌǇ͘
• WƌŽƉŽƐĞ�ƐŽůƵƟŽŶƐ�ĨŽƌ�ĞŶŐĂŐŝŶŐ�ŵŽƌĞ�ǁŽŵĞŶ�Ăƚ�ůĞĂĚĞƌƐŚŝƉ�ůĞǀĞůƐ�ǁŝƚŚŝŶ�ĨĂĐŝůŝƟĞƐ�ŵĂŶĂŐĞŵĞŶƚ͘
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>/d�Z�dhZ��^dh�z�
dŚĞƌĞ� ŝƐ� Ă� ǁŽƌůĚ� ŽĨ� ĚŝīĞƌĞŶĐĞ� ďĞƚǁĞĞŶ� ĞǆƉĞĐƚĂƟŽŶƐ� ŽĨ� ĞƋƵĂůŝƚǇ� ŝŶ� ƚŚĞ� ǁŽƌŬƉůĂĐĞ� ĂŶĚ� ƚŚĞ� ƌĞĂůŝƚǇ͕ �
ďĞĐĂƵƐĞ�ŽĨ�ƚŚĞ�ŐĞŶĚĞƌ�ƉĂǇ�ŐĂƉ�dŽƉƉŝŶŐ�ƐƚĂƚĞƐ�ǁŽŵĞŶ�͚ǁŽƌŬ�ĨŽƌ�ĨƌĞĞ͛�ĨŽƌ�ƚŚĞ�ĮƌƐƚ�ƚǁŽ�ŵŽŶƚŚƐ�ŽĨ�ƚŚĞ�
ǇĞĂƌ�ŽŶ�ĂǀĞƌĂŐĞ�;dŽƉƉŝŶŐ͕�ϮϬϮϬͿ͘�/ƚ�ĚŽĞƐ�ĂƉƉĞĂƌ�ƚŚĞƌĞ�ŝƐ�ŶŽ�ƌĞŐƵůĂƚŽƌǇ�ĞīĞĐƟǀĞŶĞƐƐ�ǁŚĞƌĞ�ƉŽůŝĐŝĞƐ�ŚĂǀĞ�
ďĞĞŶ�ƉƵƚ�ŝŶ�ƉůĂĐĞ�;<ůĞƩŶĞƌ�Ğƚ͘�Ăů͕͘�ϮϬϭϲͿ͕�ĂŶĚ�ƚŚĞ�&ĂĐŝůŝƟĞƐ�DĂŶĂŐĞŵĞŶƚ�ŝŶĚƵƐƚƌǇ�ŵĂǇ�ŶŽƚ�ďĞ�ĞǆĞŵƉƚ�
ĨƌŽŵ�ƚŚŝƐ�ƐŬĞǁĞĚ�ƐƚĂƟƐƟĐ͘�dŚŝƐ�ĚŝīĞƌĞŶĐĞ�ŝƐ�ĞǀĞŶ�ŵŽƌĞ�ĞǀŝĚĞŶƚ�Ăƚ�ůĞĂĚĞƌƐŚŝƉ�ůĞǀĞůƐ͕�ǁŚĞƌĞ�ƚŚĞ�ŐŽĂů�ŽĨ�
ŚĂǀŝŶŐ�ϯϯй�ŽĨ��ŽĂƌĚ�ŵĞŵďĞƌƐ�ĂƐ�ǁŽŵĞŶ�ŚĂƐ�ĨĂŝůĞĚ�ƚŽ�ŵĂƚĞƌŝĂůŝǌĞ�;'ŽŽĚůĞǇ͕ �ϮϬϮϬͿ͘�KŶĞ�ŽĨ�ƚŚĞ�ǁĂǇƐ�ƚŽ�
ĂĐŚŝĞǀĞ�ƚŚŝƐ͕�ǁŝůů�ďĞ�ƚŽ�ŚĂǀĞ�ǁŽŵĞŶ�ĂůƌĞĂĚǇ�Ăƚ�ƐĞŶŝŽƌ�ůĞǀĞů�ƉŽƐŝƟŽŶƐ�ŵĞŶƚŽƌ�ŽƚŚĞƌ�ǁŽŵĞŶ�ŽŶ�ƚŚĞŝƌ�ǁĂǇ�
ƵƉ�ƚŚĞ�ĐĂƌĞĞƌ�ůĂĚĚĞƌ͘ ��Ăƌů�;ϮϬϭϵͿ�ƌĞǀŝĞǁĞĚ�ǁŽŵĞŶ�ŝŶ�ůĞĂĚĞƌƐŚŝƉ�ŝŶ�&D�ĂƐ�ƉĂƌƚ�ŽĨ�ĂŶ�D���ĚŝƐƐĞƌƚĂƟŽŶ�
ĂŶĚ� ƐŚĞ�ĚŝƐĐƵƐƐĞĚ� ƚŚĂƚ� ŝŶ�Ă� � ϮϬϭϳ��ĞŶƚƌĂů��ĂŶŬ� ƐƚƵĚǇ͕ �ǁŽŵĞŶ�ŚĞůĚ�ϭϲй�ŽĨ���K� ũŽďƐ� ŝŶ� /ƌĞůĂŶĚ�ĂŶĚ�
Ϯϲй�ŽĨ��ŽĂƌĚ�ƐĞĂƚƐ͕�ŚŽǁĞǀĞƌ�ŽŶ�ƌĞǀŝĞǁŝŶŐ�ƚŚĞ�ƚŽƉ�ϭϮ�&D�ĐŽŵƉĂŶŝĞƐ�ŝŶ�/ƌĞůĂŶĚ�ƐŚĞ�ĨŽƵŶĚ�ŽŶůǇ�Ϯϭй�ŽĨ�
ƐĞŶŝŽƌ�ůĞĂĚĞƌƐŚŝƉ�ƉŽƐŝƟŽŶƐ�ǁĞƌĞ�ŚĞůĚ�ďǇ�ǁŽŵĞŶ͘�&ĞŵĂůĞ�ůĞĂĚĞƌƐ�ŝŶ�ƚŚĞ�&D�ŝŶĚƵƐƚƌǇ�ŝŶ�ƚŚĞ�h<�ĐĂŵĞ�
ƚŽŐĞƚŚĞƌ�ĨŽƌ�ŝŶƚĞƌŶĂƟŽŶĂů�ǁŽŵĞŶ Ɛ͛�ĚĂǇ�ĂŶĚ�ƚŚĞŝƌ�ĚŝƐĐƵƐƐŝŽŶ�ĨŽĐƵƐĞĚ�ŽŶ�ƚŚĞ�ŐƌŽǁƚŚ�ŽĨ�ǁŽŵĞŶ�ĞŶƚĞƌŝŶŐ�
ƚŚĞ�ƉƌŽĨĞƐƐŝŽŶ�;&ĂĐŝůŝƟĞƐ�EĞǁƐ͕�ϮϬϭϵͿ͖�ďƵƚ�ƚŚĞƌĞ�ŝƐ�ƐƟůů�Ă�ŐĂƉ�Ăƚ��ŽĂƌĚ�ůĞǀĞů͘�&ĂĐŝůŝƟĞƐ�EĞǁƐ�;ϮϬϭϴͿ�ƌĂŶ�ĂŶ�
ĂƌƟĐůĞ�ŽŶ�͚,Žǁ�ĐĂŶ�ǁĞ�ĞŶĐŽƵƌĂŐĞ�ŵŽƌĞ�ǁŽŵĞŶ�ŝŶƚŽ�ůĞĂĚĞƌƐŚŝƉ�ƉŽƐŝƟŽŶƐ�ŝŶ�ƚŚĞ�&D�ŝŶĚƵƐƚƌǇ͛�ĂŶĚ�ŽŶĞ�ŽĨ�
ƚŚĞŝƌ�ŬĞǇ�ŵĞƐƐĂŐĞƐ͕�ƚŽ�ĞŶĂďůĞ�ƉƌŽŐƌĞƐƐŝŽŶ͕�ǁĂƐ�ƚŽ�ĮŶĚ�ŵĞŶƚŽƌŝŶŐ�ŶĞƚǁŽƌŬƐ�ǁŝƚŚŝŶ�&D�ďƵƚ�ĂůƐŽ�ƚŽ�ůŽŽŬ�
for female role models and mentors outside of the industry.

DĞŶƚŽƌŝŶŐ�ĐŽŵĞƐ�ŝŶ�ĚŝīĞƌĞŶƚ�ĨŽƌŵƐ�ǁŝƚŚ�ƚŚĞ�ŵĂŝŶ�ƚǁŽ�ďĞŝŶŐ�ĚĞǀĞůŽƉŵĞŶƚĂů�ŵĞŶƚŽƌŝŶŐ͕�ĨŽĐƵƐĞĚ�ŵŽƌĞ�
ŽŶ�ƚŚĞ�ƌĞůĂƟŽŶƐŚŝƉ�ĂŶĚ�ĚĞǀĞůŽƉŵĞŶƚ�ŽĨ�ƐŬŝůůƐ�;'ĂƌǀĞǇ͕ �ϮϬϭϰͿ͕�ĂŶĚ�ĂůƐŽ�ƐƉŽŶƐŽƌƐŚŝƉ�ŵĞŶƚŽƌŝŶŐ�ǁŚŝĐŚ�
ŝƐ� ƚŚĞ� ƐƉŽŶƐŽƌƐŚŝƉ�ŽĨ� Ă� ƉƌŽƚĠŐĠ͕� ĂŝŵĞĚ� ƚŽ� ƌĂŝƐĞ� ƚŚĞŝƌ� ŽƌŐĂŶŝƐĂƟŽŶĂů� ƉƌŽĮůĞ� ĂƐ�ǁĞůů� ĂƐ� ůĞĂƌŶŝŶŐ� ĨƌŽŵ�
Ă�ŵŽƌĞ�ĞǆƉĞƌŝĞŶĐĞĚ�ŵĞŶƚŽƌ� ;DĞƌƌŝĐŬ͕�ϮϬϭϳͿ͘�dŚĞƌĞ�ŚĂƐ�ďĞĞŶ�Ă� ĨŽĐƵƐ� ŝŶ� ƌĞƐĞĂƌĐŚ�ŽŶ� ƚŚĞ�ĐŽŶĐĞƉƚ�ŽĨ�
sponsorship mentoring and gender and the evidence of barriers in terms of gender and mentoring.  
�ďďŽƩ�;ϮϬϭϴͿ�ĚŝƐĐƵƐƐĞĚ�ƐƉŽŶƐŽƌƐŚŝƉ�ŵĞŶƚŽƌŝŶŐ�ĂƐ�ďĞŝŶŐ�ŝŶĐƌĞĂƐŝŶŐůǇ�ŚĞůƉĨƵů�ĨŽƌ�ǁŽŵĞŶ�ĂŶĚ�ŵŝŶŽƌŝƟĞƐ�
ƚŽ�ƌĞĂĐŚ� ůĞĂĚĞƌƐŚŝƉ�ƉŽƐŝƟŽŶƐ� ŝŶ� ůĂǁ�ĮƌŵƐ͘�,ĞůŵƐ�Ğƚ�Ăů� ;ϮϬϭϲͿ� ĨŽƵŶĚ�ƚŚĂƚ�ƐƉŽŶƐŽƌƐŚŝƉ�ŚĞůƉĞĚ�ĞŶĂďůĞ�
ǁŽŵĞŶ�ƚŽ�ĨƵƌƚŚĞƌ�ƚŚĞŝƌ�ĐĂƌĞĞƌƐ͘�^ĂŶĚďĞƌŐ�;ϮϬϭϯͿ�ĂůƐŽ�ƌĞŇĞĐƚĞĚ�ƚŚĂƚ�ĞŵƉůŽǇĞĞƐ�ǁŝƚŚ�ƐƉŽŶƐŽƌƐ�ĂƌĞ�ŵŽƌĞ�
ůŝŬĞůǇ�ƚŽ�ĂƐŬ�ĨŽƌ�Ă�ƉĂǇ�ƌŝƐĞ͕�ŝƌƌĞůĞǀĂŶƚ�ŽĨ�ŐĞŶĚĞƌ͖�ǁŚŝůƐƚ�'ƌŽǇƐďĞƌŐ�ĂŶĚ��Ğůů��;ϮϬϭϯͿ�ƐƚĂƚĞĚ�ƚŚĂƚ�ƐƉŽŶƐŽƌƐŚŝƉ�
ŽĨ�ǁŽŵĞŶ�ĐĂŶ�ŚĞůƉ�ƚŽ�ƌĞĚƵĐĞ�ƚŚĞ�͚ŽůĚ�ďŽǇƐ�ĐůƵď͛�ŝŶ�ĐŽƌƉŽƌĂƚĞ��ŵĞƌŝĐĂ͘�,ŽǁĞǀĞƌ͕ �DĞǇĞƌƐ�;ϮϬϭϱͿ�ŶŽƚĞĚ�
that men can feel uncomfortable with sponsorship or mentoring younger women because of what their 
ĐŽůůĞĂŐƵĞƐ�͚ŵŝŐŚƚ�ƚŚŝŶŬ͛͊��ǌĞƌŶŝĂǁƐŬĂ�ĂŶĚ�'ƵǌŵĂŶ�;ϮϬϭϲ͗�ϯϵͿ�ĂƌŐƵĞĚ�ŝŶ�ƚĞƌŵƐ�ŽĨ�ŐĞŶĚĞƌ�ŝŶ�ƐƉŽŶƐŽƌŝŶŐ�
ŝŶ�ĐŽŶƐƵůƚĂŶĐǇ�ĮƌŵƐ�ƚŚĂƚ�ŝĨ�ǁŽŵĞŶ�ĂƌĞ�ŝŶ�Ă�ŵĂůĞ�ĚŽŵŝŶĂƚĞĚ�ŽƌŐĂŶŝƐĂƟŽŶ�ƚŚĂƚ�ŝƚ�ŵĂǇ�ďĞ�ŵŽƌĞ�ƵƐĞĨƵů�ƚŽ�
ŚĂǀĞ�Ă�ŵĂůĞ�ƐƉŽŶƐŽƌ�ƚŽ�ďĞƩĞƌ�ƵŶĚĞƌƐƚĂŶĚ�ƚŚĞ�ŽƌŐĂŶŝƐĂƟŽŶĂů�ƉŽůŝƟĐƐ͘�dŚĞǇ�ĚŝĚ�ƐƚĂƚĞ�ƚŚĂƚ�ƚŚĞ�ƐƉŽŶƐŽƌ�
ŶĞĞĚƐ�ƚŽ�ƵŶĚĞƌƐƚĂŶĚ�ƚŚĞ�ǁŽŵĂŶ Ɛ͛�ƉŽƐŝƟŽŶ�ŝŶ�ŚĞƌ�ĐĂƌĞĞƌ�ĂŶĚ�ĂůƐŽ�ƚŽ�ĚĞůŝǀĞƌ�͞ĐŽŶĐƌĞƚĞ�ƐƵŐŐĞƐƟŽŶƐ�ĂďŽƵƚ�
ǁŚĂƚ�ƚŽ�ĚŽ͕�ǁŚŽ�ƚŽ�ŐĞƚ�ƚŽ�ŬŶŽǁ�ĂŶĚ�ŚŽǁ�ƚŽ�ƉƵƚ�ǇŽƵƌƐĞůĨ�ĨŽƌǁĂƌĚ͘͟   

dŚĞ� ƵŶŝƋƵĞ� ĂƩƌŝďƵƚĞƐ� ŽĨ� ƚŚĞ� ĨĂĐŝůŝƟĞƐ� ŵĂŶĂŐĞƌ� ŵŝŐŚƚ� ĂůƐŽ� ďĞ� Ă� ĐŽŶƚƌŝďƵƚŽƌǇ� ĨĂĐƚŽƌ͘ � �� ƚǇƉŝĐĂůůǇ�
ƵŶƐƚƌƵĐƚƵƌĞĚ�ƌŽůĞ�ŚĞĂǀŝůǇ�ĚĞƉĞŶĚĞŶƚ�ŽŶ�ƚŚĞ�ƐƵƉƉŽƌƚ�ƌĞƋƵŝƌĞŵĞŶƚƐ�ŽĨ�ƚŚĞ�ŽƌŐĂŶŝƐĂƟŽŶ͕�ĐŽƵƉůĞĚ�ǁŝƚŚ�
ŇĞǆŝďůĞ� ĂŶĚ�ŽŌĞŶ� ůŽŶŐ�ŚŽƵƌƐ�ŵŝŐŚƚ�ŶŽƚ�ďĞ� ƚƌĂĚŝƟŽŶĂůůǇ� ĐŽŵƉĂƟďůĞ�ǁŝƚŚ�ǁŽŵĞŶ�ǁŚŽ�ĂƌĞ�ŽŌĞŶ� ƐƟůů�
ĐĂƌĞŐŝǀĞƌƐ�ŝŶ�ĚŝīĞƌĞŶƚ�ĨŽƌŵƐ�ŽƵƚƐŝĚĞ�ŽĨ�ǁŽƌŬ͘�dŚŝƐ�ƐŚŽƵůĚ�ŶŽƚ�ƉƌĞǀĞŶƚ�ĐĂƌĞĞƌ�ƉƌŽŐƌĞƐƐŝŽŶ�Žƌ�ŵĞŶƚŽƌŝŶŐ͘�
�Ɛ� �ŚƌŝĐŚ� ;ϮϬϬϴͿ� ĂŶĚ� ^ŝŶŐŚ� Ğƚ� Ăů� ;ϮϬϬϮͿ� ŶŽƚĞ�ŵĞŶƚŽƌŝŶŐ� ƌĞůĂƟŽŶƐŚŝƉƐ� ĂƌĞ� ŝŵƉŽƌƚĂŶƚ� ĨŽƌ� ǁŽŵĞŶ� Ăƚ�
Ăůů�ƐƚĂŐĞƐ�ŽĨ�ƚŚĞŝƌ�ĐĂƌĞĞƌ�ĐǇĐůĞƐ͕�ĂŶĚ�ĞǀĞŶ�ĂŌĞƌ�ŚĂǀŝŶŐ�ĨĂŵŝůŝĞƐ�ĂŶĚ�ƌĞƚƵƌŶŝŶŐ�ƚŽ�ǁŽƌŬ�ƉĂƌƚ�ƟŵĞ͕�ƚŚŝƐ�
ŶĞĞĚƐ�ƚŽ�ďĞ�ĂĚĚƌĞƐƐĞĚ�ƚŽ�ĞŶĐŽƵƌĂŐĞ�ĐŽŶƟŶƵĞĚ�ƉĞƌƐŽŶĂů�ĂŶĚ�ƉƌŽĨĞƐƐŝŽŶĂů�ĚĞǀĞůŽƉŵĞŶƚ͘�dŚĞƌĞ�ŝƐ�ĂůƐŽ�
ƌĞĐŽŐŶŝƟŽŶ�ƚŚĂƚ�ƚŚĞ�ŵĞŶƚŽƌŝŶŐ�ƉƌŽǀŝĚĞƐ�ŬŶŽǁůĞĚŐĞ�ǁŚŝĐŚ�ŝƐ�ŝŵƉŽƌƚĂŶƚ�ĨŽƌ�ƉƌŽŵŽƟŽŶĂů�ŽƉƉŽƌƚƵŶŝƟĞƐ�
;�ƵƌďŝŶ͕�ϮϬϭϭͿ͘��ŽĞƐ�ƚŚŝƐ�ŵĞĂŶ�ƚŚĞǇ�ĂƌĞ�ůĞƐƐ�ŝŶĐůŝŶĞĚ�ƚŽ�ǀĞŶƚƵƌĞ�ŝŶƚŽ�ƚŚĞ�ĮĞůĚ͕�Žƌ�ĂƌĞ�ůĞƐƐ�ůŝŬĞůǇ�ƚŽ�ďĞ�
ƐĞůĞĐƚĞĚ�ĨŽƌ�ĂǀĂŝůĂďůĞ�ƌŽůĞƐ͍�tŚĞƌĞ�ƚŚĞǇ�ŚĂǀĞ�ďĞĞŶ�ŽīĞƌĞĚ�ĂŶĚ�ĂĐĐĞƉƚĞĚ�ĨĂĐŝůŝƟĞƐ�ŵĂŶĂŐĞŵĞŶƚ�ƌŽůĞƐ͕�ŝƐ�
ƚŚĞƌĞ�ĂŶǇ�ŵŽƟǀĂƟŽŶ�ƚŽ�ĂƐƉŝƌĞ�ƚŽ�ƐĞŶŝŽƌ�ŵĂŶĂŐĞŵĞŶƚ�ƌŽůĞƐ�Žƌ�ŝƐ�ŝƚ�ƚŚĞ�ĐĂƐĞ�ŽĨ�ĂŶ�ŝŶǀŝƐŝďůĞ�ĐĞŝůŝŶŐ�ǁŝƚŚŝŶ�
ŽƌŐĂŶŝƐĂƟŽŶƐ͍���Ƶůů Ɛ͛�;ϮϬϭϵͿ�ƌĞƐĞĂƌĐŚ�ŽŶ�ǁŽŵĞŶ�ŝŶ�ůĞĂĚĞƌƐŚŝƉ�ĚŝĚ�ŝŶĐůƵĚĞ�ŝŶƚĞƌǀŝĞǁƐ�ǁŝƚŚ�ƐŽŵĞ�ƐĞŶŝŽƌ�
ĨĞŵĂůĞ�ĨĂĐŝůŝƟĞƐ�ŵĂŶĂŐĞƌƐ�ǁŚŽ�ƌĞĨĞƌƌĞĚ�ƚŽ�ƚŚĞ�͞ŵĂůĞ�ĚŽŵŝŶĂƚĞĚ�ďŽĂƌĚƌŽŽŵ͟�ǁŚŝĐŚ�ďůŽĐŬĞĚ�ĂĐĐĞƐƐ�ƚŽ�
ǁŽŵĞŶ͘�dŚŝƐ�ŝŶ�ƚƵƌŶ�ŚĂĚ�ĂŶ�ŝŵƉĂĐƚ�ŽŶ�ƚŚĞŝƌ�ŵŽƟǀĂƟŽŶ�ĂƐ�ƚŚĞǇ�ĐŽƵůĚ�ŶŽƚ�ĨƵƌƚŚĞƌ�ƚŚĞŝƌ�ĐĂƌĞĞƌƐ�ŝŶ�ƚŚĞƐĞ�
ŽƌŐĂŶŝƐĂƟŽŶƐ͘��/ƚ�ĞǀŝĚĞŶĐĞĚ�ƉĞŽƉůĞ�ǁŝƚŚ�ǀĂƐƚ�ĞǆƉĞƌŝĞŶĐĞ�ŵŽǀŝŶŐ�ĂǁĂǇ�ĨƌŽŵ�ŽƌŐĂŶŝƐĂƟŽŶƐ�ƚŚĂƚ�ŚĂĚ�ƚŚĞ�
ŽůĚ�ĨĂƐŚŝŽŶĞĚ�͞ďŽǇƐ�ĐůƵďƐ͟�ƚŽ�ŵŽƌĞ�ƉƌŽŐƌĞƐƐŝǀĞ�ŽƌŐĂŶŝƐĂƟŽŶƐ͖�ĂŶĚ�ĨŽƌ�ƐŽŵĞ͕�ƚŽ�ĐŽŵƉůĞƚĞůǇ�ĚŝīĞƌĞŶƚ�
ŝŶĚƵƐƚƌŝĞƐ�ĂƐ�ƚŚĞǇ�ĚŝĚŶ͛ƚ�ƐĞĞ�Ă�ƉƌŽŐƌĞƐƐŝŽŶ�ƌŽƵƚĞ�ŝŶ�ƚŚĞ�&D�ŝŶĚƵƐƚƌǇ͘

dŚĞƌĞ�ŝƐ�ĞǀŝĚĞŶĐĞ�ƚŚĞƌĞ�ĂƌĞ�ĨĞǁ�ǁŽŵĞŶ�ŝŶ�ůĞĂĚĞƌƐŚŝƉ�ƉŽƐŝƟŽŶƐ�ĂŶĚ�ƌĞůĂƟǀĞůǇ�ŶŽ�ĐŚĂŶŐĞ�ŝŶ�ƚŚĞƐĞ�ƐƚĂƟƐƟĐƐ�
ĨƌŽŵ� ƚŚĞ� ůĂƐƚ�ĚĞĐĂĚĞ� ;�ƚŚĞǇ͕ �ϮϬϭϰ͖� ^ĞŝĞƌƐƚĂĚ͕�ϮϬϭϳ͕� ^ƚĞĚŵĂŶ͕�ϮϬϭϵ͖� �'ŝǀĞŶ� ƚŚĞ�ŵĂůĞ�ĚŽŵŝŶĂŶĐĞ�ŽĨ�
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ƚŚĞ�ĨĂĐŝůŝƟĞƐ�ŵĂŶĂŐĞŵĞŶƚ�ĮĞůĚ͕�ƚŚŝƐ�ƌĞƐĞĂƌĐŚ�ǁŝůů�ŝŶǀĞƐƟŐĂƚĞ�ƚŚĞ�ƉĞƌĐĞƉƟŽŶƐ�ŽĨ�ǁŽŵĞŶ�ŝŶ�ůĞĂĚĞƌƐŚŝƉ�
within the FM industry.

Z�^��Z�,�D�d,K�^
dŚŝƐ�ƐƚƵĚǇ�ƵƐĞƐ�ĂŶ�ŝŶƚĞƌƉƌĞƟǀŝƐƚ�ĂŶĚ�ŝŶĚƵĐƟǀĞ�ĂƉƉƌŽĂĐŚ͕�ǁŚŝĐŚ�ĂůůŽǁĞĚ�ƚŚĞ�ǀŽŝĐĞƐ�ŽĨ�ƚŚĞ�ƉĂƌƟĐŝƉĂŶƚƐ�ƚŽ�
ƐŚŽǁĐĂƐĞ�ƚŚĞŝƌ�ŽǁŶ�ƉĞƌĐĞƉƟŽŶƐ�ŽĨ�ƚŚĞŝƌ�ĞŶŐĂŐĞŵĞŶƚ�ǁŝƚŚ�ƚŚĞ�&D�ŝŶĚƵƐƚƌǇ�ĂŶĚ�ƚŚĞ�ĂƵƚŚŽƌƐ�ŝŶƚĞƌƉƌĞƚĂƟŽŶ�
ŽĨ� ƚŚĞƐĞ� ǀŝĞǁƐ� ƚŚƌŽƵŐŚ�Ă� ƌĞŇĞĐƟǀĞ� ĂŶĚ� ƌĞŇĞǆŝǀĞ�ƉƌŽĐĞƐƐ� ;�ŽǁůŝŶŐ͕� ϮϬϬϲͿ͘� dŚĞ� ƌĞƐĞĂƌĐŚ� ĨŽĐƵƐĞĚ�ŽŶ�
ƚƌǇŝŶŐ�ƚŽ�ŐĂƚŚĞƌ�ƐŚĂƌĞĚ�ŵĞĂŶŝŶŐƐ�ƵƐŝŶŐ�Ă�ƐŽĐŝĂů�ĐŽŶƐƚƌƵĐƟŽŶŝƐƚ�ůĞŶƐ�;�ĞƌŐĞƌ�ĂŶĚ�>ƵĐŬŵĂŶ͕�ϭϵϵϭͿ͘�dŚĞ�
ƌĞƐĞĂƌĐŚ�ǁĂƐ�ĐĂƌƌŝĞĚ�ŽƵƚ�ƵƐŝŶŐ�ĂŶ�ĂĚĂƉƚĞĚ�ƋƵĂůŝƚĂƟǀĞ�ƌĞƐĞĂƌĐŚ�ƐƚƌĂƚĞŐǇ�ĂƐ�ŝĚĞŶƟĮĞĚ�ďǇ�DĂƐŽŶ�ĂŶĚ�/ĚĞ�
;ϮϬϭϰͿ�ƚŽ�ŵŽǀĞ�ŝŶƚŽ�ƚŚĞ�Ϯϭst�ĐĞŶƚƵƌǇ�ĂŶĚ�ĐƌĞĂƚĞ�ĂůƚĞƌŶĂƟǀĞ�ŵĞĂŶƐ�ĨŽƌ�ĐŽůůĞĐƟŶŐ�ƋƵĂůŝƚĂƟǀĞ�ĚĂƚĂ͘���ƵĞ�
ƚŽ�ƚŚĞ�ŶĂƚƵƌĞ�ŽĨ�ƚŚĞ�ƉĂƌƟĐŝƉĂŶƚƐ�ĂŶĚ�ƚŽ�ďĞ�ĂďůĞ�ƚŽ�ĚƌĂǁ�ŽŶ�Ă�ďƌŽĂĚĞƌ�h<�ĂŶĚ�/ƌĞůĂŶĚ�ƉĞƌƐƉĞĐƟǀĞ͕�ƚŚŝƐ�
ŵĞƚŚŽĚ� ŝŶǀŽůǀĞĚ�ĞŵĂŝůŝŶŐ� ƚŚĞ�ƉĂƌƟĐŝƉĂŶƚ͕�ǁŚŽ�ǁĞƌĞ�ŽƌŝŐŝŶĂůůǇ�ƐĞůĞĐƚĞĚ�ĚƵĞ�ƚŽ� ƚŚĞŝƌ�ƐĞŶŝŽƌŝƚǇ� ŝŶ� ƚŚĞ�
ŝŶĚƵƐƚƌǇ͕ �ƚŽ�ŝŶǀŝƚĞ�ƚŚĞŵ�ƚŽ�ƉĂƌƟĐŝƉĂƚĞ�ŝŶ�ƚŚĞ�ƌĞƐĞĂƌĐŚ�ĂŶĚ�ƐĞĐŽŶĚůǇ�ƚŽ�ŐĂŝŶ�ĐŽŶƐĞŶƚ͘��ƉƉƌŽǆŝŵĂƚĞůǇ�ϯϬ�
ƌĞƋƵĞƐƚƐ�ǁĞƌĞ�ƐĞŶƚ�ŽƵƚ�ǁŝƚŚ�ϭϮ�ĐŽŶĮƌŵŝŶŐ�ƚŚĞŝƌ�ƉĂƌƟĐŝƉĂƟŽŶ͘�dŚŝƐ�ĨŽůůŽǁĞĚ�ǁŝƚŚ�ƚŚĞ�ĞŵĂŝůĞĚ�ƋƵĂůŝƚĂƟǀĞ�
ƐƵƌǀĞǇ�ƋƵĞƐƟŽŶƐ͘�dŚĞ�ƉĂƌƟĐŝƉĂŶƚƐ�ǁĞƌĞ�ĂůƐŽ�ŝŶǀŝƚĞĚ�ƚŽ�ŐŝǀĞ�ĂŶ�ŝŶƐŝŐŚƚ�ŝŶƚŽ�ƚŚĞŝƌ�ǁŽƌŬ�ŚŝƐƚŽƌǇ�ǁŝƚŚ�ŵŽƐƚ�
ŽĨ�ƚŚĞŵ�ĂƩĂĐŚŝŶŐ�ƚŚĞŝƌ��sƐ�ƚŽ�ƚŚĞ�ƌĞƐƉŽŶƐĞƐ͘��dŚĞ�ƋƵĂůŝƚĂƟǀĞ�ƐƵƌǀĞǇ�ƋƵĞƐƟŽŶƐ�;ĂƐ�ŚŝŐŚůŝŐŚƚĞĚ�ďĞůŽǁͿ�
asked them to explore their own engagement within the FM industry. 

1. dĞůů�ƵƐ�ĂďŽƵƚ�ǇŽƵƌ�ĐĂƌĞĞƌ�ŚŝƐƚŽƌǇ�;ůĞŶŐƚŚ�ŽĨ�ƟŵĞ�ŝŶ�ŽƌŐĂŶŝƐĂƟŽŶƐ͕�ŚŽǁ�ǇŽƵ�ĞŶƚĞƌĞĚ�&D͕�ƟŵĞůŝŶĞƐ�
ĂŶĚ�ƐŝŐŶŝĮĐĂŶƚ�ĞǀĞŶƚƐ�ŝŶ�ƚĞƌŵƐ�ŽĨ�ǇŽƵƌ�ĐĂƌĞĞƌͬĐĂƌĞĞƌ�ƉƌŽŐƌĞƐƐŝŽŶͿ

2. �Ž�ǇŽƵ�ĨĞĞů�ƚŚĞƌĞ�ŝƐ�Ă�ŐĞŶĚĞƌ�ĚŝīĞƌĞŶĐĞ�ŝŶ�ƚŚĞ�&D�ŝŶĚƵƐƚƌǇ͍��;/Ĩ�ǇĞƐ�Žƌ�ŶŽ͕�ƉůĞĂƐĞ�ĞǆƉůĂŝŶ�ǁŚǇ�ǇŽƵ�
ƚŚŝŶŬ�ƚŚŝƐͿ

3. Do you think there is a need, as a woman, to change your behaviour to advance to a leadership role 
ŝŶ�ƚŚĞ�&D�ŝŶĚƵƐƚƌǇ͍�;/Ĩ�ǇĞƐ�Žƌ�ŶŽ͕�ƉůĞĂƐĞ�ĞǆƉůĂŝŶ�ǁŚǇ�ǇŽƵ�ƚŚŝŶŬ�ƚŚŝƐͿ

ϰ͘� How would you encourage women into FM as a profession?
5. How would you encourage women to aspire to a leadership role in FM?
6. What has helped or hindered your career?
7. ,ĂǀĞ�ǇŽƵ�ĞǀĞƌ�ŚĂĚ�Ă�ĐŽĂĐŚ�Žƌ�ŵĞŶƚŽƌ͕ �ĂŶĚ�ŝĨ�ǇŽƵ�ŚĂǀĞ�ǁŚĂƚ�ǁĞƌĞ�ƚŚĞ�ƉĞƌĐĞŝǀĞĚͬƚĂŶŐŝďůĞ�ďĞŶĞĮƚƐ͍

dŚĞ�ƋƵĞƐƟŽŶƐ�ŝŶĐůƵĚĞĚ�ĂƐŬŝŶŐ�ƚŚĞŵ�ĂďŽƵƚ�ƚŚĞŝƌ�ŽǁŶ�ĞǆƉĞƌŝĞŶĐĞƐ�ĂŶĚ�ĨŽƌ�ƐƚŽƌŝĞƐ�ĂďŽƵƚ�ƚŚĞŝƌ�ŽǁŶ�ĐĂƌĞĞƌƐ�
ŝŶĐůƵĚŝŶŐ� ƚŚĞŝƌ�ŽǁŶ�ĞŶĂďůĞƌƐ�ĂŶĚ�ďĂƌƌŝĞƌƐ͘�dŚĞ� ĨĞŵĂůĞ�ƉĂƌƟĐŝƉĂŶƚƐ�ĂůƐŽ�ƐŚĂƌĞĚ� ƚŚĞŝƌ�ĐĂƌĞĞƌ�ŚŝƐƚŽƌŝĞƐ�
ƚŚƌŽƵŐŚ� ƚŚĞŝƌ��sƐ�Žƌ�ǁƌŝƩĞŶ� ĐĂƌĞĞƌ�ŚŝƐƚŽƌǇ͕ � ŚĞůƉŝŶŐ� ƚŚĞ� ĂƵƚŚŽƌƐ� ƚŽ�ƵŶĚĞƌƐƚĂŶĚ� ƚŚĞ�ďĂĐŬŐƌŽƵŶĚ�ĂŶĚ�
ŚŝƐƚŽƌŝĐĂů�ĐŽŶƚĞǆƚ�ŽĨ�ƚŚĞ�ƉĂƌƟĐŝƉĂŶƚƐ͘�dŚĞ�ƉƵƌƉŽƐŝǀĞ�ĚĂƚĂ�ƐĂŵƉůĞ�;^ĂƵŶĚĞƌƐ�Ğƚ�Ăů͕�ϮϬϭϲͿ�ǁĂƐ�ďĂƐĞĚ�ŽŶ�
ϭϮ�ǁŽŵĞŶ�ǁŽƌŬŝŶŐ�ŝŶ�Ă�ĐƌŽƐƐ�ƐĞĐƟŽŶ�ŽĨ�ŵŝĚĚůĞ�ƚŽ�ƐĞŶŝŽƌ�ŵĂŶĂŐĞŵĞŶƚ�ŝŶ�ĨĂĐŝůŝƟĞƐ�ŵĂŶĂŐĞŵĞŶƚ͕�ŝŶ�ďŽƚŚ�
ƚŚĞ�ƉƵďůŝĐ�;ϱͿ�ĂŶĚ�ƉƌŝǀĂƚĞ�ƐĞĐƚŽƌ�;ϳͿ͘�dŚĞ�ŶĂŵĞƐ�ŽĨ�ƚŚĞ�ƉĂƌƟĐŝƉĂŶƚƐ�ŚĂǀĞ�ďĞĞŶ�ƌĞŵŽǀĞĚ�ĨŽƌ�ĂŶŽŶǇŵŝƚǇ͕ �
ďƵƚ�dĂďůĞ�ϭ�ŽīĞƌƐ�Ă�ďƌŝĞĨ�ŽǀĞƌǀŝĞǁ�ŽĨ�ƚŚĞŝƌ�ůĞŶŐƚŚ�ŽĨ�ĐĂƌĞĞƌ�ŝŶ�&D͕�ƚǇƉĞ�ŽĨ�ŽƌŐĂŶŝƐĂƟŽŶ͕�ƐĞŶŝŽƌŝƚǇ�ůĞǀĞů�
and approximate age.

dĂďůĞ�ϭ�WĂƌƟĐŝƉĂŶƚ�KǀĞƌǀŝĞǁ�ʹ�h<�ĂŶĚ�/ƌĞůĂŶĚ͘
WĂƌƟĐŝƉĂŶƚ >ĞŶŐƚŚ�ŽĨ�ĐĂͲ

reer in FM
�ƵƌƌĞŶƚ�KƌŐĂŶŝͲ
ƐĂƟŽŶ�

DĂŶĂŐĞŵĞŶƚ�ůĞǀĞů �ŐĞ�
ZĂŶŐĞ

WĂƌƟĐŝƉĂŶƚ�ϭ ϴ�ǇĞĂƌƐ &D��ŽŵƉĂŶǇ DŝĚĚůĞ�DĂŶĂŐĞŵĞŶƚ 30-39

WĂƌƟĐŝƉĂŶƚ�Ϯ ϭϭ�ǇĞĂƌƐ NHS DŝĚĚůĞ�DĂŶĂŐĞŵĞŶƚ 30-39

WĂƌƟĐŝƉĂŶƚ�ϯ Ϯϲ�ǇĞĂƌƐ &D��ŽŵƉĂŶǇ ^ĞŶŝŽƌ�DĂŶĂŐĞŵĞŶƚͬ��ŽĂƌĚ�>ĞǀĞů 50-59

WĂƌƟĐŝƉĂŶƚ�ϰ Ϯϲ�ǇĞĂƌƐ NHS ^ĞŶŝŽƌ�DĂŶĂŐĞŵĞŶƚ 50-59

WĂƌƟĐŝƉĂŶƚ�ϱ Ϯϭ�ǇĞĂƌƐ �ŽŶƐƵůƚĂŶĐǇ KǁŶĞƌ�ĂŶĚ�D�� 60-69

WĂƌƟĐŝƉĂŶƚ�ϲ ϯϬ�ǇĞĂƌƐ &D��ŽŵƉĂŶǇ ^ĞŶŝŽƌ�DĂŶĂŐĞŵĞŶƚͬ��ŽĂƌĚ�>ĞǀĞů 50-59

WĂƌƟĐŝƉĂŶƚ�ϳ ϭϰ�ǇĞĂƌƐ �ŽŶƐƵůƚĂŶĐǇ KǁŶĞƌ�ĂŶĚ�D� 50-59

WĂƌƟĐŝƉĂŶƚ�ϴ Ϯϰ�ǇĞĂƌƐ WƌŝǀĂƚĞ�^ĞĐƚŽƌ ^ĞŶŝŽƌ�DĂŶĂŐĞŵĞŶƚ ϰϬͲ�ϰϵ

WĂƌƟĐŝƉĂŶƚ�ϵ Ϯϯ�ǇĞĂƌƐ �ĚƵĐĂƟŽŶ�ƐĞĐƚŽƌ DŝĚĚůĞ�DĂŶĂŐĞŵĞŶƚ 50-59

WĂƌƟĐŝƉĂŶƚ�ϭϬ Ϯϲ�ǇĞĂƌƐ &D�ĐŽŵƉĂŶǇ ^ĞŶŝŽƌ�DĂŶĂŐĞŵĞŶƚͬ��ŽĂƌĚ�>ĞǀĞů 50-59

WĂƌƟĐŝƉĂŶƚ�ϭϭ ϭϭ�ǇĞĂƌƐ >ŽĐĂů�'ŽǀĞƌŶŵĞŶƚ DŝĚĚůĞ�DĂŶĂŐĞŵĞŶƚ 50-59

WĂƌƟĐŝƉĂŶƚ�ϭϮ ϭϬ�ǇĞĂƌƐ �ĚƵĐĂƟŽŶ�ƐĞĐƚŽƌ DŝĚĚůĞ�DĂŶĂŐĞŵĞŶƚ 30-39�
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/Ŷ�ƚĞƌŵƐ�ŽĨ�ĚĂƚĂ�ĂŶĂůǇƐŝƐ͕�Ă�ƚŚĞŵĂƟĐ�ĂƉƉƌŽĂĐŚ�ǁĂƐ�ƚĂŬĞŶ�;�ƌĂƵŶ�Θ��ůĂƌŬĞ͕�ϮϬϬϲͿ�ĂŶĚ�ƚŚĞŵĂƟĐ�ĂŶĂůǇƐŝƐ�
ǁĂƐ�ƵƐĞĚ�ƚŽ�ĚŝƐĐŽǀĞƌ�ĂŶǇ�ƉĂƩĞƌŶƐ�ŝŶ�ƚŚĞ�ĚĂƚĂ�;&ĞƌĞĚĂǇ�Θ�DƵŝƌͲ�ŽĐŚƌĂŶĞ͕�ϮϬϬϲͿ͘�dŚŝƐ�ŝŶǀŽůǀĞĚ�ĐŽĚŝŶŐ�ƚŚĞ�
ĚĂƚĂ�ĂŶĚ�ƚŚĞ�ĚĞǀĞůŽƉŵĞŶƚ�ŽĨ�Ă�ƚŚĞŵĂƟĐ�ŵĂƉ�;'ƌĂǇ͕ �ϮϬϭϴͿ͘��Ɛ��ůĂƌŬĞ�ĂŶĚ��ƌĂƵŶ�;ϮϬϭϳ͗ϮϵϳͿ�ĚŝƐĐƵƐƐĞĚ�
ƚŚĞ�ĨŽĐƵƐ�ŽĨ�ƚŚĞŵĂƟĐ�ĂŶĂůǇƐŝƐ�ŝƐ�ƚŽ�͞ ŝĚĞŶƟĨǇ�ĂŶĚ�ŝŶƚĞƌƉƌĞƚ�ŬĞǇ͕�ďƵƚ�ŶŽƚ�ŶĞĐĞƐƐĂƌŝůǇ�Ăůů͕�ĨĞĂƚƵƌĞƐ�ŽĨ�ƚŚĞ�ĚĂƚĂ�
ŐƵŝĚĞĚ�ďǇ�ƚŚĞ�ƌĞƐĞĂƌĐŚ�ƋƵĞƐƟŽŶ͟�ďƵƚ�ŶŽƟŶŐ�ƚŚĂƚ�ƚŚĞ�ƌĞƐĞĂƌĐŚ�ƋƵĞƐƟŽŶ�ĐĂŶ�ĞǀŽůǀĞ�ƚŚƌŽƵŐŚ�ƚŚĞ�ƚŚĞŵĞ�
development.  The key themes were generated and a further check through the data was carried out to 
ƌĞǀŝĞǁ�ƚŚĞ�ĐƌĞĂƟŽŶ�ŽĨ�ƚŚĞ�ƚŚĞŵĞƐ͘� �͞�ƚŚĞŵĞ�ĐĂƉƚƵƌĞƐ�ƐŽŵĞƚŚŝŶŐ�ŝŵƉŽƌƚĂŶƚ�ǁŝƚŚŝŶ�ƚŚĞ�ĚĂƚĂ�ŝŶ�ƌĞůĂƟŽŶ�
ƚŽ�ƚŚĞ�ƌĞƐĞĂƌĐŚ�ĂŶĚ�ƉƌĞƐĞŶƚƐ�Ă�ůĞǀĞů�ŽĨ�ƉĂƩĞƌĞĚ�ƌĞƐƉŽŶƐĞ�ŽĨ�ŵĞĂŶŝŶŐ�ŝŶ�ƚŚĞ�ĚĂƚĂ͟�;'ƌĂǇ͕ �ϮϬϭϴ͗ϲϵϮͿ͘��Ɛ�
ŝŶƚĞƌƉƌĞƟǀŝƐƚ͕�ŝŶĚƵĐƟǀĞ�ƌĞƐĞĂƌĐŚĞƌƐ͕�ƚŚĞ�ƌĞƐƵůƚƐ�ǁĞƌĞ�ĚĞƚĞƌŵŝŶĞĚ�ďǇ�ƚŚĞ�ƐŽĐŝĂů�ĂĐƚŽƌƐ͛�ǁŽƌĚƐ�ĂƐ�ŽƉƉŽƐĞĚ�
ƚŽ�ƉƌĞͲĂƐƐƵŵĞĚ�ŽƵƚĐŽŵĞƐ�;�ůĂŝŬŝĞ͕�ϮϬϭϬ͖��ůĂƌŬĞ�Θ��ƌĂƵŶ͕�ϮϬϭϳͿ͘
 
Z�^h>d^ 
dŚĞ�ĚŝƐĐƵƐƐŝŽŶ�ďĞůŽǁ�ĨŽůůŽǁƐ�ƚŚƌĞĞ�ŬĞǇ�ƚŚĞŵĞƐ�ƚŚĂƚ�ǁĞƌĞ�ŝĚĞŶƟĮĞĚ�ĨƌŽŵ�ƚŚĞ�ĚĂƚĂ�ƵƐŝŶŐ�ƚŚĞ�ƚŚĞŵĂƟĐ�
ĂŶĂůǇƐŝƐ�ŵĞƚŚŽĚ�;�ůĂƌŬĞ�Θ��ƌĂƵŶ͕�ϮϬϭϳͿ͘�dŚĞƐĞ�ƚŚĞŵĞƐ�ĂƌĞ�ŚŝŐŚůŝŐŚƚĞĚ�ďĞůŽǁ�ĂŶĚ�ĚŝƐĐƵƐƐĞĚ�ŝŶ�ƚƵƌŶ͗

• dŚĞŵĞ�ϭ͗�WĞƌĐĞƉƟŽŶƐ�ŽĨ�ŐĞŶĚĞƌ�ĚŝīĞƌĞŶĐĞ�ŝŶ�ƚŚĞ�&D�/ŶĚƵƐƚƌǇ
• dŚĞŵĞ�Ϯ͗�KǀĞƌĐŽŵŝŶŐ�ƚŚĞ�ŚƵƌĚůĞƐ�;ĨƌŽŵ�ĞŶƚƌĂŶĐĞ�ƚŽ�ĐĂƌĞĞƌ�ƉƌŽŐƌĞƐƐŝŽŶͿ
• Theme 3: Finding the right mentor

dŚĞŵĞ�ϭ͗�WĞƌĐĞƉƟŽŶƐ�ŽĨ�ŐĞŶĚĞƌ�ĚŝīĞƌĞŶĐĞ�ŝŶ�ƚŚĞ�&D�/ŶĚƵƐƚƌǇ
�ǀĞƌǇ�ŽŶĞ�ŽĨ�ƚŚĞ�ƚǁĞůǀĞ�ǁŽŵĞŶ�ĂĐŬŶŽǁůĞĚŐĞĚ�ƚŚĞƌĞ�ǁĂƐ�Ă�ƉĞƌĐĞŝǀĞĚ�ŐĞŶĚĞƌ�ĚŝīĞƌĞŶĐĞ�ŝŶ�ƚŚĞ�ŝŶĚƵƐƚƌǇ͕ �
ĨŽƌ�ƐŽŵĞ�ƚŚŝƐ�ǁĂƐ�ďĂƐĞĚ�ŽŶ�ĂŶ�ĞǆƉĞƌŝĞŶƟĂů�ůĞǀĞů�ĂŶĚ�ĨŽƌ�ŽƚŚĞƌƐ�ŵŽƌĞ�ŽĨ�Ă�ƉĞƌĐĞƉƟŽŶ͘�dŚĞƌĞ�ĚŝĚ�ĂůƐŽ�
ĂƉƉĞĂƌ�ƚŽ�ďĞ�Ă�ĚŝīĞƌĞŶĐĞ�ŝŶ�ƉĞƌĐĞƉƟŽŶ�ŽŶ�ƚŚĞ�ŐĞŶĚĞƌ�ďĂůĂŶĐĞ�ĨƌŽŵ�ƚŚŽƐĞ�ƚŚĂƚ�ǁŽƌŬĞĚ�ŝŶ�ƚŚĞ�ƉƵďůŝĐ�
and private sector, with those in the public sector referring to a greater gender imbalance.  There was a 
ƉĂƌƟĐƵůĂƌ�ƐƚĂƚĞŵĞŶƚ�ƚŚĂƚ�ƐƚŽŽĚ�ŽƵƚ�ĨƌŽŵ�ŽŶĞ�ƉĂƌƟĐŝƉĂŶƚ�ǁŚŽ�ǁĂƐ�Ă�ƐĞŶŝŽƌ�ŵĂŶĂŐĞƌ͕ �ǁŽƌŬŝŶŐ�ŝŶ�ƚŚĞ�E,^͕�
ǁŝƚŚ�ƚŚĞ�ƐĞŶŝŽƌ�ŵĂŶĂŐĞŵĞŶƚ�ƌĞƐƉŽŶƐŝďŝůŝƚǇ�ĨŽƌ�ďŽƚŚ�ĞƐƚĂƚĞƐ�ĂŶĚ�&D�ĂŶĚ�ƐŚĞ�ƌĞĨĞƌƌĞĚ�ƉĂƌƟĐƵůĂƌůǇ�ƚŽ�ŚĞƌ�
ŶĞŐĂƟǀĞ�ĞŶŐĂŐĞŵĞŶƚ�ǁŝƚŚ�ŵĂůĞ�ĐŽůůĞĂŐƵĞƐ�ŝŶ�ĐĂƉŝƚĂů�ƉƌŽũĞĐƚƐ�ĂŶĚ�ĐŽŶƐƚƌƵĐƟŽŶ͗�͞/�ƐĞĞ�ƚŚĞ�ƌĞĂĐƟŽŶ�ĨƌŽŵ�
ŵĂůĞƐ�ŝŶ�ƚŚĞ�ŝŶĚƵƐƚƌǇ�Ăƚ�Ăůů�ůĞǀĞůƐ͕�ĨƌŽŵ�ŽƉĞƌĂƟǀĞƐ�ǁŽƌŬŝŶŐ�ŽŶ�ƐŝƚĞ�ƚŚƌŽƵŐŚ�ƚŽ�ƐŝƚĞ�ŵĂŶĂŐĞƌƐ͘��ǆĂŵƉůĞƐ�
ŝŶĐůƵĚĞ�ďĞŝŶŐ�ƚĂůŬĞĚ�ŽǀĞƌ͕ �ŽŵŝƩĞĚ�ĨƌŽŵ�ĐŽŵŵƵŶŝĐĂƟŽŶ͕�ŶŽƚ�ďĞŝŶŐ�ĐŽŶƐƵůƚĞĚ͕�ŽƉŝŶŝŽŶ�ŶŽƚ�ǁŽƌƚŚǇ͕�ĞƚĐ͘͟ . 

^ŚĞ�ĚŝĚ�ůĂƵŐŚ�ĂŌĞƌ�ƐŚĞ�ŚĂĚ�ŐŝǀĞŶ�ƚŚŝƐ�ƐƚĂƚĞŵĞŶƚ͕�ƐĂǇŝŶŐ�ƚŚĂƚ�ƚŚĞǇ�ƐŽŽŶ�ůĞĂƌŶ�ƚŽ�ďĞŚĂǀĞ�ĚŝīĞƌĞŶƚůǇ͕ �ĂŶĚ�
ŶŽƚĞĚ�ďĞŝŶŐ�ŵŽƌĞ�͚ĂƐƐĞƌƟǀĞ͛�ŝŶ�ƚŚĞƐĞ�ĞŶǀŝƌŽŶŵĞŶƚƐ͘�dŚŝƐ�ƉƌŽǀŽŬĞĚ�ƚŚĞ�ƋƵĞƐƟŽŶ�ǁŚĞŶ�ƌĞǀŝĞǁŝŶŐ�ƚŚŝƐ�
ŽĨ�ǁŚĞƚŚĞƌ�ǁŽŵĞŶ�ƚŚĞŶ�ŶĞĞĚ�ƚŽ�ďĞŚĂǀĞ�ĚŝīĞƌĞŶƚůǇ�ŝŶ�ƚŚĞ�ŝŶĚƵƐƚƌǇ͘ ��dǁŽ�ŽƚŚĞƌ�ǁŽŵĞŶ�ǁŽƌŬŝŶŐ�ŝŶ�ƚŚĞ�
ƉƵďůŝĐ�ƐĞĐƚŽƌ͕ �ŽŶĞ�ŝŶ�ŚŝŐŚĞƌ�ĞĚƵĐĂƟŽŶ�ĂŶĚ�ĂŶŽƚŚĞƌ�ŝŶ�ƚŚĞ�E,^�ƌĞĨĞƌƌĞĚ�ƚŽ�ŚĂǀŝŶŐ�ƚŽ�ŇĞǆ�ƚŚĞŝƌ�ŽǁŶ�ŶĂƚƵƌĂů�
ƐƚǇůĞ�ƚŽ�͚Įƚ�ŝŶ�ǁŝƚŚ�ƚŚĞ�ďŽǇƐ͛͘ �KŶĞ�ƌĞĨĞƌƌĞĚ�ƚŽ�͚ďĂŶƚĞƌ�ďĞŝŶŐ�Ă�ƌĞƋƵŝƌĞŵĞŶƚ͛�ďƵƚ�ƚŚĞ�ŽƚŚĞƌ�ƌĞĨĞƌƌĞĚ�ƚŽ�
ĞŶƐƵƌŝŶŐ�ƚŚĞǇ�ǁĞƌĞ�͚ĞŵŽƟŽŶĂůůǇ�ƌĞƐŝůŝĞŶƚ͛�ƚŽ�ĞŶƐƵƌĞ�ƚŚĞǇ�ŐĂŝŶĞĚ�ƚŚĞ�ƌĞƐƉĞĐƚ�ŽĨ�ƚŚĞŝƌ�ŵĂůĞ�ĐŽƵŶƚĞƌƉĂƌƚƐ͘�
KŶĞ�ŽĨ� ƚŚĞ�ƉƌŝǀĂƚĞ� ƐĞĐƚŽƌ�ƉĂƌƟĐŝƉĂŶƚƐ� ƐƵŐŐĞƐƚĞĚ� ƚŚĂƚ� ƐŚĞ�ĚŽĞƐ�ŶŽƚ� ĐŚĂŶŐĞ�ŚĞƌ�ďĞŚĂǀŝŽƵƌ�ďƵƚ�ŵƵƐƚ�
ŽǀĞƌĐŽŵĞ�ďŝĂƐ�ŽŶ�Ă�ĚĂŝůǇ�ďĂƐŝƐ͘�^ŚĞ�ŐĂǀĞ�ƚŚĞ�ƐĞŶƐĞ�ŽĨ�ŚĂǀŝŶŐ�ƚŽ�ďĞ�ďĞƩĞƌ�ƚŚĂŶ�ŚĞƌ�ŵĂůĞ�ĐŽƵŶƚĞƌƉĂƌƚƐ�
and to achieve more to prove her worth in the role. This does not evidence gender neutrality.

dŚĞƌĞ�ǁĂƐ�Ă�ƐƉůŝƚ� ŝŶ�ǀŝĞǁƐ�ǁŚĞƌĞ�ƐŽŵĞ�ƉĞŽƉůĞ�ƐƉůŝƚ�ƚŚŝƐ�ŐĞŶĚĞƌ�ĚŝīĞƌĞŶĐĞ�ƚŽ�ŚĂƌĚ�ĂŶĚ�ƐŽŌ�&D͕�ǁŝƚŚ�
ŚĂƌĚ�&D�ďĞŝŶŐ�ƐĞĞŶ�ĂƐ�ŵŽƌĞ�͞ŐĞŶĚĞƌĞĚ͟�ƚŚĂŶ�ƐŽŌ�&D�ǁŚŝĐŚ�ǁĂƐ�ƉĞƌĐĞŝǀĞĚ�ĂƐ�ŚĂǀŝŶŐ�Ă�ƐƚƌŽŶŐĞƌ�ŐĞŶĚĞƌ�
ďĂůĂŶĐĞ�ŝŶ�ůĞĂĚĞƌƐŚŝƉ�ƉŽƐŝƟŽŶƐ͘���ůƐŽ͕�ǁŚŝůƐƚ�ƚŚĞ�ĞǆƚĞƌŶĂů�ƉĞƌĐĞƉƟŽŶ�ǁĂƐ�ŽĨ�ƚŚĞ�ŵĂůĞ�ĚŽŵŝŶĂƚĞĚ�ŝŶĚƵƐƚƌǇ͕ �
ŽŶĞ�ŽĨ�ƚŚĞ�ƉĂƌƟĐŝƉĂŶƚƐ�ǁĂƐ�ĂĚĂŵĂŶƚ�ƚŚĂƚ�ƚŚŝƐ�ƐŚŽƵůĚ�ŶŽƚ�ďĞ�ƚŚĞ�ĐĂƐĞ͕�ĂƐ�ǁŽƌŬŝŶŐ�ŝŶ�ŵĂŶĂŐĞŵĞŶƚ�ŝŶ�&D�
ŝƐ�ŶŽƚ�ĂďŽƵƚ�͞ŚĂƌĚ�ƐŬŝůůƐ͟�ďƵƚ�ŵŽƌĞ�ĂďŽƵƚ�ůĞĂĚĞƌƐŚŝƉ�ƋƵĂůŝƟĞƐ�ĂŶĚ�ƐŬŝůůƐ͕�ǁŚŝĐŚ�ŝŶ�ŚĞƌ�ǀŝĞǁ�ǁĞƌĞ�ŶŽŶͲ
ŐĞŶĚĞƌ�ƐƉĞĐŝĮĐ͘

KǀĞƌĂůů͕� ƚŚĞ� ƉĞƌĐĞƉƟŽŶ� ǁĂƐ� ƚŚĂƚ� ƚŚĞƌĞ� ŝƐ� Ă� ŐĞŶĚĞƌ� ŐĂƉ� ǁŝƚŚŝŶ� &D͕� ĂŶĚ� ƚŚĞƌĞ� ŶĞĞĚƐ� ƚŽ� ďĞ� ĨƵƌƚŚĞƌ�
ĐŽŶƐŝĚĞƌĂƟŽŶ�ďǇ�ƚŚĞ�ŝŶĚƵƐƚƌǇ�ďŽĚŝĞƐ�ŽŶ�ŚŽǁ�ƚŚŝƐ�ĐĂŶ�ďĞ�ĂĚĚƌĞƐƐĞĚ͘�dŚĞ�h<�'ŽǀĞƌŶŵĞŶƚ�ĂƌĞ�ƐƚĂƌƟŶŐ��
ƚŽ�ƚƌǇ�ƚŽ�ĂĚĚƌĞƐƐ�ƚŚĞ�ŐĞŶĚĞƌ�ŐĂƉ�ŝŶ�ŽƌŐĂŶŝƐĂƟŽŶƐ�ƚŚƌŽƵŐŚ�ƚŚĞŝƌ�ŐĞŶĚĞƌ�ƌĞƉŽƌƟŶŐ�;ŚƩƉƐ͗ͬͬǁǁǁ͘ŐŽǀ͘ ƵŬͬ
ŐƵŝĚĂŶĐĞͬŐĞŶĚĞƌͲƉĂǇͲŐĂƉͲƌĞƉŽƌƟŶŐͲŽǀĞƌǀŝĞǁͿ͘�dŚĞ�/ŶƐƟƚƵƚĞ�ŽĨ�tŽƌŬƉůĂĐĞ�ĂŶĚ�&ĂĐŝůŝƟĞƐ�DĂŶĂŐĞŵĞŶƚ�
ǁĞƌĞ�ĂůƐŽ�ƉĞƌĐĞŝǀĞĚ�ďǇ�ƚŚĞ�ƉĂƌƟĐŝƉĂŶƚƐ�ĂƐ�ŵŽǀŝŶŐ�ƚŚŝƐ�ĂŐĞŶĚĂ�ŝŶ�Ă�ƉŽƐŝƟǀĞ�ǁĂǇ�ĨŽƌ�ƚŚĞ�ŝŶĚƵƐƚƌǇ͕ �ďƵƚ�
ƚŚĞƌĞ�ƐƟůů�ĨĞĞůƐ�ůŝŬĞ�ƚŚĞƌĞ�ŝƐ�ƐƟůů�ŵŽƌĞ�ǁŽƌŬ�ƚŽ�ďĞ�ĚŽŶĞ�ĂĐƌŽƐƐ�ƚŚĞ�&D�ŝŶĚƵƐƚƌǇ͕ �ŝŶ�ďŽƚŚ�ƉƵďůŝĐ�ĂŶĚ�ƉƌŝǀĂƚĞ�
sectors.

dŚĞŵĞ�Ϯ͗�KǀĞƌĐŽŵŝŶŐ�ƚŚĞ�ŚƵƌĚůĞƐ�;ĨƌŽŵ�ĞŶƚƌĂŶĐĞ�ƚŽ�ĐĂƌĞĞƌ�ƉƌŽŐƌĞƐƐŝŽŶͿ
There was a feeling amongst some of the female leaders that one of the main issues for the industry 
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ŝƐ�ƚŚĂƚ�&D�ŝƐ�ƉĞƌĐĞŝǀĞĚ�ĞǆƚĞƌŶĂůůǇ�ĂƐ�͞ƚŚĞ�ďŽǇƐ�ĐůƵď͘͟ �,ŽǁĞǀĞƌ͕ �ƚŚĞƌĞ�ǁĂƐ�ĂůƐŽ�ĚŝƐĐƵƐƐŝŽŶ�ŽĨ�ƚŚĞ�ůĂĐŬ�ŽĨ�
ƉƌŽŵŽƟŽŶ�ŽĨ�ƚŚĞ�ŝŶĚƵƐƚƌǇ�ƚŽ�ďŽƚŚ�ŐĞŶĚĞƌƐ�ŽĨ�ǇŽƵŶŐ�ƉĞŽƉůĞ͘��dŚŝƐ�ŚĂƐ�ďĞĞŶ�ƌĞĐŽŐŶŝƐĞĚ�ďǇ�ƚŚĞ�ŝŶĚƵƐƚƌǇ�
ďŽĚŝĞƐ�ŝŶ�ƚĞƌŵƐ�ŽĨ�ƚƌǇŝŶŐ�ƚŽ�ĞŶĐŽƵƌĂŐĞ�ƚŚĞ�ǇŽƵŶŐĞƌ�ŐĞŶĞƌĂƟŽŶ�ƚŽ�ǁŽƌŬ�ŝŶ�&D͕�ŚŽǁĞǀĞƌ�ƚŚĞ�ĐŚĂůůĞŶŐĞ�ŝƐ�
to ensure this message and opportunity is being given to all. 

KŶĞ� ŽĨ� ƚŚĞ� ŵŽƌĞ� ĞǆƉĞƌŝĞŶĐĞĚ� ĨĞŵĂůĞ� ůĞĂĚĞƌƐ͕� ǁŝƚŚ� ϮϬн� ǇĞĂƌƐ͛� ĞǆƉĞƌŝĞŶĐĞ� ŝŶ� ŵĂŶĂŐĞŵĞŶƚ� ǁŝƚŚŝŶ�
the industry, drew on the changes to entry routes as she felt these had changed from being the old 
ƚƌĂĚŝƟŽŶĂů�ƌŽƵƚĞ�ŽĨ�ĞŶƚƌĂŶĐĞ�ƚŽ�ƚŚĞ�ŝŶĚƵƐƚƌǇ�ĨƌŽŵ�ĞŶŐŝŶĞĞƌŝŶŐ͕�ŵŝůŝƚĂƌǇ�Žƌ�ƐƵƌǀĞǇŝŶŐ�ďĂĐŬŐƌŽƵŶĚƐ�ƚŽ�Ă�
more focused approach on strategic and leadership skills.   An experienced property manager from the 
ƉƵďůŝĐ�ƐĞĐƚŽƌ�ĂůƐŽ�ƐƵŐŐĞƐƚĞĚ�ƚŚĞƌĞ�ĐŽƵůĚ�ďĞ�ŵŽƌĞ�ƚĂƌŐĞƚĞĚ�ĂƉƉƌĞŶƟĐĞƐŚŝƉƐ�ĨŽƌ�ŐŝƌůƐ�ŝŶƚŽ�ƚŚĞ�&D�/ŶĚƵƐƚƌǇ͕ �
ƚŚŝƐ�ƉƌŽǀŽŬĞĚ�ĂŶ�ŝŶƚĞƌĞƐƟŶŐ�ƉŽŝŶƚ�ŝŶ�ƚŚĂƚ�ǁĞ�ǁĂŶƚ�ƚŽ�ĞŶĐŽƵƌĂŐĞ�ǇŽƵŶŐ�ƉĞŽƉůĞ͕�ďƵƚ�ĞƋƵĂůůǇ�ǁŽƵůĚ�ƚŚĞ�
ŝŶĚƵƐƚƌǇ�ǁĂŶƚ�ƚŽ�ďĞĐŽŵĞ�ďŝĂƐ�ƚŽ�ŽŶĞ�ŐĞŶĚĞƌ�Žƌ�ĂŶŽƚŚĞƌ�ŝŶ�ƚĞƌŵƐ�ŽĨ�ƌĞĐƌƵŝƚŵĞŶƚ͘�>ŽŽŬŝŶŐ�Ăƚ�ƚŚĞ��sƐ�ƚŚĂƚ�
ǁĞƌĞ�ƐƵďŵŝƩĞĚ�ĨƌŽŵ�ƚŚĞ�ƉĂƌƟĐŝƉĂŶƚƐ͕�ƚŚĞƌĞ�ǁĞƌĞ�ǀĂƌŝĞĚ�ĞŶƚƌĂŶĐĞ�ƌŽƵƚĞƐ�ƚŽ�ƚŚĞ�&D�ŝŶĚƵƐƚƌǇ͕ �ĨŽƌ�ƐŽŵĞ�
they came from a more technical background such as surveying but for others they have come from a 
ŵŽƌĞ�ĂĚŵŝŶŝƐƚƌĂƟǀĞͬŵĂŶĂŐĞŵĞŶƚ�ƌŽƵƚĞ͘

There were notable hurdles or barriers that most of the women had overcome through their careers, 
from the concept of bias as discussed in theme 1, to watching males being promoted above them, when 
ƚŚĞǇ�ĨĞůƚ�ƚŚĞǇ�ŚĂĚ�ƚŚĞ�ďĞƐƚ�ƐŬŝůůƐ�ĨŽƌ�ƚŚĞ�ũŽď͘�dŚŝƐ�ŝƐ�ďĂƐĞĚ�ŽŶ�ƉĞƌĐĞƉƟŽŶ�ĂŶĚ�ƚŚĞƌĞĨŽƌĞ�ƚŚŝƐ�ŚĂƐ�ďĞĞŶ�Ă�
lived view for some of the individuals. If this had been an isolated case, or a disgruntled employee, you 
ŵŝŐŚƚ�ĚŝƐĐƌĞĚŝƚ� ƚŚŝƐ�ĚŝƐĐƵƐƐŝŽŶ͕�ďƵƚ�ƚŚĞƐĞ�ǁŽŵĞŶ�ĂƌĞ�ŚŝŐŚůǇ�ŵŽƟǀĂƚĞĚ�ĞŵƉůŽǇĞĞƐ�ǁŚŽ�ŚĂǀĞ�ĨĞůƚ� ůŝŬĞ�
they have been passed by based on gender. For some this has led to them leaving that employer and 
ĮŶĚŝŶŐ�Ă�ŵŽƌĞ�ƐĞŶŝŽƌ�ƉŽƐŝƟŽŶ�ŝŶ�Ă�ĚŝīĞƌĞŶƚ�ŽƌŐĂŶŝƐĂƟŽŶ͖�ĨŽƌ�ŽƚŚĞƌƐ�ƚŚŝƐ�ŚĂƐ�ďĞĞŶ�Ă�ŵĂƐƐŝǀĞ�ŬŶŽĐŬ�ƚŽ�
ĐŽŶĮĚĞŶĐĞ�ůĞǀĞůƐ͕�ĂŶĚ�ŝŶ��Ƶůů Ɛ͛�;ϮϬϭϵͿ�ƌĞƐĞĂƌĐŚ�ǁŚĞƌĞ�ƐŚĞ�ŝŶƚĞƌǀŝĞǁĞĚ�ƐĞŶŝŽƌ�ůĞĂĚĞƌƐ�ĨƌŽŵ�Ăůů�ŝŶĚƵƐƚƌŝĞƐ͕�
Ă�ůĂĐŬ�ŽĨ�ĐŽŶĮĚĞŶĐĞ�Žƌ�ĞǀĞŶ�ŝŵƉŽƐƚĞƌ�ƐǇŶĚƌŽŵĞ�ĐŽƵůĚ�ŚĂǀĞ�Ă�ƌĞĂů�ŝŵƉĂĐƚ�ŝŶ�ĂƉƉůǇŝŶŐ�ĨŽƌ�ƚŚĞŝƌ�ŶĞǆƚ�ƌŽůĞ͘�
^ŚĞƌŵĂŶ�;ϮϬϭϯ͗ϱϳͿ�ƐƚĂƚĞƐ�ƚŚĂƚ�͞ƚŚĞ�ĨĞĞůŝŶŐ�ŽĨ�ŝŵƉŽƐƚŽƌ�ƐǇŶĚƌŽŵĞ�ŝƐ�ĐŽŵŵŽŶ�ŝŶ�ǁŽŵĞŶ�ůĞĂĚĞƌƐ͘͟ �One 
ŽĨ�ƚŚĞ�ǁŽŵĞŶ�ƌĞĨĞƌƌĞĚ�ƚŽ�ŚĞƌ�ƐĞůĨͲĐŽŶĮĚĞŶĐĞ�ĂƐ�Ă�ďůŽĐŬĞƌ�ƚŽ�ŚĞƌ�ĐĂƌĞĞƌ�ĂŶĚ�ƉĞƌŚĂƉƐ�ƐŚĞ�ĐŽƵůĚ�ŚĂǀĞ�
achieved more if she had more self-belief.

^ĞǀĞƌĂů� ŽĨ� ƚŚĞ� ƉĂƌƟĐŝƉĂŶƚƐ� ƌĞĐŽŐŶŝƐĞĚ� ƚŚĂƚ� ŐĂŝŶŝŶŐ� ŝŶĚƵƐƚƌǇ� ƐƉĞĐŝĮĐ� ƋƵĂůŝĮĐĂƟŽŶƐ� ŚĂƐ� ŐŝǀĞŶ� ƚŚĞŵ�
Ă�ďŽŽƐƚ� ƚŽ� ƚŚĞŝƌ� ĐĂƌĞĞƌ͕ �ďƵƚ�ĂůƐŽ�ĞĂƌŶĞĚ� ƚŚĞŵ�ƌĞƐƉĞĐƚ� ĨƌŽŵ�ĐŽůůĞĂŐƵĞƐ� ŝŶ� ƚŚĞ� ŝŶĚƵƐƚƌǇ� ;ŝƌƌĞůĞǀĂŶƚ�ŽĨ�
ŐĞŶĚĞƌͿ͘��ŝŶŽƐ�ĂŶĚ�WĂůŵĞƌ�;ϮϬϭϱͿ�ƌĞĨĞƌƌĞĚ�ƚŽ�ƚŚĞ�ĐŽŶĐĞƉƚ�ŽĨ�ĂĐĂĚĞŵŝĐ�ĂĐŚŝĞǀĞŵĞŶƚƐ�ƚŽ�ƐĞůĨͲĞƐƚĞĞŵ͘�
They also recognised that networking and being seen in the industry as an expert has helped to move 
their careers forward. 

All the women that took part in this reseach stated they have advanced their career through hard work 
ĂŶĚ�ĚĞƚĞƌŵŝŶĂƟŽŶ͕�ďƵƚ�ĨƌŽŵ�ƐŽŵĞ�ŽĨ�ƚŚĞ�ĐŽŶǀĞƌƐĂƟŽŶƐ�ŝƚ�ĚŝĚ�ĨĞĞů�ƚŚĞǇ�ŚĂĚ�ƚŽ�ĚŽ�ŵŽƌĞ�ƚŚĂŶ�ƚŚĞŝƌ�ŵĂůĞ�
counterparts to achieve the same.

dŚĞŵĞ�ϯ͗�&ŝŶĚŝŶŐ�ƚŚĞ�ƌŝŐŚƚ�ŵĞŶƚŽƌ
dŚŝƐ�ƚŚĞŵĞ�ǁĂƐ�ĚƌĂǁŶ�ĨƌŽŵ�ƐĞǀĞƌĂů�ĚŝīĞƌĞŶƚ�ĂƐƉĞĐƚƐ�ĨƌŽŵ�ŚĂǀŝŶŐ�ŝŶĨŽƌŵĂů�ŵĞŶƚŽƌƐ�ƐƵĐŚ�ĂƐ�͞Ă�ŐƌĞĂƚ�
ďŽƐƐ͟� ;ŝŶĨŽƌŵĂů�ŵĞŶƚŽƌŝŶŐͿ͖� ƚŽ� ƌŽůĞ�ŵŽĚĞůƐ� ƚŚĂƚ� ŝŶŇƵĞŶĐĞĚ� ƚŚĞŵ͖� ĂŶĚ� ƚŽ� ŚĂǀŝŶŐ� ĨŽƌŵĂů�ŵĞŶƚŽƌŝŶŐ�
ƌĞůĂƟŽŶƐŚŝƉƐ͘� ZŽůĞ� ŵŽĚĞůƐ� ŚĂǀĞ� ďĞĞŶ� ĂŶ� ŝŶƚĞƌĞƐƟŶŐ� ƉĂƌƚ� ŽĨ� ŵŽƐƚ� ŽĨ� ƚŚĞ� ƉĂƌƟĐŝƉĂŶƚƐ͛� ũŽƵƌŶĞǇƐ� ŝŶ�
ƚŚĞŝƌ�ĐĂƌĞĞƌƐ͕�ƚŚĞǇ�ŚĂǀĞ�ƐĞĞŶ�ĨĞŵĂůĞ�ůĞĂĚĞƌƐ�ĂŶĚ�ĂƐƉŝƌĞĚ�ƚŽ�͚ďĞ�ůŝŬĞ�ƚŚĞŵ͛͘ �dŚĞǇ�ĂůƐŽ�ƚĂůŬĞĚ�ĂďŽƵƚ�ƚŚĞ�
importance for them to be seen as female role models for young women entering the industry, and 
ĨŽƌ�ƐŽŵĞ�ŽĨ�ƚŚĞŵ�ƚŚĞǇ�ƚĂŬĞ�ƚŚŝƐ�ĨƵƌƚŚĞƌ�ĂŶĚ�ĂƌĞ�ĐŽŵŵŝƩĞĚ�ƚŽ�ƐƉĞĂŬŝŶŐ�Ăƚ�ĨĞŵĂůĞ�ĨŽĐƵƐĞĚ�&D�ĞǀĞŶƚƐ͘�
/ŶƚĞƌĞƐƟŶŐůǇ�ƚŚŝƐ�ĐŽŶĐĞƉƚ�ŽĨ�ĨĞŵĂůĞ�ƌŽůĞ�ŵŽĚĞůƐ�ůŝŶŬƐ�ďĂĐŬ�ƚŽ�ƚŚĞ�ĞŝŐŚƚĞĞŶƚŚ�ĐĞŶƚƵƌǇ�ǁŚĞŶ�ƚŚĞƌĞ�ǁĂƐ�
Ă�ƐŽĐŝĞƚǇ�ŽĨ�ǁŽŵĞŶ�ǁŚŽ�ĐĂŵĞ�ƚŽŐĞƚŚĞƌ�ƚŽ�ŚĂǀĞ�ĐŽŶǀĞƌƐĂƟŽŶƐ�ĂŶĚ�ƚŽ�ƐŚĂƌĞ�ŬŶŽǁůĞĚŐĞ�;'ĂƌǀĞǇ͕ �ϮϬϭϰͿ͕�
ĂŶĚ�ƉĞƌŚĂƉƐ�ƚŚŝƐ�ǁĂƐ�ŽŶĞ�ŽĨ�ƚŚĞ�ĮƌƐƚ�ĂĐƚƐ�ŽĨ�ƌŽůĞ�ŵŽĚĞůůŝŶŐ�ŝŶ�Ă�ƐŽĐŝĞƚǇ�ǁŚĞƌĞ�ǁŽŵĞŶ�ǁŽƵůĚ�ŚĂǀĞ�ďĞĞŶ�
ƐĞĐŽŶĚ�ĐůĂƐƐ�ĐŝƟǌĞŶƐ͘�KŶĞ�ŽĨ�ƚŚĞ�ǁŽŵĞŶ͕�Ă�DĂŶĂŐŝŶŐ��ŝƌĞĐƚŽƌ�ŽĨ�ĂŶ�&D�ĐŽŵƉĂŶǇ͕ �ƐƚĂƚĞĚ�ƚŚĂƚ�“There are 
ƐŽŵĞ�ŐƌĞĂƚ�ǁŽŵĞŶ�ƌŽůĞ�ŵŽĚĞůƐ�ĂŶĚ�ƚŚĞ�ƉƌŽĨĞƐƐŝŽŶ�ŚĂƐ�Ă�ǀĞƌǇ�ƐƚƌŽŶŐ�ƐƵƉƉŽƌƚ�ŶĞƚǁŽƌŬ�ĨŽƌ�ǁŽŵĞŶ�ŝŶ�&D�
ĂŶĚ�ĞŶĐŽƵƌĂŐĞƐ�ůĞĂĚĞƌƐŚŝƉ�ǁŝƚŚŝŶ�ŝƚƐ�ĨƌĂƚĞƌŶŝƚǇ͘͟  dŚŝƐ�ĞǀŝĚĞŶĐĞĚ�Ă�ŐƌĞĂƚ�ƐƵƉƉŽƌƟǀĞ�ŶĞƚǁŽƌŬ͕�ďƵƚ�ŚŽǁ�
ĞĂƐǇ�ŝƐ�ŝƚ�ƚŽ�ĞŶƚĞƌ�ƚŚĞƐĞ�ŶĞƚǁŽƌŬƐ�ŝĨ�ǇŽƵ�ĂƌĞ�Ă�ũƵŶŝŽƌ�ŵĂŶĂŐĞƌ�ǁŝƚŚ�ĂƐƉŝƌĂƟŽŶƐ�ĂŶĚ�ŶŽƚ�Ă�ƉĂƌƚ�ŽĨ�ƚŚĞƐĞ�
networks already?  
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Not all the respondents stated they had formal mentors but most acknowledged that they felt it would 
have enhanced their career if they had been given one at the early stage of their careers. However, 
Ă� ĨŽƌŵĂů�ŵĞŶƚŽƌ�ŚĂƐ�ƚŽ�ďĞ�Ă�ŐŽŽĚ�Įƚ� ;ŶŽƚ� ũƵƐƚ�ďĂƐĞĚ�ŽŶ�ŐĞŶĚĞƌͿ�ĂŶĚ�ĨŽƌ� ƚŚŽƐĞ�ƚŚĂƚ�ŚĂĚ�ďĞĞŶ�ŐŝǀĞŶ�
Ă�ĨŽƌŵĂů�ŵĞŶƚŽƌ�ƐŽŵĞ�ŶŽƚĞĚ�ƚŚĂƚ�ƚŚŝƐ�ŚĂĚ�ŶŽƚ�ĂůǁĂǇƐ�ďĞŶĞĮƩĞĚ�ƚŚĞŵ͕� ŝŶ�ĨĂĐƚ�ƐŽŵĞ�ƌĞĨĞƌƌĞĚ�ƚŽ�ƚŚĞ�
ĨŽƌŵĂů�ŵĞŶƚŽƌ�ĂƐ�Ă�ŚŝŶĚƌĂŶĐĞ�ƐƚĂƟŶŐ�͞DĞŶƚŽƌŝŶŐ�ŚĂƐ�ƐŽŵĞƟŵĞƐ�ŚŝŶĚĞƌĞĚ͕�ǁŝƚŚ�ŚŝŶĚƐŝŐŚƚ�/�ĨĞůƚ�ŽŶĞ�ŽĨ�
ŵǇ�ŵĞŶƚŽƌƐ�ǁĂƐ�ŵŽƌĞ�ĨŽĐƵƐĞĚ�ŽŶ�ŚĞƌ�ŽǁŶ�ŽƵƚĐŽŵĞƐ�ĂŶĚ�ŶŽƚ�ŽŶ�ŵŝŶĞ͘��dŚĞƌĞ�ǁĂƐ�ĂůƐŽ�;/�ĨĞĞůͿ�Ă�ďŝƚ�ŽĨ�
ũĞĂůŽƵƐǇ�ŽŶ�ŚĞƌ�ƉĂƌƚ�Ăƚ�ŵǇ�ƉĞƌĐĞŝǀĞĚ�ƐƵĐĐĞƐƐ�ĂŶĚ�ĂďŝůŝƚǇ�ƚŽ�ĐŽŶŶĞĐƚ�ƉĞŽƉůĞ͘͟  This linked to the research 
ďǇ�WĂƌŬĞƌ�ĂŶĚ�<ƌĂŵ�;ϭϵϵϯ͗ϰϯͿ�ǁŚŽ�ĨŽƵŶĚ�ƚŚĂƚ�ƚŚĞƌĞ�ĐŽƵůĚ�ďĞ�Ă�ĚŝƐĐŽŶŶĞĐƚ�ďĞƚǁĞĞŶ�ǁŽŵĞŶ�ǁĂŶƟŶŐ�ƚŽ�
mentor or be mentored by other women; senior women reported ͞ĨĞĞůŝŶŐ�ĚŝƐĐŽƵŶƚĞĚ�Žƌ�ŽǀĞƌďƵƌĚĞŶĞĚ�
ĂƐ�ŵĞŶƚŽƌƐ͖�ũƵŶŝŽƌ�ǁŽŵĞŶ�ĐŽŵƉůĂŝŶĞĚ�ƚŚĂƚ�ƐĞŶŝŽƌ�ǁŽŵĞŶ�ĂƌĞ�ĐŽŵƉĞƟƟǀĞ�ǁŝƚŚ�Žƌ�ƵŶƌĞĐĞƉƟǀĞ�ƚŽ�ƚŚĞŵ�ĂƐ�
ƉŽƚĞŶƟĂů�ƉƌŽƚĠŐĠƐ͘͟  �For some the more informal mentoring arrangements with their line managers, or 
ǁŝƚŚ�ƉĞŽƉůĞ�ƚŚĞǇ�ŚĂĚ�ŵĞƚ�ƚŚƌŽƵŐŚ�ŶĞƚǁŽƌŬƐ͕�Žƌ�ĞǀĞŶ�ƚŚĞŝƌ�ŚƵƐďĂŶĚ͕�ŚĂǀĞ�ƉƌŽǀŝĚĞĚ�ƚŚĞ�ŵŽƐƚ�ŝŶƐƉŝƌĂƟŽŶ͘�
dŚĞƐĞ�ǁĞƌĞ�ŶŽƚ�ŶĞĐĞƐƐĂƌŝůǇ�ŐĞŶĚĞƌ�ƐƉĞĐŝĮĐ�ĂŶĚ�ǁĞƌĞ�ďŽƌŶĞ�ŽƵƚ�ŽĨ�ĨƌŝĞŶĚƐŚŝƉ�Žƌ�ƚƌƵƐƚͲďĂƐĞĚ�ƌĞůĂƟŽŶƐŚŝƉ͘�

�Ɛ�'ĂƌǀĞǇ�;ϮϬϭϰͿ�ƐƚĂƚĞƐ�ƚŚĞƌĞ�ĂƌĞ�ĨŽƵƌ�ŵĂŝŶ�ĞůĞŵĞŶƚƐ�ŽĨ�ŵĞŶƚŽƌŝŶŐ͕�ƚŚĞ�ĮƌƐƚ�ďĞŝŶŐ�ďĂƐĞĚ�ŽŶ�ŚƵŵĂŶ�
ƋƵĂůŝƟĞƐ͕�ŝŶĐůƵĚŝŶŐ�ƚƌƵƐƚ�ĂŶĚ�ĐŽŵŵŝƚŵĞŶƚ͖�ƚŚĞ�ƐĞĐŽŶĚ�ďĞŝŶŐ�ďĂƐĞĚ�ĂƌŽƵŶĚ�ƚŚĞ�ƐŬŝůůƐ�ŽĨ�ůŝƐƚĞŶŝŶŐ�ďƵƚ�ĂůƐŽ�
ďĞŝŶŐ�ĂďůĞ�ƚŽ�ĂƐŬ�ĐŚĂůůĞŶŐŝŶŐ�ƋƵĞƐƟŽŶƐ͘�dŚĞ�ƚŚŝƌĚ�ĨŽĐƵƐĞƐ�ŽŶ�ƚŚĞ�ŵĞŶƚĞĞ Ɛ͛�ŶĞĞĚƐ͕�ƚŚĞƌĞ�ŝƐ�Ă�ŶĞĞĚ�ƚŽ�
ƵŶĚĞƌƐƚĂŶĚ�ƚŚĞŝƌ�ƉƵƌƉŽƐĞ͕�ĂŶĚ�ƚŚĞ�ĨŽƵƌƚŚ�ŝƐ�ŽŶ�ƚŚĞ�ŵĞŶƚŽƌͬŵĞŶƚĞĞ�ƌĞůĂƟŽŶƐŚŝƉ�ǁŝƚŚ�Ă�ĨŽĐƵƐ�ŽŶ�ůĞĂƌŶŝŶŐ�
ĂŶĚ�ĚĞǀĞůŽƉŵĞŶƚ͘�,ƵŶƚ�ĂŶĚ�tĞŝŶƚƌĂƵď�;ϮϬϬϮͿ�ĐŽŶĐƵƌ�ǁŝƚŚ�'ĂƌǀĞǇ Ɛ͛� ŝĚĞĂ�ŝŶ�ƚŚĂƚ�ƚŚĞƌĞ�ƚĞŶĚƐ�ƚŽ�ďĞ�Ă�
ƐƚƌŽŶŐĞƌ�ĞŵŽƟŽŶĂů�ďŽŶĚ�ďĞƚǁĞĞŶ�ƚŚĞ�ŵĞŶƚŽƌ�ĂŶĚ�ŵĞŶƚĞĞ͘��ĞĂŶƐ�Ğƚ�Ăů�;ϮϬϬϲͿ�ĚŝƐĐƵƐƐĞĚ�ƚŚĞ�ŝŵƉĂĐƚ�
ƚŚŝƐ�ƚǇƉĞ�ŽĨ�ƌĞůĂƟŽŶƐŚŝƉ�ĐĂŶ�ŚĂǀĞ�ŽŶ�Ă�ǁŽŵĂŶ Ɛ͛�ĐŽŶĮĚĞŶĐĞ͘��dŚƌŽƵŐŚŽƵƚ�ƚŚĞ�ƋƵĂůŝƚĂƟǀĞ�ĚĂƚĂ�ƚŚĞƌĞ�ǁĞƌĞ�
ĚŝīĞƌĞŶƚ�ƌĞƐƉŽŶƐĞƐ�ƚŽ�ƚŚĞ�ďĞŶĞĮƚƐ�ŽĨ�ƚŚĞƐĞ�ƚǇƉĞƐ�ŽĨ�ƌĞůĂƟŽŶƐŚŝƉƐ�ĂŶĚ�ƚŚĞ�ĂďŝůŝƚǇ�ŽĨ�ƚŚĞ�ŵĞŶƚŽƌƐ�ĐŚŽƐĞŶ͕�
ďƵƚ�ƉĞƌŚĂƉƐ�ƚŚĞƌĞ�ŶĞĞĚƐ�ƚŽ�ďĞ�ďĞƩĞƌ�ƵŶĚĞƌƐƚĂŶĚŝŶŐ�ŽĨ�ǁŚĂƚ�ŝƚ�ŵĞĂŶƐ�ƚŽ�ďĞ�Ă�ŵĞŶƚŽƌ�ďĞĨŽƌĞ�ƉĞŽƉůĞ�
agree to take on a mentoring role.
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ƌĞƐĞĂƌĐŚ�ƋƵĞƐƟŽŶƐ�;�ůĂƌŬĞ�ĂŶĚ��ƌĂƵŶ͕�ϮϬϭϳͿ͘�dŚĞ�ĞŵĞƌŐĞŶƚ�ƚŚĞŵĞƐ�ĞǀŝĚĞŶĐĞĚ�ƚŚĂƚ�ƚŚĞ�ǁŽŵĞŶ�ĞŶŐĂŐĞĚ�
ŝŶ�ƚŚĞ�ƌĞƐĞĂƌĐŚ�ŚĂĚ�Ă�ƉĂƌƟĐƵůĂƌ�ĨŽĐƵƐ�ŽŶ�ƚƌǇŝŶŐ�ƚŽ�ƌĞĚƵĐĞ�ƚŚĞ�ŐĞŶĚĞƌ�ĚŝƐĐƌŝŵŝŶĂƟŽŶ�ŝŶ�ƐĞŶŝŽƌ�ĞǆĞĐƵƟǀĞ�
ƉŽƐŝƟŽŶƐ�ŝŶ�ƚŚĞ�ŝŶĚƵƐƚƌǇ͕ �ƚŚĞǇ�ƌĞĐŽŐŶŝƐĞĚ�Ăŵ�ŝŵƉƌŽǀĞŵĞŶƚ�ŝŶ�ƌĞĐƌƵŝƚŵĞŶƚ�ŽĨ�ǁŽŵĞŶ͕�ďƵƚ�ƚŚĂƚ�ƚŚĞƌĞ�ǁĂƐ�
ƐƟůů�Ă�ŐĂƉ�ŝŶ�ƚŚĞ�ŶƵŵďĞƌƐ�ŽĨ�ǁŽŵĞŶ�ĞǆĞĐƵƟǀĞƐ�ŝŶ�ƚŚĞ�ŝŶĚƵƐƚƌǇ�ĂŶĚ�ƚŚĞ�ƐĞŶƐĞ�ǁĂƐ�ƚŚĂƚ�ƚŚĞƌĞ�ŶĞĞĚĞĚ�ƚŽ�ďĞ�
ŵŽƌĞ�ƉŽƐŝƟǀĞ�ĂĐƟŽŶ�ŝŶ�ƚŚĞ�ĞŶĐŽƵƌĂŐĞŵĞŶƚ��ŽĨ��ǁŽŵĞŶ�ƚŽ�Ăŝŵ�ĨŽƌ�ůĞĂĚĞƌƐŚŝƉ�ƉŽƐŝƟŽŶƐ͘�dŚŝƐ�ŝƐ�Ă�ĐŽŵŵŽŶ�
ƉŚĞŶŽŵĞŶŽŶ�ŝŶ�ǁĞƐƚĞƌŶ�ĐƵůƚƵƌĞƐ�ĂŶĚ�ŝƐ�ŶŽƚ�ĂŶ�ŝŶĚƵƐƚƌǇ�ƌĞůĂƚĞĚ�ŝƐƐƵĞ�ƉĞƌ�ƐĞ�;DĐŬĞĞŶ�ĂŶĚ��ƵũĂŬŝ͕�ϮϬϬϳ͖�
,ƆŝŐĂĂƌĚ�Θ�DĂƚŚŝƐĞŶ͕ϮϬϬϵ͖�^ƵƌĂǁŝĐǌ͕�ϮϬϭϲͿ�ďƵƚ�ĂƐ�ĚŝƐĐƵƐƐĞĚ�ďǇ�ŵĂŶǇ�ĂƵƚŚŽƌƐ�ŽŶ�ƚŚĞ�ƐƵďũĞĐƚ�ŽĨ�ǁŽŵĞŶ�
ŝŶ�ůĞĂĚĞƌƐŚŝƉ͕�ŵĞŶƚŽƌŝŶŐ�ƌĞůĂƟŽŶƐŚŝƉƐ�ŚĂǀĞ�ďĞĞŶ�ƌĞĐŽŐŶŝƐĞĚ�ĂƐ�ŽŶĞ�ƐƵŝƚĂďůĞ�ĂƉƉƌŽĂĐŚ�ĨŽƌ�ŽǀĞƌĐŽŵŝŶŐ�
ŐĞŶĚĞƌ�ƌĞůĂƚĞĚ�ďĂƌƌŝĞƌƐ�ĂŶĚ�ĨĞŵĂůĞ�ĐĂƌĞĞƌ�ƉƌŽŐƌĞƐƐŝŽŶ�;,ƆŝŐĂĂƌĚ�Θ�DĂƚŚŝƐĞŶ͕�ϮϬϬϵ͖��^ƚĞĚŵĂŶ͕�ϮϬϭϯ͖�
�ŚŝƐŚŽůŵͲ�ƵƌŶƐ�Ğƚ�Ăů͕�ϮϬϭϳ͖�'ŝƉƐŽŶ�Ğƚ�Ăů͕�ϮϬϭϳͿ͘�DĞŶƚŽƌŝŶŐ�ĚŽĞƐ�ŽīĞƌ�ƚŚĞ�ŽƉƉŽƌƚƵŶŝƚǇ�ƚŽ�ŝŶĐƌĞĂƐĞ�ƚŚĞ�
number of women in leadership roles, but this must be right for the individual, bad mentoring can be 
ŵŽƌĞ�ĚĞƚƌŝŵĞŶƚĂů�ƚŚĂŶ�ŶŽƚ�ŚĂǀŝŶŐ�ĂŶǇ�Ăƚ�Ăůů�;^ĐĂŶĚƵƌĂ͕�ϭϵϵϴ͖�:ƵŶŐ�Θ��ŽǌĞŵĂŶ͕�ϮϬϭϵͿ͘��dŚĞƌĞ�ĂůƐŽ�ŶĞĞĚƐ�
ƚŽ�ďĞ�ĐŽŶƐŝĚĞƌĂƟŽŶ�ŽĨ� ƚŚĞ�ŐĞŶĚĞƌ�ŽĨ� ƚŚĞ�ŵĞŶƚŽƌ�ĂŶĚ� ƚŚĞ�Įƚ� ƚŽ� ƚŚĞ�ŵĞŶƚĞĞ͘�dŽůĂƌ Ɛ͛� ;ϮϬϭϮͿ� ƌĞƐĞĂƌĐŚ�
evidenced that having a male mentor may not always be the right approach for a young woman and may 
ŚĂǀĞ�Ă�ŶĞŐĂƟǀĞ�ŐĞŶĚĞƌ�ŝŶŇƵĞŶĐĞ͕�Ă�ǁŽŵĞŶ�ŝŶ�ƚŚĞŝƌ�ƌĞƐĞĂƌĐŚ�ƐƚĂƚĞĚ�͞/�ƚŚŝŶŬ�ŵĂŶǇ�ŽůĚĞƌ�ŵĂůĞ�ŵĞŶƚŽƌƐ�
ŚĂǀĞ�ŝĚĞĂƐ�ĂďŽƵƚ�ǁŚĂƚ�ǇŽƵŶŐĞƌ�ǁŽŵĞŶ�ƐŚŽƵůĚ�ĚŽ͕�ĂŶĚ�ŝĨ�ǇŽƵ�ǀĂƌǇ�ĨƌŽŵ�ƚŚĞŝƌ�ƐƵŐŐĞƐƟŽŶ͕�ƚŚĞǇ�ƐĞĞ�ǇŽƵ�ĂƐ�
Ă�ƌĞďĞů͕�ǁŚĞƌĞ�ŵĞŶ�ǁŚŽ�ǀĂƌǇ�ĂƌĞ�ĂƐƐĞƌƟǀĞ�ĂŶĚ�ƉŽǁĞƌĨƵů͟�;dŽůĂƌ͕ �ϮϬϭϮ͗ϭϴϭͿ͘

/Ŷ� ƚĞƌŵƐ�ŽĨ� ƚŚĞ�ƉĂƌƟĐŝƉĂŶƚƐ�ĞŶƚƌĂŶĐĞ� ƚŽ� ƚŚĞ� ŝŶĚƵƐƚƌǇ�ŵŽƐƚ� ĐĂŵĞ� ƚŽ� ŝƚ� ǀŝĂ� ĐŝƌĐƵŝƚŽƵƐ� ƌŽƵƚĞƐ͕� ƚŚƌŽƵŐŚ�
ĂĚŵŝŶŝƐƚƌĂƟŽŶͲďĂƐĞĚ� ƌŽůĞƐ͕�ŚƵŵĂŶ� ƌĞƐŽƵƌĐĞ�ŵĂŶĂŐĞŵĞŶƚ͕�ĂŶĚ�ĐŽŶĨĞƌĞŶĐŝŶŐ͕�ǁŚŝůƐƚ� ƚŚĞƌĞ�ǁĞƌĞ� ƚǁŽ�
ƉĂƌƟĐŝƉĂŶƚƐ�ǁŚŽ�ŚĂĚ� ƚƌĂŝŶĞĚ� ĂƐ� ƐƵƌǀĞǇŽƌƐ͘� dŚĞŝƌ� ĞŶĂďůĞƌƐ� ĂŶĚ�ďĂƌƌŝĞƌƐ� ƚŽ� ĐĂƌĞĞƌ� ƉƌŽŐƌĞƐƐŝŽŶ� ŝŶ� ƚŚĞ�
industry were that you may have to work harder than your male counterpart, a need to stand out 
ďƵƚ�ĂůƐŽ�ĞǀŝĚĞŶĐĞĚ�Ă�ŶĞĞĚ� ŝŶ� ƚŚĞ� ŝŶĚƵƐƚƌǇ� ĨŽƌ� ƚŚĞ�ĐƌĞĂƟŽŶ�ŽĨ�Ă�ĐĂƌĞĞƌ�ƉĂƚŚǁĂǇ� ĨŽƌ�ǁŽŵĞŶ�ĞŶƚĞƌŝŶŐ�
the profession through to leadership roles. For some of them having a sponsor or mentor has been 
ďĞŶĞĮĐŝĂů͕�ďƵƚ�ĨŽƌ�ƚŚĞ�ŵŽƐƚ�ƉĂƌƚ�ƚŚĞ�ĞŶĂďůĞƌƐ�ǁĞƌĞ�ƚŚĞŵƐĞůǀĞƐ�ĂŶĚ�ƚŚĞ�ƐƵƉƉŽƌƚ�ƚŚĂƚ�ĐŽŵĞƐ�ĨƌŽŵ�ƚŚĞ�
ĨĞŵĂůĞ�ŶĞƚǁŽƌŬƐ�ƚŚĞǇ�ŚĂǀĞ�ĐƌĞĂƚĞĚ�;^ƚĞĚŵĂŶ͕�ϮϬϭϵͿ͘�>ŝƚĞƌĂƚƵƌĞ�ƚŚĂƚ�ŚĂƐ�ĨŽĐƵƐĞĚ�ŽŶ�ůĞĂĚĞƌƐŚŝƉ�ĂƐ�Ă�ƐŬŝůů�
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ŚĂƐ�ĨŽƵŶĚ�ŝƚ�ŚĂƌĚ�ƚŽ�ĞǀŝĚĞŶĐĞ�ƚŚĂƚ�ŵĞŶ�Žƌ�ǁŽŵĞŶ�ŵĂŬĞ�ďĞƩĞƌ�ůĞĂĚĞƌƐ�ƚŚĂŶ�ĞĂĐŚ�ŽƚŚĞƌ͕ �ďƵƚ�ƉĞƌŚĂƉƐ�
ƚŚĞƌĞ�ŝƐ�ƐƟůů�ĞǀŝĚĞŶĐĞ�ŝŶ�ƚŚĞ�&D�ŝŶĚƵƐƚƌǇ�ŽĨ�͚ŝŶŐƌĂŝŶĞĚ�ƐƚĞƌĞŽƚǇƉĞƐ�ĂŶĚ�ŐĞŶĚĞƌ�ƌŽůĞ�ĚĞĮŶŝƟŽŶƐ͛�;'ŝƉƐŽŶ�
Ğƚ�Ăů͕�ϮϬϭϳ͗ϰϴͿ͘��dŚĞ�ĨĂĐŝůŝƟĞƐ�ŵĂŶĂŐĞŵĞŶƚ�ůĞĂĚĞƌƐ�ŝŶƚĞƌǀŝĞǁĞĚ�ĨŽƌ�ŝŶƚĞƌŶĂƟŽŶĂů�ǁŽŵĞŶ Ɛ͛�ĚĂǇ�ŝŶ�ϮϬϭϵ�
ĞǀŝĚĞŶĐĞĚ�ƚŚĞŝƌ�ǀŝĞǁ�ƚŚĂƚ�ƚŚĞ�ŝŶĚƵƐƚƌǇ�ŝƐ�ƐƟůů�ŵĂůĞ�ĚŽŵŝŶĂƚĞĚ�ďƵƚ�ĐŚĂŶŐĞƐ�ĂƌĞ�ŚĂƉƉĞŶŝŶŐ͕�ĂŶĚ�ƚŚĞ�ŬĞǇ�
ŵĞƐƐĂŐĞƐ�ǁĞƌĞ�ƚŽ�ƌĞŵĂŝŶ�ƚƌƵĞ�ƚŽ�ǇŽƵƌƐĞůĨ�;ĂƵƚŚĞŶƟĐŝƚǇͿ͕�ďĞ�ĞŵƉĂƚŚŝĐ͕�ďĞ�ŬŝŶĚ�ĂŶĚ�ƚƌǇ�ƚŽ�ƌĞĚƵĐĞ�ƚŚĞ�
ƚĞŶĚĞŶĐǇ�ƚŽ�ďĞ�ƐĞůĨͲĐƌŝƟĐĂů�;&ĂĐŝůŝƟĞƐ�EĞǁƐ͕�ϮϬϭϵͿ͘�'ĂŝŶŝŶŐ�ĂĐĂĚĞŵŝĐ�Žƌ�ƉƌŽĨĞƐƐŝŽŶĂů�ƋƵĂůŝĮĐĂƟŽŶƐ�ĂůƐŽ�
ŚĞůƉĞĚ�ƚŽ�ďŽŽƐƚ�ƚŚĞ�ƐĞůĨͲĞƐƚĞĞŵ�ŽĨ�ƚŚĞ�ƉĂƌƟĐŝƉĂŶƚƐ�ĂƐ�ƚŚŝƐ�ŐĂŝŶĞĚ�ĨƵƌƚŚĞƌ�ƌĞƐƉĞĐƚ�ŽĨ�ƚŚĞŝƌ�ĂďŝůŝƚǇ�ǁŝƚŚŝŶ�
ƚŚĞ�ŝŶĚƵƐƚƌǇ�;�ŝŶŽƐ�ĂŶĚ�WĂůŵĞƌ͕ �ϮϬϭϱͿ͘��dŚĞƌĞ�ŝƐ�ŽǁŶĞƌƐŚŝƉ�ƚŽ�ďĞ�ƚĂŬĞŶ�ŽŶ�ďŽƚŚ�ƐŝĚĞƐ�ŽĨ�ƚŚĞ�ĂƌŐƵŵĞŶƚ͕�
yes the industry may need to move into the 21st�ĐĞŶƚƵƌǇ�ŝŶ�ƐŽŵĞ�ŝŶƐƚĂŶĐĞƐ�ĂŶĚ�ƌĞŵŽǀĞ�ƚŚĞ�͚ŽůĚ�ďŽǇƐ�
ĐůƵď͛�ďƵƚ�ǁŽŵĞŶ�ĂůƐŽ�ŚĂǀĞ�ƚŽ�ƐƚĂŶĚ�ƵƉ�ĂŶĚ�ƚĂŬĞ�ƚŚĞ�ŽƉƉŽƌƚƵŶŝƟĞƐ�ƚŚĂƚ�ĂƌĞ�ŽƵƚ�ƚŚĞƌĞ͕�ĂŶĚ�ďĞ�ƉƌĞƉĂƌĞĚ�
ƚŽ�ŶŽƚ�ĂĐĐĞƉƚ�Ă�͚ŶŽ͛�ĂŶĚ�ŬĞĞƉ�ƉƵƐŚŝŶŐ�Ăƚ�ƚŚĞ�ŐůĂƐƐ�ĐĞŝůŝŶŐ�;�ŚŝƐŚŽůŵͲ�ƵƌŶƐ͕�ϮϬϭϳͿ͘�

Z�&�Z�E��^
�ďďŽƚ͕�/͘�;ϮϬϭϴͿ�,ŝŐŚͲƋƵĂůŝƚǇ�ŵĞŶƚŽƌŝŶŐ�ĂŶĚ�ƐƉŽŶƐŽƌƐŚŝƉ�ĐĂŶ�ŝŶĐƌĞĂƐĞ�ĚŝǀĞƌƐŝƚǇ�ĂŶĚ�ŝŶĐůƵƐŝŽŶ͘�DŽĚĞƌŶ�

>ĞŐĂů�WƌĂĐƟĐĞ͕�Ϯ;ϯͿ͕�ϯϲͲϰϭ͘
�ƚŚĞǇ͕ �>͘��͘�;ϮϬϭϰͿ�tŽŵĞŶ�ŝŶ�>ĞĂĚĞƌƐŚŝƉ͗��ĞƐƉŝƚĞ�ƉƌŽŐƌĞƐƐ͕�ŝŶĞƋƵĂůŝƟĞƐ�ƐƟůů�ĞǆŝƐƚ͘�,ĞĂůƚŚĐĂƌĞ��ǆĞĐƵƟǀĞ͘��

:ĂŶͬ&Ğď͕�ƉƉ͘�ϰϭͲϰϲ͘
�ĞƌŐĞƌ͕ �W�>͕͘�Θ�>ƵĐŬŵĂŶŶ͕� d͘ � ;ϭϵϵϭͿ͘�dŚĞ�^ŽĐŝĂů��ŽŶƐƚƌƵĐƟŽŶ�ŽĨ�ZĞĂůŝƚǇ͘���dƌĞĂƟƐĞ� ŝŶ�ƚŚĞ�^ŽĐŝŽůŽŐǇ�ŽĨ�

<ŶŽǁůĞĚŐĞ. London: Penguin Books.
�ůĂŝŬŝĞ͕�E͘�;ϮϬϭϬͿ͘��ĞƐŝŐŶŝŶŐ�^ŽĐŝĂů�ZĞƐĞĂƌĐŚ͕�ϮŶĚ��ĚŝƟŽŶ͘��ĂŵďƌŝĚŐĞ͗�WŽůŝƚǇ�WƌĞƐƐ
�ƌĂƵŶ͕� s͘ � ĂŶĚ� �ůĂƌŬĞ͕� s͘ � ;ϮϬϬϲͿ͘� � ͚hƐŝŶŐ� ƚŚĞŵĂƟĐ� ĂŶĂůǇƐŝƐ� ŝŶ� ƉƐǇĐŚŽůŽŐǇ͕͛ � YƵĂůŝƚĂƟǀĞ� ZĞƐĞĂƌĐŚ� ŝŶ�

Psychology͕�ϯ�;ϮͿ͕�ϳϳͲϭϬϭ
�Ƶůů͕�D͘�;ϮϬϭϵͿ��ŽĂĐŚŝŶŐ�ĂŶĚ�DĞŶƚŽƌŝŶŐ͗�EĂƌƌĂƟǀĞƐ�ŽĨ�ǁŽŵĞŶ�ŝŶ�ůĞĂĚĞƌƐŚŝƉ͘�D^Đ��ŝƐƐĞƌƚĂƟŽŶ͕�^ŚĞĸĞůĚ�

,ĂůůĂŵ�hŶŝǀĞƌƐŝƚǇ͘
�ŚŝƐŚŽůŵͲ�ƵƌŶƐ͕�D͘�͕͘�,ĂŐĞŵĂŶŶ͕�d͘ ͕�:ŽƐĞƉŚƐŽŶ͕�D͘�͕͘�Θ�^ƉŝǀĞǇ͕ ��͘�͘�;ϮϬϭϳͿ�tŽŵĞŶ�ŝŶ�>ĞĂĚĞƌƐŚŝƉ�ĂŶĚ�

ƚŚĞ�ďĞǁŝůĚĞƌŝŶŐ�ŐůĂƐƐ�ĐĞŝůŝŶŐ͘��ŵĞƌŝĐĂŶ�:ŽƵƌŶĂů�ŽĨ�,ĞĂůƚŚͲ^ǇƐƚĞŵ�WŚĂƌŵĂĐǇ͕ �ϳϰ�;ϱͿ͕�ϯϭϮͲϯϮϰ
�ůĂƌŬĞ͕�s͘ ͕�Θ��ƌĂƵŶ͕�s͘ �;ϮϬϭϳͿ͘��ŽŵŵĞŶƚĂƌǇ͗�dŚĞŵĂƟĐ��ŶĂůǇƐŝƐ�͚͘ �:ŽƵƌŶĂů�ŽĨ�WŽƐŝƟǀĞ�WƐǇĐŚŽůŽŐǇ͕�ϭϮ�;ϯͿ͕�

297-298.
�ǌĞƌŶŝĂǁƐŬĂ͕�&͘ ͕�Θ�'ƵǌŵĂŶ͕�̂ ͘�;ϮϬϭϲͿ͘�^ƉŽŶƐŽƌƐŚŝƉ�ĂŶĚ�ƐƵƉƉŽƌƚ͗�̂ ĞŶŝŽƌ�ǁŽŵĞŶ�ŝŶ�ĐŽŶƐƵůƚĂŶĐŝĞƐ͘�Human 

ZĞƐŽƵƌĐĞ�DĂŶĂŐĞŵĞŶƚ�/ŶƚĞƌŶĂƟŽŶĂů��ŝŐĞƐƚ͕�Ϯϰ�;ϭͿ͕�ϯϴͲϯϵ͘
�ĞĂŶƐ͕�&͘ ͕�KĂŬůĞǇ͕ �>͕͘�:ĂŵĞƐ͕�Z͕͘�Θ�tƌŝŐůĞǇ͕ �Z͘�;ϮϬϬϲͿ͘��ŽĂĐŚŝŶŐ�ĂŶĚ�ŵĞŶƚŽƌŝŶŐ�ĨŽƌ�ůĞĂĚĞƌƐŚŝƉ�ĚĞǀĞůŽƉŵĞŶƚ�

in civil society. WƌĂǆŝƐ�WĂƉĞƌ͕ �ϭϰ͕�ϭͲϯϳ͘
�ĞƩǁŝůĞƌ͕ �W͘ ͕�tĂŚĞĞĚ͕��͘�ĂŶĚ�&ĞƌŶŝĞ͕�^͘�;ϮϬϬϵͿ͕�<ŶŽǁůĞĚŐĞ�ďĂƐĞĚ�ĨĂĐŝůŝƟĞƐ�ŵĂŶĂŐĞŵĞŶƚ͕�&ĂĐŝůŝƟĞƐ͘ 27 

;ϳͬϴͿ͕�ϮϱϴͲϮϲϲ͘
�ŝŶŽƐ͕� ^� ĂŶĚ� WĂůŵĞƌ͕ � ^͘� ;ϮϬϭϱͿ� ^ĞůĨͲĞƐƚĞĞŵ� ǁŝƚŚŝŶ� �ŽŐŶŝƟǀĞ� �ĞŚĂǀŝŽƵƌĂů� �ŽĂĐŚŝŶŐ͗� Ă� ƚŚĞŽƌĞƟĐĂů�

ĨƌĂŵĞǁŽƌŬ� ƚŽ� ŝŶƚĞŐƌĂƚĞ� ƚŚĞŽƌǇ� ǁŝƚŚ� ƉƌĂĐƟĐĞ͘� �ŽĂĐŚŝŶŐ͗� �Ŷ� /ŶƚĞƌŶĂƟŽŶĂů� :ŽƵƌŶĂů� ŽĨ� dŚĞŽƌǇ͕�
ZĞƐĞĂƌĐŚ�ĂŶĚ�WƌĂĐƟĐĞ. ϴ�;ϮͿ͕�ϭϯϳͲϭϱϯ͘

�ƌĞŚĞƌ͕ � '͘� &͘ ͕� Θ� �ƐŚ͕� Z͘� �͘� ;ϭϵϵϬͿ͘� �� ĐŽŵƉĂƌĂƟǀĞ� ƐƚƵĚǇ� ŽĨ� ŵĞŶƚŽƌŝŶŐ� ĂŵŽŶŐ� ŵĞŶ� ĂŶĚ� ǁŽŵĞŶ� ŝŶ�
ŵĂŶĂŐĞƌŝĂů͕�ƉƌŽĨĞƐƐŝŽŶĂů͕�ĂŶĚ�ƚĞĐŚŶŝĐĂů�ƉŽƐŝƟŽŶƐ͘�:ŽƵƌŶĂů�ŽĨ�ĂƉƉůŝĞĚ�ƉƐǇĐŚŽůŽŐǇ͕�ϳϱ;ϱͿ͕�ϱϯϵ͘

�ƵƌďŝŶ͕� ^͘� ;ϮϬϭϭͿ� �ƌĞĂƟŶŐ� ŬŶŽǁůĞĚŐĞ� ƚŚƌŽƵŐŚ� ŶĞƚǁŽƌŬƐ͗� Ă� ŐĞŶĚĞƌ� ƉĞƌƐƉĞĐƟǀĞ͘� 'ĞŶĚĞƌ͕ � tŽƌŬ� Θ�
KƌŐĂŶŝǌĂƟŽŶ͕�ϭϴ�;ϭͿ͕�ϵϬͲϭϭϮ͘

�ƵƌďŝŶ͕� ^͕͘� Θ� dŽŵůŝŶƐŽŶ͕� :͘� ;ϮϬϭϰͿ͘� &ĞŵĂůĞ� ƉĂƌƚͲƟŵĞ�ŵĂŶĂŐĞƌƐ͗� �ĂƌĞĞƌƐ͕�ŵĞŶƚŽƌƐ� ĂŶĚ� ƌŽůĞ�ŵŽĚĞůƐ͘�
'ĞŶĚĞƌ͕ �tŽƌŬ�Θ�KƌŐĂŶŝǌĂƟŽŶ͕�Ϯϭ;ϰͿ͕�ϯϬϴͲϯϮϬ͘

�ĂŐůǇ͕ ��͘,͕͘�<ĂƌĂƵ͕�^͘:͘�;ϮϬϬϮͿ�ZŽůĞ��ŽŶŐƌƵŝƚǇ�dŚĞŽƌǇ�ŽĨ�WƌĞũƵĚŝĐĞ�dŽǁĂƌĚ�&ĞŵĂůĞ�>ĞĂĚĞƌƐ͘�Psychological 
ZĞǀŝĞǁ͕�ϭϬϵ�;ϯͿ͕�ϱϳϯʹϱϵϴ͘

�Ăƌů͕�:͕͘�;ϮϬϭϵͿ͘�dŚĞ�'ůĂƐƐ��ĞŝůŝŶŐ��ŽŶƋƵĞƌĞĚ͗��Ŷ�ĞǆƉůŽƌĂƚŽƌǇ�ĂƐƐĞƐƐŵĞŶƚ�ŽĨ�tŽŵĞŶ�ŝŶ�^ĞŶŝŽƌ�ƉŽƐŝƟŽŶƐ�
ŝŶ�ƚŚĞ�&ĂĐŝůŝƟĞƐ�DĂŶĂŐĞŵĞŶƚ�ƐĞĐƚŽƌ�ŝŶ�/ƌĞůĂŶĚ�;�ŽĐƚŽƌĂů�ĚŝƐƐĞƌƚĂƟŽŶ͕��ƵďůŝŶ͕�EĂƟŽŶĂů��ŽůůĞŐĞ�ŽĨ�
/ƌĞůĂŶĚͿ͘

�ŚƌŝĐŚ͕�>͘�͘�;ϮϬϬϴͿ�DĞŶƚŽƌŝŶŐ�ĂŶĚ�ǁŽŵĞŶ�ŵĂŶĂŐĞƌƐ͗�ĂŶŽƚŚĞƌ�ůŽŽŬ�Ăƚ�ƚŚĞ�ĮĞůĚ͘�'ĞŶĚĞƌ�ŝŶ�DĂŶĂŐĞŵĞŶƚ͗�
�Ŷ�/ŶƚĞƌŶĂƟŽŶĂů�:ŽƵƌŶĂů͕�Ϯϯ�;ϳͿ͕�ϰϲϵʹ�ϰϴϯ͘�

&ĂĐŝůŝƟĞƐ�EĞǁƐ�;ϮϬϭϴ͕��ĞĐĞŵďĞƌ͕ �ϭϰͿ�,Žǁ�ĐĂŶ�ǁĞ�ĞŶĐŽƵƌĂŐĞ�ŵŽƌĞ�ǁŽŵĞŶ�ŝŶƚŽ�ůĞĂĚĞƌƐŚŝƉ�ƉŽƐŝƟŽŶƐ�ŝŶ�
the FM Industry. Retrieved from: ŚƩƉƐ͗ͬͬǁǁǁ͘ĨĂĐŝůŝƟĞƐƐŚŽǁ͘ĐŽŵͬǀŝƐŝƚͬŶĞǁƐͲĂŶĚͲƵƉĚĂƚĞƐͬŚŽǁͲ
ĐĂŶͲǁĞͲĞŶĐŽƵƌĂŐĞͲŵŽƌĞͲǁŽŵĞŶͲůĞĂĚĞƌƐŚŝƉͲƉŽƐŝƟŽŶƐͲ&DͲŝŶĚƵƐƚƌǇ

&ĂĐŝůŝƟĞƐ�EĞǁƐ�;ϮϬϭϵ͕�DĂƌĐŚ͕�ϳͿ��ĚǀŝĐĞ�ĨƌŽŵ�DĞ�ƚŽ�zŽƵ͗�tŽŵĞŶ�ŝŶ�&D�dĞůů��ůů͘�ZĞƚƌŝĞǀĞĚ�ĨƌŽŵ͗�ŚƩƉƐ͗ͬͬ
ǁǁǁ͘ĨĂĐŝůŝƟĞƐƐŚŽǁ͘ĐŽŵͬǀŝƐŝƚͬŶĞǁƐͲĂŶĚͲƵƉĚĂƚĞƐͬĂĚǀŝĐĞͲŵĞͲǇŽƵͲǁŽŵĞŶͲĨŵͲƚĞůůͲĂůů
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&ĞƌĞĚĂǇ͕ �:͕͘�Θ�DƵŝƌͲ�ŽĐŚƌĂŶĞ͕��͘�;ϮϬϬϲͿ͘��ĞŵŽŶƐƚƌĂƟŶŐ�ƌŝŐŽƌ�ƵƐŝŶŐ�ƚŚĞŵĂƟĐ�ĂŶĂůǇƐŝƐ͗���ŚǇďƌŝĚ�ĂƉƉƌŽĂĐŚ�
ŽĨ�ŝŶĚƵĐƟǀĞ�ĂŶĚ�ĚĞĚƵĐƟǀĞ�ĐŽĚŝŶŐ�ĂŶĚ�ƚŚĞŵĞ�ĚĞǀĞůŽƉŵĞŶƚ͘�/ŶƚĞƌŶĂƟŽŶĂů�ũŽƵƌŶĂů�ŽĨ�ƋƵĂůŝƚĂƟǀĞ�
ŵĞƚŚŽĚƐ͕�ϱ�;ϭͿ͕�ϴϬͲϵϮ͘
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Alexander Redlein1, Clemens Baretschneider2�ĂŶĚ��ůĂƵĚŝĂ�,ƂŚĞŶďĞƌŐĞƌ3

��^dZ��d
�ĂĐŬŐƌŽƵŶĚ�ĂŶĚ�Ăŝŵ�ʹ�&ĂĐŝůŝƚǇ�ƐĞƌǀŝĐĞƐ�ůĂƌŐĞůǇ�ĐŽŶƐŝƐƚ�ŽĨ�ƌŽƵƟŶĞ�ƚĂƐŬƐ͕�
ǁŚŝĐŚ�ŵĂŬĞƐ�ŝƚ�ƐƵƐĐĞƉƟďůĞ�ƚŽ�ĂƵƚŽŵĂƟǌĂƟŽŶ͘��ǆŝƐƟŶŐ�ƐƚƵĚŝĞƐ�ƉƌŝŵĂƌŝůǇ�
ĨŽĐƵƐ�ŽŶ�ƚŚĞ�ŵĂĐƌŽ�ĞĐŽŶŽŵŝĐ�ĞīĞĐƚƐ�ŽĨ�ƚŚŝƐ�ƌĂĚŝĐĂů�ƐŚŝŌ͘�dŚŝƐ�ƌĞƐĞĂƌĐŚ�
addresses how the facility services themselves will change, in order to 
gauge which tasks will be replaced and how the FS provision will alter. 
DĞƚŚŽĚƐ� ʹ� �� ƋƵĂŶƟƚĂƟǀĞ� ůŝƚĞƌĂƚƵƌĞ� ƌĞƐĞĂƌĐŚ� ŽĨ�ŵŽƌĞ� ƚŚĂŶ� ϳϮϬ� ƵƐĞ�
ĐĂƐĞƐ� ŽĨ� ĚŝŐŝƟǌĂƟŽŶ� ŝŶ� ƚŚĞ� &^� ŝŶĚƵƐƚƌǇ�ǁĂƐ� ĐŽŶĚƵĐƚĞĚ� ƚŽ� ĚĞĮŶĞ� ƚŚĞ�
usage of the technologies and the development of the usage. Out 
of the analysed use cases one most widely spread IoT use case was 
ƐĞůĞĐƚĞĚ�ƚŽ�ĚĞŵŽŶƐƚƌĂƚĞ�ƚŚĞ�ďĞŶĞĮƚƐ�ĨŽƌ�ƚŚĞ�&Dͬ&^�ƐĞĐƚŽƌ�ĂŶĚ�ƚŚĞ�ůŽǁ�
cost of this technology.

ZĞƐƵůƚƐ� ʹ� dŚĞ� ƉƌŝŵĂƌǇ� ƚĞĐŚŶŽůŽŐŝĞƐ� ĚƌŝǀŝŶŐ� ĚŝŐŝƟǌĂƟŽŶ� ŝŶ� ƚŚĞ� &^� ŝŶĚƵƐƚƌǇ� ĂƌĞ� /Žd͕ � �/͕� �ŝŐ� �ĂƚĂ͕� ĂŶĚ�
ZŽďŽƟĐƐ͘� dŚĞ� ƐĞƌǀŝĐĞƐ�ŵŽƐƚ�ĂīĞĐƚĞĚ�ďǇ� ƚŚŝƐ�ƉƌŽĐĞƐƐ�ĂƌĞ�DĂŝŶƚĞŶĂŶĐĞ�ĂŶĚ�KƉĞƌĂƟŽŶ� ;ϭϭϲϬͿ͕� ^ĂĨĞƚǇ�
;ϮϭϭϬͿ͕�ĂŶĚ��ŶĞƌŐǇ�;ϭϭϳϭͿ͘��ĂƐĞĚ�ŽŶ�ƚŚĞƐĞ�ƌĞƐƵůƚƐ�ĂŶ� /Žd�ƵƐĞ�ĐĂƐĞ͕�ƵƐŝŶŐ�ƚĞŵƉĞƌĂƚƵƌĞ�ĂŶĚ�ŚƵŵŝĚŝƚǇ�
ĚĂƚĂ͕�ŝŶ�ƚŚĞ�ĂƌĞĂ�ŽĨ�ƉƌĞǀĞŶƟǀĞ�ŵĂŝŶƚĞŶĂŶĐĞ�ǁĂƐ�ƐĞůĞĐƚĞĚ͘
KƌŝŐŝŶĂůŝƚǇ�ʹ The database consists of 720 use cases. This large scope allows for comprehensive analysis 
ŽĨ�ƚŚĞ�ĐƵƌƌĞŶƚ�ƐŝƚƵĂƟŽŶ�ŽĨ�ĚŝŐŝƟǌĂƟŽŶ�ŝŶ�ƚŚĞ�ĨĂĐŝůŝƚǇ�ƐĞƌǀŝĐĞƐ�ŝŶĚƵƐƚƌǇ͘ ���ƉƌŽŽĨ�ŽĨ�ĐŽŶĐĞƉƚ�ĨŽƌ�ĞĂƐǇ�ƚŽ�ƵƐĞ�
ĂŶĚ�ĐŚĞĂƉ�/Žd�ƐĞŶƐŽƌ�ŝŵƉůĞŵĞŶƚĂƟŽŶ�ŝƐ�ƉƌĞƐĞŶƚĞĚ͘�
WƌĂĐƟĐĂů� Žƌ� ƐŽĐŝĂů� ŝŵƉůŝĐĂƟŽŶƐ� ʹ� dŚŝƐ� ƌĞƐĞĂƌĐŚ� ŐŝǀĞƐ� ĂŶ� ƵƉĚĂƚĞĚ� ŽǀĞƌǀŝĞǁ� ŽǀĞƌ� ƚŚĞ� ƐƚĂƚƵƐ� ƋƵŽ� ŽĨ�
emerging technologies within facility services. The best use case developed in this this study is 
exemplary of wider trends in the facility services industry. The research shows how services are enabled 
Žƌ�ĂůƚĞƌĞĚ�ďǇ�ĚŝŐŝƟǌĂƟŽŶ͘�dŚŝƐ�ƌĞƐĞĂƌĐŚ�ĐĂŶ�ƚŚĞƌĞĨŽƌĞ�ƐĞƌǀĞ�ƉƌĂĐƟƟŽŶĞƌƐ�ĂƐ�Ă�ŐƵŝĚĞ�ĨŽƌ�ŝŵƉůĞŵĞŶƚĂƟŽŶ�
ĂŶĚ�ŽƉƟŵŝƐĂƟŽŶ�ŽĨ�ƉƌŽĐĞƐƐĞƐ͘�
dǇƉĞ�ŽĨ�ƉĂƉĞƌ�ʹ�Technical research paper.

<�ztKZ�^
/Žd͕ �ĚŝŐŝƟǌĂƟŽŶ͕��/͕�D>͕�ĂƵƚŽŵĂƟǌĂƟŽŶ͕�ĨĂĐŝůŝƚǇ�ƐĞƌǀŝĐĞƐ͕�ĞǀĂůƵĂƟŽŶƐ�ŽĨ�ƐŵĂƌƚ�ďƵŝůĚŝŶŐ�ƚĞĐŚŶŽůŽŐŝĞƐ 

/EdZK�h�d/KE�
DĂŶǇ�ŵĂĐƌŽͲĞĐŽŶŽŵŝĐ�ƐƚƵĚŝĞƐ�ŚĂǀĞ�ƐŚŽǁŶ�ƚŚĂƚ�ƚŚĞ�ĨĂĐŝůŝƚǇ�ƐĞƌǀŝĐĞƐ�ŝŶĚƵƐƚƌǇ�ǁŝůů�ďĞ�ŚĞĂǀŝůǇ�ĂīĞĐƚĞĚ�ďǇ�
ĚŝŐŝƟǌĂƟŽŶ�;^ƚŽƉĂũŶŝŬ�Θ�ZĞĚůĞŝŶ͕�dŚĞ��ĞǀĞůŽƉŵĞŶƚ�ŽĨ�ƚŚĞ�KƵƚƐŽƵƌĐĞĚ�&ĂĐŝůŝƚǇ�̂ ĞƌǀŝĐĞ�/ŶĚƵƐƚƌǇ�ŝŶ��ƵƌŽƉĞ͕�
ϮϬϭϳͿ͕�;�ŚŽƟƉĂŶŝĐŚ͕�ϮϬϬϰͿ͕�;^ĞůŝŶŐĞƌ͕ �^ĞƉƵůǀĞĚĂ͕�Θ��ƵĐŚĂŶ͕�ϮϬϭϯͿ͕�;�ĂƐ͕�ZŽƐĞ͕�Θ�^ĐŚƺƩůĞƌ͕ �ϮϬϭϳͿ͘�

dŚĞ� ŝŵƉĂĐƚ� ŽĨ� ĚŝŐŝƟǌĂƟŽŶ� ŽŶ�ǁŽƌŬ� ƉƌŽĐĞƐƐĞƐ� ŝŶ� ŐĞŶĞƌĂů� ŚĂƐ� ďĞĞŶ�ǁĞůů� ƐƚƵĚŝĞĚ͘�DŽƐƚ� ƐƚƵĚŝĞƐ� ĂŐƌĞĞ�
ƚŚĂƚ�ƚŚĞ�ŐƌĞĂƚĞƐƚ�ĞīĞĐƚ�ǁŝůů�ďĞ�ŽŶ�ƌŽƵƟŶĞ�ƚĂƐŬƐ�ĂŶĚ�ƚŚĂƚ�Ă�ƐŚŝŌ�ŝŶ�ŬŶŽǁůĞĚŐĞ�ǁŝůů�ďĞ�ŶĞĐĞƐƐĂƌǇ�ĨŽƌ�ƚŚĞ�
ǁŽƌŬĨŽƌĐĞ�ƚŽ�ŬĞĞƉ�ƵƉ�ǁŝƚŚ�ƚŚĞƐĞ�ĚĞǀĞůŽƉŵĞŶƚƐ�;EĂŐů͕�dŝƚĞůďĂĐŚ͕�Θ�sĂůŬŽǀĂ͕�ϮϬϭϳͿ͕�;^ƚŽƉĂũŶŝŬ�Θ�ZĞĚůĞŝŶ͕�
�ƵƌƌĞŶƚ�>ĂďŽƵƌ�DĂƌŬĞƚ�^ŝƚƵĂƟŽŶ�ĂŶĚ�ƵƉĐŽŵŝŶŐ�dƌĞŶĚƐ�ŝŶ�ƚŚĞ��ƵƌŽƉĞĂŶ�&ĂĐŝůŝƚǇ�^ĞƌǀŝĐĞ�/ŶĚƵƐƚƌǇ͕ �ϮϬϭϳͿ͕�
;&ƌĞǇ�Θ�KƐďŽƌŶĞ͕�ϮϬϭϯͿ͘�

dŚĞƐĞ�ĞǆŝƐƟŶŐ�ƐƚƵĚŝĞƐ�ƉƌŝŵĂƌŝůǇ�ĨŽĐƵƐ�ŽŶ�ƚŚĞ�ĐŚĂŶŐĞ�ƚŚĂƚ�ĚŝŐŝƟǌĂƟŽŶ�ǁŝůů�ŚĂǀĞ�ŽŶ�ƚŚĞ�&^�ŝŶĚƵƐƚƌǇ�ĂŶĚ�ƚŚĞ�
ĞĐŽŶŽŵǇ�ĂƐ�Ă�ǁŚŽůĞ͘�,ŽǁĞǀĞƌ͕ �ƚŚĞǇ�ƉĂǇ�ůŝƩůĞ�ĂƩĞŶƟŽŶ�ƚŽ�ƚŚĞ�ƉƌŽĐĞƐƐĞƐ�ƚŚĂƚ�ǁŝůů�ďĞ�ĐŚĂŶŐĞĚ�Žƌ�ǁŚŝĐŚ�
ŶĞǁ�ƚĞĐŚŶŽůŽŐŝĞƐ�ǁŝůů�ďĞ�Ăƚ�ƚŚĞ�ĨŽƌĞĨƌŽŶƚ�ŽĨ�ƚŚĞƐĞ�ĚĞǀĞůŽƉŵĞŶƚƐ�;^ƚŽƉĂũŶŝŬ�Θ�ZĞĚůĞŝŶ͕��ƵƌƌĞŶƚ�>ĂďŽƵƌ�
DĂƌŬĞƚ�^ŝƚƵĂƟŽŶ�ĂŶĚ�ƵƉĐŽŵŝŶŐ�dƌĞŶĚƐ�ŝŶ�ƚŚĞ��ƵƌŽƉĞĂŶ�&ĂĐŝůŝƚǇ�^ĞƌǀŝĐĞ�/ŶĚƵƐƚƌǇ͕ �ϮϬϭϳͿ͘�

Ϸ��sŝĞŶŶĂ�hŶŝǀĞƌƐŝƚǇ�ŽĨ�dĞĐŚŶŽůŽŐǇ͕ �/&D͕�ĂůĞǆĂŶĚĞƌ͘ ƌĞĚůĞŝŶΛƚƵǁŝĞŶ͘ĂĐ͘Ăƚ�
ϸ��sŝĞŶŶĂ�hŶŝǀĞƌƐŝƚǇ�ŽĨ�dĞĐŚŶŽůŽŐǇ͕ �/&D
Ϲ��sŝĞŶŶĂ�hŶŝǀĞƌƐŝƚǇ�ŽĨ�dĞĐŚŶŽůŽŐǇ͕ �/&D
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dŚĞƌĞĨŽƌĞ͕� ƚŚƌĞĞ�ǇĞĂƌƐ�ĂŐŽ͕�ǁĞ� ƐƚĂƌƚĞĚ�Ă� ƌĞƐĞĂƌĐŚ�ƉƌŽũĞĐƚ� ƚŽ�ďĞƩĞƌ�ƵŶĚĞƌƐƚĂŶĚ� ƚŽ�ǁŚŝĐŚ�ĞǆƚĞŶƚ� ƚŚĞ�
ĚŝŐŝƟǌĂƟŽŶ� ƉƌŽĐĞƐƐ� ŝƐ� ĂīĞĐƟŶŐ� ĨĂĐŝůŝƚǇ� ƐĞƌǀŝĐĞƐ͘�KƵƌ� ƌĞƐĞĂƌĐŚ� ƐŚŽǁƐ� ƚŚĂƚ� ĚŝŐŝƟǌĂƟŽŶ� ŚĂƐ� ƚǁŽ�ŵĂũŽƌ�
impact factors:

1. dŚĞ�ĐŽƌĞ�ďƵƐŝŶĞƐƐ�ŝƐ�ĐŚĂŶŐŝŶŐ͕�ǁŚŝĐŚ�ĚĞŵĂŶĚƐ�ĚƌĂŵĂƟĐ�ŵŽĚŝĮĐĂƟŽŶƐ�ŽĨ�ŝŶĨƌĂƐƚƌƵĐƚƵƌĞ�ĂŶĚ�ƐĞƌǀŝĐĞƐ�
like new ways of working

2. �ŵĞƌŐŝŶŐ�ƚĞĐŚŶŽůŽŐŝĞƐ�ĂƌĞ�ĂůůŽǁŝŶŐ� ĨŽƌ�Ă�ŵŽƌĞ�ĞĸĐŝĞŶƚ�ǁĂǇ�ŽĨ�ƐĞƌǀŝĐĞ�ƉƌŽǀŝƐŝŽŶŝŶŐ͘�dŚŝƐ�ŵĞĂŶƐ�
ĚŝƐƌƵƉƟǀĞ�ĐŚĂŶŐĞƐ�ĨŽƌ�ƚŚĞ�ƐĞƌǀŝĐĞ�ƉƌŽǀŝƐŝŽŶ�ŝƚƐĞůĨ

dŚŝƐ�ƉĂƉĞƌ� ĨŽĐƵƐĞƐ�ŽŶ� ƚŚĞ�ƐĞĐŽŶĚ� ĨĂĐƚŽƌ�ĂŶĚ�ǁŝůů� ƐŚŽǁ�ŚŽǁ�ĚŝŐŝƟǌĂƟŽŶ�ĂůƚĞƌƐ�ĂŶĚ�ŽƉƟŵŝǌĞƐ�ƐĞƌǀŝĐĞ�
ƉƌŽǀŝƐŝŽŶ� ŝŶ� ƚŚĞ� &^� ƐĞĐƚŽƌ͘ � WƌĞǀŝŽƵƐůǇ� ƉƵďůŝƐŚĞĚ� ƉĂƉĞƌƐ� ĨƌŽŵ� ƚŚŝƐ� ƉƌŽũĞĐƚ� ŚĂǀĞ� ĨŽĐƵƐĞĚ� ŽŶ� ǁŚŝĐŚ�
ƚĞĐŚŶŽůŽŐŝĞƐ�ĂƌĞ� ŝŵƉŽƌƚĂŶƚ�ĂŶĚ�ŚŽǁ�ĚŝŐŝƟƐĂƟŽŶ�ĂīĞĐƚƐ� ĨĂĐŝůŝƚǇ� ƐĞƌǀŝĐĞƐ͘� /Ŷ� ƚŚŝƐ�ǁŽƌŬ͕�ǁĞ�ǁĂŶƚĞĚ� ƚŽ�
ǀĞƌŝĨǇ�ƐŽŵĞ�ŽĨ�ƚŚĞ�ĂƐƐƵŵƉƟŽŶƐ�ƚŚĂƚ�ŚĂǀĞ�ĂƌŝƐĞŶ�ŝŶ�ƚŚĂƚ�ǁŽƌŬ͘�

dŚŝƐ�ƉĂƉĞƌ�ĨŽĐƵƐĞƐ�ŽŶ�ƚŚĞ�ĨŽůůŽǁŝŶŐ�ƚǁŽ�ƌĞƐĞĂƌĐŚ�ƋƵĞƐƟŽŶƐ͗
1. tŚĂƚ� ŝƐ� ĂŶ� ĞĂƐǇ� ƚŽ� ƵƐĞ� ĂŶĚ� ĐŽƐƚͲĞĸĐŝĞŶƚ� ƵƐĞ� ĐĂƐĞ͕� ƌĞƉƌĞƐĞŶƟŶŐ�ŵĂŶǇ� ƐŝŵŝůĂƌ� ƵƐĞ� ĐĂƐĞƐ� ŝŶ� ƚŚĞ�

research database? 
2. ,Žǁ�ŝƐ�ƚŚĞ�ƐĞƌǀŝĐĞ�ƉƌŽǀŝƐŝŽŶ�ĐŚĂŶŐĞĚ�ďǇ�ƚŚĞ�ĂƉƉůŝĐĂƟŽŶ�ŽĨ�ƚŚŝƐ�ƵƐĞ�ĐĂƐĞ͍

&Žƌ�ƚŚŝƐ�ƌĞĂƐŽŶ͕�ǁĞ�ĞǆƉĂŶĚĞĚ�ŽƵƌ�ĚĂƚĂƐĞƚ͘��ĂƐĞĚ�ŽŶ�ƚŚĞ�ĂĚĚŝƟŽŶĂů�ƵƐĞ�ĐĂƐĞƐ�ĂŶĂůǇƐĞĚ�ǁĞ�ĐĂŶ�ǀĂůŝĚĂƚĞ�
ƚŚĞ�ĞǆŝƐƟŶŐ�ƌĞƐƵůƚƐ͘��ĂƐĞĚ�ŽŶ�ƚŚĞ�ĚĂƚĂďĂƐĞ�Ă�ƵƐĞ�ĐĂƐĞ�ǁĂƐ�ƐĞůĞĐƚĞĚ͘�dŚŝƐ�ƵƐĞ�ĐĂƐĞ�ǁĂƐ�ƐĞůĞĐƚĞĚ�ŽƵƚ�
ŽĨ�ƚŚĞ�ƚĞĐŚŶŽůŽŐǇ�ŵŽƐƚ�ǁŝĚĞůǇ�ƵƐĞĚ�ĂŶĚ�ƚŚĞ�ƐĞƌǀŝĐĞƐ�ŵŽƐƚ�ŚĞĂǀŝůǇ�ĂīĞĐƚĞĚ�ďǇ�ĚŝŐŝƟǌĂƟŽŶ͘�KƵƌ�ŵĂŝŶ�
ŽďũĞĐƟǀĞ�ǁĂƐ�ƚŽ�ƐƚƵĚǇ�ƚŚĞ�ĞīĞĐƚƐ�ŽĨ�ĚŝŐŝƟǌĂƟŽŶ�ŽŶ�ƉĂƌƟĐƵůĂƌ�ĨĂĐŝůŝƚǇ�ƐĞƌǀŝĐĞƐ�ŽŶ�Ă�ƐŵĂůůĞƌ�ƐĐĂůĞ͘�dŚĞ�
ƵƐĞ�ĐĂƐĞ�ǁĞ�ƐĞůĞĐƚĞĚ�ĂŶĚ�ĚĞǀĞůŽƉĞĚ�ĨƵƌƚŚĞƌ�ǁĂƐ�ĐŚĞĂƉ͕�ĞĂƐǇ�ƚŽ�ƐĞƚ�ƵƉ�ĂŶĚ�ƵƐĞ͕�ĂŶĚ�ǁĂƐ�ƌĞƉƌĞƐĞŶƚĂƟǀĞ�
ŽĨ�ŵĂŶǇ�ƐŝŵŝůĂƌ�ƵƐĞ�ĐĂƐĞƐ�ŝŶ�ŽƵƌ�ĚĂƚĂďĂƐĞ͘�/ƚ�ǁĂƐ�ŝŵƉůĞŵĞŶƚĞĚ�ĂŶĚ�ƚŚĞ�ƵƐĂŐĞ�ǁĂƐ�ĂŶĂůǇƐĞĚ�ƚŽ�ďĞƩĞƌ�
ƵŶĚĞƌƐƚĂŶĚ�ƚŚĞ�ƌĞůĂƟŽŶƐŚŝƉ�ŽĨ�ƚĞĐŚŶŽůŽŐǇ�ĂŶĚ�ĐŚĂŶŐŝŶŐ�ƐĞƌǀŝĐĞ�ƉƌŽǀŝƐŝŽŶŝŶŐ͘�dŚŝƐ�ŚĞůƉĞĚ�ƵƐ�ƚŽ�ďĞƩĞƌ�
ƵŶĚĞƌƐƚĂŶĚ�ƚŚĞ�ŝŵƉĞĚŝŵĞŶƚƐ�ĂŶĚ�ďĞŶĞĮƚƐ�ŽĨ�ĚŝŐŝƟǌĂƟŽŶ�ŽĨ�ĨĂĐŝůŝƚǇ�ƐĞƌǀŝĐĞƐ͘

/ƚ�ƐŚŽǁĞĚ�ƚŚĂƚ�ǁŚŝůĞ�ĨĂĐŝůŝƚǇ�ŵĂŶĂŐĞŵĞŶƚ�ĂŶĚ�ĞƐƉĞĐŝĂůůǇ�ƐĞƌǀŝĐĞ�ƉƌŽǀŝƐŝŽŶ�ĂƌĞ�ƌĞůĂƟǀĞůǇ�ƐůŽǁ�ƚŽ�ĂĚĂƉƚ�
ĞŵĞƌŐŝŶŐ�ƚĞĐŚŶŽůŽŐŝĞƐ͕�ĞǀĞŶ�ƐŵĂůů�ŝŶƚĞƌǀĞŶƟŽŶƐ�ĐĂŶ�ŚĂǀĞ�ŚƵŐĞ�ŝŵƉĂĐƚƐ�ŽŶ�ŚŽǁ�ƐĞƌǀŝĐĞƐ�ĂƌĞ�ƉƌŽǀŝĚĞĚ͘�
dŝŵĞ� ĐŽŶƐƵŵŝŶŐ� ƌĞƉĞƟƟǀĞ� ƚĂƐŬƐ� ĐĂŶ� ďĞ� ĞĂƐŝůǇ� ƌĞůĞŐĂƚĞĚ� ƚŽ� ƚĞĐŚŶŽůŽŐǇ͕ � ĨƌĞĞŝŶŐ� ƉĞƌƐŽŶŶĞů� ĨŽƌ�ŵŽƌĞ�
ĚŝĸĐƵůƚ�ƚĂƐŬƐ͘� /Ŷ�ŽƵƌ�ĞǆĂŵƉůĞ� ŝŶƐƚĞĂĚ�ŽĨ�ƌŽƵƟŶĞ�ŝŶƐƉĞĐƟŽŶ�ŽĨ�ďĂƐĞŵĞŶƚƐ�ĐŚĞĂƉ�ĂŶĚ�ĞĂƐǇ�ƚŽ�ƵƐĞ� /Žd�
ƐĞŶƐŽƌŝŶŐ�ĐĂŶ�ďĞ�ƵƐĞĚ�ƚŽ�ĂƵƚŽŵĂƟĐĂůůǇ�ĚĞƚĞĐƚ�ƉƌŽďůĞŵƐ�ĂŶĚ�ƐĞŶĚ�ŝŶĨŽƌŵĂƟŽŶ�ƚŽ�ƚŚĞ�ƌĞůĞǀĂŶƚ�ƐĞƌǀŝĐĞ�
personnel via SMS or email. This shows that service provision will not only change for big players who 
ĐĂŶ�ĂīŽƌĚ�ƚŽ�ƐƉĞŶĚ�ǀĂƐƚ�ƐƵŵƐ�ŽĨ�ŵŽŶĞǇ͕ �ďƵƚ�ĂůƐŽ�ĂŶĚ�ĞƐƉĞĐŝĂůůǇ�ĨŽƌ�ƐŵĂůůĞƌ�ƉƌŽǀŝĚĞƌƐ�ŽĨ�ĨĂĐŝůŝƚǇ�ƐĞƌǀŝĐĞƐ͘�
dŚŝƐ�ĞǆĂŵƉůĞ�ŝƐ�ĂůƐŽ�ƵƐĞĚ�ƚŽ�ƉƌŽǀŝĚĞ�ŝŶĚƵƐƚƌǇ�ƌĞƉƌĞƐĞŶƚĂƟǀĞƐ�Ă�ŚĂŶĚƐͲŽŶ�ĞǆƉĞƌŝĞŶĐĞ͘�dŚĞ�ŵĂŝŶ�ƉƵƌƉŽƐĞ�
ŽĨ�ƚŚŝƐ�ƉĂƉĞƌ�ŝƐ�ƚŽ�ƉƌĞƐĞŶƚ�ƚŚŝƐ�ĞĂƐǇ�ƚŽ�ŝŵƉůĞŵĞŶƚ�ĚŝŐŝƟǌĂƟŽŶ�ƵƐĞ�ĐĂƐĞ�ŝŶ�ĨĂĐŝůŝƚǇ�ƐĞƌǀŝĐĞƐ�ĂŶĚ�ƚŽ�ĚĞƐĐƌŝďĞ�
ƚŚĞ�ƉƌĂĐƟĐĂů�ŝŵƉĂĐƚ͘

Z�^��Z�,�D�d,K�K>K'z��E��D�d,K�^�
KƵƌ� ƌĞƐĞĂƌĐŚ� ĐŽŶƐŝƐƚƐ� ŽĨ� ŵƵůƟƉůĞ� ƐƚĞƉƐ͘� tĞ� ĚŝĚ� Ă� ƉƌĞůŝŵŝŶĂƌǇ� ůŝƚĞƌĂƚƵƌĞ� ƌĞǀŝĞǁ� ƚŽ� ĮŶĚ� ŽƵƚ� ǁŚŝĐŚ�
ƚĞĐŚŶŽůŽŐŝĞƐ�ǁŝůů�ŵŽƐƚ�ůŝŬĞůǇ�ďĞ�ĚƌŝǀĞƌƐ�ŽĨ�ĚŝŐŝƟǌĂƟŽŶ�;^ĐŚǁĂď͕�ϮϬϭϲͿ͘�

Then these results were used as the base for a database, which currently consists of 720 use cases. The 
ƉƵďůŝĐĂƟŽŶƐ�ĂŶĂůǇƐĞĚ�ŚĞƌĞ�ĂƉƉĞĂƌĞĚ�ŝŶ�ƐĐŝĞŶƟĮĐ�ũŽƵƌŶĂůƐ͕�ĐŽŵƉĂŶŝĞƐ͛�ǁŚŝƚĞ�ƉĂƉĞƌƐ͕�ƐƚƌĂƚĞŐǇ�ĚŽĐƵŵĞŶƚƐ�
ŽĨ�ǁĞůůͲĞƐƚĂďůŝƐŚĞĚ�ĐŽŶƐƵůƟŶŐ�ĮƌŵƐ͕�ĂŶĚ�ƉƵďůŝĐĂƟŽŶƐ�ůŝŬĞ�ƚŚĞ�D/d�dĞĐŚŶŽůŽŐǇ�ZĞǀŝĞǁ͘�dŚĞ�ƌĞƐƵůƚƐ�ǁĞƌĞ�
ǀĂůŝĚĂƚĞĚ�ƚŽ�ƐĂĨĞŐƵĂƌĚ�ĚĂƚĂ�ƋƵĂůŝƚǇ͘ �dŚĞ�ƵƐĞ�ĐĂƐĞƐ�ĂƌĞ�ƉƌĂĐƟĐĂů�ĂƉƉůŝĐĂƟŽŶƐ�ŝŶ�ƚŚĞ�&^�ŝŶĚƵƐƚƌǇ�ĂƐ�ǁĞůů�
ĂƐ�ŽƚŚĞƌ�ŝŶĚƵƐƚƌŝĞƐ͘��ƵĞ�ƚŽ�Ă�ĚĞƚĂŝůĞĚ�ĚĞĮŶŝƟŽŶ�ŽĨ�ĨĂĐŝůŝƚǇ�ƐĞƌǀŝĐĞƐ�ŝŶ�ƚŚĞ��EϭϱϮϮϭ͗ϰ͕�ŝƚ�ǁĂƐ�ƉŽƐƐŝďůĞ�ƚŽ�
map non-FS use cases on facility services. As a next step the database was analysed to discover which 
ƐĞƌǀŝĐĞƐ�ǁĞƌĞ�ŵŽƐƚ�ĂīĞĐƚĞĚ�ďǇ�ĚŝŐŝƟǌĂƟŽŶ͘�

&Žƌ�Ă�ŵŽƌĞ�ĚĞƚĂŝůĞĚ�ĚĞƐĐƌŝƉƟŽŶ�ŽĨ�ƚŚĞ�ŵĞƚŚŽĚŽůŽŐǇ�ƵƐĞĚ� ŝŶ�ƚŚŝƐ�ĮƌƐƚ�ƉŚĂƐĞ͕�ƉůĞĂƐĞ�ƐĞĞ�ZĞůĂƟŽŶƐŚŝƉ�
ŽĨ�ĞŵĞƌŐŝŶŐ�ƚĞĐŚŶŽůŽŐŝĞƐ�ĂŶĚ�ƚŚĞŝƌ�ŝŶŇƵĞŶĐĞ�ŽŶ�&ĂĐŝůŝƚǇ�^ĞƌǀŝĐĞƐ�;ZĞĚůĞŝŶ�Θ�,ƂŚĞŶďĞƌŐĞƌ͕ �ϮϬϭϵͿ͘�dŚĞ�
ƌĞƐƵůƚƐ�ŽĨ�ƚŚĞ�ĮƌƐƚ�ϯϬϬ�ƵƐĞ�ĐĂƐĞƐ�ŐĂƚŚĞƌĞĚ�ŝŶ�ƚŚĞ�ǇĞĂƌƐ�ϮϬϭϲ�ƚŽ�ϮϬϭϴ�ǁĞƌĞ�ǀĂůŝĚĂƚĞĚ�ďǇ�ƚŚĞ�ĂŶĂůǇƐĞƐ�ŽĨ�
ŵŽƌĞ�ƚŚĂŶ�ϰϬϬ�ƵƐĞ�ĐĂƐĞƐ�ŝŶ�ϮϬϭϵ͘�dŚĞ�ŐŽĂů�ǁĂƐ�ŶŽƚ�ŽŶůǇ�ƚŽ�ǀĂůŝĚĂƚĞ�ƚŚĞ�ƌĞƐƵůƚƐ�ƌĞŐĂƌĚŝŶŐ�ƚŚĞ�ƚĞĐŚŶŽůŽŐŝĞƐ�
ĂŶĚ�ƐĞƌǀŝĐĞƐ�ĂīĞĐƚĞĚ�ďƵƚ�ĂůƐŽ�ƚŽ�ĂŶĂůǇƐĞ�ƚŚĞ�ĐŚĂŶŐĞ�ŝŶ�ƚĞĐŚŶŽůŽŐŝĞƐ�ƵƐĞĚ�ĂŶĚ�ƐĞƌǀŝĐĞƐ�ĂīĞĐƚĞĚ͘
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�ŌĞƌ� ƚŚŝƐ� ǀĂůŝĚĂƟŽŶ� ĂŶĚ� ƵƉĚĂƚĞĚ� ĂƐƐĞƐƐŵĞŶƚ� ŽĨ� ƚŚĞ�ŵŽƐƚ� ŝŵƉŽƌƚĂŶƚ� ƚĞĐŚŶŽůŽŐŝĞƐ� ĂŶĚ� ƚŚĞ� ƐĞƌǀŝĐĞƐ�
ŵŽƐƚ�ŚĞĂǀŝůǇ�ĂīĞĐƚĞĚ͕�ǁĞ�ƐĞůĞĐƚĞĚ�Ă�ƵƐĞ�ĐĂƐĞ� ƚŚĂƚ� ƌĞƉƌĞƐĞŶƚƐ�ďĞƐƚ� ƚŚĞƐĞ�ĮŶĚŝŶŐƐ͘�dŚŝƐ�ǁĂƐ�ĚŽŶĞ�ƚŽ�
ĂƐƐĞƐƐ�ŝŶ�ŵŽƌĞ�ĚĞƚĂŝů�ŚŽǁ�Ă�ĐĞƌƚĂŝŶ�ƐĞƌǀŝĐĞ�ŝƐ�ĂīĞĐƚĞĚ�ďǇ�ĞŵĞƌŐŝŶŐ�ƚĞĐŚŶŽůŽŐŝĞƐ͘�/Ŷ�ĂĚĚŝƟŽŶ�ƚŽ�ďĞŝŶŐ�
ƌĞƉƌĞƐĞŶƚĂƟǀĞ�ŽĨ�ƚŚĞ�ĚĂƚĂ�ǁĞ�ŚĂĚ�ƉƌĞǀŝŽƵƐůǇ�ĐŽůůĞĐƚĞĚ͕�ƚŚĞ�ƵƐĞ�ĐĂƐĞ�ŚĂĚ�ƚŽ�ĨƵůĮů�ĐĞƌƚĂŝŶ�ƌĞƋƵŝƌĞŵĞŶƚƐ͘�
/ƚ�ŚĂĚ�ƚŽ�ďĞ�ĐŚĞĂƉ͕�ĞĂƐǇ�ƚŽ�ƐĞƚ�ƵƉ�ĂŶĚ�ƵƐĞ͕�ƐĐĂůĂďůĞ͕�ĂŶĚ�ďĞ�ĂƉƉůŝĐĂďůĞ�ŝŶ�ƌĞĂů�ůŝĨĞ�ƐŝƚƵĂƟŽŶƐ͘

�ĂƐĞĚ�ŽŶ�ŽƵƌ�ƌĞƐĞĂƌĐŚ�ƌĞƐƵůƚƐ͕�/Žd�ƵƐĞ�ĐĂƐĞƐ�ĂƌĞ�ŵŽƐƚ�ƉƌĞĚŽŵŝŶĂŶƚ�ĂŶĚ�DĂŝŶƚĞŶĂŶĐĞ�ĂŶĚ�KƉĞƌĂƟŽŶ͕�
�ŶĞƌŐǇ͕ �ĂŶĚ�^ĂĨĞƚǇ�ĂƌĞ�ƚŚĞ�ƐĞƌǀŝĐĞƐ�ŵŽƐƚ�ĂīĞĐƚĞĚ�ďǇ�ĚŝŐŝƟǌĂƟŽŶ͘�dŚĞƌĞĨŽƌĞ͕�ǁĞ�ƐĞůĞĐƚĞĚ�ĂŶ�/Žd�ƵƐĞ�ĐĂƐĞ�
applicable in these services. The use case monitors room parameters like temperature and humidity, 
ŝŶ�ĂŶ�ĂƌĞĂ�ƵƐƵĂůůǇ�ƉƌŽŶĞ�ĨŽƌ�ŵŽƵůĚ͘�dŚŝƐ�ĂůůŽǁĞĚ�ƵƐ�ƚŽ�ďĞƩĞƌ�ƵŶĚĞƌƐƚĂŶĚ�ŚŽǁ�ƐĞƌǀŝĐĞ�ƉƌŽǀŝƐŝŽŶŝŶŐ�ŝƐ�
ĐŚĂŶŐĞĚ�ďǇ�ĞŵĞƌŐŝŶŐ�ƚĞĐŚŶŽůŽŐŝĞƐ͕�ĂŶĚ�ŚŽǁ�ĞǀĞŶ�ƐŝŵƉůĞ�ƐŽůƵƟŽŶƐ�ĐĂŶ�ŝŶŇƵĞŶĐĞ�ƐĞƌǀŝĐĞ�ƉƌŽǀŝƐŝŽŶŝŶŐ�
on the whole.

Z�^h>d^
ZĞůĞǀĂŶƚ�dĞĐŚŶŽůŽŐŝĞƐ
&ŝŐƵƌĞ�ϭ� ƐŚŽǁƐ�ǁŚŝĐŚ� ƚĞĐŚŶŽůŽŐŝĞƐ͕� ĂĐĐŽƌĚŝŶŐ� ƚŽ�ŽƵƌ�ƋƵĂŶƟƚĂƟǀĞ� ůŝƚĞƌĂƚƵƌĞ� ƌĞǀŝĞǁ͕�ĂƌĞ�ŵŽƐƚ�ǁŝĚĞůǇ�
used in the FS industry. The results are presented as a percentage of overall use cases analysed.

dĞĐŚŶŽůŽŐŝĞƐ�ǁŝƚŚ�ůĞƐƐ�ƚŚĂŶ�ϯϲ�ŽǀĞƌĂůů�ŽĐĐƵƌƌĞŶĐĞƐ�;ĞƋƵĂůůŝŶŐ�ϱй�ŽĨ�ƵƐĞ�ĐĂƐĞƐ�ĂŶĂůǇƐĞĚ�ĂƐ�ŽĨ�&ĞďƌƵĂƌǇ�
ϮϬϮϬ͕� ŶсϳϮϬͿ�ǁĞƌĞ�ŽŵŝƩĞĚ� ĨƌŽŵ� ƚŚĞ�ĮŐƵƌĞ͘� �/D�ǁĂƐ� ŝŶĐůƵĚĞĚ� ƚŽ� ƐŚŽǁ� ƚŚĂƚ�ǁŚŝůĞ� ĞǆƉĞƌƚƐ� ƐƚĂƚĞ� ŝƚƐ�
ŝŵƉŽƌƚĂŶĐĞ�ĂƐ�Ă�ƐŵĂƌƚ�ďƵŝůĚŝŶŐ�ƚĞĐŚŶŽůŽŐǇ͕ �ƚŚĞ�ůŝƚĞƌĂƚƵƌĞ�ƌĞǀŝĞǁ�ĚŽĞƐ�ŶŽƚ�ƐƵƉƉŽƌƚ�ƚŚŝƐ�ĐůĂŝŵ͘�^ŽŌǁĂƌĞ�
ĂƐ�Ă�^ĞƌǀŝĐĞ�;^ĂĂ^Ϳ�ĂŶĚ��ůŽƵĚ��ŽŵƉƵƟŶŐ�ŽŶ�ƚŚĞ�ŽƚŚĞƌ�ŚĂŶĚ�ǁĞƌĞ�ŶŽƚ�ƉĂƌƚ�ŽĨ�ƚŚĞ�ŝŶŝƟĂů�ƉƌĞͲƐƚƵĚǇ͘ �dŚĞƐĞ�
ƚǁŽ�ƚĞĐŚŶŽůŽŐŝĞƐ�ĂƌĞ�Ă�ǁĂǇ�ƚŽ�ƉƌŽǀŝĚĞ�ƐŽŌǁĂƌĞ�ĂŶĚ�ƐƵƉƉŽƌƚ�ƐŵĂƌƚ�ďƵŝůĚŝŶŐ�ƚĞĐŚŶŽůŽŐŝĞƐ͕�ƌĂƚŚĞƌ�ƚŚĂŶ�
tools themselves. 

&ŝŐƵƌĞ�ϭ�Technologies grouped by category and occurrence within the case studies as a percentage of 
ϳϮϬ�ƵƐĞ�ĐĂƐĞƐ�ĂŶĂůǇƐĞĚ�;&ĞďƌƵĂƌǇ�ϮϬϮϬͿ

dŚĞ�ĂŶĂůǇƐŝƐ�ŽĨ�ƚŚĞ�ĚĂƚĂďĂƐĞ�ƐŚŽǁĞĚ�ƚŚĂƚ�ƚĞĐŚŶŽůŽŐŝĞƐ�ůŝŬĞ�/Žd͕ ��/͕�ďŝŐ�ĚĂƚĂ͕�ĂŶĚ�ƌŽďŽƟĐƐ�ĂƌĞ�ĂůƌĞĂĚǇ�
widely used in facility services. This can be accredited to massive lowering of prices of IoT sensors and 
ŚĂƌĚǁĂƌĞ� ŝŶ�ŐĞŶĞƌĂů�ĂƐ�ǁĞůů�ĂƐ� ŝŶĐƌĞĂƐĞĚ�ĚĂƚĂ�ƉƌŽĐĞƐƐŝŶŐ�ƐƉĞĞĚ�ŽǀĞƌ�ƚŚĞ� ůĂƐƚ�ǇĞĂƌƐ͘�ZŽďŽƟĐƐ�ƌĞŵĂŝŶ�
ŝŵƉŽƌƚĂŶƚ�ŝŶ�&^�ĂƉƉůŝĐĂƟŽŶƐ͕�ĂƐ�ƚŚĞǇ�ŵŽƐƚůǇ�ĐĂƌƌǇ�ŽƵƚ�ƌĞƉĞƟƟǀĞ�ƚĂƐŬƐ͘�dŚĞǇ�ďĞĐŽŵĞ�ŵŽƌĞ�ŇĞǆŝďůĞ�ĂŶĚ�
ǀĞƌƐĂƟůĞ͕�ĞƐƉĞĐŝĂůůǇ�ŝŶ�ĐŽŵďŝŶĂƟŽŶ�ǁŝƚŚ�ϱ'�ƚĞĐŚŶŽůŽŐǇ͘

^ĞƌǀŝĐĞƐ�ĂīĞĐƚĞĚ�ďǇ�ĚŝŐŝƟǌĂƟŽŶ
Figure 2 show the occurrence rate of all analysed cases as a percentage of the 720 analysed use cases. 
dŚĞ�ƐĞƌǀŝĐĞƐ�ŵŽƐƚ�ĂīĞĐƚĞĚ�ďǇ�ĚŝŐŝƟǌĂƟŽŶ�ĂƌĞ�DĂŝŶƚĞŶĂŶĐĞ�ĂŶĚ�KƉĞƌĂƟŽŶ�;ϭϭϲϬͿ͕�^ĂĨĞƚǇ�;ϮϭϭϬͿ͕��ŶĞƌŐǇ�
;ϭϭϳϭͿ͕� ^ĞĐƵƌŝƚǇ� ;ϮϭϮϬͿ͕� ĂŶĚ� >ŽŐŝƐƟĐƐ� ;ϮϰϭϬ͕� ϮϰϯϬ͕� ϮϰϰϬͿ͘�DĂŶǇ� ƵƐĞ� ĐĂƐĞƐ� ǁĞƌĞ� ĂĚĚĞĚ� ǁŚŝĐŚ� ĮŶĚ�
ĂƉƉůŝĐĂƟŽŶƐ�ŝŶ�ƚŚĞ�ĨĂĐŝůŝƚǇ�ƐĞƌǀŝĐĞƐ�^ĂĨĞƚǇ�;ϮϭϭϬͿ͕��ƵƐƚŽŵĞƌ��ǆƉĞƌŝĞŶĐĞ�;ϮϬϬϬͿ͕�ĂŶĚ�,ĞĂůƚŚĐĂƌĞ͘�
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&ŝŐƵƌĞ�Ϯ��īĞĐƚĞĚ�ƐĞƌǀŝĐĞƐ�ĂĐĐŽƌĚŝŶŐ�ƚŽ�ŶƵŵďĞƌ�ŽĨ�ŽĐĐƵƌƌĞŶĐĞƐ�ŝŶ�ƉƵďůŝĐĂƟŽŶƐ�ĂƐ�Ă�ƉĞƌĐĞŶƚĂŐĞ�ŽĨ�ƚŚĞ�
ŶƵŵďĞƌ�ŽĨ�ĐĂƐĞƐ�ĂŶĂůǇƐĞĚ�;ϳϮϬ�ƵƐĞ�ĐĂƐĞƐ�ĂƐ�ŽĨ�&ĞďƌƵĂƌǇ�ϮϬϮϬͿ.

The dominance of IoT technology in the facility services industry overall can also be observed in the 
ŝŶĚŝǀŝĚƵĂů�ƐĞƌǀŝĐĞƐ͘�dŽ�ŝůůƵƐƚƌĂƚĞ�ƚŚŝƐ͕�ƚŚĞ�ƐĞƌǀŝĐĞ�DĂŝŶƚĞŶĂŶĐĞ�ĂŶĚ�KƉĞƌĂƟŽŶ�;ϭϭϲϬͿ�ŚĂƐ�ďĞĞŶ�ĂŶĂůǇƐĞĚ�
ŵŽƌĞ�ĐůŽƐĞůǇ�;ƐĞĞ�&ŝŐƵƌĞ�ϯͿ͘�ϱϵй�ŽĨ�DĂŝŶƚĞŶĂŶĐĞ�ĂŶĚ�KƉĞƌĂƟŽŶ�;ϭϭϲϬͿ�ƵƐĞ�ĐĂƐĞƐ�ŝŶ�ŽƵƌ�ĐƵƌƌĞŶƚ�ĚĂƚĂďĂƐĞ�
use some form of IoT technology, mostly sensors. This is followed by Machine Learning and Big Data, 
ǁŝƚŚ��/�ƚƌĂŝůŝŶŐ�ďĞŚŝŶĚ�Ă�ůŝƩůĞ͘�dŚĞƐĞ�ƚĞĐŚŶŽůŽŐŝĞƐ�ĂƌĞ�ŽŌĞŶ�ƵƐĞĚ�ŝŶ�ƚĂŶĚĞŵ͘�&Žƌ�ĞǆĂŵƉůĞ͕�/Žd�ƐĞŶƐŽƌƐ�
ĐŽŶƐƚĂŶƚůǇ�ŵŽŶŝƚŽƌ�<KE��ĞůĞǀĂƚŽƌƐ�ĂŶĚ�ĞƐĐĂůĂƚŽƌƐ͘�dŚĞƐĞ�ƐĞŶƐŽƌƐ�ƐĞŶĚ�ƚŚĞ�ĚĂƚĂ�ƚŽ�Ă�ĐůŽƵĚ�ĨŽƌ�ƐƚŽƌĂŐĞ͘�
dŚŝƐ�ĚĂƚĂ�ŝƐ�ƚŚĞŶ�ĂŶĂůǇƐĞĚ�ďǇ�/�D�tĂƚƐŽŶ Ɛ͛��/͕�ǁŚŝĐŚ�ŝĚĞŶƟĮĞƐ�ƉŽƐƐŝďůĞ�ŵĂůĨƵŶĐƟŽŶƐ�ďĞĨŽƌĞ�ƚŚĞǇ�ŽĐĐƵƌ͕ �
ǁŚŝĐŚ� ĂůůŽǁƐ� ĨŽƌ� ŝŶͲƟŵĞ�ŵĂŝŶƚĞŶĂŶĐĞ� ƐĐŚĞĚƵůŝŶŐ͘� dŚŝƐ� ƚƌĂŶƐĨŽƌŵƐ� ƌĞĂĐƟǀĞ� ŵĂŝŶƚĞŶĂŶĐĞ� ƚĂƐŬƐ� ŝŶƚŽ�
ƉƌĞĚŝĐƟǀĞ�ŽŶĞƐ�;<KE���ŽƌƉ͕͘�ϮϬϭϲͿ͘��

ZŽďŽƟĐƐ�ĂůƐŽ�ŚĂǀĞ�Ă�ƐŝŐŶŝĮĐĂŶƚ�ƐŚĂƌĞ�ǁŝƚŚŝŶ�DĂŝŶƚĞŶĂŶĐĞ�ĂŶĚ�KƉĞƌĂƟŽŶ�;ϭϭϲϬͿ�ƵƐĞ�ĐĂƐĞƐ͘�dŚŝƐ�ĐĂŶ�ďĞ�
ĂƩƌŝďƵƚĞĚ�ƚŽ�ĂŶ�ŝŵƉƌŽǀĞŵĞŶƚ�ŝŶ�ƌŽďŽƟĐƐ�ƚĞĐŚŶŽůŽŐǇ͕ �ƚƌĂŶƐĨĞƌƌŝŶŐ�ĚĂŶŐĞƌŽƵƐ�ŵĂŝŶƚĞŶĂŶĐĞ�ƚĂƐŬƐ�ĨƌŽŵ�
ŚƵŵĂŶƐ�ƚŽ�ƌŽďŽƚƐ͘�&Žƌ�ĞǆĂŵƉůĞ͕�ĚƌŽŶĞƐ�ĂƌĞ�ƵƐĞĚ�ĨŽƌ�ƌĞŵŽƚĞ�ƉŝƉĞůŝŶĞ�ŝŶƐƉĞĐƟŽŶ�;DĞĂŬŝŶ͕�tŽŶŐ͕��ŝŬƌǇ͕ �
Θ�^ŚĂĞ͕�ϮϬϭϵͿ͘��

&ŝŐƵƌĞ�ϯ hƐĞĚ�ƚĞĐŚŶŽůŽŐŝĞƐ�ĂĐĐŽƌĚŝŶŐ�ƚŽ�ŶƵŵďĞƌ�ŽĨ�ŽĐĐƵƌƌĞŶĐĞƐ�ŝŶ�ƉƵďůŝĐĂƟŽŶƐ�ĂƐ�Ă�ƉĞƌĐĞŶƚĂŐĞ�ŽĨ�ƚŚĞ�
ϭϮϱ�ŽǀĞƌĂůů�͞DĂŝŶƚĞŶĂŶĐĞ�ĂŶĚ�KƉĞƌĂƟŽŶ͟�ƵƐĞ�ĐĂƐĞƐ�;&ĞďƌƵĂƌǇ�ϮϬϮϬͿ.
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KƵƌ� ŶĞǆƚ� ŐŽĂů�ǁĂƐ� ƚŽ� ƐŚŽǁ�ŚŽǁ� ƚĞĐŚŶŽůŽŐǇ� ĂīĞĐƚƐ� ƐĞƌǀŝĐĞ� ƉƌŽǀŝƐŝŽŶŝŶŐ� ŽŶ� Ă�ŵŝĐƌŽ� ůĞǀĞů͘�As stated 
earlier, IoT sensoring was chosen as use case due to its dominance not only in services overall, but their 
ŝŵƉŽƌƚĂŶĐĞ�ŝŶ�DĂŝŶƚĞŶĂŶĐĞ�ĂŶĚ�KƉĞƌĂƟŽŶ�;ϭϭϲϬͿ�ĞƐƉĞĐŝĂůůǇ͘ �The low price of readily available sensors 
also played an important role in this decision.

tĞ� ĐŚŽƐĞ� Ă� ƐĐĞŶĂƌŝŽ� ƚŚĂƚ� ŝƐ� ƌĞůĂƟǀĞůǇ� ǁŝĚĞ� ƐƉƌĞĂĚ� ĂŶĚ� ƌĞƉƌĞƐĞŶƚĂƟǀĞ� ĨŽƌ� ƚŚĞ� ƚŚƌĞĞ� ƐĞƌǀŝĐĞƐ�ŵŽƐƚ�
ĂīĞĐƚĞĚ�ďǇ�ĚŝŐŝƟǌĂƟŽŶ͗�ƌŽŽŵ�ŝŶƐƉĞĐƟŽŶ�ĨŽƌ�ŵŽƵůĚ͘�dŚĞ�ŵŽƐƚ�ŝŵƉŽƌƚĂŶƚ�ĨĂĐƚŽƌƐ�ǁŝƚŚ�ƌĞŐĂƌĚ�ƚŽ�ŵŽƵůĚ�
ŐƌŽǁƚŚ�ĂƌĞ�ƌĞůĂƟǀĞ�ŚƵŵŝĚŝƚǇ͕ �ƚĞŵƉĞƌĂƚƵƌĞ͕�ƐƵďƐƚƌĂƚĞ�ĂŶĚ�ƟŵĞ�;^ĞĚůďĂƵĞƌ�Θ�<ƌƵƐ͕�ϮϬϬϮͿ͘�̂ ŝŶĐĞ�ƐƵďƐƚƌĂƚĞ�
is provided by the building material and can therefore not be changed easily, the three decisive factors 
ĨŽƌ�ŝŶƚĞƌǀĞŶƟŽŶ�ĂƌĞ�ƌĞůĂƟǀĞ�ŚƵŵŝĚŝƚǇ͕ �ƚĞŵƉĞƌĂƚƵƌĞ͕�ĂŶĚ�ƟŵĞ͘�/Ŷ�ŽƌĚĞƌ�ƚŽ�ƐƵƉĞƌǀŝƐĞ�ǁŚĞƚŚĞƌ�ŵŽƵůĚ�ŚĂƐ�
ĚĞǀĞůŽƉĞĚ�ŝƚ� ŝƐ�ƉĂƌĂŵŽƵŶƚ�ƚŽ�ƌĞŐƵůĂƌůǇ�ĐŚĞĐŬ�ǀƵůŶĞƌĂďůĞ�ĂƌĞĂƐ͘�hƐƵĂůůǇ͕ �Ă�ƉĞƌƐŽŶ�ǁŽƵůĚ�ĐŚĞĐŬ�ƐƵĐŚ�Ă�
ƌŽŽŵ�ǀŝƐƵĂůůǇ�ĨŽƌ�ŵŽƵůĚ�ŝŶĨĞƐƚĂƟŽŶ�ŽŶ�Ă�ƌĞŐƵůĂƌ�ďĂƐŝƐ͘�dŚŝƐ�ƚĂŬĞƐ�ƟŵĞ�ĂŶĚ�ĞīŽƌƚ͘�
dŚĞƌĞĨŽƌĞ͕�ǁĞ�ĚĞĐŝĚĞĚ�ƚŽ�ƚƌĂŶƐĨĞƌ�ƚŚŝƐ�ƌĞƉĞƟƟǀĞ�ƚĂƐŬ�ƚŽ�ƐĞŶƐŽƌƐ͘�/ŶƐƚĞĂĚ�ŽĨ�ĐŚĞĐŬŝŶŐ�ŝŶ�ǀŝƐƵĂůůǇ͕ �ƚŚĞƐĞ�
ƐĞŶƐŽƌƐ�ŵŽŶŝƚŽƌ�ƚĞŵƉĞƌĂƚƵƌĞ�ĂŶĚ�ŚƵŵŝĚŝƚǇ�ŽĨ�ƚŚĞ�ĂīĞĐƚĞĚ�ĂƌĞĂ�ĐŽŶƐƚĂŶƚůǇ͘ ��Ǉ�ŵĂŬŝŶŐ�ƐƵƌĞ�ƚŚĂƚ�ĐĞƌƚĂŝŶ�
ƚŚƌĞƐŚŽůĚƐ�ŚĂǀĞ�ŶŽƚ�ďĞĞŶ�ĞǆĐĞĞĚĞĚ͕�ŝƚ�ĐĂŶ�ďĞ�ĚĞĚƵĐĞĚ�ƚŚĂƚ�ŵŽƵůĚ�ǁŝůů�ŶŽƚ�ĮŶĚ�ƐƵŝƚĂďůĞ�ĐŽŶĚŝƟŽŶƐ�ĨŽƌ�
ŐƌŽǁƚŚ͘�dŚŝƐ�ŵĞĂŶƐ�ƚŚĂƚ�ŝŶƐƚĞĂĚ�ŽĨ�ƌĞĂĐƟŶŐ�ƚŽ�Ă�ƐŝƚƵĂƟŽŶ�;ŵŽƵůĚ�ŐƌŽǁƚŚͿ͕�ƚŚŝƐ�ƵƐĞ�ĐĂƐĞ�ǁŝůů�ƉƌĞǀĞŶƚ�ƚŚĞ�
ŐƌŽǁƚŚ�ŽĨ�ŵŽƵůĚ�ďǇ�ǁŝƚŚŚŽůĚŝŶŐ�ĐŽŶĚŝƟŽŶƐ�ƐƵƐĐĞƉƟďůĞ�ĨŽƌ�ŝƚƐ�ĚĞǀĞůŽƉŵĞŶƚ͘�

IoT Sensor Set Up
�Ɛ� ĐĂŶ� ďĞ� ƐĞĞŶ͕� DĂŝŶƚĞŶĂŶĐĞ� ĂŶĚ� KƉĞƌĂƟŽŶ� ;ϭϭϲϬͿ͕� ^ĂĨĞƚǇ� ;ϮϭϭϬͿ� ĂƐ� ǁĞůů� ĂƐ� �ŶĞƌŐǇ� ;ϭϭϳϭͿ� ĂƌĞ͕�
ĂĐĐŽƌĚŝŶŐ�ƚŽ�ŽƵƌ�ĚĂƚĂďĂƐĞ͕�ŚŝŐŚůǇ�ĂīĞĐƚĞĚ�ďǇ�/Žd�ƚĞĐŚŶŽůŽŐǇ͘ �/Žd�ƚĞĐŚŶŽůŽŐǇ�ŝƚƐĞůĨ�ŝƐ�ƚŚĞ�ŵŽƐƚ�ŝŵƉŽƌƚĂŶƚ�
ƐŵĂƌƚ�ƚĞĐŚŶŽůŽŐǇ�ĂīĞĐƟŶŐ�ĨĂĐŝůŝƚǇ�ƐĞƌǀŝĐĞƐ�ŽǀĞƌĂůů͘�hƐŝŶŐ�ƚŚĞƐĞ�ĨĂĐƚƐ�ĂƐ�Ă�ƐƚĂƌƟŶŐ�ƉŽŝŶƚ͕�ǁĞ�ǁĂŶƚĞĚ�ƚŽ�
ƐŚŽǁ� ŝŶ�ƉƌĂĐƟĐĞ�ŚŽǁ� ƚĞĐŚŶŽůŽŐŝĞƐ�ĂƌĞ�ĐŚĂŶŐŝŶŐ� ĨĂĐŝůŝƚǇ� ƐĞƌǀŝĐĞ�ƉƌŽǀŝƐŝŽŶŝŶŐ͘��Ɛ�Ă� ƌĞƐƵůƚ͕� ĂŶ� /Žd�ƵƐĞ�
ĐĂƐĞ�ǁĂƐ�ƐĞůĞĐƚĞĚ�ĨŽƌ�ĨƵƌƚŚĞƌ�ĂŶĂůǇƐŝƐ�ƚŚĂƚ�ƚŽƵĐŚĞƐ�ŽŶ�ƚŚĞ�ƚŚƌĞĞ�ƐĞƌǀŝĐĞƐ�ŵŽƐƚ�ĂīĞĐƚĞĚ�ďǇ�ƚĞĐŚŶŽůŽŐǇ͘ �
DĂŝŶƚĞŶĂŶĐĞ�ŝƐ�ƐŝŵƉůŝĮĞĚ�ďǇ�/Žd�ŵŽŶŝƚŽƌŝŶŐ͘�,ĞĂůƚŚ�ĂŶĚ�^ĂĨĞƚǇ�ŝƐƐƵĞƐ�ůŝŬĞ�ŵŽƵůĚŝŶŐ�ĂƌĞ�ĚĂŶŐĞƌŽƵƐ�ĨŽƌ�
ƉĞŽƉůĞ� ƐƚĂǇŝŶŐ� ŝŶ� ƐƉĂĐĞƐ͘��ŶĚ� ůĂƐƚůǇ͕ � ƌĞĚƵĐĞ� ŝŶ�ĞŶĞƌŐǇ�ƵƐĞ� ĐĂŶ�ďĞ�ĂĐŚŝĞǀĞĚ�ďǇ�ďĞƩĞƌ�ƵŶĚĞƌƐƚĂŶĚŝŶŐ�
ƚĞŵƉĞƌĂƚƵƌĞ�ĂŶĚ�ŚƵŵŝĚŝƚǇ�ƉĂƩĞƌŶƐ͕�ƌĞĂĐƟŶŐ�ĂĐĐŽƌĚŝŶŐůǇ͘

/Ŷ�ŽƌĚĞƌ�ƚŽ�ƐŚŽǁ�ŚŽǁ�ƐŝŵƉůĞ�/Žd�ŝŵƉůĞŵĞŶƚĂƟŽŶ�ŝƐ͕�ǁĞ�ĚĞǀĞůŽƉĞĚ�Ă�ĐŚĞĂƉ�ĂŶĚ�ĞĂƐǇ�ƚŽ�ƐĞƚ�ƵƉ�ƵƐĞ�ĐĂƐĞ͘�
dŚĞ�ƐĞŶƐŽƌƐ�ǁĞƌĞ�ŝŶƐƚĂůůĞĚ�ŝŶ�ĂƌĞĂƐ�ƉƌŽŶĞ�ĨŽƌ�ŵŽƵůĚ͘�^ŝŶĐĞ�ŵŽƵůĚ�ŐƌŽǁƚŚ�ŝƐ�ŝŶŇƵĞŶĐĞĚ�ďǇ�ŚƵŵŝĚŝƚǇ�ĂŶĚ�
ƚĞŵƉĞƌĂƚƵƌĞ͕�ŝƚƐ�ƐƉƌĞĂĚ�ĐĂŶ�ďĞ�ĐŽŶĮŶĞĚ�ďǇ�ŵŽŶŝƚŽƌŝŶŐ�ƚŚĞƐĞ�ƉĂƌĂŵĞƚĞƌƐ�ĂŶĚ�ƉƌŽĂĐƟǀĞůǇ�ŝŶŇƵĞŶĐŝŶŐ�
them. This problem touches on the three facility services that are, according to our research, most 
ƐƵƐĐĞƉƟďůĞ�ƚŽ�ĚŝŐŝƟǌĂƟŽŶ͘�dŚŝƐ�ƉƌŽǀŝĚĞƐ�Ă�ŐŽŽĚ�ƵƐĞ�ĐĂƐĞ�ĨŽƌ�ĞĂƐǇ�/Žd�ŝŵƉůĞŵĞŶƚĂƟŽŶ͘�dŚĞ�ĐŽƐƚƐ�ĨŽƌ�ŽŶĞ�
unit were about 80€ and interested personnel were taught how to set up the sensors, program tasks, 
and read and interpret the data in a two-hour workshop. 

The start-up procedure consists of several steps:
1. �ŽŶŶĞĐƟŶŐ�ƚŚĞ�ŬĞǇďŽĂƌĚ�ĂŶĚ�ŵŽƵƐĞ�ǁŝƚŚ�Ă�ZĂƐƉďĞƌƌǇ�Wŝ�;ZWŝͿ�ǀŝĂ�h^�

�ŽŶŶĞĐƟŶŐ�Ă�h^��ƉŽǁĞƌ�ĂĚĂƉƚĞƌ�ƐƵŝƚĂďůĞ�ĨŽƌ�ĐŽŶƟŶƵŽƵƐ�ŽƉĞƌĂƟŽŶ�ǁŝƚŚ�Ă�ZƉŝ�h^��ƉŽǁĞƌ�
supply 

2. �ŽŶŶĞĐƟŶŐ�Ă�ƐĐƌĞĞŶ�ǀŝĂ�,�D/�;ĂůƚĞƌŶĂƟǀĞůǇ�ǀŝĂ�s'��Žƌ�sE�Ϳ
3. �ŽŶŶĞĐƟŶŐ�ƚŚĞ�ZWŝ�ƚŽ�ƚŚĞ�ŝŶƚĞƌŶĞƚ�;ǀŝĂ�t>�E�Žƌ�>�EͿ
ϰ͘� �ŽŶŶĞĐƟŶŐ�ƚŚĞ�ƐĞŶƐŽƌ�ĂŶĚ�ƉƌĞůŝŵŝŶĂƌǇ�ƚĞƐƟŶŐ
5. �ĚĂƉƟŶŐ�ƚŚĞ�ĞǆŝƐƟŶŐ�ůŝŶĞƐ�ŽĨ�ĐŽĚĞ�ĨŽƌ�ƚŚĞ�ŝŶĚŝǀŝĚƵĂů�ƉƵƌƉŽƐĞƐ͘�&Žƌ�ĞǆĂŵƉůĞ͗�ƚƌŝŐŐĞƌŝŶŐ�Ă�ƚĂƐŬ�

when a certain level of humidity or temperature was exceeded
6. DĂŝŶƚĂŝŶ�ƐĞĐƵƌŝƚǇ�;ĐŚĂŶŐŝŶŐ�ƉĂƐƐǁŽƌĚƐ͕�ŬĞĞƉŝŶŐ�ƐŽŌǁĂƌĞ�ƵƉ�ƚŽ�ĚĂƚĞ͕�ƵƐŝŶŐ�Ă�ĮƌĞǁĂůůͿ

All that is needed on-site is a wall socket, space and internet access. The costs are equivalent to having a 
technician come and monitor the desired parameters once. But with this set up it is possible to monitor 
ƚŚĞ�ĚĂƚĂ�ĐŽŶƟŶƵŽƵƐůǇ�ŽǀĞƌ�Ă�ůŽŶŐ�ƉĞƌŝŽĚ�ŽĨ�ƟŵĞ͘�
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&ŝŐƵƌĞ�ϰ�Set up for IoT use case.

/Ŷ�ŽƌĚĞƌ�ƚŽ�ƉƌĞǀĞŶƚ�ŵŽƵůĚ͕�ƚǁŽ�ƉĂƌĂŵĞƚĞƌƐ�ǁĞƌĞ�ŵĞĂƐƵƌĞĚ�ďǇ�Ă�ƐĞŶƐŽƌ͗�dŚĞ�ƌĞůĂƟǀĞ�ŚƵŵŝĚŝƚǇ�ĂŶĚ�ƚŚĞ�
temperature of the room. This allows maintenance personnel to see whether there is danger for mould 
or a leakage of sorts. The sensor data is processed by a RPi single board computer which triggers one of 
ƚŚƌĞĞ�ĂĐƟŽŶƐ͕�ŝĨ�Ă�ĐĞƌƚĂŝŶ�ƚĞŵƉĞƌĂƚƵƌĞ�Žƌ�ŚƵŵŝĚŝƚǇ�ƚŚƌĞƐŚŽůĚ�ŝƐ�ĞǆĐĞĞĚĞĚ͗
1. An email is sent. 

dŚŝƐ�ĞŵĂŝů�ĐŽŶƚĂŝŶƐ�ƚŚĞ�ŝŶĚŝǀŝĚƵĂů�/��ŽĨ�ƚŚĞ�ZWŝ͕�ƚŚĞƌĞĨŽƌĞ�ĂůůŽǁŝŶŐ�ƚŚĞ�ƌĞĐŝƉŝĞŶƚ�ƚŽ�ĞĂƐŝůǇ�ŝĚĞŶƟĨǇ�
where the incident has taken place. This email immediately alerts the personnel responsible. It also 
ŐŝǀĞƐ�ŝŶĨŽƌŵĂƟŽŶ�ĂďŽƵƚ�ǁŚǇ�ƚŚŝƐ�ĂĐƟŽŶ�ŚĂƐ�ďĞĞŶ�ƚƌŝŐŐĞƌĞĚ�ďǇ�ƚŚĞ�ƐǇƐƚĞŵ͕�ďǇ�ƚĞůůŝŶŐ�ƚŚĞ�ƌĞĐŝƉŝĞŶƚ�
ǁŚĞƚŚĞƌ�ƚŚĞ�ƚĞŵƉĞƌĂƚƵƌĞ�Žƌ�ƌĞůĂƟǀĞ�ŚƵŵŝĚŝƚǇ�ĂƌĞ�ƚŽŽ�ŚŝŐŚ�Žƌ�ƚŽŽ�ůŽǁ͘

2. The data is stored in a database for further Big Data analysis. 
dŚŝƐ� ĂůůŽǁƐ�ŵĂŝŶƚĞŶĂŶĐĞ� ƉĞƌƐŽŶŶĞů� ƚŽ� ĞŶƐƵƌĞ� ƚŚĂƚ� ƚŚĞ� ƚĞŵƉĞƌĂƚƵƌĞ� ĂŶĚ� ƌĞůĂƟǀĞ� ŚƵŵŝĚŝƚǇ� ŚĂǀĞ�
never exceeded or fallen below certain thresholds. The data can also be used for further analysis 
ŽǀĞƌ�Ă� ůŽŶŐĞƌ�ƉĞƌŝŽĚ�ŽĨ�ƟŵĞ͕�ŐƌĞĂƚůǇ� ŝŵƉƌŽǀŝŶŐ�ƌĞƐƵůƚƐ�ŐĂƚŚĞƌĞĚ�ĨƌŽŵ� ŝƐŽůĂƚĞĚ�ĞǆƉĞƌƚ� ƚĞĐŚŶŝĐŝĂŶ�
visits, which cost about the same as this whole IoT use case set up

3. /ŶĨŽƌŵĂƟŽŶ�ŝƐ�ƐĞŶƚ�ƚŽ�ĂŶ�ĞǆŝƐƟŶŐ�DD^ͬ��&Dͬ�ZW�ƐǇƐƚĞŵ͘
>ŝŬĞ� ƚŚĞ� ĞŵĂŝů͕� ƚŚŝƐ� ĂĐƟŽŶ� ŝŶĨŽƌŵƐ�ŵĂŝŶƚĞŶĂŶĐĞ�ƉĞƌƐŽŶŶĞů� ŽĨ�ǁŚĞƌĞ� ĂŶĚ�ǁŚĂƚ� ŚĂƐ� ŽĐĐƵƌƌĞĚ͘� /Ŷ�
ƚŚŝƐ�ĐĂƐĞ͕�Ă�ƟĐŬĞƚ�ŝƐ�ĐƌĞĂƚĞĚ͘�dŚĞ�/Žd�ƐĞƚƵƉ�ƚŚĞƌĞďǇ�ƐĞĂŵůĞƐƐůǇ�ŝŶƚĞŐƌĂƚĞƐ�ǁŝƚŚ�ĞǆŝƐƟŶŐ�ŝŶͲŚŽƵƐĞ�Žƌ�
ŽƵƚƐŽƵƌĐĞĚ�/d�ƐŽůƵƟŽŶƐ�ĨŽƌ�ŵĂŝŶƚĞŶĂŶĐĞ�ŽƉĞƌĂƟŽŶƐ͘�

dŚĞƐĞ�ƐŝŵƉůĞ�ĂŶĚ�ĂĚĂƉƚĂďůĞ�ƚĂƐŬƐ�;ƚŚĞ�ƚŚƌĞƐŚŽůĚƐ�ĨŽƌ�ƚĞŵƉĞƌĂƚƵƌĞ�ĂŶĚ�ŚƵŵŝĚŝƚǇ�ĐĂŶ�ďĞ�ĞĂƐŝůǇ�ĐŚĂŶŐĞĚͿ�
ĞŶƐƵƌĞ� ƚŚĂƚ� ƚŚĞ�ƐǇƐƚĞŵ� ŝƐ�ƉƌŽĂĐƟǀĞůǇ�ŵŽŶŝƚŽƌŝŶŐ� ƚŚĞ�ĞŶǀŝƌŽŶŵĞŶƚ͘�dŚĞ�ƐǇƐƚĞŵ�ĞĂƐŝůǇ� ŝŶƚĞŐƌĂƚĞƐ� ŝŶƚŽ�
ĞǆŝƐƟŶŐ�ŝŶĨƌĂƐƚƌƵĐƚƵƌĞ͕�ĂŶĚ�ĂƵƚŽŵĂƟĐĂůůǇ�ĂůĞƌƚƐ�ƌĞƐƉŽŶƐŝďůĞ�ƉĞƌƐŽŶŶĞů�ǁŚĞŶ�ƉƌŽďůĞŵƐ�ĂƌŝƐĞ͘�dŚĞ�ƐĞƚƵƉ�
can be adapted for various uses, depending on the needs of the building and maintenance demands. 
&Žƌ�ĞǆĂŵƉůĞ͕�ƐŝŶĐĞ�ƚŚŝƐ�ƐƉĞĐŝĮĐ�ƐĞƚ�ƵƉ�ĐĂŶ�ďĞ�ŝŶƐƚĂůůĞĚ�ŝŶ�ĂƌĞĂƐ�ƚŚĂƚ�ĂƌĞ�ƉƌŽŶĞ�ƚŽ�ĚĞǀĞůŽƉ�ŵŽƵůĚ͕�ŝŶ�Ă�
ŵŽƌĞ�ĂĚǀĂŶĐĞĚ�ƐƚĞƉ�Ă�ĚĞŚƵŵŝĚŝĮĞƌ�ĐŽƵůĚ�ďĞ�ĂĐƟǀĂƚĞĚ�ĂƵƚŽŵĂƟĐĂůůǇ�ƚŽ�ƉƌĞǀĞŶƚ�ƚŚŝƐ͘

Remote and regular supervision of the data ensures that physical check-ins can happen at much greater 
intervals, further reducing costs. This small, cheap, and simple set up illustrates that even at this scale, 
ĚƵĞ�ƚŽ�ĚŝŐŝƟǌĂƟŽŶ͕�Ă�ƐŚŝŌ�ĨƌŽŵ�ƌĞĂĐƟǀĞ�ƚŽǁĂƌĚƐ�ƉƌĞĚŝĐƟǀĞ�ŵĂŝŶƚĞŶĂŶĐĞ�ŝƐ�ƚĂŬŝŶŐ�ƉůĂĐĞ�ŝŶ�ƚŚĞ�&^�ƐĞĐƚŽƌ͘ �
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�/^�h^^/KE��E���KE�>h^/KE^
�ŝŐŝƟǌĂƟŽŶ�ŚĞĂǀŝůǇ�ĂīĞĐƚƐ�ĨĂĐŝůŝƚǇ�ƐĞƌǀŝĐĞƐ͕�ĞƐƉĞĐŝĂůůǇ�DĂŝŶƚĞŶĂŶĐĞ�ĂŶĚ�KƉĞƌĂƟŽŶ�;ϭϭϲϬͿ͕�^ĂĨĞƚǇ�;ϮϭϭϬͿ͕�
�ŶĞƌŐǇ� ;ϭϭϳϭͿ͕� ^ĞĐƵƌŝƚǇ� ;ϮϭϮϬͿ� ĂŶĚ� >ŽŐŝƐƟĐƐ� ;ϮϰϭϬ͕� ϮϰϯϬ͕� ϮϰϰϬͿ͘� EŽƚ� Ăůů� ƚĞĐŚŶŽůŽŐŝĞƐ� ĂƌĞ� ĞƋƵĂůůǇ�
important to this process. According to our research, IoT technology, especially with regards to sensors, 
ŝƐ�ƚŚĞ�ŵĂŝŶ�ƚĞĐŚŶŽůŽŐǇ�ŝŶ�ĚŝŐŝƟǌĂƟŽŶ�ƉƌŽĐĞƐƐĞƐ͘�/Žd�ŝƐ�ĨŽůůŽǁĞĚ�ďǇ��/͕��ŝŐ��ĂƚĂ͕�ĂŶĚ�ZŽďŽƟĐƐ͘��/D�ŽŶ�ƚŚĞ�
other hand plays a minor role in this development.

�ŝŐŝƟǌĂƟŽŶ� ŝŶ�ƚŚĞ�&^� ŝŶĚƵƐƚƌǇ�ŶŽƚ�ŽŶůǇ�ŵĞĂŶƐ�ƚŚĂƚ�ƚĂƐŬƐ�ƚŚĂƚ�ǁĞƌĞ�ƉƌĞǀŝŽƵƐůǇ�ĐŽŶĚƵĐƚĞĚ�ďǇ�ŚƵŵĂŶƐ�
ĂƌĞ�ŶŽǁ�ĞǆĞĐƵƚĞĚ�ďǇ�ƚĞĐŚŶŽůŽŐŝĞƐ͘�dŚĞ�ŚŝŐŚ�ĚĞŐƌĞĞ�ŽĨ�ƚĞĐŚŶŽůŽŐǇ�ƵƐĞ�ŚĂƐ�ĞīĞĐƚƐ�ŽŶ�ŚŽǁ�ƚŚĞ�ƚĂƐŬƐ�ĂƌĞ�
ƉĞƌĨŽƌŵĞĚ͕�ĂŶĚ�ŝŶ�ƚŚĞ�ƉƌŽĐĞƐƐ�ŽŶ�ƚŚĞ�ƚĂƐŬƐ�ƚŚĞŵƐĞůǀĞƐ͘�&Žƌ�ĞǆĂŵƉůĞ͕�ƌĞĂĐƟǀĞ�ŵĂŝŶƚĞŶĂŶĐĞ�ŝƐ�ƐŚŝŌŝŶŐ�
ƚŽǁĂƌĚƐ�ƉƌĞǀĞŶƟǀĞ�ĂŶĚ�ƉƌĞĚŝĐƟǀĞ�ŵĂŝŶƚĞŶĂŶĐĞ͘�

To illustrate this concept, we developed an easy to use and cheap IoT use case. This set up can be used 
ƚŽ�ŵŽŶŝƚŽƌ�ŚƵŵŝĚŝƚǇ�ĂŶĚ�ƚĞŵƉĞƌĂƚƵƌĞ� ůĞǀĞůƐ� ŝŶ�ĂƌĞĂƐ�ƐƵƐĐĞƉƟďůĞ�ƚŽ�ŵŽƵůĚŝŶŐ͘�>Žǁ�ƉƌŝĐĞ� /Žd�ƐĞŶƐŽƌƐ�
ĞŶĂďůĞ�Ă�ĐŽŶƟŶƵŽƵƐ�ŵŽŶŝƚŽƌŝŶŐ�ŽĨ�ƚŚĞ�ƌŽŽŵ�ƉĂƌĂŵĞƚĞƌƐ�ĨŽƌ�ĂůŵŽƐƚ�ŶŽ�ĐŽƐƚƐ͘�dŚĞ�ƉĞƌŵĂŶĞŶƚ�ĂŶĂůǇƐŝƐ�
ŵĂŬĞƐ�ŝƚ�ƉŽƐƐŝďůĞ�ƚŽ�ŽƉƟŵŝƐĞ�ƚŚĞ�ƐǇƐƚĞŵƐ�ĐŽŶƟŶƵŽƵƐůǇ�ŝŶ�ĐŽŶƚƌĂƐƚ�ƚŽ�ŽŶĞͲƟŵĞ�ĂƵĚŝƚƐ͘�/Ŷ�ĂĚĚŝƟŽŶ�ƚŽ�ƚŚĞ�
ĐŽŶƟŶƵŽƵƐ�ƐƵƉĞƌǀŝƐŝŽŶ͕�ŵĂŝŶƚĞŶĂŶĐĞ�ƐƚĂī�ŝƐ�ĂƵƚŽŵĂƟĐĂůůǇ�ŝŶĨŽƌŵĞĚ�ĂďŽƵƚ�ƉƌŽďůĞŵĂƟĐ�ĚĞǀĞůŽƉŵĞŶƚƐ͘�
dŚŝƐ�ŵĂŬĞƐ�ŝƚ�ƉŽƐƐŝďůĞ�ƚŽ�ƌĞĂĐƚ�ďĞĨŽƌĞ�ĚĂŵĂŐĞ�ŚĂƉƉĞŶƐ͕�Ăƚ�Ă�ĨƌĂĐƟŽŶ�ŽĨ�ĞīŽƌƚ͘��Ɛ�ǁĂƐ�ƐŚŽǁŶ�ďǇ�ƉƌĞĐĞĚŝŶŐ�
ƌĞƐĞĂƌĐŚ͕�ĮƌƐƚͲůŝŶĞ�ƉĞƌƐŽŶŶĞů�ƚĂƐŬƐ�ǁŝůů�ĐŚĂŶŐĞ�ĚƌĂŵĂƟĐĂůůǇ͘ �/Ŷ�ŽƵƌ�ĞǆĂŵƉůĞ͕�ŝŶƐƚĞĂĚ�ŽĨ�ƌĞŐƵůĂƌ�ŝŶͲƉĞƌƐŽŶ�
check-ins at short intervals, the temperature and humidity are always monitored by the IoT sensor. An 
ĞŵĂŝů�Žƌ�ƟĐŬĞƚ�ŝƐ�ƐĞŶƚ�ĂƵƚŽŵĂƟĐĂůůǇ�ƚŽ�ƚŚĞ�ƉĞƌƐŽŶŶĞů�ƌĞƐƉŽŶƐŝďůĞ�ƚŽ�ƚĂŬĞ�ĐĂƌĞ�ŽĨ�ƚŚĞ�ƉƌŽďůĞŵ�ǁŚĞŶ�ŝƚ�
arises. Because of this, in-person checks can happen much less frequently. 

However, a sensor is worthless if the data generated from it is not in some way analysed. To what extend 
/Žd�ŝƐ�ĚĞƉĞŶĚĞŶƚ�ŽŶ�ŽƚŚĞƌ�ƚĞĐŚŶŽůŽŐŝĞƐ�ƚŽ�ƐƵƐƚĂŝŶ�Ă�ĨƵůůǇ�ĨƵŶĐƟŽŶŝŶŐ�ĂƵƚŽŶŽŵŽƵƐ�ƐǇƐƚĞŵ�ŝƐ�ƚŚĞ�ƚŽƉŝĐ�ŽĨ�
further research. 

Z�&�Z�E��^
�ĂƐ͕�:͕͘�ZŽƐĞ͕�'͕͘�Θ�̂ ĐŚƺƚƚůĞƌ͕ �>͘�;ϮϬϭϳͿ͘�ZŽďŽƟŬ�ŝŶ�PƐƚĞƌƌĞŝĐŚ͕�͞ <ƵƌǌďĞƌŝĐŚƚ�ʹ ��ŶƚǁŝĐŬůƵŶŐƐƉĞƌƐƉĞŬƟǀĞŶ�ƵŶĚ�

ƉŽůŝƟƐĐŚĞ�,ĞƌĂƵƐĨŽƌĚĞƌƵŶŐĞŶ͘��ŶĚďĞƌŝĐŚƚ͘��ĞƌŝĐŚƚͲEƌ͘ �/d��ϮϬϭϳͲϬϯ͘�/ŶƐƟƚƵƚ�Ĩƺƌ�dĞĐŚŶŝŬĨŽůŐĞŶͲ
�ďƐĐŚćƚǌƵŶŐ�ŝŵ��ƵŌƌĂŐ�ǀŽŶ͗��ƵŶĚĞƐŵŝŶŝƐƚĞƌŝƵŵ�Ĩƺƌ�sĞƌŬĞŚƌ͕ �/ŶŶŽǀĂƟŽŶ�ƵŶĚ�dĞĐŚŶŽůŽŐŝĞ͘

�ŚŽƟƉĂŶŝĐŚ͕�^͘�;ϮϬϬϰͿ͘�WŽƐŝƟŽŶŝŶŐ�ĨĂĐŝůŝƚǇ�ŵĂŶĂŐĞŵĞŶƚ͘�&ĂĐŝůŝƟĞƐ͕�ϮϮ;ϭϯͿ͕�ϯϲϰͲϯϳϮ͘
�E� ϭϱϮϮϭͲϰ͘� ;ϮϬϭϴͿ͘� �E� ϭϱϮϮϭͲϰ͗� ϮϬϭϴ� &ĂĐŝůŝƚǇ�DĂŶĂŐĞŵĞŶƚ�Ͳ� WĂƌƚ� ϰ͗� dĂǆŽŶŽŵǇ͕ � �ůĂƐƐŝĮĐĂƟŽŶ� ĂŶĚ�

Structures in Facility Management.
&ƌĞǇ͕ � �͕͘� Θ� KƐďŽƌŶĞ͕� D͘� ;ϭ͘� ϭ� ϮϬϭϯͿ͘� dŚĞ� &ƵƚƵƌĞ� ŽĨ� �ŵƉůŽǇŵĞŶƚ͗� ,Žǁ� ^ƵƐĐĞƉƟďůĞ� �ƌĞ� :ŽďƐ� ƚŽ�

�ŽŵƉƵƚĞƌŝƐĂƟŽŶ͍�KǆĨŽƌĚ�DĂƌƟŶ͕�ϭϭϰ.
<KE���ŽƌƉ͘�;ϮϬϭϲͿ͘�/ŵƉƌŽǀŝŶŐ�͞ƉĞŽƉůĞ�ŇŽǁ͟�ŝŶ�ϭ͘ϭ�ŵŝůůŝŽŶ�ĞůĞǀĂƚŽƌƐ�ŐůŽďĂůůǇ�ǁŝƚŚ�/�D�tĂƚƐŽŶ�/Žd�ĂŶĚ�

/�D��ůŽƵĚ͘�sŽŶ�/�D͗�ŚƩƉƐ͗ͬͬǁǁǁ͘ŝďŵ͘ĐŽŵͬĐĂƐĞͲƐƚƵĚŝĞƐͬŬŽŶĞͲĐŽƌƉ�ĂďŐĞƌƵĨĞŶ
DĞĂŬŝŶ͕�Z͕͘�tŽŶŐ͕�^͕͘��ŝŬƌǇ͕ �<͕͘�Θ�^ŚĂĞ͕��͘�;ϮϬϭϵͿ͘�DĂŬŝŶŐ�ϱ'�ƉĂǇ͗�DŽŶĞƟǌŝŶŐ�ƚŚĞ�ŝŵƉĞŶĚŝŶŐ�ƌĞǀŽůƵƟŽŶ�

ŝŶ�ĐŽŵŵƵŶŝĐĂƟŽŶƐ�ŝŶĨƌĂƐƚƌƵĐƚƵƌĞ͘�ƉǁĐ͕�EĞǁ�zŽƌŬ͕�h^�͘
EĂŐů͕�t͕͘�dŝƚĞůďĂĐŚ͕�'͕͘�Θ�sĂůŬŽǀĂ͕�<͘�;ϮϬϭϳͿ͘��ŝŐŝƚĂůŝƐŝĞƌƵŶŐ�ĚĞƌ��ƌďĞŝƚ͗�̂ ƵďƐƟƚƵŝĞƌďĂƌŬĞŝƚ�ǀŽŶ��ĞƌƵĨĞŶ�ŝŵ�

�ƵŐĞ�ĚĞƌ��ƵƚŽŵĂƟƐŝĞƌƵŶŐ�ĚƵƌĐŚ�/ŶĚƵƐƚƌŝĞ�ϰ͘Ϭ͘�sŝĞŶŶĂ͗�/ŶƐƟƚƵƚ�Ĩƺƌ�ŚƂŚĞƌĞ�^ƚƵĚŝĞŶ�;/,^Ϳ͘
ZĞĚůĞŝŶ͕��͕͘�Θ�,ƂŚĞŶďĞƌŐĞƌ͕ ��͘� ;ϮϬϭϵͿ͘�ZĞůĂƟŽŶƐŚŝƉ�ŽĨ�ĞŵĞƌŐŝŶŐ�ƚĞĐŚŶŽůŽŐŝĞƐ�ĂŶĚ�ƚŚĞŝƌ� ŝŶŇƵĞŶĐĞ�ŽŶ�

Facility  ϮϳƚŚ��&D��ϮϬϭϵ�Ͳ��ƵƌŽƉĞĂŶ�&ĂĐŝůŝƚǇ�DĂŶĂŐĞŵĞŶƚ��ŽŶĨĞƌĞŶĐĞ͘ Dublin.
^ĐŚǁĂď͕�<͘�;ϮϬϭϲͿ͘�dŚĞ�&ŽƵƌƚŚ�/ŶĚƵƐƚƌŝĂů�ZĞǀŽůƵƟŽŶ͘�'ĞŶĞǀĂ͕�^ǁŝƚǌĞƌůĂŶĚ͗�tŽƌůĚ��ĐŽŶŽŵŝĐ�&ŽƌƵŵ͘
^ĞĚůďĂƵĞƌ͕ �<͕͘�Θ�<ƌƵƐ͕�D͘�;ϮϬϬϮͿ͘�^ĐŚŝŵŵĞůƉŝůǌ�ĂƵƐ�ďĂƵƉŚǇƐŝŬĂůŝƐĐŚĞƌ�^ŝĐŚƚ͘��ĞƵƌƚĞŝůƵŶŐ�ĚƵƌĐŚ�ĂǁͲtĞƌƚĞ�

oder Isoplethensysteme? ^ĐŚŝŵŵĞůƉŝůǌĞ� ŝŵ� tŽŚŶďĞƌĞŝĐŚ� ͗� dĂŐƵŶŐ� Ϯϲ͘Ϭϲ͘ϮϬϬϮ͕� DƺŶĐŚĞŶ͘ 
DƵŶŝĐŚ͗�dh�DƺŶĐŚĞŶ͕�/ŶƐƟƚƵƚ�Ĩƺƌ�dŽǆŝŬŽůŽŐŝĞ�ƵŶĚ�hŵǁĞůƚŚǇŐŝĞŶĞ͕�WƌŽũĞŬƚŐƌƵƉƉĞ�hŵǁĞůƚ�ƵŶĚ�
'ĞƐƵŶĚŚĞŝƚ͘

^ĞůŝŶŐĞƌ͕ � D͕͘� ^ĞƉƵůǀĞĚĂ͕� �͕͘� Θ� �ƵĐŚĂŶ͕� :͘� ;ϮϬϭϯͿ͘� �ĚƵĐĂƟŽŶ� ĂŶĚ� ƚŚĞ� /ŶƚĞƌŶĞƚ� ŽĨ� �ǀĞƌǇƚŚŝŶŐ͗� ,Žǁ�
ƵďŝƋƵŝƚŽƵƐ�ĐŽŶŶĞĐƚĞĚŶĞƐƐ�ĐĂŶ�ŚĞůƉ�ƚƌĂŶƐĨŽƌŵ�WĞĚĂŐŽŐǇ͘ ��ŝƐĐŽ��ŽŶƐƵůƟŶŐ�^ĞƌǀŝĐĞƐ�ĂŶĚ��ŝƐĐŽ�
�D��Z��ĚƵĐĂƟŽŶ�dĞĂŵ͘

^ƚŽƉĂũŶŝŬ͕� �͕͘� Θ� ZĞĚůĞŝŶ͕� �͘� ;ϮϬϭϳͿ͘� �ƵƌƌĞŶƚ� >ĂďŽƵƌ� DĂƌŬĞƚ� ^ŝƚƵĂƟŽŶ� ĂŶĚ� ƵƉĐŽŵŝŶŐ� dƌĞŶĚƐ� ŝŶ� ƚŚĞ�
European Facility Service Industry. /ŶƐƟƚƵƚĞ�ĨŽƌ�&ĂĐŝůŝƚǇ�DĂŶĂŐĞŵĞŶƚ͕�ϯϰͲϰϮ͘

^ƚŽƉĂũŶŝŬ͕��͕͘�Θ�ZĞĚůĞŝŶ͕��͘�;ϮϬϭϳͿ͘�dŚĞ��ĞǀĞůŽƉŵĞŶƚ�ŽĨ�ƚŚĞ�KƵƚƐŽƵƌĐĞĚ�&ĂĐŝůŝƚǇ�^ĞƌǀŝĐĞ�/ŶĚƵƐƚƌǇ�ŝŶ�
Europe. :&D�͕�ϭ;ϭͿ͕�ϭͲϱ͘
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�ĞŶĚŝŬƐĞŶ͕� >͕͘� ^ĞŶŝŽƌ͕ � �͕͘� dĞŵĞůũŽƚŽǀͲ
^ĂůĂũ͕��͘�ĂŶĚ��ũƆƌďĞƌŐ͕�^͘� ;ϮϬϮϬͿ�,ŽƵƐŝŶŐ�
,Ƶď� /ŶŝƟĂƟǀĞ�Ͳ� �� �ŽůůĂďŽƌĂƟŽŶ� ďĞƚǁĞĞŶ�
FM and Academia, In the Proceedings of 
the 19th EuroFM Research Symposium, 
�&D/�� ϮϬϮϬ͕� ϯͲϰ� :ƵŶĞ� ϮϬϮϬ͕� ŽŶůŝŶĞ�
conference.

�ŝƚĂƟŽŶ͗

,ŽƵƐŝŶŐ�&ĞĚĞƌĂƟŽŶ�,Ƶď�/ŶŝƟĂƟǀĞ�ʹ�
���ŽůůĂďŽƌĂƟŽŶ�ďĞƚǁĞĞŶ�&D�ĂŶĚ��ĐĂĚĞŵŝĂ

Laila Marie Bendiksen 1, Coline Senior 2,��ůĞŶŬĂ�dĞŵĞůũŽƚŽǀͲ^ĂůĂũ3�ĂŶĚ�^ǀĞŝŶ��ũƆƌďĞƌŐϰ

��^dZ��d
Purpose ʹ�dŚĞ�ŽďũĞĐƟǀĞ�ŽĨ�ƚŚŝƐ�ƉĂƉĞƌ�ŝƐ�ƚŽ�ƉƌĞƐĞŶƚ�ƚŚĞ�ƌĞƐƵůƚƐ�ĨƌŽŵ�ŽŶĞ�
ĂƉƉƌŽĂĐŚ� ŝŶ� ƚŚĞ� �ŽͲŽƉĞƌĂƟǀĞ� ,ŽƵƐŝŶŐ� &ĞĚĞƌĂƟŽŶ� ŽĨ� EŽƌǁĂǇ� ;E��>Ϳ�
,h��ĂĐƟǀŝƟĞƐ͕�ǁŚŝĐŚ�ĐŽŶƐŝƐƚ�ŽĨ�ĞŝŐŚƚ�ĚŝīĞƌĞŶƚ�ĨĞĂƐŝďŝůŝƚǇ�ƐƚƵĚǇ�ƉƌŽũĞĐƚƐ�
ŐĞĂƌĞĚ� ƚŽǁĂƌĚƐ� Ă� ƉŽƚĞŶƟĂů� ĐŽŶƚƌŝďƵƟŽŶ� ƚŽ� WĂƌŝƐ� �ůŝŵĂƚĞ� �ŐƌĞĞŵĞŶƚ͘�
E��>�ŝƐ�Ă�ŶĂƟŽŶĂů�ŵĞŵďĞƌƐŚŝƉ�ĂƐƐŽĐŝĂƟŽŶ�ƌĞƉƌĞƐĞŶƟŶŐ�ϰϭ�ĐŽͲŽƉĞƌĂƟǀĞ�
ŚŽƵƐŝŶŐ�ĂƐƐŽĐŝĂƟŽŶƐ� ;ďƵŝůĚŝŶŐ�ĐŽͲŽƉĞƌĂƟǀĞƐͿ�ŵĂŶĂŐŝŶŐ�ϭϮ͘ϳϬϬ�ŚŽƵƐŝŶŐ�
ĐŽͲŽƉĞƌĂƟǀĞƐ�ĂŶĚ�ĐŽŶĚŽŵŝŶŝƵŵƐ͕�ĐŽƵŶƟŶŐ�ϱϭϬ͘ϬϬϬ�ŚŽƵƐĞƐ�ƌĞƉƌĞƐĞŶƟŶŐ�
ϭ͘ϬϮϬ͘ϬϬϬ�ŵĞŵďĞƌƐ�ǁŚŝĐŚ�ŝƐ�ĂƉƉƌŽǆŝŵĂƚĞůǇ�Ϯϱй�ŽĨ�ƚŽƚĂů�ŚŽƵƐŝŶŐ�ŝŶ�EŽƌǁĂǇ͘ �

dŚĞ�EŽƌǁĞŐŝĂŶ� ďƵŝůĚŝŶŐ� ƐƚŽĐŬ� ĐŽŶƐŝƐƚƐ� ŽĨ� ĂƉƉƌŽǆŝŵĂƚĞůǇ� ϰϬϬ�ŵŝůůŝŽŶ� ƐƋƵĂƌĞ�ŵĞƚĞƌƐ� ŐƌŽƐƐ� ĂƌĞĂ͘� KĨ� ƚŚŝƐ�
ŚŽƵƐŝŶŐ�ŝƐ�ĂƉƉ�ϲϳй͘�/Ŷ�ŽƌĚĞƌ�ƚŽ�ƌĞĂĐŚ�ƚŚĞ�WĂƌŝƐ��ůŝŵĂƚĞ��ŐƌĞĞŵĞŶƚ�ŐŽĂůƐ͕�ŝƚ�ŝƐ�ŶŽƚ�ĞŶŽƵŐŚ�ƚŽ�ĐŽŶĐĞŶƚƌĂƚĞ�ŽŶ�
ŶĞǁ�ĐŽŶƐƚƌƵĐƟŽŶƐ͕�ƚŚĞ�ďŝŐŐĞƐƚ�ƉŽƚĞŶƟĂů�ůŝĞƐ�ǁŝƚŚŝŶ�ƚŚĞ�ĞǆŝƐƟŶŐ�ďƵŝůĚŝŶŐƐ�ƐƚŽĐŬ͘�&ŽƐƚĞƌŝŶŐ�ĐŚĂŶŐĞƐ�ƚŽǁĂƌĚƐ�
ŵŽƌĞ�ƐƵƐƚĂŝŶĂďůĞ�ŶĞŝŐŚďŽƌŚŽŽĚƐ͕�ǁĞ�ƉƌŽƉŽƐĞ�ŝŶ�ƚŚŝƐ�ƌĞƐĞĂƌĐŚ�ƚŽ�ƟŐŚƚĞŶ�ƚŚĞ�ĐŽůůĂďŽƌĂƟŽŶ�ďĞƚǁĞĞŶ�&D�ĂŶĚ�
�ĐĂĚĞŵŝĂ�ƚŽ�ĐƌĞĂƚĞ�Ă�ŶĞƚǁŽƌŬ�ŽĨ�ƵŶŝǀĞƌƐŝƟĞƐ�ĂŶĚ�ůŽĐĂů�&D͕�ĨŽůůŽǁŝŶŐ�ƚŚĞ�ŐŽĂůƐ�ĂŶĚ�ƐƚƌĂƚĞŐŝĞƐ�ĚĞǀĞůŽƉĞĚ�
Ăƚ�ƚŚĞ�ƐƚƌĂƚĞŐŝĐĂů�ůĞǀĞů͘�͞,ũĞƌŶƌŝŶŐĞŶ͟�ŝƐ�ĂŶ�ŝŶŝƟĂƟǀĞ�ĨƌŽŵ�E��>�ƚŽ�ĐŽͲĚĞǀĞůŽƉ�ŶĞǁ�ƐŽůƵƟŽŶƐ�ĂŶĚ�ƌĞƐĞĂƌĐŚ�
ƚŽƉŝĐƐ� ĨŽƌ�ŵŽƌĞ� ƐƵƐƚĂŝŶĂďůĞ� ƵƌďĂŶ� ĐŽŵŵƵŶŝƟĞƐ� ŝŶ� ĐŽůůĂďŽƌĂƟŽŶ�ǁŝƚŚ�EŽƌǁĞŐŝĂŶ�hŶŝǀĞƌƐŝƟĞƐ� ĂŶĚ� ůŽĐĂů�
ƌĞƐŝĚĞŶƟĂů�&D͘�
DĞƚŚŽĚŽůŽŐǇͬĂƉƉƌŽĂĐŚ�ʹ�dŚŝƐ�ƉĂƉĞƌ�ƉƌĞƐĞŶƚƐ�ŽŶĞ�ĐĂƐĞ�ƐƚƵĚǇ�ŝŶ�ĚĞƚĂŝů�ĂƐ�ĂŶ�ĞǆĂŵƉůĞ�ŽĨ�ĐŽůůĂďŽƌĂƟŽŶ�
ďĞƚǁĞĞŶ� &D� ĂŶĚ� �ĐĂĚĞŵŝĂ͘� dŚĞ�ŵĞƚŚŽĚŽůŽŐǇ� ƵƐĞĚ� ĂƌĞ� ďŽƚŚ� ƋƵĂůŝƚĂƟǀĞ� ĂŶĚ� ƋƵĂŶƟƚĂƟǀĞ� ƌĞƐĞĂƌĐŚ�
ŵĞƚŚŽĚƐ͘�/ƚ�ǁĂƐ�ŽƌŐĂŶŝǌĞĚ�ĂƐ�Ă�ƐƚƵĚĞŶƚ�ƐƵŵŵĞƌ�ƐĐŚŽŽů�ĨŽƌ�ĨŽƵƌ�ǁĞĞŬƐ�ǁŽƌŬŝŶŐ�ŽŶ�ƐŝƚĞ͘���ƐƵďƐƚĂŶƟĂů�ƉĂƌƚ�
ŽĨ�ŐĞƫŶŐ�ŝŶĨŽƌŵĂƟŽŶ�ǁĂƐ�ƚŽ�ůŝƐƚĞŶ͕�ŝŶĨŽƌŵ͕�ƵŶĚĞƌƐƚĂŶĚ�ƉĞŽƉůĞ͛�ŶĞĞĚƐ�ĂŶĚ�ǀŽŝĐĞƐ͕�ƵůƟŵĂƚĞůǇ�ĐƌĞĂƟŶŐ�
Ă�ǀŝƐƵĂů�ƐƵƌǀĞǇ͘ ��ŽŶƐƵůƟŶŐ�ǁŝƚŚ�ƵƐĞƌƐ�ǁĂƐ�ŝŵƉŽƌƚĂŶƚ�ƚŽ�ŵĂŬĞ�ĂŶ�ŝŶƚĞƌĂĐƟǀĞ�ƉůĂƞŽƌŵ�ǁŝƚŚ�ϯ��ŵŽĚĞůƐ�
ĐĂƉĂďůĞ�ŽĨ�ĐŽůůĞĐƟŶŐ�ĨĞĞĚďĂĐŬ�ĂŶĚ�ŚĂǀĞ�Ă�ƚĂŝůŽƌͲŵĂĚĞ�ĐŽŵŵƵŶŝĐĂƟŽŶ�ŽĨ�ƚŚĞ�ďĞŶĞĮƚƐ�ŽĨ�ƐƵƐƚĂŝŶĂďůĞ�
ƌĞŶŽǀĂƟŽŶ͘��
ZĞƐƵůƚƐ�ʹ�dŚĞ�ƌĞƐƵůƚƐ�ŽĨ�ƚŚŝƐ�ƌĞƐĞĂƌĐŚ�ĂƌĞ�ƐŚŽǁŝŶŐ�ƚŚĂƚ�Ă�ƟŐŚƚ�ĐŽůůĂďŽƌĂƟŽŶ�ďĞƚǁĞĞŶ�&D�ĂŶĚ��ĐĂĚĞŵŝĂ�
ďĞŶĞĮƚƐ�ďŽƚŚ�ƉĂƌƟĞƐ�ŝŶ�ƚŚĞ�ĚĞǀĞůŽƉŵĞŶƚ�ŽĨ�ŝŶŶŽǀĂƟǀĞ�ƐŽůƵƟŽŶƐ�ďŽƚŚ�ĨƌŽŵ�ƚŚĞ�ĂĐĂĚĞŵŝĐ�ĂŶĚ�ŝŶĚƵƐƚƌŝĂů�
ƉĞƌƐƉĞĐƟǀĞ͘�/ƚ�ŚĂƐ�ĂůƐŽ�ĞŶĂďůĞĚ�ƚŽ�ƐŚĞĚ�ůŝŐŚƚ�ŽŶ�ƚŚĞ�ŝŵƉŽƌƚĂŶĐĞ�ŽĨ�ďĞƩĞƌ�ĐŽŵŵƵŶŝĐĂƟŽŶ�ďĞƚǁĞĞŶ�&D�
ĂŶĚ�ƵƐĞƌƐ͘�dŚĞ�ŵĞĚŝĂ�ĐŽǀĞƌĂŐĞ�ŽĨ�ƚŚĞ�ĞǆƉĞƌŝĞŶĐĞ�ŚĂƐ�ĂůƐŽ�ŝŶĐƌĞĂƐĞĚ�ƚŚĞ�ĂƩĞŶƟŽŶ�ŐŝǀĞŶ�ƚŽ�ƚŚĞ�ŝƐƐƵĞ͘�
WƌĂĐƟĐĂů�ŝŵƉůŝĐĂƟŽŶƐ�ʹ�dŚĞ�ƌĞƐĞĂƌĐŚ�ŝƐ�ŝŵƉŽƌƚĂŶƚ�ƚŽ�ŝŶĐƌĞĂƐĞ�ƚŚĞ�ƵŶĚĞƌƐƚĂŶĚŝŶŐ�ŽĨ�ƵƐĞƌƐ͛�ŝŶǀŽůǀĞŵĞŶƚ�
ŝŶ�ƐƵƐƚĂŝŶĂďůĞ�ďƵŝůĚŝŶŐ�ƌĞŶŽǀĂƟŽŶ�ĂŶĚ� ŝƚƐ�ƉŽƚĞŶƟĂů�ƚŽ�ŵŽǀĞ�ƚŽǁĂƌĚƐ�Ă�ŵŽƌĞ�ƐƵƐƚĂŝŶĂďůĞ�ƐŽĐŝĞƚǇ͘ �&Žƌ�
E��>͕�ƚŽŐĞƚŚĞƌ�ǁŝƚŚ�ƚŚĞŝƌ�ϰϭ�ĐŽͲŽƉĞƌĂƟǀĞ�ŚŽƵƐŝŶŐ�ĂƐƐŽĐŝĂƟŽŶƐ͕�ŝƚ�ŝƐ�ĂŶ�ŽƉƉŽƌƚƵŶŝƚǇ�ƚŽ�ĚĞǀĞůŽƉ�Ă�ŶĞǁ�
ƉůĂƞŽƌŵ�ĨŽƌ�ĚĞĐŝƐŝŽŶͲŵĂŬŝŶŐ�ŝŶ�ƌĞŶŽǀĂƟŽŶ�ƉƌŽũĞĐƚƐ�ŽĨ�ƵƌďĂŶ�ĐŽŵŵƵŶŝƟĞƐ͘�
dǇƉĞ�ŽĨ�ƉĂƉĞƌ�–��ĚƵĐĂƟŽŶĂů�ƉĂƉĞƌ

<�ztKZ�^͗�ϯ��ŵŽĚĞů͕�ĐŽŵŵƵŶŝĐĂƟŽŶ͕�ĐŽͲĐƌĞĂƟŽŶ�ǁŝƚŚ�ƌĞƐŝĚĞŶƚƐ͕�ǁĞůůͲďĞŝŶŐ͘

/EdZK�h�d/KE�
�Ɛ�Ă�ƐŝŐŶĂƚŽƌǇ�ŽĨ�ƚŚĞ�WĂƌŝƐ��ůŝŵĂƚĞ�ĂŐƌĞĞŵĞŶƚ͕�EŽƌǁĂǇ�ŚĂĚ�ĐŽŵŵŝƩĞĚ�ƚŽ�ƌĞĚƵĐŝŶŐ�ŝƚƐ�ŽǀĞƌĂůů�'ƌĞĞŶŚŽƵƐĞ�
ŐĂƐ�ĞŵŝƐƐŝŽŶƐ�ďǇ�ϰϬй�ďǇ�ϮϬϯϬ�ĐŽŵƉĂƌĞĚ�ƚŽ�ϭϵϵϬ�ůĞǀĞůƐ͘�/Ŷ�Ă�ƌĞĐĞŶƚ�ƐƚĂƚĞŵĞŶƚ͕�ĨŽůůŽǁŝŶŐ�ƚŚĞ�ƉƵďůŝĐĂƟŽŶ�
ŽĨ�ƚŚĞ��ƵƌŽƉĞĂŶ�'ƌĞĞŶ��ĞĂů͕�ƚŚĞ�EŽƌǁĞŐŝĂŶ�ŐŽǀĞƌŶŵĞŶƚ�ŚĂƐ�ŝŶĐƌĞĂƐĞĚ�ƚŚŝƐ�ƚĂƌŐĞƚ�ƚŽ�ϱϬй�ĂŶĚ�ƚŽǁĂƌĚƐ�
ϱϱй�ďǇ�ϮϬϯϬ͘�dŚĞ�ĐŽƵŶƚƌǇ�ŚĂƐ�ĞǆƉƌĞƐƐĞĚ�ƚŚĞ�ǁŝůů�ƚŽ�ƚĂŬĞ�Ă�ůĞĂĚŝŶŐ�ƌŽůĞ�ŝŶ�ŚĞůƉŝŶŐ�ƚŽ�ƌĞĂĐŚ�ƚŚŝƐ�ŐŽĂů�Ăƚ�
ƚŚĞ��h�ůĞǀĞů͘�/Ŷ�ŽƌĚĞƌ�ƚŽ�ƉĂǀĞ�ƚŚĞ�ǁĂǇ�ƚŽ�ƐƵĐĐĞƐƐ͕�ŵĂũŽƌ�ŝŶĚƵƐƚƌǇ�ĂĐƚŽƌƐ�ǁŝůů�ŚĂǀĞ�ƚŽ�ƚĂŬĞ�ĂĐƟŽŶƐ͘�tŝƚŚ�
ƚŚĞ�ďƵŝůĚŝŶŐ�ƐĞĐƚŽƌ�ĂĐĐŽƵŶƟŶŐ�ĨŽƌ�ĂůŵŽƐƚ�ϰϬй�ŽĨ�ƚŚĞ�ŐůŽďĂů��KϮ�ĞŵŝƐƐŝŽŶƐ�ĂŶĚ�ϯϲй�ŽĨ�ƚŚĞ�ĞŶĞƌŐǇ�ƵƐĞ͕�
ƚŚĞƌĞ�ŝƐ�Ă�ďŝŐ�ƉŽƚĞŶƟĂů�ĨŽƌ�ƚŚĞƐĞ�ĂĐƚŽƌƐ�ƚŽ�ŵĂŬĞ�Ă�ƐŝŐŶŝĮĐĂŶƚ�ĐŽŶƚƌŝďƵƟŽŶ͘�
Ϸ�>ĂǁǇĞƌ͕ �E��>�΀ůŵďΛŶďďů͘ŶŽ΁
ϸ�ZĞƐĞĂƌĐŚ��ƐƐŝƐƚĂŶƚ͕�EŽƌǁĞŐŝĂŶ�hŶŝǀĞƌƐŝƚǇ�ŽĨ�^ĐŝĞŶĐĞ�ĂŶĚ�dĞĐŚŶŽůŽŐǇ͕ �΀ĐŽůŝŶĞ͘ƐĞŶŝŽƌΛŶƚŶƵ͘ŶŽ΁
Ϲ�WƌŽĨĞƐƐŽƌ͕ �EŽƌǁĞŐŝĂŶ�hŶŝǀĞƌƐŝƚǇ�ŽĨ�^ĐŝĞŶĐĞ�ĂŶĚ�dĞĐŚŶŽůŽŐǇ�΀ĂůĞŶŬĂ͘ƚĞŵĞůũŽƚŽǀͲƐĂůĂũΛŶƚŶƵ͘ŶŽ΁
Ϻ�WƌŽĨĞƐƐŽƌ��ŵĞƌŝƚƵƐ͕�EŽƌǁĞŐŝĂŶ�hŶŝǀĞƌƐŝƚǇ�ŽĨ�^ĐŝĞŶĐĞ�ĂŶĚ�dĞĐŚŶŽůŽŐǇ�΀ƐǀĞŝŶ͘ďũŽĞƌďĞƌŐΛŵƵůƟĐŽŶƐƵůƚ͘ŶŽ΁
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,ŽƵƐŝŶŐ�ŝŶ�EŽƌǁĂǇ�ĂĐĐŽƵŶƚƐ�ĨŽƌ�ϲϳй�ŽĨ�ƚŚĞ�ďƵŝůĚŝŶŐ�ƐƚŽĐŬ͕�ŽĨ�ƚŚŝƐ͕�ƚŚĞ�EŽƌǁĞŐŝĂŶ�&ĞĚĞƌĂƟŽŶ�ŽĨ��ƵŝůĚŝŶŐ�
�ŽŽƉĞƌĂƟǀĞƐ�;E��>Ϳ�ƌĞƉƌĞƐĞŶƚƐ�Ϯϱй͘�E��>�ŝƐ�Ă�ŶĂƟŽŶĂů�ŵĞŵďĞƌƐŚŝƉ�ĂƐƐŽĐŝĂƟŽŶ�ƌĞƉƌĞƐĞŶƟŶŐ�ϰϭ�ĐŽͲ
ŽƉĞƌĂƟǀĞ�ŚŽƵƐŝŶŐ�ĂƐƐŽĐŝĂƟŽŶƐ�;ďƵŝůĚŝŶŐ�ĐŽͲŽƉĞƌĂƟǀĞƐ�;��>ͿͿ�ŵĂŶĂŐŝŶŐ�ϭϮ͘ϳϬϬ�ŚŽƵƐŝŶŐ�ĐŽͲŽƉĞƌĂƟǀĞƐ�
ĂŶĚ�ĐŽŶĚŽŵŝŶŝƵŵƐ͕�ĐŽƵŶƟŶŐ�ϱϭϬ͘ϬϬϬ�ŚŽƵƐĞƐ�ƌĞƉƌĞƐĞŶƟŶŐ�ϭ͘ϬϮϬ͘ϬϬϬ�ŵĞŵďĞƌ͘ ��Ɛ�Ă�ŵĂũŽƌ�ĂĐƚŽƌ�ŽĨ�ƚŚĞ�
ƌĞƐŝĚĞŶƟĂů�ďƵŝůĚŝŶŐ�ƐĞĐƚŽƌ͕ �ƚŚĞǇ�ŚĂǀĞ�ƐĞƚ�ĂŵďŝƟŽƵƐ�ŐŽĂůƐ�ĂŶĚ�Ă�ǀŝƐŝŽŶĂƌǇ�ĂƉƉƌŽĂĐŚ�ƚŽ�ĐŽŶƚƌŝďƵƚĞ�ƚŽ�ƚŚĞ�
ŽǀĞƌĂůů�ĐůŝŵĂƚĞ�ŐŽĂůƐ�ƐĞƚ�ďǇ�ƚŚĞ�EŽƌǁĞŐŝĂŶ�^ƚĂƚĞ͘�dŚĞ�ŝŶŝƟĂƟǀĞƐ�ĚĞǀĞůŽƉĞĚ�ĂƌĞ�ĐůƵƐƚĞƌĞĚ�ŝŶ�ƚŚĞŝƌ�͞,h��
ƉƌŽũĞĐƚ�ƉŽŽů͘͟ �dŚĞ�ĐŽůůĂďŽƌĂƟŽŶ�ǁŝƚŚ��ĐĂĚĞŵŝĂ�ĐĂůůĞĚ�͞,ũĞƌŶƌŝŶŐĞŶ͟� ŝƐ�ƉĂƌƚ�ŽĨ�ƚŚĞŝƌ�͞,h�͟�ĂĐƟǀŝƟĞƐ͕�
ƚŚƌŽƵŐŚ�ƚŚĞ�ŽƌŐĂŶŝǌĂƟŽŶ�ŽĨ�ƐƵŵŵĞƌ�ƐĐŚŽŽůƐ�ĂŶĚ�ƚŚĞ�ƐƉŽŶƐŽƌŝŶŐ�ŽĨ�DĂƐƚĞƌ�dŚĞƐŝƐ͕�Ă�ƌĞƐĞĂƌĐŚ�ƉƌŽũĞĐƚ�
ŚĂƐ�ĞŵĞƌŐĞĚ�ĂŝŵŝŶŐ� ƚŽ�ĮŶĚ�ŶĞǁ�ǁĂǇƐ� ƚŽ�ĞŶŐĂŐĞ� ĐŝƟǌĞŶƐ� ;ŝ͘Ğ͘� ƌĞƐŝĚĞŶƚƐͿ� ŝŶ� ƚŚĞ�ĮŐŚƚ�ĂŐĂŝŶƐƚ� ĐůŝŵĂƚĞ�
ĐŚĂŶŐĞ͘�dŽŐĞƚŚĞƌ�ǁŝƚŚ�ƚŚĞŝƌ�ϰϭ�ůŽĐĂů�ĐŽͲŽƉĞƌĂƟǀĞ�ŚŽƵƐŝŶŐ�ĂƐƐŽĐŝĂƟŽŶ͕�ƚŚĞǇ�ĂƌĞ�ĂŝŵŝŶŐ�ƚŽ�ĞŶŐĂŐĞ�ƚŚĞŝƌ�
ŵĞŵďĞƌƐ� ŝŶƚŽ�^ƵƐƚĂŝŶĂďůĞ��ƵŝůĚŝŶŐ�ZĞŶŽǀĂƟŽŶ� ;^�ZͿ͘� /Ŷ� ƚŚŝƐ�ƉĂƉĞƌ͕ �^�Z� ŝƐ�ƵŶĚĞƌƐƚŽŽĚ�ĂƐ�ĚĞĮŶĞĚ�ďǇ�
:ĞŶƐĞŶ�Ğƚ�Ăů͘�;ϮϬϭϳͿ�͞ Ă�ƌĞŶŽǀĂƟŽŶ�ŽĨ�ĞǆŝƐƟŶŐ�ďƵŝůĚŝŶŐƐ�ƚŚĂƚ�ƌĞƐƵůƚƐ�ŝŶ�ďƵŝůĚŝŶŐƐ�ƚŚĂƚ�ĂƌĞ�ŵŽƌĞ�ƐƵƐƚĂŝŶĂďůĞ�
ĂŌĞƌ�ƚŚĞ�ƌĞŶŽǀĂƟŽŶ�ƚŚĂŶ�ďĞĨŽƌĞ͘͟ �

tŚŝůĞ� ŶĞĂƌůǇ� ŚĂůĨ� ŽĨ� ƚŚĞ� EŽƌǁĞŐŝĂŶ� ƉŽƉƵůĂƟŽŶ� ĂĐŬŶŽǁůĞĚŐĞƐ� ͞ďĞŝŶŐ� ƐĐĂƌĞĚ� ŽĨ� ƚŚĞ� ĐŽŶƐĞƋƵĞŶĐĞƐ�
ŽĨ� ĐůŝŵĂƚĞ�ĐŚĂŶŐĞ�ŽŶ� ƚŚĞŵ�ĂŶĚ� ƚŚĞŝƌƐ͕͟ � ŝƚ� ƌĞŵĂŝŶƐ�Ă� ĐŚĂůůĞŶŐĞ� ƚŽ�ŵŽƟǀĂƚĞ� ƌĞƐŝĚĞŶƚƐ� ƚŽ�ĞŶŐĂŐĞ� ŝŶƚŽ�
ĂŵďŝƟŽƵƐ� ^�Z� ƉƌŽũĞĐƚƐ͘� /ŶĚĞĞĚ͕� ƚŚĞ� ŵĂũŽƌŝƚǇ� ŽĨ� ƉĞŽƉůĞ� ŚĂǀĞ� ĂůƌĞĂĚǇ� ĐŽŶƐĞŶƚĞĚ� ƚŽ� ĐŚĂŶŐĞ� ƚŚĞŝƌ�
ďĞŚĂǀŝŽƌ� ŝŶ�ŵĂŶǇ�ĂƌĞĂƐ� ;ƚƌĂŶƐƉŽƌƚĂƟŽŶ͕� ĨŽŽĚ�ŚĂďŝƚƐ͕� ƌĞĐǇĐůŝŶŐͿ�ďƵƚ�ďĂƌƌŝĞƌƐ� ƌĞŵĂŝŶ�ǁŚĞŶ�ĂĚĚƌĞƐƐŝŶŐ�
ƚŚĞŝƌ�ŝŶĚŝǀŝĚƵĂů�ƉƌŽƉĞƌƚǇ͘ �^ŽĐŝĂů�ƐƚƌĂƚĞŐŝĞƐ�ĨŽĐƵƐĞĚ�ŽŶ�ĞŶŐĂŐŝŶŐ�ĐŝƟǌĞŶƐ�ŝŶ�ĨŽƌŵĂů�ĂŶĚ�ŝŶĨŽƌŵĂů�ŐƌŽƵƉƐ�
ƉůĂǇ� ĂŶ� ŝŵƉŽƌƚĂŶƚ� ƌŽůĞ� ŝŶ� ĂĐŚŝĞǀŝŶŐ� ƐŽĐŝĂů� ďĞŚĂǀŝŽƌĂů� ĐŚĂŶŐĞƐ� ĨŽƌ� ĐůŝŵĂƚĞ�ŵŝƟŐĂƟŽŶ� ĂŶĚ� ĂĚĂƉƚĂƟŽŶ�
;dĞŵĞůũŽƚŽǀͲ^ĂůĂũ�Ğƚ�Ăů͕͘�ϮϬϭϴͿ͘�,ĂƵŐĞ�Ğƚ�Ăů͘�;ϮϬϭϯͿ�ƉŽŝŶƚƐ�ƐŽĐŝĂů�ŵĞĐŚĂŶŝƐŵƐ�ƚŚĂƚ�ĞĸĐŝĞŶƚůǇ�ŝŶŇƵĞŶĐĞ�
ŚƵŵĂŶ�ĂƫƚƵĚĞƐ�ĂŶĚ�ĂĐƟŽŶƐ͕�ƐƵĐŚ�ĂƐ͗�ƐŽĐŝĂů�ŶŽƌŵƐ͕�ĐŽŵƉĞƟƟŽŶ͕�ƉƌĂŝƐĞ�ĂŶĚ�ĂĐŬŶŽǁůĞĚŐĞŵĞŶƚ͕�ƐŽĐŝĂůͲ
ŝĚĞŶƟƚǇ�ƚŚĞŽƌǇ͕ �ƉŝůŽƚ�ĞǆĂŵƉůĞƐ͕�ƐŽĐŝĂů� ůĞĂƌŶŝŶŐ͕�ĂƩĞŶƟŽŶ�ĨƌŽŵ�ŽƚŚĞƌƐ͕� ĨĂĐĞͲƚŽͲĨĂĐĞ�ƐƚƌŽŶŐĞƌ�ƚŽŐĞƚŚĞƌ�
ĂŶĚ�ĐŽŶƐĞŶƐƵƐ͘�dŚĞ�ůĂƩĞƌ�ǁĂƐ�ŶĂŵĞĚ�ďǇ�E��>�ĂƐ�Ă�ŐŽĂů�ƚŽ�ƌĞĂĐŚ�ǁŚĞŶ�ĂĚĚƌĞƐƐŝŶŐ�ƚŚĞŝƌ�ŵĞŵďĞƌƐ�ĂŶĚ�
ĞŶŐĂŐŝŶŐ�ŝŶ�ƐƵƐƚĂŝŶĂďůĞ�ƌĞŶŽǀĂƟŽŶ�ŽĨ�ƚŚĞŝƌ�ŶĞŝŐŚďŽƌŚŽŽĚƐ͘�

/Ŷ�ŽƌĚĞƌ�ƚŽ�ĨŽƐƚĞƌ�ŝŶŶŽǀĂƟŽŶ�ŝŶ�ƐƵƐƚĂŝŶĂďůĞ�ďƵŝůĚŝŶŐ�ƌĞŶŽǀĂƟŽŶ�ƉƌŽĐĞƐƐĞƐ͕�<ŝůůŝƉ�Ğƚ�Ăů͘�;ϮϬϭϯͿ�ƚŚƌŽƵŐŚ�
their study, suggest to focus on the three following aspects: quality of design, quality of physical work 
ĂŶĚ�ƋƵĂůŝƚǇ�ŽĨ�ĐŽŵŵƵŶŝĐĂƟŽŶ͘�dŚĞǇ�ĚĞĮŶĞ�ƚŚĞ�ŶĞĞĚ�ĨŽƌ�ŝŵƉƌŽǀĞĚ�ĐŽŵŵƵŶŝĐĂƟŽŶ�ĂƐ�ĂŶ�ŝŵƉŽƌƚĂŶƚ�ĨĂĐƚŽƌ�
ĨŽƌ�ƐƵĐĐĞƐƐĨƵů�ďƵŝůĚŝŶŐ�ƌĞŶŽǀĂƟŽŶƐ͘�dŚĞǇ�ĂůƐŽ�ƉŽŝŶƚ�ŽƵƚ�ƚŚĞ�ŶĞĞĚ�ĨŽƌ�ƐǇƐƚĞŵĂƟĐ�ĨĞĞĚďĂĐŬ�ŵĞĐŚĂŶŝƐŵƐ�
ǁŚŝůĞ�ĂůƐŽ�ŶĂŵŝŶŐ�ŝƚ�ĂƐ�Ă�ĐŚĂůůĞŶŐĞ�ƚŽ�ŝŵƉůĞŵĞŶƚ͘��Ǉ�ďĞŝŶŐ�ŝŶǀŽůǀĞĚ�ŝŶ�ďŽƚŚ�ƚŚĞ�ĚĞƐŝŐŶ�ĂŶĚ�ŽƉĞƌĂƟŽŶĂů�
ƉŚĂƐĞƐ͕� &ĂĐŝůŝƚǇ� DĂŶĂŐĞƌƐ� ŚĂǀĞ� ƚŚĞ� ƉŽƚĞŶƟĂů� ƚŽ� ĐĞŶƚƌĂůŝǌĞ� ƚŚĞ� ĐŽŵŵƵŶŝĐĂƟŽŶ� ǁŝƚŚ� ĞŶĚͲƵƐĞƌƐ� ĂŶĚ�
improve it to collect feedback and react quickly on it but it remains a challenge to implement.    

�Ɛ�Ă�ƌĞƐƵůƚ�ŽĨ�ƚŚŝƐ�ĐŚĂůůĞŶŐĞ͕�E��>�ĚĞĐŝĚĞĚ�ƚŽ�ĐŽůůĂďŽƌĂƚĞ�ǁŝƚŚ�ƚŚĞ�EŽƌǁĞŐŝĂŶ�hŶŝǀĞƌƐŝƚǇ�ŽĨ�^ĐŝĞŶĐĞ�ĂŶĚ�
dĞĐŚŶŽůŽŐǇ�;EdEhͿ�ŝŶ�ŽƌĚĞƌ�ƚŽ�ŝŶŝƟĂƚĞ�Ă�ƌĞƐĞĂƌĐŚ�ƉƌŽũĞĐƚ�ƚŽ�ĨĂĐŝůŝƚĂƚĞ�ĐŽŵŵƵŶŝĐĂƟŽŶ�ŽĨ�^�Z Ɛ͛�ďĞŶĞĮƚƐ�
ŝŶ�ƚŚĞ�ƐƉĞĐŝĮĐ�ĐŽŶƚĞǆƚ�ŽĨ�ƚŚĞ�<ĂƌŽůŝŶĞƌǀĞŝĞŶ��ŽƌĞƩƐůĂŐ Ɛ͛�ZĞŶŽǀĂƟŽŶ�ƉƌŽũĞĐƚ�ŝŶ�dƌŽŶĚŚĞŝŵ͘�dŚŝƐ�ƌĞƐĞĂƌĐŚ�
ŝƐ�ĞƐƉĞĐŝĂůůǇ�ƌĞůĞǀĂŶƚ�ĨŽƌ�ƚŚĞ�ŐƌŽƵƉƐ�ŝĚĞŶƟĮĞĚ�ĂƐ�ĐƌƵĐŝĂů�ĨŽƌ�ĂĐŚŝĞǀŝŶŐ�ƚŚĞ�hE�^ƵƐƚĂŝŶĂďůĞ��ĞǀĞůŽƉŵĞŶƚ�
'ŽĂůƐ�ǁŝƚŚŝŶ�ƚŚĞ�ďƵŝůĚŝŶŐ�ƐĞĐƚŽƌ͗�ĨĂĐŝůŝƚǇ�ŵĂŶĂŐĞƌƐ͕�ĐŽͲŽƉĞƌĂƟǀĞ�ŚŽƵƐŝŶŐ�ĨĞĚĞƌĂƟŽŶƐ�ĂŶĚ�ĂƐƐŽĐŝĂƟŽŶƐ�
;ƐƉĞĐŝĮĐĂůůǇ�E��>�ĂŶĚ�ŝƚƐ�ůŽĐĂů�ďƌĂŶĐŚ�dK��Ϳ͕�ƚŚĞ�ĐŽŶƐƚƌƵĐƟŽŶ�ŝŶĚƵƐƚƌǇ͕ �ĐŝƟǌĞŶƐ�ĂŶĚ�ŽƚŚĞƌ�ĂĐƚŽƌƐ�;ƉƵďůŝĐ�
ŝŶƐƟƚƵƟŽŶƐ͕�ĞŶĞƌŐǇ�ƉƌŽǀŝĚĞƌƐ�ĂŶĚ�ĂĐĂĚĞŵŝĂͿ͘

dŚĞ�ŵĂŝŶ�ZĞƐĞĂƌĐŚ�YƵĞƐƟŽŶ�ĞǆƉůŽƌĞĚ� ŝŶ�Ă�ƐƵŵŵĞƌ�ƐĐŚŽŽů�ĞǆƉĞƌŝĞŶĐĞ� ŝƐ�͞ŚŽǁ�ĐĂŶ�ƚŚĞ�ĐŽůůĂďŽƌĂƟŽŶ�
ďĞƚǁĞĞŶ�&D�ĂŶĚ��ĐĂĚĞŵŝĂ�ĐŽŶƚƌŝďƵƚĞ�ƚŽ�ƚŚĞ�ĚĞǀĞůŽƉŵĞŶƚ�ŽĨ�ŝŶŶŽǀĂƟǀĞ�ƐŽůƵƟŽŶƐ�ĨŽƌ�ŵŽƌĞ�ƐƵƐƚĂŝŶĂďůĞ�
ŶĞŝŐŚďŽƌŚŽŽĚƐ͍͟�

,ũĞƌŶƌŝŶŐĞŶ�ĐŽŶĐĞƉƚ
E��>�ĚĞĐŝĚĞĚ�ƚŽ�ŝŶƚĞŶƐŝĨǇ�ŝƚƐ�ĞīŽƌƚƐ�ƚŽǁĂƌĚƐ�ƚŚĞ�ĂĐŚŝĞǀĞŵĞŶƚ�ŽĨ�ƚŚĞ�ƌĞůĞǀĂŶƚ�hŶŝƚĞĚ�EĂƟŽŶƐ͛�̂ ƵƐƚĂŝŶĂďůĞ�
�ĞǀĞůŽƉŵĞŶƚ�'ŽĂůƐ�ďǇ�ĐŽůůĂďŽƌĂƟŶŐ�ǁŝƚŚ��ĐĂĚĞŵŝĂ�ŽŶ�Ă�͞ ,ũĞƌŶƌŝŶŐĞŶ͟�;�͚ �ƌĂŝŶ�ZŝŶŐ͛�ŝŶ��ŶŐůŝƐŚͿ͕�ĂƐ�Ă�ƉĂƌƚ�
ŽĨ�E��>�͞,h�͟�ĂĐƟǀŝƟĞƐ�;E��>͛Ɛ�WƌŽũĞĐƚ�WŽŽůͿ͘�E��>�ŚĂƐ�ŝŶŝƟĂƚĞĚ�Ă�ĐŽůůĂďŽƌĂƟŽŶ�ǁŝƚŚ�Ɛŝǆ�ƵŶŝǀĞƌƐŝƟĞƐ�
ĂƌŽƵŶĚ�ƚŚĞ�ĐŽƵŶƚƌǇ͕ �Ă�ŶĞƚǁŽƌŬ�ŝƐ�ĐƌĞĂƚĞĚ�ďĞƚǁĞĞŶ�E��>�,h�͕�ƐƚƵĚĞŶƚƐ�ĂŶĚ�ŚŽƵƐŝŶŐ�ĚĞǀĞůŽƉŵĞŶƚ�ƚĞĂŵƐ͕�
ǁŝƚŚ�Ă�ŐŽĂů�ƚŽ�ƵƐĞ�ƚŚĞ�ĂĐĂĚĞŵŝĐ�ƉŽƚĞŶƟĂů�ƚŽ�ĨŽƐƚĞƌ�ƚŚĞ�ƐƵƐƚĂŝŶĂďůĞ�ĚĞǀĞůŽƉŵĞŶƚ�ŝŶ�ƌĞƐŝĚĞŶƟĂů�ĂƌĞĂƐ͕�
ĂŶĚ�ŽƉƉŽƐŝƚĞ�ƚŽ�ĮŶĚ�ƚŚĞ�͞ďŽƩůĞŶĞĐŬƐ͛͛�ĨŽƌ�ƌĞĚƵĐŝŶŐ�ĞŶĞƌŐǇ�ĐŽŶƐƵŵƉƟŽŶ�ďǇ�ϭϬ�dtŚ͘��ŚƌŝƐƟĂŶ�&ƌĞĚƌŝŬ�
DĂƚŚŝƐĞŶ͕�E��>͛Ɛ�ŝŶŶŽǀĂƟŽŶ�ůĞĂĚĞƌ�ƐƚĂƚĞĚ�E��>�,h��ǁŝůů�ƉƌŽǀŝĚĞ�ĂƐƐŝƐƚĂŶĐĞ�ŝŶ�ŵĂŬŝŶŐ�ƐŵĂƌƚ�ĐŚŽŝĐĞƐ͕�
ŝŶĐƌĞĂƐŝŶŐ�ƚŚĞ�ƉĂĐĞ�ŽĨ�ĚĞǀĞůŽƉŵĞŶƚ�ĂŶĚ�ďĞŝŶŐ�ƌĞĂĚǇ�ĨŽƌ�ƚŚĞ�ĨƵƚƵƌĞ͘�Thus, ƚŚĞ�ŝŶƚĞƌĞƐƚ�ŽĨ�ĐŽůůĂďŽƌĂƟŽŶ�
ĨƌŽŵ�ďŽƚŚ�ƐŝĚĞƐ�ŝƐ�ƐĞĞŶ�ĂƐ�Ă�ůĂƌŐĞ�ŶĞƚǁŽƌŬ�ǁŝƚŚ�ŶĂƟŽŶĂů�ĨŽĐƵƐ͖�ĐƌĞĂƟŶŐ�Ă�ĐŽůůĂďŽƌĂƟǀĞ�ƉƌŽũĞĐƚ�ƐŽůƵƟŽŶƐ�
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ŶĞƚǁŽƌŬ͖�ƵƐŝŶŐ�ŵƵůƟĚŝƐĐŝƉůŝŶĂƌǇ�ŬŶŽǁůĞĚŐĞ� ĨŽƌ� ŝŶĐƌĞĂƐŝŶŐ�ĂƩĞŶƟŽŶ�ŽĨ�ƐƵƐƚĂŝŶĂďůĞ�ƵƉŐƌĂĚŝŶŐ͖� ůŝŶŬŝŶŐ�
ƐƚƵĚĞŶƚƐ�ƚŽ�͞ĂĐƚƵĂů� ůŝĨĞ�ƉƌŽďůĞŵƐ͟� ŝŶ�ŚŽƵƐŝŶŐ�ĂƌĞĂ͖�ƚŽ� ŝŵƉƌŽǀĞ�ĚĞĐŝƐŝŽŶͲŵĂŬŝŶŐ�ƉƌŽĐĞƐƐĞƐ� ŝŶ�ŚŽƵƐŝŶŐ�
ĐŽŽƉĞƌĂƟǀĞƐ� ƌĞŐĂƌĚŝŶŐ� ƐƵƐƚĂŝŶĂďůĞ� ĂŶĚ� ŐƌĞĞŶ� ƚƌĂŶƐĨŽƌŵĂƟŽŶ͘� E��>� ŽƌŐĂŶŝǌĞĚ� Ă� ǁŽƌŬƐŚŽƉ͕� ůĞĚ� ďǇ�
�ĂŶŝĞůůĂ��ǆĞůƐƐŽŶ͕�ŽŶ�ǁŚŝĐŚ�ƉĂƌƚŶĞƌƐ�ĚĞĮŶĞĚ�ƚŚĞ�ƐƚƌĂƚĞŐŝĐ�ĐŽŵŵŽŶ�ƚŽƉŝĐƐ͕�ƌĞƐŽƵƌĐĞƐ�ĂŶĚ�ĂĐƟǀŝƟĞƐ�ŝŶ�
ĐŽůůĂďŽƌĂƟŽŶ�;dĂďůĞ�ϭͿ͘��ŽƚŚ�ƐŝĚĞƐ�ƉŝƚĐŚ�ŝŶƚŽ�,ũĞƌŶƌŝŶŐĞŶ�ǁŝƚŚ�Ă�ƐƚƌŽŶŐ�ǁŝƐŚ�ƚŽ�ĐŽůůĂďŽƌĂƚĞ�ĂŶĚ�ŐĞŶĞƌĂƚĞ�
ŶĞǁ�ŬŶŽǁůĞĚŐĞ�ƚŽ�ĐŽŶƚƌŝďƵƚĞ�ƚŽ�^�'͘�

dĂďůĞ�ϭ�ʹ�,ũĞƌŶƌŝŶŐĞŶ�ƐƚƌĂƚĞŐŝĐ�ƚŽƉŝĐƐ͕�ƌĞƐŽƵƌĐĞƐ�ĂŶĚ�ĂĐƟǀŝƟĞƐ
�ĐĂĚĞŵŝĂ
%� �ŽŵƉĞƚĞŶĐĞ͕�ƐƚƵĚĞŶƚƐ�ĂŶĚ�ƉŝůŽƚ�ƉƌŽũĞĐƚƐ�
%� Professional knowledge and credibility for 

ŐƌĞĂƚĞƌ�ŝŶŇƵĞŶĐĞ�
%� EĂƟŽŶĂů�ĂŶĚ�ŝŶƚĞƌŶĂƟŽŶĂů�ŶĞƚǁŽƌŬƐ�
%� /ŶŶŽǀĂƟŽŶ�
%� ZĞƐĞĂƌĐŚ�ĞǆƉĞƌƟƐĞ�ĂŶĚ�ƐŬŝůůĞĚ�ƌĞƐĞĂƌĐŚĞƌƐ�

ĂĐƌŽƐƐ�ŝŶƐƟƚƵƟŽŶƐ�
%� Act as mentor and promoter 
%� �ŶĂůǇǌŝŶŐ�ĚĂƚĂ�ŝŶ�Ă�ƉƌŽĨĞƐƐŝŽŶĂů�ǁĂǇ�
%� Take Norwegian research about housing to 

the world - help the NBBL housing expert 
%� R & D base in NBBL 
%� <ŶŽǁůĞĚŐĞ�ŽĨ�ǁŚĂƚ�ŚĂƐ�ĂůƌĞĂĚǇ�ďĞĞŶ�ĚŽŶĞ͕�

where there are gaps 

NBBL
%� 'ƌĞĂƚĞƌ�ŝŶŇƵĞŶĐĞ�ƚŚƌŽƵŐŚ�ƚŚĞ�ƵŶŝƋƵĞ�

network 
%� �ĐĐĞƐƐ�ƚŽ�ƚŚĞ�͞ƌĞĂů͟�ƉƌŽũĞĐƚƐ͕�ĐĂƐĞ�ƐƚƵĚŝĞƐ͕�

themes 
%� �Ğ�ŽŶĞ�,h�ͲĐŽŶŶĞĐƚ�ĂĐĂĚĞŵŝĂ�ĂŶĚ�

�ƵŝůĚŝŶŐ��ŽͲŽƉĞƌĂƟǀĞƐ
%� &ŽƌŵĂů�ĂŶĚ�ŝŶĨŽƌŵĂů�ĚŝƐƐĞŵŝŶĂƟŽŶ�
%� WůĂƞŽƌŵ�ƚŽ�ƐŚŽǁ�ĞĂĐŚ�ŽƚŚĞƌ�ƵƉ�
%� ^ƚĂƌƟŶŐ�ĐŝƌĐƵůĂƌͲĞĐŽŶŽŵŝĐ�ƉƌŽũĞĐƚƐ�
%� WƌŽŵŽƟŶŐ�ŐƌĞĞŶ�ƚƌĂŶƐĨŽƌŵĂƟŽŶ�
%� Contribute to new business models 
%� Create interest among students 
%� �ĐĐĞƐƐ�ƚŽ�ĚĂƚĂ�ĂŶĚ�ŝŶĨŽƌŵĂƟŽŶ�
%� �ƵŝůĚŝŶŐ�ĐŽŶĮĚĞŶĐĞ�ŝŶ��ƵŝůĚŝŶŐ��ŽͲ

ŽƉĞƌĂƟǀĞƐ�
%� 'ƌĞĂƚĞƌ�ƉŽůŝƟĐĂů�ŝŶŇƵĞŶĐĞ�

�ĞƐŝĚĞƐ͕�ĐŽůůĂďŽƌĂƟŽŶ�ǁŝƚŚ��ĐĂĚĞŵŝĂ�ŝƐ�ŝĚĞŶƟĮĞĚ�ĂƐ�Ă�ǀĞƌǇ�ƉŽƐŝƟǀĞ�ŽŶĞ�ĂƐ�ďŽƚŚ�ƉĂƌƚƐ�ĐĂŶ�ŐĂŝŶ͘�DŽƌĞ�
ƉƌĂĐƟĐĂůůǇ͕ �ǀĂƌŝŽƵƐ�ĐŽůůĂďŽƌĂƟŽŶ�ďĞŶĞĮƚƐ�ĂƌĞ�ŝĚĞŶƟĮĞĚ͗�ďƌŝŶŐ�ĞǆƉĞƌŝĞŶĐĞ͖�ƐƵƉƉŽƌƚ�ƌĞƐĞĂƌĐŚ�ƉƌŽďůĞŵ͖�
set smaller group to consider a task; learning about climate problems from more applicable side; case 
ƐƚƵĚŝĞƐ͕�ƐĞŵŝŶĂƌ�ĂƐƐŝŐŶŵĞŶƚƐ͕�ďĂĐŚĞůŽƌ�Ͳ͕�ŵĂƐƚĞƌ�Ͳ�ĚŽĐƚŽƌĂů�ƚŚĞƐĞƐ͖�ĐŽŶƚƌŝďƵƟŽŶƐ�ĨƌŽŵ�E��>�ƚŽ�ƚĞĂĐŚŝŶŐ͖�
ƉƌŽũĞĐƚͲƉŝƚĐŚĞƐ͕�ƚŚĞŵĂƟĐ�ƌŽƵŶĚƚĂďůĞƐ�ĂŶĚ�ĚŝƐĐƵƐƐŝŽŶ͘�EdEh�ŚĂƐ�ƐƚĂƌƚĞĚ�Ă�ĐŽŽƉĞƌĂƟŽŶ�ŝŶ�:ƵŶĞ�ϮϬϭϵ�ďǇ�
ŽƌŐĂŶŝǌŝŶŐ�ƚǁŽ�^ƵŵŵĞƌ�ƐĐŚŽŽůƐ�ĂŶĚ�ĚĞĚŝĐĂƚĞĚ�ƐĞǀĞƌĂů�ŵĂƐƚĞƌ�ƐƚƵĚĞŶƚƐ�ĂŶĚ�ŽŶĞ�ĚŽĐƚŽƌĂů�ƐƚƵĚĞŶƚ�ƚŽ�
,ũĞƌŶƌŝŶŐĞŶ͘�/Ŷ�ƚŚĞ�ƉƌĞƐĞŶƚ�ƌĞƐĞĂƌĐŚ͕�ƚŚĞ�ĐŽŽƉĞƌĂƟŽŶ�ďĞƚǁĞĞŶ�E��>�ĂŶĚ�EdEh�ŝƐ�ƉƌĞƐĞŶƚĞĚ�ƚŚƌŽƵŐŚ�
ŽŶĞ� ĐĂƐĞ͕� ǁŚŝĐŚ� ǁĂƐ� ĨŽĐƵƐĞĚ� ŽŶ� ƚŚĞ� ƉƌŽďůĞŵ� ŽĨ� ŝŶĐƌĞĂƐŝŶŐ� ƚŚĞ� ĐŝƟǌĞŶ� ĞŶŐĂŐĞŵĞŶƚ� ŝŶ� ƐƵƐƚĂŝŶĂďůĞ�
ƌĞĨƵƌďŝƐŚŵĞŶƚ�ƉƌŽũĞĐƚƐ͘�

Z�^��Z�,
�ĂƐĞ�ƐƚƵĚǇ
WĂƌƚŶĞƌƐ�ĂŶĚ�ĐŽŶƚĞǆƚ�ŽĨ�ƚŚĞ�ƐƚƵĚǇ
E��>�ŝƐ�ƚŚĞ�ůĂƌŐĞƐƚ�ĐŽͲŽƉĞƌĂƟǀĞ�,ŽƵƐŝŶŐ�&ĞĚĞƌĂƟŽŶ�ŽĨ�EŽƌǁĂǇ�ĂŶĚ�ƌĞƉƌĞƐĞŶƚƐ�ŚĞƌĞ�ƚŚĞ�^ƚƌĂƚĞŐŝĐ�ůĞǀĞů�
ŽĨ� &ĂĐŝůŝƚǇ�DĂŶĂŐĞŵĞŶƚ͘� &ŽůůŽǁŝŶŐ� ƚŚĞ�WĂƌŝƐ��ŐƌĞĞŵĞŶƚ� ƌĂƟĮĞĚ� ŝŶ� ϮϬϭϲ�ĂŶĚ�ĂůŝŐŶŝŶŐ�ǁŝƚŚ�EŽƌǁĂǇ Ɛ͛�
ĂŵďŝƟŽƵƐ�ŐŽĂůƐ�ĂŶŶŽƵŶĐĞĚ�ŝŶ�ƚŚĞ�EĂƟŽŶĂůůǇ��ĞƚĞƌŵŝŶĞĚ��ŽŶƚƌŝďƵƟŽŶ��Đƚ�ƉƵďůŝƐŚĞĚ�ŝŶ�&ĞďƌƵĂƌǇ�ϮϬϮϬ͕�
E��>�ŚĂƐ�ďĞĞŶ�ƉƌŽĂĐƟǀĞ�ŝŶ�ĚĞĮŶŝŶŐ�Ă�ƐƚƌĂƚĞŐǇ�ƚŽ�ƵƉŐƌĂĚĞ�ƚŚĞ�ĞǆŝƐƟŶŐ�ƐƚŽĐŬ�ŽĨ�ďƵŝůĚŝŶŐƐ͘

&ŝŐƵƌĞ�ϭ�KƌŐĂŶŝǌĂƟŽŶ�ŽĨ�ƚŚĞ�&ĂĐŝůŝƚǇ�DĂŶĂŐĞŵĞŶƚ�ĐŽŵƉĂŶǇ�ŵĂĚĞ�ďǇ�ƚŚĞ��^/d��ƐƚƵĚĞŶƚƐ͕�ϮϬϭϵ
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dŚĞ� ƚĂĐƟĐĂů� ůĞǀĞů� ŝƐ� ƌĞƉƌĞƐĞŶƚĞĚ� ďǇ� ƚŚĞŝƌ� ůŽĐĂů� ƚĞĂŵ͕� dK��͕� ƌĞƐƉŽŶƐŝďůĞ� ĨŽƌ� ƚŚĞ� ŵĂŶĂŐĞŵĞŶƚ� ĂŶĚ�
ŵĂŝŶƚĞŶĂŶĐĞ� ŽĨ� ƚŚĞ� <ĂƌŽůŝŶĞƌǀĞŝĞŶ� ,ŽƵƐŝŶŐ� �ŽŽƉĞƌĂƟǀĞ� ůŽĐĂƚĞĚ� ŝŶ� dƌŽŶĚŚĞŝŵ͕� EŽƌǁĂǇ͘ � dŚŝƐ� ƵƌďĂŶ�
community has seven building blocks from 1967, with a total of 315 apartments and large outdoor 
ĂƌĞĂƐ͘� /Ŷ�ŽƌĚĞƌ�ƚŽ�ĐŽŵƉůǇ�ǁŝƚŚ�ƚŽĚĂǇ Ɛ͛�ƐƚĂŶĚĂƌĚƐ͕�<ĂƌŽůŝŶĞƌǀĞŝĞŶ�ŶĞĞĚƐ�ƚŽ�ƵŶĚĞƌŐŽ�ƌĞŶŽǀĂƟŽŶ͘�E��>�
ƐĞŝǌĞĚ�ƚŚĞ�ŽƉƉŽƌƚƵŶŝƚǇ�ŽĨ�ƚŚŝƐ�ƉƌŽũĞĐƚ�ƚŽ�ƐƚĂƌƚ�ĚĞǀĞůŽƉŝŶŐ�Ă�ǀŝƐŝŽŶ�ĨŽƌ�Ă�ƐƵƐƚĂŝŶĂďůĞ�ƌĞŐĞŶĞƌĂƟŽŶ�ŽĨ�ƚŚĞ�
ŶĞŝŐŚďŽƌŚŽŽĚ�ƚŽŐĞƚŚĞƌ�ǁŝƚŚ�ĂŶ�ƵƉŐƌĂĚĞ�ŽĨ�ƚŚĞ�ďƵŝůĚŝŶŐƐ͛�ƉĞƌĨŽƌŵĂŶĐĞƐ͘

&ŝŐƵƌĞ�Ϯ�<ĂƌŽůŝŶĞƌǀĞŝĞŶ�ϭ�ĂŶĚ�Ϯ͘�^ŽƵƌĐĞ͗�EdEh�Θ��^/d�͘

dŚĞ�EdEh Ɛ͛��ĞƉĂƌƚŵĞŶƚ�ŽĨ��ŝǀŝů�ĂŶĚ��ŶǀŝƌŽŶŵĞŶƚĂů��ŶŐŝŶĞĞƌŝŶŐ�ĐŽŶƚƌŝďƵƚĞĚ�ƚŽ�ƚŚĞ�ĚĞǀĞůŽƉŵĞŶƚ�ŽĨ�Ă�
ƌĞƐĞĂƌĐŚ�ƉƌŽũĞĐƚ�ďǇ�ŽƌŐĂŶŝǌŝŶŐ�ƐƵŵŵĞƌ�ƐĐŚŽŽůƐ�ĂƐ�ǁĞůů�ĂƐ�ƐĞŵĞƐƚĞƌ�ĐŽƵƌƐĞƐ�ĂŶĚ�ŐƵŝĚĂŶĐĞ�ŽĨ�DĂƐƚĞƌ�ƚŚĞ-
ƐŝƐ�ƌĞůĂƚĞĚ�ƚŽ�ƚŚĞ�ƚŚĞŵĞ�͞ĐŝƟǌĞŶ�ĞŶŐĂŐĞŵĞŶƚ�ŝŶ�ƐƵƐƚĂŝŶĂďůĞ�ƌĞĨƵƌďŝƐŚŵĞŶƚ�ƉƌŽũĞĐƚƐ͘͟ �dŚĞ�ĮƌƐƚ�ƐƵŵŵĞƌ�
ƐĐŚŽŽů͕�ŽĨ�ǁŚŝĐŚ�ƚŚŝƐ�ƉĂƉĞƌ�ƉƌĞƐĞŶƚƐ�ƚŚĞ�ƌĞƐƵůƚƐ͕�ǁĂƐ�ŽƌŐĂŶŝǌĞĚ�ŝŶ�ĐŽůůĂďŽƌĂƟŽŶ�ǁŝƚŚ�ƚŚĞ��ĂĞŶ�/ŶƐƟƚƵƚĞ�
ŽĨ��ŝǀŝů��ŶŐŝŶĞĞƌŝŶŐ� ;�^/d�Ϳ͘�ϱ�ƐƚƵĚĞŶƚƐ� ĨƌŽŵ��^/d��ƚŽŐĞƚŚĞƌ�ǁŝƚŚ�ϯ�ƐƚƵĚĞŶƚƐ�ĂŶĚ�ϯ�ƌĞƐĞĂƌĐŚĞƌƐ� ĨƌŽŵ�
EdEh�ƉĂƌƟĐŝƉĂƚĞĚ�ƚŽ�ƚŚŝƐ�ϰͲǁĞĞŬ�ǁŽƌŬƐŚŽƉ�ŝŶ�:ƵŶĞ�ϮϬϭϵ͘�

&ŝƌƐƚ�ŽďƐĞƌǀĂƟŽŶƐ�ĂŶĚ�ŝŶŝƟĂů�ĚĞǀĞůŽƉŵĞŶƚ�
�ĞĨŽƌĞ� ƚŚĞ�ĮƌƐƚ�ĚĂǇ�ŽĨ� ƚŚĞ� ƐƵŵŵĞƌ� ƐĐŚŽŽů͕� ƚŚĞ� ƐƚƵĚĞŶƚƐ� ƌĞĐĞŝǀĞĚ� ƚŚĞ� ĨŽůůŽǁŝŶŐ� ƐƚĂƚĞŵĞŶƚ� ĨƌŽŵ� ƚŚĞ�
EdEh�ĂŶĚ�E��>�ƚĞĂŵ͗�͞The Government has signed the Paris climate agreement. If Norway does not 

ĨƵůĮůů�ƚŚĞ�ƌĞƋƵŝƌĞŵĞŶƚƐ͕�ƚŚĞ��h�ǁŝůů�ŐŝǀĞ�Ă�ƉĞŶĂůƚǇ͘��Ƶƚ�ǁŚŽ�ŝƐ�ŐŽŝŶŐ�ƚŽ�ĨƵůĮůů͍��ƵŝůĚŝŶŐ�ŽǁŶĞƌƐ͘�^Ž͕�ǁŚĂƚ�
ŝƐ�ƚŚĞ�ƉŽƚĞŶƟĂů�ǁŝƚŚŝŶ�ĞǆŝƐƟŶŐ�ĐŽŵŵƵŶŝƟĞƐ�ǁŝƚŚ�ĚǁĞůůŝŶŐƐ͍���ĐĂƐĞ�ƐŚĂůů�ďĞ�ĞǆĂŵŝŶĞĚ�Ͳ�ŝŶ�dƌŽŶĚŚĞŝŵ�
;<ĂƌŽůŝŶĞƌǀĞŝĞŶͿ͖�ǁŚĂƚ�ĐĂŶ�ďĞ�ĚŽŶĞ�ƚŽ�ƵƉŐƌĂĚĞ�ƚŽ�Ă�ǁĞůůďĞŝŶŐ�ĂƌĞĂ͍͟�;>͘�D͘��ĞŶĚŝŬƐĞŶ͕�ϯϭ͘Ϭϱ͘ϭϵͿ͘�

dŚĞ�ŐŽĂů�ǁĂƐ�ƐĞƚ�ĂŶĚ�ĐŽŵŵƵŶŝĐĂƚĞĚ�ďǇ�ƚŚĞ�ŵĂŝŶ�ĐŽŽƌĚŝŶĂƚŽƌ�ŽĨ�ƚŚĞ�EdEh�ƌĞƐĞĂƌĐŚ�ƚĞĂŵ�ĂƐ�ĨŽůůŽǁƐ͗�
͞�ƌĞĂƚĞ�Ă�ǀŝƐƵĂůŝǌŝŶŐ�ƚŽŽů�ĨŽƌ�ƐƵƐƚĂŝŶĂďůĞ�ĐŽŵŵƵŶŝĐĂƟŽŶ͕�ƵƐŝŶŐ�<ĂƌŽůŝŶĞƌǀĞŝĞŶ�ĂƐ�Ă�ĐĂƐĞ͟�;�͘�dĞŵĞůũŽƚŽǀͲ
^ĂůĂũ͕�ϯϭ͘Ϭϱ͘ϭϵͿ.
�ƵƌŝŶŐ� ƚŚĞ� ĮƌƐƚ�ǁĞĞŬ͕� ƚŚĞ� ƚĞĂŵ� ĨŽĐƵƐĞĚ� ŽŶ� ŝŶƚƌŽĚƵĐŝŶŐ� ƚŚĞ� ƐƚƵĚĞŶƚƐ� ƚŽ� ƚŚĞ� &ĂĐŝůŝƚǇ�DĂŶĂŐĞƌ Ɛ͛� ƌŽůĞ�
ĂŶĚ�ƚŚĞ�ƉŽƚĞŶƟĂů�ŽĨ�hƌďĂŶ�&ĂĐŝůŝƚǇ�DĂŶĂŐĞŵĞŶƚ�ƚŽ�ĐŽŶƚƌŝďƵƚĞ�ƚŽ�ŵŽƌĞ�ƐƵƐƚĂŝŶĂďůĞ�ŶĞŝŐŚďŽƵƌŚŽŽĚƐ͘�
��ĮĞůĚ�ƚƌŝƉ�ǁĂƐ�ĂůƐŽ�ŽƌŐĂŶŝǌĞĚ�ƚŽ�ŵĂŬĞ�ƚŚĞ�ĮƌƐƚ�ŽďƐĞƌǀĂƟŽŶƐ�ŽŶ�ƚŚĞ�<ĂƌŽůŝŶĞƌǀĞŝĞŶ�ĂƌĞĂ͘�,ĂǀŝŶŐ�Ă�Đŝǀŝů�
ĞŶŐŝŶĞĞƌŝŶŐ�ďĂĐŬŐƌŽƵŶĚ͕�ƚŚĞ�ĮƌƐƚ�ĐŽŵŵĞŶƚƐ�ŵĂĚĞ�ŽŶ�ƚŚĞ�ƐƉŽƚ�ǁĞƌĞ�ƉŽŝŶƟŶŐ�ƚŽ�ƚĞĐŚŶŝĐĂů�ƉƌŽďůĞŵƐ�ƐƵĐŚ�
ĂƐ�Ă�ƉŽŽƌ�ĐŽŶĚŝƟŽŶ�ŽĨ�ƚŚĞ�ďĂůĐŽŶŝĞƐ͛�ƐƚƌƵĐƚƵƌĞƐ�ĂŶĚ�ƚŚĞ�ƉŽƐƐŝďůĞ�ƉƌĞƐĞŶĐĞ�ŽĨ�ĂƐďĞƐƚŽƐ͘�,ŽǁĞǀĞƌ͕ �ĂŌĞƌ�
ďĞŝŶŐ�ĞŶĐŽƵƌĂŐĞĚ�ƚŽ�ĂůƐŽ�ĐŽŶƐŝĚĞƌ�ƚŚĞ�ƐŽĐŝĂů�ĂƐƉĞĐƚƐ͕�ƚŚĞ�ƐƚƵĚĞŶƚƐ�ŽďƐĞƌǀĞĚ�Ă�ůĂĐŬ�ŽĨ�ƐŽĐŝĂů�ŵĞĞƟŶŐ�
ƉůĂĐĞƐ�ĂŶĚ�ĂŶ�ƵŶĚĞƌ�ƐĐĂůĞĚ�ƉůĂǇŐƌŽƵŶĚ�ĂƌĞĂ�ĐŽŶƐŝĚĞƌŝŶŐ�ƚŚĞ�ƐŝǌĞ�ŽĨ�ƚŚĞ�ĐŽŵŵƵŶŝƚǇ͘ �

�ŌĞƌ�ƚŚĞ�ĮƌƐƚ�ĮĞůĚ�ƚƌŝƉ�ĂŶĚ�ĨŽůůŽǁŝŶŐ�Ă�ŵĞĞƟŶŐ�Ăƚ�ƚŚĞ�ůŽĐĂů�ƌĞƐŝĚĞŶƟĂů�&D͕�dK��͕�ƚŚĞ�ƐƚƵĚĞŶƚƐ�ƐƚĂƌƚĞĚ�
ĚĞǀĞůŽƉŝŶŐ�ŝĚĞĂƐ�ĨŽƌ�ŝŵƉƌŽǀĞŵĞŶƚƐ�ŽĨ�ƚŚĞ�ŶĞŝŐŚďŽƌŚŽŽĚ͘�dŚĞǇ�ƐƚƌƵĐƚƵƌĞĚ�ƚŚĞŝƌ�ƐƵŐŐĞƐƟŽŶƐ�ďĞƚǁĞĞŶ�
͞ŚĂƌĚͲƐĞƌǀŝĐĞƐ͟�ĂŶĚ�͞ ǁĞůůͲďĞŝŶŐ͕͟ �ƚŚĞƌĞĨŽƌĞ�ĐŽŵďŝŶŝŶŐ�ƚĞĐŚŶŝĐĂů�ƐŽůƵƟŽŶƐ�ǁŝƚŚ�ŵŽƌĞ�ƐŽĐŝĂů�ŝŶƚĞƌǀĞŶƟŽŶ�
ŝŶ�ŽƌĚĞƌ�ƚŽ�ŝŵƉƌŽǀĞ�ƚŚĞ�ŽǀĞƌĂůů�ƋƵĂůŝƚǇ�ŽĨ�ůŝĨĞ�ŽĨ�ƚŚĞ�ƌĞƐŝĚĞŶƚƐ͘�/Ŷ�ƚŚĞ�ŵĞĂŶƟŵĞ͕�ƚŚĞ�ƌĞƐĞĂƌĐŚ�ƚĞĂŵ�ĂƐŬĞĚ�
ƚŚĞŵ�ƚŽ�ĐŽŶƐŝĚĞƌ�Ă�ĐŽŵŵƵŶŝĐĂƟŽŶ�ƉůĂŶ�Žƌ�ŵĞĚŝƵŵ�ƚŚĂƚ�ĐŽƵůĚ�ĂůůŽǁ�Ă�ƚƌĂŶƐĨĞƌ�ŽĨ�ŬŶŽǁůĞĚŐĞ�ĨƌŽŵ�ƚŚĞŝƌ�
engineering background to residents with various backgrounds and interests.
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&ŝŐƵƌĞ�ϯ�^ƚƵĚĞŶƚƐΖ�ĮƌƐƚ�ƐƵŐŐĞƐƟŽŶƐ�ĨŽƌ�ŝŵƉƌŽǀĞŵĞŶƚ�ŽĨ�ƚŚĞ�ďƵŝůƚ�ĞŶǀŝƌŽŶŵĞŶƚ͘�^ŽƵƌĐĞ͗�EdEh�Θ��^/d�͘

��ƐƵƌǀĞǇϻ�ĐŽŶĚƵĐƚĞĚ�ďǇ�dK���ĞĂƌůŝĞƌ�ŝŶ�ƚŚĞ�ǇĞĂƌ�ĂŶĚ�ĂŶĂůǇǌĞĚ�ďǇ�ƚŚĞ�ƐƚƵĚĞŶƚƐ�ƌĞǀĞĂůĞĚ�ƚŚĞ�ŵĂŝŶ�ĐŽŶĐĞƌŶƐ�
and challenges experienced by some of the residents. People were experiencing high humidity level, bad 
ǀĞŶƟůĂƟŽŶ͕�ĐŽůĚ�ĚƌĂŌƐ�ĨƌŽŵ�ƵŶƟŐŚƚ�ǁŝŶĚŽǁƐ�ĂŶĚ�ĚŽŽƌƐ�ƌĞƐƵůƟŶŐ�ĂůƐŽ�ŝŶ�ĂĐŽƵƐƟĐ�ĚŝƐƚƵƌďĂŶĐĞ͘�ϲϮ͘ϱй�
ŽĨ�ƚŚĞ�ƌĞƐƉŽŶĚĞŶƚƐ�ƐĂŝĚ�ƚŚĞǇ�ŚĂĚ�ƚŽ�ŽƉĞŶ�ƚŚĞ�ǁŝŶĚŽǁƐ�ŝŶ�ŽƌĚĞƌ�ƚŽ�ŐĞƚ�ƐĂƟƐĨĂĐƚŽƌǇ�ǀĞŶƟůĂƟŽŶ�ŝŶ�ƚŚĞŝƌ�
ĂƉĂƌƚŵĞŶƚ͘�dŚŝƐ�ĐůĂƐŚĞĚ�ǁŝƚŚ�ŽŶĞ�ŽĨ�ƚŚĞ�ŝƐƐƵĞƐ�ĞǆƉĞƌŝĞŶĐĞĚ�ďǇ�ƚŚĞ�ƌĞƐƉŽŶĚĞŶƚƐ͕�ŶĂŵĞůǇ�ƚŚĞ�ĂĐŽƵƐƟĐ�
ŶƵŝƐĂŶĐĞ�ĨƌŽŵ�ƐĞĂŐƵůůƐ�ŝŶ�ƚŚĞ�ƐƵŵŵĞƌ͘ �/ŶĚŽŽƌ�ƚĞŵƉĞƌĂƚƵƌĞ�ĂůƐŽ�ƌĞǀĞĂůĞĚ�ŝƚƐĞůĨ�ƚŽ�ďĞ�ƉƌŽďůĞŵĂƟĐ�ǁŝƚŚ�
ƌĞƐƉĞĐƟǀĞůǇ�ϳϳϵй�ĂŶĚ�ϱϴ͕ϭй�ŽĨ�ƚŚĞ�ƉĂƌƟĐŝƉĂŶƚƐ�ƌĞƉŽƌƟŶŐ�ŽǀĞƌĂůů�Žƌ�ƉĂƌƟĂů�ĞǆĐĞƐƐŝǀĞ�ǁĂƌŵƚŚ�ŝŶ�ƚŚĞ�
summer and excessive cold in the winter.

��ƚĂŝůŽƌͲŵĂĚĞ�ĐŽŵŵƵŶŝĐĂƟŽŶ�ƚŽŽů
ZĞŇĞĐƟŶŐ�ŽŶ�ŚŽǁ� ƚŚĞǇ� ĐŽƵůĚ� ŚĂǀĞ� ƚŚĞ�ďĞƐƚ� ŝŵƉĂĐƚ� ĂŶĚ�ŵĂǆŝŵŝǌĞ� ƚŚĞŝƌ� ĐŚĂŶĐĞƐ� ŽĨ� ƌĞĂĐŚŝŶŐ�ŽƵƚ� ƚŽ�
residents, the students decided to split in two groups where one would be going on site and interact 
ĚŝƌĞĐƚůǇ�ǁŝƚŚ�ƉĞŽƉůĞ�ƚŽ�ůĞƚ�ƚŚĞŵ�ŬŶŽǁ�ĂďŽƵƚ�ƚŚĞ�ƉƌŽũĞĐƚ�ĂŶĚ�ƚŚĞ�ƉƵƌƉŽƐĞ�ŽĨ�ƚŚĞŝƌ�ǁŽƌŬ͕�ĂŶĚ�ĂŶŽƚŚĞƌ�
ǁŽƵůĚ� ƐƚĂƌƚ� ĚĞǀĞůŽƉŝŶŐ� ǀŝƐƵĂů� ƐƵƉƉŽƌƚ� ĂŶĚ� Ă�ǁĞďͲďĂƐĞĚ� ƉůĂƞŽƌŵ� ĨŽƌ� ďĞƩĞƌ� ĐŽŵŵƵŶŝĐĂƟŽŶ� ŽĨ� ^�Z�
ďĞŶĞĮƚƐ͘�dŚĞ�ŝĚĞĂ�ďĞŚŝŶĚ�ƚŚŝƐ�ƉƌŽĐĞƐƐ�ǁĂƐ�ƚŽ�ĂĐŚŝĞǀĞ�Ă�ƚĂŝůŽƌͲŵĂĚĞ�ĐŽŵŵƵŶŝĐĂƟŽŶ�ƚŽŽů�ǁŚĞƌĞ�ƵƐĞƌƐ�
ǁŽƵůĚ� ďĞ� ĂĚĚƌĞƐƐĞĚ� ŝŶ� Ă�ŵŽƌĞ� ƉĞƌƐŽŶĂů� ĂŶĚ� ŝŶƚĞƌĂĐƟǀĞ�ǁĂǇ� ƚŚĂŶ� Ă� ƌĞŐƵůĂƌ� ƉĂŵƉŚůĞƚ� ĂďŽƵƚ� ŐůŽďĂů�
ďĞŶĞĮƚƐ�ŽĨ�^ƵƐƚĂŝŶĂďůĞ�ZĞŶŽǀĂƟŽŶ͘

&ŝŐƵƌĞ�ϰ�&ƌŽŵ�ǁŝĚĞůǇ�ƵƐĞĚ�ŝŵĂŐĞƐ�ƚŽ�ƚĂŝůŽƌͲŵĂĚĞ�ǀŝƐƵĂů�ĐŽŶƚĞŶƚ͘�^ŽƵƌĐĞ͗�EdEh�Θ��^/d�͘
5�dK���;ϮϬϭϵͿ��ĞďŽĞƌƵŶĚĞƌƐƆŬĞůƐĞ�<ĂƌŽůŝŶĞƌǀĞŝĞŶ�
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������ ��%�� ��&���!&��$�! ��"$�%� &� ��)��&��� ��!����"$!(��� &%��!'�������*"��&����+�'"�$��� ��
�����$� &������ &%�!��&����'��&�� (�$! �� &/����� ����!��&���"��&�!$�-�1������
��2��!��%��$!��&���
�!$)���� �%� &� ���1�!� �'%2�)��$��1
��2���� %�1'%2�� ��%&� �%��!$�1
'$��'%&�� ������!���&+2/��
�

 ��!��&�������%-��������1"����+!'$�"��&!2��%��!����&� �����������! �"$�3��&�$�� ����%%'�%�� ����!$��
(�%'���� ��"��+�'��)�+/�����"!� &���� ��&!�� �$��%��&�����(���!��"�$&���"�&�! ��+�"$!(��� ��� ��&&$��&�(��
� &�$����/����� ��(��&+"�%�!���"�$&�� &%� ��� &������ � �&�����!��%��$���(���������!$�"�!"���&!���!!%��&���
! �� &��+� ��&'���+� ��(�� � /� ���+� �� � &�� � "����� "��&!�$��%� $�"$�%� &� �� �����$� &� �%%'�%� &��+�����&�
�*"�$�� ��� �&� �!��� 4 !�%�-� �'����&+-� �!��� �$��&%-� &��"�$�&'$�-� (� &���&�! 5/� ���� '%�$� �!�"!%�%� �&%�
!) �"��&'$��!���&%�1�!����*"�$�� ��2�� ���� �%� ��&����� ���$�%'�&�&!��&��$�)�&������&�! ����!��� &%�
&!�&������� �%&$�&!$%�!��&���%�&��4�/�/�&���$�%��$���&���5�� ! +�!'%�+/��

�
���� %��! �� ����-� 1������ � �� &�"2� ���%� &!� "$!(���� &���!$3����� � �!$��&�! � ��!'&� &��� �� ���&%� !��
%'%&�� ����� $� !(�&�! �!�� &�����!���� �� �&%� %'$$!' �� �%/�����'%�$��� �������! ������$� &���� ��+� ��
���%%�%�"������! �%"������������ &%�!��&����'���� ��� ���&%�� (�$! �� &�4������-�)� �!)%-�(� &���&�! -�
"��+�$!' �5� &!���&� � �!$��&�! � ��!'&��!)� &��� %�&'�&�! � �!'������ ��"$!(��/� ���$�� �%� ��%!� �� ������ &!�
%� ��%'���%&�! %�!$�#'�%&�! %�� ! +�!'%�+/��

1������� ����"2�)�����(!�(��&!����!$��� &�$��&�(��� &�$������ ��&����! ��"&�!����1����3����2�� &�$������%�
��� ����(��!"���)��$��"�!"����!'����$��&��� ��(�&�$�� �������� �%!���� �!$��&�! �� �!$��$�&!�$����(��
� �!$��&�! ���&�&!�&���$�"$!������ ��"$�!$�&��%/��
����$�%��� &%��!'���&��$��+�%���&��������&%�!��&���$�����%�! %�� �&���"$!���&�! �&���$������$� &�1��(��%2�
%'��� �%� &���$� � (�$! �� &��� ��"��&-�)���3��� �-� ��! !���-� �&�/� ���%� �%��!&�(�&��� �+� &��� � ��+%�%� !��
1%'���%%�%� � �� ����'$�%2� � � %'%&�� ����� $� !(�&�! � !�� �!'%� �� �!!"�$�&�(�%� )����� $�(������ &��&�

���'$��=�
� �� ��"����� ��� &�$�����!��&���������� ����"�����/�

���'$��<�
� �� ��"����!��&���6"����+!'$�"��&!6������� ��� &�$������!$�&���6&!"���!!$�%&'��!6�

dŚĞ�ŐƌŽƵƉ�ŽŶ�ƚŚĞ�ĮĞůĚ�ƐƚĂƌƚĞĚ� ŝŶƚĞƌĂĐƟŶŐ�ǁŝƚŚ�ƉĞŽƉůĞ�ĂŶĚ�ĞŶŐĂŐĞĚ�ƚŚĞŵ�ŝŶƚŽ�Ă�ƚǁŽͲŵŝŶƵƚĞ�ĂĐƟǀŝƚǇ�
where they could pick a pictogram and write a few words on a white paper to express their experience 
ŽĨ�ůŝǀŝŶŐ�ŝŶ�ƚŚĞ�<ĂƌŽůŝŶĞƌǀĞŝĞŶ�ŶĞŝŐŚďŽƌŚŽŽĚ͘�tŚŝůĞ�ƚŚĞ�ĨĞĞĚďĂĐŬ�ǁĂƐ�ƐƵďƐƚĂŶƟĂůůǇ�ƐŝŵŝůĂƌ�ƚŽ�ƚŚĞ�ƌĞƐƵůƚƐ�
ŽĨ�ƚŚĞ�ƐƵƌǀĞǇ͕ �ƚŚĞ�ƐƚƵĚĞŶƚƐ�ĂůƐŽ�ŶŽƟĐĞĚ�ƚŚĞ�ƌĞůĂƟǀĞůǇ�ǇŽƵŶŐ�ĂŐĞ�ŽĨ�ƚŚĞ�ƌĞƐŝĚĞŶƚƐ͘�dŚŝƐ�ůĞĚ�ƚŚĞŵ�ƚŽ�ƚŚŝŶŬ�
ƚŚĂƚ�Ă�ǁĞďͲďĂƐĞĚ�ŝŶƚĞƌĂĐƟǀĞ�ƚŽŽů�ĐŽƵůĚ�ĐŽŶƚƌŝďƵƚĞ�ƚŽ�ĂŶ�ŝŵƉƌŽǀĞĚ�ĐŽŵŵƵŶŝĐĂƟŽŶ͘�

&ŝŐƵƌĞ�ϱ��ǆĂŵƉůĞƐ�ŽĨ�ĐŽŵƉŽƐŝƟŽŶƐ�ƉƌŽĚƵĐĞĚ�ďǇ�ƌĞƐŝĚĞŶƚƐ�ĚƵƌŝŶŐ�Ă�ĮĞůĚ�ƚƌŝƉ�ĂĐƟǀŝƚǇ͘
^ŽƵƌĐĞ͗�EdEh�Θ��^/d�͘

The other group started building 3D models of the area as well of each type of apartment that could 
ďĞ�ĨŽƵŶĚ�ŝŶ�ƚŚĞ�ďƵŝůĚŝŶŐƐ�ƚŽ�ƐƵƉƉŽƌƚ�ƚŚĞ�ǀŝƐƵĂůŝǌĂƟŽŶ�ŽĨ�ƉŽƚĞŶƟĂů�ƐŽůƵƟŽŶƐ͘�dŚŝƐ͕�ĐŽŵďŝŶĞĚ�ǁŝƚŚ�ƚŚĞ�
ĚĂŝůǇ�ƌĞƉŽƌƚĞĚ�ĞǆƉĞƌŝĞŶĐĞ�ŽĨ�ƚŚĞ�ŽƚŚĞƌ�ŐƌŽƵƉ͕�ůĞĚ�ƚŚĞ�ƌĞƐĞĂƌĐŚ�ƚĞĂŵ�ƚŽ�ŝŶĐůƵĚĞ�ĐŽͲĐƌĞĂƟŽŶ�ĂŶĚ�ĂĐƟǀĞ�
ƉĂƌƟĐŝƉĂƟŽŶ�ŝŶ�ƚŚĞ�ĮŶĂů�ǀĞƌƐŝŽŶ�ŽĨ�ƚŚĞ�ƚŽŽů͘�dŚĞ�ĐŽŶĐĞƉƚ�ŽĨ�ƚǁŽ�͞ŵŝŶŝͲŐĂŵĞƐ͟�ĞŵĞƌŐĞĚ͕�ŽŶĞ�ďĞŝŶŐ�Ă�
ǀŝƐƵĂů�ƐƵƌǀĞǇ�ǁŚĞƌĞ�ƉĞŽƉůĞ�ĐŽƵůĚ�ƉŽŝŶƚ�ƚŽ�ƐƉĞĐŝĮĐ�ĂƌĞĂƐ�ŝŶ�ƚŚĞŝƌ�ĂƉĂƌƚŵĞŶƚƐ�ǁŚĞƌĞ�ƚŚĞǇ�ŚĂĚ�ĐŚĂůůĞŶŐĞƐ�
ĂŶĚ�ƚŚĞ�ŽƚŚĞƌ�ŽŶĞ�ƉƌĞƐĞŶƟŶŐ�ǁŚĂƚ�ŬŝŶĚ�ŽĨ� ŝŵƉƌŽǀĞŵĞŶƚƐ�ĐŽƵůĚ�ďĞ�ĞǆƉĞĐƚĞĚ�ďǇ�ƵƉŐƌĂĚŝŶŐ�ĚŝīĞƌĞŶƚ�
ĞůĞŵĞŶƚƐ�ŽĨ�ƚŚĞ�ďƵŝůƚ�ĞŶǀŝƌŽŶŵĞŶƚ͘�dŚĞ�ŶĂŵĞ�ŽĨ�ƚŚĞ�ƉůĂƞŽƌŵ͕�͞ďůŝŵĞĚK^^͟�ĐŽŵĞƐ�ĨƌŽŵ�ƚŚĞ�EŽƌǁĞŐŝĂŶ�
ƐĞŶƚĞŶĐĞ�͞:ŽŝŶ�ƵƐ͟�ǁŚĞƌĞ�͞K^^͟�ŵĞĂŶƐ�͞ƵƐ͟�ĂŶĚ�ƐƚĂŶĚƐ�ĨŽƌ�͞KƵƌ�^ƵƐƚĂŝŶĂďůĞ�^ŽĐŝĞƚǇ͘͟ �

KŶĞ�ŽĨ�ƚŚĞ�ŐĂŵĞƐ͕�ĐĂůůĞĚ�͞ƉŝĐŬ�ǇŽƵƌ�ƉŝĐƚŽ͟�ŝƐ�ĐŽůůĞĐƟŶŐ�ĨĞĞĚďĂĐŬ�ŽŶ�ƉƌĞͲĚĞƚĞƌŵŝŶĞĚ�ŝƐƐƵĞƐ�ŝŶ�Ă�ŵŽƌĞ�
ǀŝƐƵĂů�ĂŶĚ�ƉůĂǇĨƵů�ǁĂǇ͘ �dŚĞ�ƉŽŝŶƚ�ďĞŝŶŐ�ƚŽ�ŝŶĐƌĞĂƐĞ�ƚŚĞ�ůĞǀĞů�ŽĨ�ƉĂƌƟĐŝƉĂƟŽŶ�ďǇ�ƉƌŽǀŝĚŝŶŐ�ĂŶ�ĂƩƌĂĐƟǀĞ�
ŝŶƚĞƌĨĂĐĞ͘��ůů�ĮǀĞ�ƚǇƉĞƐ�ŽĨ�ĂƉĂƌƚŵĞŶƚƐ� ŝĚĞŶƟĮĞĚ�ŝŶ�ƚŚĞ�ďůŽĐŬƐ�ĂƌĞ�ĂǀĂŝůĂďůĞ�ĨŽƌ�ƉĞŽƉůĞ�ƚŽ�ĐŚŽŽƐĞ�ƚŚĞ�
ŽŶĞ� ƚŚĞǇ� ĂĐƚƵĂůůǇ� ůŝǀĞ� ŝŶ͘� dŚĞǇ� ĐĂŶ� ƚŚĞŶ� ƉůĂĐĞ� ƉŝĐƚŽŐƌĂŵƐ� ƌĞƉƌĞƐĞŶƟŶŐ� ĚŝīĞƌĞŶƚ� ŝƐƐƵĞƐ� ƚŚĞǇ�ŵŝŐŚƚ�
ĞǆƉĞƌŝĞŶĐĞ�Ăƚ�ŚŽŵĞ�;ŶŽŝƐĞ͕�ŚƵŵŝĚŝƚǇ͕ �ĐŽůĚ�ĚƌĂŌƐ͕�ƚĞŵƉĞƌĂƚƵƌĞ͕�ǀĞŶƟůĂƟŽŶͿ͘�dŚĞ�ƵƐĞƌ�ĐŽŵƉŽƐĞƐ�ŝƚƐ�ŽǁŶ�
ƉŝĐƚƵƌĞ�ŽĨ�ŝƚƐ�͞ ŚŽŵĞ�ĞǆƉĞƌŝĞŶĐĞ͟�ĂŶĚ�ĐĂŶ�ƐĞŶĚ�ƚŚĞ�ĮŶĂů�ƌĞƐƵůƚ�ƚŽŐĞƚŚĞƌ�ǁŝƚŚ�ĂĚĚŝƟŽŶĂů�ĐŽŵŵĞŶƚƐ�ƚŽ�ƚŚĞ�
ĂĚŵŝŶŝƐƚƌĂƚŽƌƐ�ŽĨ�ƚŚĞ�ƐŝƚĞ�;ŝ͘Ğ͘�ƚŚĞ�ƌĞƐĞĂƌĐŚ�ƚĞĂŵͿ�ĂŶŽŶǇŵŽƵƐůǇ͘

&ŝŐƵƌĞ�ϲ�>ĂŶĚŝŶŐ�ƉĂŐĞ�ŽĨ�ƚŚĞ�ΗƉŝĐŬ�ǇŽƵƌ�ƉŝĐƚŽΗ�ŐĂŵĞ�ĂŶĚ�ŝŶƚĞƌĨĂĐĞ�ĨŽƌ�ƚŚĞ�ΗƚŽƉ�ŇŽŽƌ�ƐƚƵĚŝŽΗ͘�
Source: blimedOSS.

dŚĞ� ƐĞĐŽŶĚ� ŐĂŵĞ͕� ͞ĐůŝĐŬ� ĂŶĚ� ƟƉ͟� ĂŝŵƐ� ƚŽ� ƉƌŽǀŝĚĞ� ƚĂŝůŽƌͲŵĂĚĞ� ŝŶĨŽƌŵĂƟŽŶ� ĂďŽƵƚ� ƚŚĞ� ďĞŶĞĮƚƐ� ŽĨ�
ƐƵƐƚĂŝŶĂďůĞ� ƌĞŶŽǀĂƟŽŶ�ŽĨ� ƚŚĞ�ďůŽĐŬ�ĂŶĚ� ŝƚƐ� ƐƵƌƌŽƵŶĚŝŶŐƐ͘�dŚĞ�ƵƐĞƌ�ĐĂŶ�ĐůŝĐŬ�ŽŶ�ĚŝīĞƌĞŶƚ�ŵĂŐŶŝĨǇŝŶŐ�
ŐůĂƐƐĞƐ�ƉůĂĐĞĚ�ŽŶ�ƐƉĞĐŝĮĐ�ĞůĞŵĞŶƚƐ�ŽĨ�ƚŚĞ�ďƵŝůĚŝŶŐ�ĂŶĚ�ŝƚƐ�ĞŶǀŝƌŽŶŵĞŶƚ�;ĨĂĕĂĚĞ͕�ǁŝŶĚŽǁƐ͕�ǀĞŶƟůĂƟŽŶ͕�
ƉůĂǇŐƌŽƵŶĚͿ�ƚŽ�ŐĞƚ�ŝŶĨŽƌŵĂƟŽŶ�ĂďŽƵƚ�ŚŽǁ�ƚŚĞ�ƐŝƚƵĂƟŽŶ�ĐŽƵůĚ�ďĞ�ŝŵƉƌŽǀĞĚ͘�dŚĞƌĞ�ŝƐ�ĂůƐŽ�Ă�ĮĞůĚ�ƚŽ�ƐĞŶĚ�
ƐƵŐŐĞƐƟŽŶƐ�Žƌ�ƋƵĞƐƟŽŶƐ�ĂŶŽŶǇŵŽƵƐůǇ͘



48

��
�

������ ��%�� ��&���!&��$�! ��"$�%� &� ��)��&��� ��!����"$!(��� &%��!'�������*"��&����+�'"�$��� ��
�����$� &������ &%�!��&����'��&�� (�$! �� &/����� ����!��&���"��&�!$�-�1������
��2��!��%��$!��&���
�!$)���� �%� &� ���1�!� �'%2�)��$��1
��2���� %�1'%2�� ��%&� �%��!$�1
'$��'%&�� ������!���&+2/��
�

 ��!��&�������%-��������1"����+!'$�"��&!2��%��!����&� �����������! �"$�3��&�$�� ����%%'�%�� ����!$��
(�%'���� ��"��+�'��)�+/�����"!� &���� ��&!�� �$��%��&�����(���!��"�$&���"�&�! ��+�"$!(��� ��� ��&&$��&�(��
� &�$����/����� ��(��&+"�%�!���"�$&�� &%� ��� &������ � �&�����!��%��$���(���������!$�"�!"���&!���!!%��&���
! �� &��+� ��&'���+� ��(�� � /� ���+� �� � &�� � "����� "��&!�$��%� $�"$�%� &� �� �����$� &� �%%'�%� &��+�����&�
�*"�$�� ��� �&� �!��� 4 !�%�-� �'����&+-� �!��� �$��&%-� &��"�$�&'$�-� (� &���&�! 5/� ���� '%�$� �!�"!%�%� �&%�
!) �"��&'$��!���&%�1�!����*"�$�� ��2�� ���� �%� ��&����� ���$�%'�&�&!��&��$�)�&������&�! ����!��� &%�
&!�&������� �%&$�&!$%�!��&���%�&��4�/�/�&���$�%��$���&���5�� ! +�!'%�+/��

�
���� %��! �� ����-� 1������ � �� &�"2� ���%� &!� "$!(���� &���!$3����� � �!$��&�! � ��!'&� &��� �� ���&%� !��
%'%&�� ����� $� !(�&�! �!�� &�����!���� �� �&%� %'$$!' �� �%/�����'%�$��� �������! ������$� &���� ��+� ��
���%%�%�"������! �%"������������ &%�!��&����'���� ��� ���&%�� (�$! �� &�4������-�)� �!)%-�(� &���&�! -�
"��+�$!' �5� &!���&� � �!$��&�! � ��!'&��!)� &��� %�&'�&�! � �!'������ ��"$!(��/� ���$�� �%� ��%!� �� ������ &!�
%� ��%'���%&�! %�!$�#'�%&�! %�� ! +�!'%�+/��

1������� ����"2�)�����(!�(��&!����!$��� &�$��&�(��� &�$������ ��&����! ��"&�!����1����3����2�� &�$������%�
��� ����(��!"���)��$��"�!"����!'����$��&��� ��(�&�$�� �������� �%!���� �!$��&�! �� �!$��$�&!�$����(��
� �!$��&�! ���&�&!�&���$�"$!������ ��"$�!$�&��%/��
����$�%��� &%��!'���&��$��+�%���&��������&%�!��&���$�����%�! %�� �&���"$!���&�! �&���$������$� &�1��(��%2�
%'��� �%� &���$� � (�$! �� &��� ��"��&-�)���3��� �-� ��! !���-� �&�/� ���%� �%��!&�(�&��� �+� &��� � ��+%�%� !��
1%'���%%�%� � �� ����'$�%2� � � %'%&�� ����� $� !(�&�! � !�� �!'%� �� �!!"�$�&�(�%� )����� $�(������ &��&�

���'$��=�
� �� ��"����� ��� &�$�����!��&���������� ����"�����/�

���'$��<�
� �� ��"����!��&���6"����+!'$�"��&!6������� ��� &�$������!$�&���6&!"���!!$�%&'��!6�

��
�

�!��' ���&�! �� ��&$� %"�$� �+�� �&���"$!��%%�)�$�������! �&�����%&�!��'%�$%0�"$�!$�&��%/������� ��%�� �
�!��' ���&�! � � �� � &�$(� &�! � !�� &��$�� "�$&��%� �'$� �� &��� "$�3"$!���&� "��%�� )�$�� ��� &������ �%�
��"!$&� &����&!$%���! �%����&����� � ������%"��&�� ��&��������!��!"&�! %��!$��*&�$ ����' �� �/��
�

���� �'$$� &� (�$%�! � !�� &��� "��&�!$�� �� � ��� ����%%���  !)� �&� )))/������!%%/�!�� � �� ��%� ��� �
"$�%� &���&!����
�� ���
��/�����$�"$�%� &�&�(���$!�����
-� � ����$���!��&���"$!���&��*"$�%%�����$�
%�&�%���&�! � $���$�� �� �!&�� &��� �� ��� "$!�'�&� � �� &��� !(�$���� �$'�&�'�� �!����!$�&�! /� �&� �%� %�� � �%� � �
!""!$&' �&+�&!��$��&��(��'���!$�&����!����$�%��� &�������� ��&���$������$%��%��&��� ���%��+�������"&���
&!��!$�� �!��' �&��%� � � !$��$� &!� � ������!$�� "�!"��� � &!� %'%&�� ����� $� !(�&�! � "$!���&%/� �&� ��%�
��� �"$�%� &���&!�� ��*&� �����'��� ����&��!&������������ ��� �'%&$�����! ��$� ��%�� ��$����(�����
�!&�!���&&� &�! ��$!����&!$%�� �&��������/��
��
������������������������������		

����		����������



����



��������������		����������		��

����		����

��

����

��������������		����������

������������

������
�'���� �� ! � &��� $�%'�&%� !�� &��� ;9:?� %'���$� %��!!�-� &��� 	�$!�� �$(��� � ��%��)�%� '%��� � � %���%&�$�
�!'$%�%��&������� (�%&���&� ��&���$!���!������ �$� !(�&�! �"$!���&%/���$�"!$&�"$!�'�����+�%&'�� &%�
� (�%&���&��� &��� %'���%%�%� � �� ����'$�%� � � %�����$� ��%�%� � � !$��$� &!� ��� &��+� &$����$� �� �����&%� � � &���
��(��!"�� &� !�� %'%&�� ����� $� !(�&�! � "$!���&%� !�� '$�� � $�%��� &���� �!��' �&��%/� � &�$(��)%�
�! �'�&��� )�&�� &��� �!��' �&��%0� �!�$�� �����$%� � �� !"�$�&�! ��� ������&+� �� ���$%� "!� &��� !'&� &!�
�$�����%� � ��!��' ���&�! �� ��"�$&���"�&�! � � � &���"$!���&/����%���%!�!"� ��� �)�"�&�%� &!��*"�!$��
��! �� )����� � �(�$%��� ��%�� -� &��� ��"��&� !�� ���� ! � $���� �%&�&�� (��'�� � �� &��� ����&���,�&�! � !��
����%�! 3���� ��"$!��%%�%/��
�����! &� '� ���!����!$�&�! ���&)�� ������� �����
���%�$�%'�&���� �&�����(��!"�� &�� ���� � �� ��
!��&�$�����%&�$�&��%�%�"$!���&%�&!����%'���&&���� �;9;9/����%��)����%�$(���!&���%����!�"���� &�&!�� ��
�� ����3%&�$&�$� � � &��� !(�$���� %'%&�� �����&+� ���!' &� �� %&$�&��+� ���� ��� �+� ���
/� ���%� %"! %!$� ��
!""!$&' �&+��%���%!�� �� �� &�(���!$�%&'�� &%�&!�)$�&��&���$���%&�$�&��%�%�! �&����%�$���(� &�&!���&!$%�
� �&����! %&$'�&�! �%��&!$/��
�����*"�$�� �����&)�� ������� �����
�&�$!'���&���	�$!�� �$(��� ���%����%!�%�!)%��$��&�$�%'�&%�� �
�!��' ���&�! � � �� ��%%��� �&�! � !�� &��� $�%��$��/� �$&����%� "'���%���� � � %"������,��������� � �� &���
"$�%� &�&�! � !�� &��� "$!���&� � � $���(� &� ���  ��%� )�&�� � ��������� � �� � �'%&$+� ��(�� � �$��%��� &���
(�%�����&+�!���!&��"�$&��%/��
�
�
�
�

���'$��>����'��&�! �!��&����'&'$��� &�$�����!��6������� ��&�"6��!'$��.��/��� �!$�

&ŝŐƵƌĞ�ϳ Landing page and interface of the Click and Tip game. 
Source: blimedOSS.

͞�ůŝĐŬ�ĂŶĚ�dŝƉ͟�ǁŝůů�ĞǀŽůǀĞ�ƚŽ�Ă�ŵŽƌĞ�ŝŶƚĞƌĂĐƟǀĞ�ŝŶƚĞƌĨĂĐĞ�ĂŶĚ�ƚŚĞ�ĐŽŶĐĞƉƚ�ŽĨ�Ă�͞^/D^ͲůŝŬĞ͟�ŝŶƚĞƌĨĂĐĞ�ŝƐ�
ďĞŝŶŐ�ĚĞǀĞůŽƉĞĚ�ǁŚĞƌĞ�ƉĞŽƉůĞ�ĐŽƵůĚ�ĐƌĞĂƚĞ�ĂŶ�ĂǀĂƚĂƌ�ĂŶĚ�Įůů�ŝŶ�ƐŽŵĞ�ŝŶĨŽƌŵĂƟŽŶ�ŝŶ�ŽƌĚĞƌ�ƚŽ�ƌĞĐĞŝǀĞ�
ŝŶĨŽƌŵĂƟŽŶ�Įƚ�ƚŽ�ƚŚĞŝƌ�ƉƌŽĮůĞ�ĂŶĚ�ƉƌŝŽƌŝƟĞƐ͘

dŚĞ�ƌĞƐŝĚĞŶƚƐ�ĐŽƵůĚ�ƚŚĞƌĞďǇ�ƐĞĞ�ƚŚĞ�ĞīĞĐƚƐ�ŽĨ�ƚŚĞŝƌ�ĚĞĐŝƐŝŽŶƐ�ŝŶ�ƚŚĞ�ƉƌŽũĞĐƚ�ŽŶ�ƚŚĞŝƌ�ĚŝīĞƌĞŶƚ�͞ ůĞǀĞůƐ͟�ƐƵĐŚ�
ĂƐ�ƚŚĞŝƌ�ĞŶǀŝƌŽŶŵĞŶƚĂů�ŝŵƉĂĐƚ͕�ǁĞůůͲďĞŝŶŐ͕�ĞĐŽŶŽŵŝĐ͕�ĞƚĐ͘�dŚŝƐ�ŝƐ�ŵŽƟǀĂƚĞĚ�ďǇ�ƚŚĞ�ĂŶĂůǇƐŝƐ�ŽĨ�͞ ƐƵĐĐĞƐƐĞƐ�
ĂŶĚ�ĨĂŝůƵƌĞƐ͟�ŝŶ�ƐƵƐƚĂŝŶĂďůĞ�ƌĞŶŽǀĂƟŽŶ�ŽĨ�ŚŽƵƐŝŶŐ�ĐŽŽƉĞƌĂƟǀĞƐ�ǁŚŝĐŚ�ƌĞǀĞĂůĞĚ�ƚŚĂƚ�ĐŽŵŵƵŶŝĐĂƟŽŶ�ĂŶĚ�
ƚƌĂŶƐƉĂƌĞŶĐǇ�ŝŶ�ƚŚĞ�ƉƌŽĐĞƐƐ�ǁĞƌĞ�ŚŝŐŚ�ŽŶ�ƚŚĞ�ůŝƐƚ�ŽĨ�ƵƐĞƌƐ͛�ƉƌŝŽƌŝƟĞƐ͘��ŚĂůůĞŶŐĞƐ�ŝŶ�ĐŽŵŵƵŶŝĐĂƟŽŶ�ĂŶĚ�
ŝŶƚĞƌǀĞŶƟŽŶ�ŽĨ�ƚŚŝƌĚ�ƉĂƌƟĞƐ�ĚƵƌŝŶŐ�ƚŚĞ�ƉƌĞͲƉƌŽũĞĐƚ�ƉŚĂƐĞ�ǁĞƌĞ�ŝĚĞŶƟĮĞĚ�ĂƐ�ŝŵƉŽƌƚĂŶƚ�ĨĂĐƚŽƌƐ�ĂůŽŶŐƐŝĚĞ�
ƚŚĞ�ĮŶĂŶĐŝĂů�ĂƐƉĞĐƚ�ĂŶĚ�ƚŚĞ�ůĂĐŬ�ŽĨ�ŽƉƟŽŶƐ�ĨŽƌ�ĞǆƚĞƌŶĂů�ĨƵŶĚŝŶŐ͘

&ŝŐƵƌĞ�ϴ�^ŝŵƵůĂƟŽŶ�ŽĨ�ƚŚĞ�ĨƵƚƵƌĞ�ŝŶƚĞƌĨĂĐĞ�ŽĨ�ΗĐůŝĐŬ�ĂŶĚ�ƟƉΗ͘�^ŽƵƌĐĞ͗��͘�^ĞŶŝŽƌ͘

dŚĞ� ĐƵƌƌĞŶƚ� ǀĞƌƐŝŽŶ� ŽĨ� ƚŚĞ� ƉůĂƞŽƌŵ� ĐĂŶ� ďĞ� ĂĐĐĞƐƐĞĚ� ŶŽǁ� Ăƚ� www.blimedoss.com and has been 
ƉƌĞƐĞŶƚĞĚ�ƚŽ�E��>�ĂŶĚ�dK��͘�dŚĞ�ƌĞƉƌĞƐĞŶƚĂƟǀĞ�ĨƌŽŵ�E��>͕� ŝŶ�ĐŚĂƌŐĞ�ŽĨ�ƚŚĞ�ƉƌŽũĞĐƚ�ĞǆƉƌĞƐƐĞĚ�ŚĞƌ�
ƐĂƟƐĨĂĐƟŽŶ� ƌĞŐĂƌĚŝŶŐ� ďŽƚŚ� ƚŚĞ� ĮŶĂů� ƉƌŽĚƵĐƚ� ĂŶĚ� ƚŚĞ� ŽǀĞƌĂůů� ĨƌƵŝƞƵů� ĐŽůůĂďŽƌĂƟŽŶ͘� /ƚ� ŝƐ� ƐĞĞŶ� ĂƐ� ĂŶ�
ŽƉƉŽƌƚƵŶŝƚǇ�ƚŽ�ĐƌĞĂƚĞ�ǀĂůƵĞ�ĨŽƌ�ƚŚĞ�ůŽĐĂů�ƌĞƐŝĚĞŶƟĂů�&D�ĂŶĚ�ƚŚĞŝƌ�ŵĞŵďĞƌƐ�ĂƐ�ŝƚ�ĐĂŶ�ĞĂƐŝůǇ�ďĞ�ĂĚĂƉƚĞĚ�
ƚŽ�ŵŽƌĞ�ĐŽŵŵƵŶŝƟĞƐ�ŝŶ�ŽƌĚĞƌ�ƚŽ�ĞŶŐĂŐĞ�ŵŽƌĞ�ƉĞŽƉůĞ�ŝŶƚŽ�ƐƵƐƚĂŝŶĂďůĞ�ƌĞŶŽǀĂƟŽŶ�ƉƌŽũĞĐƚƐ͘�/ƚ�ŚĂƐ�ďĞĞŶ�
presented to an extended audience at both academic and industrial conferences and received a lot of 
ĂƩĞŶƟŽŶ�ĨƌŽŵ�ĂĐƚŽƌƐ�ŝŶ�ƚŚĞ�ĮĞůĚ͘

�ŽŶƟŶƵŝŶŐ�ĐŽůůĂďŽƌĂƟŽŶ�ďĞƚǁĞĞŶ�E��>�ĂŶĚ��ĐĂĚĞŵŝĂͲ^ĞŵĞƐƚĞƌ�ǁŽƌŬ�ĂŶĚ�,ũĞƌŶƌŝŶŐĞŶ
�ƵŝůĚŝŶŐ�ŽŶ�ƚŚĞ�ƌĞƐƵůƚƐ�ŽĨ�ƚŚĞ�ϮϬϭϵ�ƐƵŵŵĞƌ�ƐĐŚŽŽů͕�ƚŚĞ�<ĂƌŽůŝŶĞƌǀĞŝĞŶ�ĐĂƐĞ�ǁĂƐ�ƵƐĞĚ�ŝŶ�ƐĞŵĞƐƚĞƌ�ĐŽƵƌƐĞƐ�
Ăƚ�EdEh�ŝŶǀĞƐƟŐĂƟŶŐ�ƚŚĞ�ƌŽůĞ�ŽĨ�&D�ŝŶ�ƌĞŶŽǀĂƟŽŶ�ƉƌŽũĞĐƚƐ͘���ƌĞƉŽƌƚ�ƉƌŽĚƵĐĞĚ�ďǇ�ƐƚƵĚĞŶƚƐ�ŝŶǀĞƐƟŐĂƚĞĚ�
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ƚŚĞ�ƐƵĐĐĞƐƐĞƐ�ĂŶĚ� ĨĂŝůƵƌĞƐ� ŝŶ� ƐŝŵŝůĂƌ�ĐĂƐĞƐ� ŝŶ�ŽƌĚĞƌ� ƚŽ� ŝĚĞŶƟĨǇ� ƚƌŝŐŐĞƌŝŶŐ�ĞīĞĐƚƐ� ŝŶ� ƚŚĞ�ĚĞǀĞůŽƉŵĞŶƚ�
ŽĨ� ƐƵƐƚĂŝŶĂďůĞ� ƌĞŶŽǀĂƟŽŶ�ƉƌŽũĞĐƚƐ�ŽĨ�ƵƌďĂŶ� ƌĞƐŝĚĞŶƟĂů� ĐŽŵŵƵŶŝƟĞƐ͘� /ŶƚĞƌǀŝĞǁƐ� ĐŽŶĚƵĐƚĞĚ�ǁŝƚŚ� ƚŚĞ�
ĐŽŵŵƵŶŝƟĞƐ͛�ďŽĂƌĚ�ůĞĂĚĞƌƐ�ĂŶĚ�ŽƉĞƌĂƟŽŶĂů�&ĂĐŝůŝƚǇ�DĂŶĂŐĞƌƐ�ƉŽŝŶƚĞĚ�ŽƵƚ�ƚŽ�ďƌĞĂĐŚĞƐ�ŝŶ�ĐŽŵŵƵŶŝĐĂƟŽŶ�
ĂŶĚ�ƉĂƌƟĐŝƉĂƟŽŶ�ŝŶ�ƚŚĞ�ƉƌŽũĞĐƚ͘�dŚŝƐ�ĂůƐŽ�ŽƉĞŶĞĚ�ŶĞǁ�ƉĂƚŚƐ�ƚŽ�ĞǆƉůŽƌĞ�ĂŵŽŶŐ�ǁŚŝĐŚ�hŶŝǀĞƌƐĂů��ĞƐŝŐŶ͕�
ƚŚĞ�ŝŵƉĂĐƚ�ŽĨ�^�Z�ŽŶ�ƌĞĂů�ĞƐƚĂƚĞ�ǀĂůƵĞ�ĂŶĚ�ƚŚĞ�ĚŝŐŝƚĂůŝǌĂƟŽŶ�ŽĨ�ĚĞĐŝƐŝŽŶͲŵĂŬŝŶŐ�ƉƌŽĐĞƐƐĞƐ͘�

dŚĞ�ĐŽŶƟŶƵŝŶŐ�ĐŽůůĂďŽƌĂƟŽŶ�ďĞƚǁĞĞŶ�EdEh�ĂŶĚ�E��>�ŚĂƐ�ƌĞƐƵůƚĞĚ�ŝŶ�ƚŚĞ�ĚĞǀĞůŽƉŵĞŶƚ�ĂŶĚ�ĮŶĂŶĐŝŶŐ�
ŽĨ� ƚŚƌĞĞ�ŵĂƐƚĞƌ� ƚŚĞƐŝƐ�ƉƌŽũĞĐƚƐ� ƚŽ�ďĞ�ƐƵďŵŝƩĞĚ� ŝŶ�ϮϬϮϬ͘�dŚĞƐĞ�ǁŝůů� ƐĞƌǀĞ�ďŽƚŚ�ĂƐ�Ă�ĐŽŵƉůĞŵĞŶƚ� ƚŽ�
ĂŶĚ� Ă� ŬŝĐŬͲƐƚĂƌƚĞƌ� ŝŶ� ƚŚĞ�ŽǀĞƌĂůů� ƐƵƐƚĂŝŶĂďŝůŝƚǇ� ĂĐĐŽƵŶƟŶŐ� ƐƚƌĂƚĞŐǇ�ĚĞĮŶĞĚ�ďǇ�E��>͘� dŚŝƐ� ƐƉŽŶƐŽƌŝŶŐ�
ŽƉƉŽƌƚƵŶŝƚǇ�ŝƐ�ĂůƐŽ�ĂŶ�ŝŶĐĞŶƟǀĞ�ĨŽƌ�ƐƚƵĚĞŶƚƐ�ƚŽ�ǁƌŝƚĞ�ƚŚĞŝƌ�ŵĂƐƚĞƌ�ƚŚĞƐŝƐ�ŽŶ�ƚŚĞŵĞƐ�ƌĞůĞǀĂŶƚ�ƚŽ�ĂĐƚŽƌƐ�
ŝŶ�ƚŚĞ�ĐŽŶƐƚƌƵĐƟŽŶ�ƐĞĐƚŽƌ͘ �

dŚĞ� ĞǆƉĞƌŝĞŶĐĞ�ďĞƚǁĞĞŶ�EdEh�ĂŶĚ�E��>� ƚŚƌŽƵŐŚ� ƚŚĞ� <ĂƌŽůŝŶĞƌǀĞŝĞŶ� ĐĂƐĞ� ĂůƐŽ� ƐŚŽǁƐ� ŐƌĞĂƚ� ƌĞƐƵůƚƐ�
ŝŶ�ĐŽŵŵƵŶŝĐĂƟŽŶ�ĂŶĚ�ĚŝƐƐĞŵŝŶĂƟŽŶ�ŽĨ�ƚŚĞ�ƌĞƐĞĂƌĐŚ͘��ƌƟĐůĞƐ�ƉƵďůŝƐŚĞĚ�ŝŶ�ƐƉĞĐŝĂůŝǌĞĚ�ŵĞĚŝĂ�ĂŶĚ�ƚŚĞ�
ƉƌĞƐĞŶƚĂƟŽŶ� ŽĨ� ƚŚĞ� ƉƌŽũĞĐƚ� ŝŶ� ƌĞůĞǀĂŶƚ� ĐŚĂŶŶĞůƐ� ǁŝƚŚŝŶ� ĂĐĂĚĞŵŝĂ� ĂŶĚ� ŝŶĚƵƐƚƌǇ� ŚĂǀĞ� ŝŶĐƌĞĂƐĞĚ� ƚŚĞ�
ǀŝƐŝďŝůŝƚǇ�ŽĨ�ďŽƚŚ�ƉĂƌƟĞƐ͘�

�ŝƐĐƵƐƐŝŽŶ�ĂŶĚ�ĐŽŶĐůƵƐŝŽŶƐ�
dŚĞ�ĐŽůůĂďŽƌĂƟŽŶ�ďĞƚǁĞĞŶ�E��>�ĂŶĚ��ĐĂĚĞŵŝĂ͕�ŚĂƐ�ƉƌŽǀĞŶ�ƚŚƌŽƵŐŚ�ƚŚĞ�EdEh�ĞǆƉĞƌŝĞŶĐĞ�ƚŽ�ďĞ�ĨƌƵŝƞƵů�
ĂŶĚ�ŚĂƐ�ĂůůŽǁĞĚ�ďŽƚŚ�ƉĂƌƟĞƐ�ƚŽ�ĚĞǀĞůŽƉ�ŝŶŶŽǀĂƟǀĞ�ƐŽůƵƟŽŶƐ�ĂŶĚ�ƉƌŽĐĞƐƐĞƐ�ĨŽƌ�Ă�ǁŝĚĞƌ�ĂĐŬŶŽǁůĞĚŐŵĞŶƚ�
ŽĨ�ƚŚĞ�^�Z Ɛ͛�ďĞŶĞĮƚƐ͘��Ǉ�ŝŶǀŽůǀŝŶŐ�ĂĐĂĚĞŵŝĂ�ĂŶĚ�ŝƚƐ�ƐƚƵĚĞŶƚ�ǁŽƌŬĨŽƌĐĞ�ŝŶ�ƚŚĞŝƌ�ŐůŽďĂů�ƐƚƌĂƚĞŐǇ�ĚĞĮŶĞĚ�
ŝŶ�ƚŚĞ�͞��>�,h�͕͟ �ƚŚĞ�ZĞƐŝĚĞŶƟĂů�&D�ĐŽŵƉĂŶǇ�ŝƐ�ĨŽƐƚĞƌŝŶŐ�ĚĞĞƉ�ĐŚĂŶŐĞƐ�ĂŶĚ�ŝŶĐƌĞĂƐŝŶŐ�ƚŚĞ�ƐƉĞĞĚ�ŽĨ�
ƚŚĞŝƌ�ŝŵƉůĞŵĞŶƚĂƟŽŶ͘�/ŶĚĞĞĚ͕�ƚŚĞ�ƐƚƵĚĞŶƚ�ǁŽƌŬ�ƵƐƵĂůůǇ�ĚĞŵĂŶĚƐ�ůĞƐƐ�ƟŵĞ�ƚŽ�ƉůĂŶ�ĂŶĚ�ĞǆĞĐƵƚĞ�ƚŚĂŶ�
ĐŽƌƉŽƌĂƚĞ�ĚĞĐŝƐŝŽŶƐ�ĂŶĚ�ĂĐƟŽŶƐ͘�dŚĞ�ŐŽĂů� ĨŽƌ�ďŽƚŚ��ĐĂĚĞŵŝĂ�ĂŶĚ�E��>� ŝƐ� ƚŽ�ĐƌĞĂƚĞ�Ă�ƚŽŽůďŽǆ�ǁŚŝĐŚ�
ďŽƚŚ�ĐĂŶ�ƉŝĐŬ�ĨƌŽŵ͘�dŚĞ�ƉƌŽƚŽƚǇƉĞƐ�ŽĨ�ƚŚĞƐĞ�ƚŽŽůƐ�ĐĂŶ�ƚŚĞŶ�ďĞ�ĨƵƌƚŚĞƌ�ĚĞǀĞůŽƉĞĚ�ŝŶƚŽ�ƉƌĂĐƟĐĂů�ƐŽůƵƟŽŶ�
ŝŵƉůĞŵĞŶƚĞĚ�ďǇ�ƚŚĞ�ƚĂĐƟĐĂů�ůĞǀĞů�ŽĨ�&D͘�

�ƵƌŝŶŐ�Ă�tŽƌŬƐŚŽƉ�ŐĂƚŚĞƌŝŶŐ�ƉĂƌƚŶĞƌŝŶŐ�ƵŶŝǀĞƌƐŝƟĞƐ�Ăƚ�E��>͛Ɛ�ŚĞĂĚƋƵĂƌƚĞƌƐ͕� ƚŚĞ�ƉĂƌƟĐŝƉĂŶƚƐ� ƚŽ� ƚŚĞ�
session expressed their enthusiasm to work closely together, thereby also strengthening the university 
ŶĞƚǁŽƌŬ� ĂŶĚ� ŬŶŽǁůĞĚŐĞ� ƐŚĂƌŝŶŐ� ďĞƚǁĞĞŶ� ƚŚĞŵ͘� &ƌŽŵ� ƚŚĞ� ĂĐĂĚĞŵŝĐ� ƉŽŝŶƚ� ŽĨ� ǀŝĞǁ͕� ƚŚĞ�,ũĞƌŶƌŝŶŐĞŶ�
ŝŶŝƟĂƟǀĞ� ŝƐ� ƐĞĞŶ� ĂƐ� ĂŶ� ŽƉƉŽƌƚƵŶŝƚǇ� ƚŽ� ĚĞǀĞůŽƉ� ũŽŝŶƚ� ƌĞƐĞĂƌĐŚ� ƉƌŽũĞĐƚƐ� ďĂƐĞĚ� ŽŶ� ƚŚĞ� ĐŚĂůůĞŶŐĞƐ� ĂŶĚ�
ŽďũĞĐƟǀĞƐ�ĚĞĮŶĞĚ�ďǇ�E��>͘�dŚĞ�ŶĂƟŽŶĂů�ŶĞƚǁŽƌŬ�ŽĨ�ďŽƚŚ�ƵŶŝǀĞƌƐŝƟĞƐ�ĂŶĚ�ůŽĐĂů�ƌĞƐŝĚĞŶƟĂů�&D�ĐŽŵƉĂŶŝĞƐ�
ĂůƐŽ�ĞŶĂďůĞƐ�ƌĞƉůŝĐĂƟŽŶ�ĂŶĚ�ĚŝƐƐĞŵŝŶĂƟŽŶ�ŽĨ�ƚŚĞ�ƌĞƐƵůƚƐ�Ăƚ�Ă�ůĂƌŐĞƌ�ƐĐĂůĞ͘�

dŚĞ�ƌĞŶĞǁĂů�ŽĨ�ƐƚƵĚĞŶƚ�ƉĂƌƟĐŝƉĂŶƚƐ�ŝŶ�ƚŚĞ�ƉƌŽũĞĐƚ�ĂůƐŽ�ŐƵĂƌĂŶƚĞĞƐ�Ă�ŶĞǁ�ƐĞƚ�ŽĨ�ĞǇĞƐ�ĂŶĚ�ĨƌĞƐŚ�ŵŝŶĚƐ�ƚŽ�
ĨŽƐƚĞƌ�ŝŶŶŽǀĂƟŽŶ�ǁŚŝůĞ�ƚŚĞ�ƌĞĚ�ƚŚƌĞĂĚ�ŝƐ�ŬĞƉƚ�ƚŚƌŽƵŐŚ�ƚŚĞ�ĐŽŶƟŶƵŝŶŐ�ĞŶŐĂŐĞŵĞŶƚ�ŽĨ�ƚŚĞ�,ũĞƌŶƌŝŶŐĞŶ�
ĂĐĂĚĞŵŝĐ�ĂŶĚ�ĐŽƌƉŽƌĂƚĞ�ƐƚĂī͘

Z�&�Z�E��^
�ǆĞůƐƐŽŶ͕��͕͘��ĞŶĚŝŬƐĞŶ͕�>͘�D͕͘�DĂƚŚŝƐĞŶ͕��͘�&͘ �;ϮϬϮϬͿ͘�ZĞĨĞƌĂƚ�tŽƌŬƐŚŽƉ�ϭϭ͘ϬϮ͘ϮϬ͘�̂ ƵŵŵĂƌǇ�ŽĨ�ĂĐƟǀŝƟĞƐ�
,ĂƵŐĞ͕��͘�>͕͘�dŚŽŵƐĞŶ͕�:͘�Θ�>ƂĨƐƚƌƂŵ͕��͘�;ϮϬϭϯͿ�,Žǁ�ƚŽ�ŐĞƚ�ƌĞƐŝĚĞŶƚƐͬŽǁŶĞƌƐ�ŝŶ�ŚŽƵƐŝŶŐ�ĐŽŽƉĞƌĂƟǀĞƐ�ƚŽ�

ĂŐƌĞĞ�ŽŶ�ƐƵƐƚĂŝŶĂďůĞ�ƌĞŶŽǀĂƟŽŶ͘��ŶĞƌŐǇ��ĸĐŝĞŶĐǇ͕ 6.
EŽƌǁĞŐŝĂŶ�'ŽǀĞƌŶŵĞŶƚ�;ϮϬϮϬͿ͘�EŽƌǁĂǇ�ƵƉĚĂƚĞĚ�E��͘�hE&���͘�ZĞƚƌŝĞǀĞĚ�ĨƌŽŵ�ŚƩƉƐ͗ͬͬǁǁǁϰ͘ƵŶĨĐĐĐ͘

ŝŶƚͬƐŝƚĞƐͬE��^ƚĂŐŝŶŐͬƉĂŐĞƐͬWĂƌƚǇ͘ ĂƐƉǆ͍ƉĂƌƚǇсEKZ 
:ĞŶƐĞŶ͕�W͘ ��͕͘�:ŽŚĂŶƐĞŶ͕�:͘��͕͘�Θ�dŚƵĞƐĞŶ͕��͘�;ϮϬϭϳͿ͘�WƌĞƌĞƋƵŝƐŝƚĞƐ�ĨŽƌ�̂ ƵĐĐĞƐƐĨƵů�̂ ƚƌĂƚĞŐŝĐ�WĂƌƚŶĞƌƐŚŝƉƐ�ĨŽƌ�

^ƵƐƚĂŝŶĂďůĞ��ƵŝůĚŝŶŐ�ZĞŶŽǀĂƟŽŶ͘�/Ŷ�D͘��ƵƐĞƌ͕ �'͘�>ŝŶĚĂŚů͕�Θ��͘�ZĂŝƐĂŶĞŶ�;�ĚƐ͘Ϳ͕�WƌŽĐĞĞĚŝŶŐƐ�ŽĨ�ƚŚĞ�
ϵƚŚ�EŽƌĚŝĐ��ŽŶĨĞƌĞŶĐĞ�ŽŶ��ŽŶƐƚƌƵĐƟŽŶ��ĐŽŶŽŵŝĐƐ�ĂŶĚ�KƌŐĂŶŝƐĂƟŽŶ�;ƉƉ͘�ϮϯϬͲϮϰϭͿ͘�WŽůǇƚĞŬŶŝƐŬ�
Boghandel og Forlag.

<ĂƚŚƌǇŶ��͘�:ĂŶĚĂ�;ϮϬϭϭͿ��ƵŝůĚŝŶŐƐ�ĚŽŶ͛ƚ�ƵƐĞ�ĞŶĞƌŐǇ͗�ƉĞŽƉůĞ�ĚŽ͕��ƌĐŚŝƚĞĐƚƵƌĂů�^ĐŝĞŶĐĞ�ZĞǀŝĞǁ͕�ϱϰ͗ϭ͕�ϭϱͲ
22

<ŝůůŝƉ͕�'͕�&ĂǁĐĞƩ͕�d͕ �:ĂŶĚĂ͕�<��;ϮϬϭϰͿ�/ŶŶŽǀĂƟŽŶ�ŝŶ�ůŽǁͲĞŶĞƌŐǇ�ƌĞƐŝĚĞŶƟĂů�ƌĞŶŽǀĂƟŽŶ͗�h<�ĂŶĚ�&ƌĂŶĐĞ͘�
WƌŽĐĞĞĚŝŶŐƐ�ŽĨ�ƚŚĞ�/ŶƐƟƚƵƟŽŶ�ŽĨ��ŝǀŝů��ŶŐŝŶĞĞƌƐ�ʹ��ŶĞƌŐǇ�ϭϲϳ;ϯͿ͗�ϭϭϳʹϭϮϰ

<ůŝŵĂͲ�ŽŐ�DŝůũƆĚĞƉĂƌƚĞŵĞŶƚĞƚ� ;ϮϬϭϳͿ͘�͞�ůŝŵĂƚĞ�>Ăǁ͘͟ �EŽƌǁĞŐŝĂŶ�^ƚĂƚĞ�>Ăǁ͘��ĐĐĞƐƐĞĚ��ĞĐĞŵďĞƌ�ϭϯ͕�
ϮϬϭϵ͘�ŚƩƉƐ͗ͬͬůŽǀĚĂƚĂ͘ŶŽͬĚŽŬƵŵĞŶƚͬ>d/ͬůŽǀͬϮϬϭϳͲϬϲͲϭϲͲϲϬ�

>ŝŶĚŬǀŝƐƚ� �ĂƌŵĞů͕� <ĂƌůƐƐŽŶ��ŶũĂ͕� ^ƆƌŶĞƐ� <Ăƌŝ͕�tǇĐŬŵĂŶƐ��ŶŶĞŵŝĞ͕� ͞�ĂƌƌŝĞƌƐ� ĂŶĚ��ŚĂůůĞŶŐĞƐ� ŝŶ� Ŷ����
WƌŽũĞĐƚƐ�ŝŶ�^ǁĞĚĞŶ�ĂŶĚ�EŽƌǁĂǇ͕͟ ��ŶĞƌŐǇ�WƌŽĐĞĚŝĂ͕�sŽůƵŵĞ�ϱϴ͕�ϮϬϭϰ͕�Ɖ͘�ϭϵϵͲϮϬϲ͘



50

>ƵƋŵĂŶ͕�Z͕͘��ĞƌŵĂŐĂƐĐŚŝ��͕͘�ZĂǌŝŽŶĂůĞ��͕͘��ŝŶĞƐ͕��͘�;ϮϬϭϵͿ�WƌŽƉĞƌƚǇ�ĂŶĚ�&ĂĐŝůŝƚǇ�DĂŶĂŐĞŵĞŶƚ͗���ĐĂƐĞ�
ƐƚƵĚǇ�ŽĨ�<ĂƌŽůŝŶĞƌǀĞŝĞŶ͘�^ƚƵĚĞŶƚ�ƌĞƉŽƌƚ͕�EdEh͘�

EŽƌŐĞƐ��ŽůŝŐďǇŐŐĞůĂŐƐ�>ĂŶĚƐĨŽƌĞŶŝŶŐ�ŽŐ�^/Ed�&��ǇŐŐĨŽƌƐŬ�;ϮϬϭϭͿ͘�͞&Ċ�ŽƉƉƐůƵƚŶŝŶŐ�Žŵ�ŽƉƉŐƌĂĚĞƌŝŶŐ͊�
sĞŝůĞĚĞƌ� ĨŽƌ� ƐƚǇƌĞƌ� ŝ� ďŽƌĞƩƐůĂŐͬƐĂŵĞŝĞƌ͟� ŚƩƉƐ͗ͬͬǁǁǁ͘Ŷďďů͘ŶŽͬWŽƌƚĂůƐͬϭͬE��>ƐйϮϬĮůĂƌŬŝǀͬ
W�&йϮϳĞƌͬZĂƉƉŽƌƚĞƌͬ&ĂŐƌĂƉƉŽƌƚĞƌͬϮϬϭϱͲϭϭͲϭϯйϮϬKƉƉƐůƵƚŶŝŶŐйϮϬŽŵйϮϬŽƉƉŐƌĂĚĞƌŝŶŐ͘ƉĚĨ

dĞŵĞůũŽƚŽǀ�^ĂůĂũ͕��͕͘�,ũĞůŵďƌĞŬŬĞ͕�,͕͘��ũƆƌďĞƌŐ͕�^͕͘�,ĂƵŐĞ͕��͘�>͕͘�>ŽŚŶĞ�:͘�;ϮϬϭϴͿ͘�sĂůƵĞ�ƐŚĂƌŝŶŐ�ŵŽĚĞů�
for urban development. �ŽŶĨĞƌĞŶĐĞ� ŽĨ� /ŶƚĞƌĚŝƐĐŝƉůŝŶĂƌǇ� ZĞƐĞĂƌĐŚ� ŽĨ� ZĞĂů� �ƐƚĂƚĞ͘� ;ƉƉ͘� ϭϭͲϭϵͿ�
'ƌŽŶŝŶŐĞŶ͕�^ĞƉƚĞŵďĞƌ�ϮϬͲϮϭ͘�

dE^�'ĂůůƵƉ� ;ϮϬϭϲͿ͘� dE^�'ĂůůƵƉƐ� <ůŝŵĂďĂƌŽŵĞƚĞƌ� ϮϬϭϲ� ;ϭϲϭϬϬϯϬϮͿ� ƌĞƚƌŝĞǀĞĚ� ĨƌŽŵ�ŚƩƉƐ͗ͬͬŬĂŶƚĂƌ͘ ŶŽͬ
ĐŽŶƚĞŶƚĂƐƐĞƚƐͬϳϬĐĞďďĨϵϮϳϬϳϰϭďďďϬĂĚĨĚϭĞĐϴϮĞϵϱĂϯͬƚŶƐͲŐĂůůƵƉƐͲŬůŝŵĂďĂƌŽŵĞƚĞƌͲϮϬϭϲͺ
ƉƌĞƐĞŶƚĂƐũŽŶͺĨŽƌͲƉƵďůŝƐĞƌŝŶŐ͘ƉĚĨ

dK���;ϮϬϭϵͿ͘��ĞďŽĞƌƵŶĚĞƌƐƆŬĞůƐĞ�<ĂƌŽůŝŶĞƌǀĞŝĞŶͲ^ƵƌǀĞǇ͘
hE� �ŶǀŝƌŽŶŵĞŶƚ� ĂŶĚ� /ŶƚĞƌŶĂƟŽŶĂů� �ŶĞƌŐǇ� �ŐĞŶĐǇ͘ � ;ϮϬϭϳͿ͘� dŽǁĂƌĚƐ� Ă� ǌĞƌŽͲĞŵŝƐƐŝŽŶ͕� ĞĸĐŝĞŶƚ͕� ĂŶĚ�

ƌĞƐŝůŝĞŶƚ�ďƵŝůĚŝŶŐƐ�ĂŶĚ�ĐŽŶƐƚƌƵĐƟŽŶ�ƐĞĐƚŽƌ͘ �'ůŽďĂů�^ƚĂƚƵƐ�ZĞƉŽƌƚ͘
hE��ĞǀĞůŽƉŵĞŶƚ�WƌŽŐƌĂŵŵĞ�;ϮϬϭϱͿ͘�'ŽĂů�ϭϭ�͗�^ƵƐƚĂŝŶĂďůĞ�ĐŝƟĞƐ�ĂŶĚ�ĐŽŵŵƵŶŝƟĞƐ͘��ĐĐĞƐƐĞĚ�&ĞďƌƵĂƌǇ�

Ϯϴ͕� ϮϬϮϬ͘� ŚƩƉƐ͗ͬͬǁǁǁ͘ƵŶĚƉ͘ŽƌŐͬĐŽŶƚĞŶƚͬƵŶĚƉͬĞŶͬŚŽŵĞͬƐƵƐƚĂŝŶĂďůĞͲĚĞǀĞůŽƉŵĞŶƚͲŐŽĂůƐͬŐŽĂůͲ
ϭϭͲƐƵƐƚĂŝŶĂďůĞͲĐŝƟĞƐͲĂŶĚͲĐŽŵŵƵŶŝƟĞƐ͘Śƚŵů

hE��ĞǀĞůŽƉŵĞŶƚ�WƌŽŐƌĂŵŵĞ�;ϮϬϭϱͿ͘�͞hE�^ƵƐƚĂŝŶĂďůĞ��ĞǀĞůŽƉŵĞŶƚ�'ŽĂůƐ͕͟ ��ĐĐĞƐƐĞĚ��ĞĐĞŵďĞƌ�ϭϮ͕�
ϮϬϭϵ͘�ŚƩƉƐ͗ͬͬǁǁǁ͘ƵŶĚƉ͘ŽƌŐͬĐŽŶƚĞŶƚͬƵŶĚƉͬĞŶͬŚŽŵĞͬƐƵƐƚĂŝŶĂďůĞͲĚĞǀĞůŽƉŵĞŶƚͲŐŽĂůƐ͘Śƚŵů
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dĞŵĞůũŽƚŽǀͲ^ĂůĂũ͕� �͕͘� >ŝŶĚŬǀŝƐƚ͕� �͘D͕͘�
ĂŶĚ� :ŽǁŬĂƌ͕ � D͘� ;ϮϬϮϬͿ� ^ŽĐŝĂů� EĞĞĚƐ� ĨŽƌ�
Sustainable Refurbishment in Trondheim, 
In the Proceedings of the 19th EuroFM 
ZĞƐĞĂƌĐŚ� ^ǇŵƉŽƐŝƵŵ͕� �&D/�� ϮϬϮϬ͕� ϯͲϰ�
June 2020, online conference.

�ŝƚĂƟŽŶ͗

^ŽĐŝĂů�EĞĞĚƐ�ĨŽƌ�^ƵƐƚĂŝŶĂďůĞ�ZĞĨƵƌďŝƐŚŵĞŶƚ�ŝŶ�dƌŽŶĚŚĞŝŵ

�ůĞŶŬĂ�dĞŵĞůũŽƚŽǀͲ^ĂůĂũ1, Carmel Margaret Lindkvist2 and Mina Jowkar3 

��^dZ��d
�ĂĐŬŐƌŽƵŶĚ� ĂŶĚ� Ăŝŵ� Ͳ� ^ƵƐƚĂŝŶĂďůĞ� ƌĞĨƵƌďŝƐŚŵĞŶƚ� ŽĨ� ĞǆŝƐƟŶŐ�
ďƵŝůĚŝŶŐƐ� ƌĞƋƵŝƌĞƐ� ŵŽƌĞ� ƉĞŽƉůĞͲĐĞŶƚĞƌĞĚ� ŝŶŶŽǀĂƟǀĞ� ƉƌŽĐĞƐƐĞƐ� ĂŶĚ�
ƐŽůƵƟŽŶƐ͘ 'ĂŝŶŝŶŐ� ďĞƩĞƌ� ŝŶƐŝŐŚƚ� ŝŶ� ƚŚĞ� ŶĞĞĚƐ� ŽĨ� ĐŝƟĞƐ� ĂŶĚ� ĐŝƟǌĞŶƐ͕�
and correspondingly the ability to develop processes, services and 
ďƵƐŝŶĞƐƐ� ŵŽĚĞůƐ� ƚŚĂƚ� ďĞƩĞƌ� Įƚ� ƉĞŽƉůĞ Ɛ͛� ŶĞĞĚƐ� ŝƐ� Ă� ƚĂƐŬ� ĨŽƌ� ƵƌďĂŶ�
facility management in the neighbourhoods. This paper aims to adapt 
ƚŚĞ�ƌĞĨƵƌďŝƐŚŵĞŶƚ�ƉƌŽũĞĐƚ�ŶĞĞĚƐ�ƚŽ�ƚŚĞ�ƉŽƉƵůĂƟŽŶ�ďǇ�ĂŶĂůǇƐŝŶŐ�ƚŚĞŝƌ�
ŚĂďŝƚƐ�ĂŶĚ�ĚĞǀĞůŽƉŝŶŐ�ƐŽŵĞ�ĂĐƟǀŝƟĞƐ�ƚŚĂƚ�ƚŚĞǇ�ǁŽƵůĚ�ůŝŬĞ�ƚŽ�ŐĞƚ͕�ǁŝƚŚ�
the goal to improve their health and wellbeing. 

DĞƚŚŽĚ�Ͳ��ƌŽƐƐͲƐĞĐƟŽŶĂů�ƋƵĞƐƟŽŶŶĂŝƌĞ�ƐƵƌǀĞǇƐ�;ďŽƚŚ�ƉĂƉĞƌͲďĂƐĞĚ�ĂŶĚ�ŽŶůŝŶĞ�ǀĞƌƐŝŽŶͿ�ǁĞƌĞ�ĐŽŶĚƵĐƚĞĚ�
ŽŶ�ϯϰϭ�ĐŝƟǌĞŶƐ�ŝŶ�/ůĂ�ŶĞŝŐŚďŽƵƌŚŽŽĚ͕�dƌŽŶĚŚĞŝŵ͕�EŽƌǁĂǇ͘
ZĞƐƵůƚƐ�Ͳ�&ŝŶĚŝŶŐƐ�ƐŚŽǁ�ƚŚĞ�ŝŶĚŝǀŝĚƵĂůͬ�ƐŽĐŝĂů�ŶĞĞĚƐ͕�ǁŚŝĐŚ�ŚĞůƉ�ƚŽ�ďĞƩĞƌ�ƐŚĂƉŝŶŐ�ƚŚĞ�ƵƌďĂŶ�ƐĞƌǀŝĐĞƐ�
ƚŽ�ĐƌĞĂƚĞ�ŵĂǆŝŵƵŵ�ǀĂůƵĞ�ĨŽƌ�ƚŚĞ�ƵƐĞƌƐ͘�^ŽŵĞ�ŽĨ�ƚŚĞ�ǀĞƌǇ�ŝŶƚĞƌĞƐƟŶŐ�ƌĞƐƵůƚƐ�ƐŚŽǁ�ƚŚĞ�ĚŝǀĞƌƐŝƚǇ�ŽĨ�ƚŚĞ�
ŶĞĞĚƐ͘�dŚĞ�ŵĂŝŶ�ƌĞĂƐŽŶƐ�ĨŽƌ�ƌĞĨƵƌďŝƐŚŵĞŶƚ�ĂƌĞ�ƐŚŽǁŶ�ĂƐ�ĂĞƐƚŚĞƟĐ�;ϯϮй�ŽĨ�ƌĞƐƉŽŶĚĞŶƚƐͿ�ĂŶĚ�ĐŽŵĨŽƌƚ�
;ϯϬйͿ͕� ƌĞĚƵĐĞ� ĞůĞĐƚƌŝĐŝƚǇ� ĐŽƐƚƐ� ;ϮϰйͿ� ĂŶĚ� ĞŶǀŝƌŽŶŵĞŶƚĂů� ĨƌŝĞŶĚůŝŶĞƐƐ� ;ϭϱйͿ͘� ZĞƐƉŽŶĚĞŶƚƐ� ǀŽƚĞĚ� ĨŽƌ�
ƚŚĞƌŵĂů�ĐŽŵĨŽƌƚ�ĂƐ�ƚŚĞ�ŵĂũŽƌ�ŝŶĚŽŽƌ�ƉƌŽďůĞŵ�ŝŶ�ďŽƚŚ�ƐƵŵŵĞƌ�ĂŶĚ�ǁŝŶƚĞƌ�ƟŵĞ͘�KŶ�ƚŚĞ�ƋƵĞƐƟŽŶ�ǁŚĂƚ�
ƚǇƉĞ�ŽĨ�ĮŶĂŶĐŝĂů�ŚĞůƉ�ƚŚĞǇ�ǁŽƵůĚ�ďĞ�ŝŶƚĞƌĞƐƚĞĚ͕�ƚŚĞ�ĂŶƐǁĞƌƐ�ĂƌĞ͗�ƉĂƌƟĐŝƉĂƟŽŶƐ�ĨŽƌŵ�ƚŚĞ�ŵƵŶŝĐŝƉĂůŝƚǇ�
ƚŽ�ĮŶĂŶĐĞ�ƚŚĞ�ĐŽŵŵƵŶŝƚǇ�ƉƌŽũĞĐƚƐ�;ϮϵйͿ͕�ůŽǁĞƌ�ƉƌŝĐĞƐ�ŽŶ�ĞŶĞƌŐǇ�ĂŶĚ�ƌĞŶĞǁĂďůĞ�ƌĞƐŽƵƌĐĞƐ�ŽĨ�ĞŶĞƌŐǇ�
;ϮϲйͿ͕�ƚĂǆ�ƌĞĚƵĐƟŽŶ�;ϭϵйͿ͕�ĐŽͲĨƵŶĚŝŶŐ�;ϭϱйͿ͕�ďĞƩĞƌ�ůŽĂŶ�ƉŽƐƐŝďŝůŝƟĞƐ�;ϭϬй�Ϳ�ĂŶĚ�ŽƚŚĞƌ�;ϭйͿ͘�
WƌĂĐƟĐĂů�ŝŵƉůŝĐĂƟŽŶƐ�Ͳ�dŚĞ�ƌĞƐĞĂƌĐŚ�ŝƐ�ŝŵƉŽƌƚĂŶƚ�ƚŽ�ŝŶĐƌĞĂƐĞ�ƚŚĞ�ƵŶĚĞƌƐƚĂŶĚŝŶŐ�ŽĨ�ĐŝƟǌĞŶƐ͛�ŶĞĞĚƐ͘
KƌŝŐŝŶĂůŝƚǇͬǀĂůƵĞ�Ͳ�dŚĞ�ƉĂƉĞƌ�ĚŝƐĐƵƐƐ�ƚŚĞ�ŬĞǇ�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�ŝŵƉŽƌƚĂŶƚ�ĨŽƌ�ƵƌďĂŶ�&D�ƚŽ�ďĞƩĞƌ�ƵŶĚĞƌƐƚĂŶĚ�
and develop new services and business models.
WĂƉĞƌ�ƚǇƉĞ: Research paper

<�ztKZ�^
/ŶĚŝǀŝĚƵĂůͬ�ƐŽĐŝĂů�ŶĞĞĚƐ͕�hƌďĂŶ�&D͕�^ƵƐƚĂŝŶĂďŝůŝƚǇ͕ �ZĞĨƵƌďŝƐŚŵĞŶƚ͘�

/EdZK�h�d/KE�
dƌŽŶĚŚĞŝŵ�DƵŶŝĐŝƉĂůŝƚǇ�ŚĂƐ�ĂĚŽƉƚĞĚ�Ă�ǀĞƌǇ�ĚĞŵĂŶĚŝŶŐ�ƉůĂŶ�ƚŽ�ƌĞĚƵĐĞ�','�ĞŵŝƐƐŝŽŶƐ͘�dŽ�ƌĞĂĐŚ�ƚŚĞ�
ŐŽĂů͕�ƚĞŶ�ƐƚƌŽŶŐ�ŽďũĞĐƟǀĞƐ�ĂƌĞ�ƐĞƚ͕�ĮǀĞ�ĂƐ�ĐŝƚǇ�ĚĞǀĞůŽƉŵĞŶƚ�ƚĂƌŐĞƚƐ�ĂŶĚ�ĮǀĞ�ĂƐ�ŵƵŶŝĐŝƉĂůŝƚǇ�ĚĞǀĞůŽƉŵĞŶƚ�
targets. 

· �ŶĞƌŐǇ�ĂŶĚ�ĐůŝŵĂƚĞ� ƚĂƌŐĞƚƐ� ĨŽƌ�dƌŽŶĚŚĞŝŵ�ĐŝƚǇ͗� ŝͿ� dƌŽŶĚŚĞŝŵ� ŝƐ� Ă� ƌŽůĞ�ŵŽĚĞů� ĂŶĚ�Ă� ĐŽůůĂďŽƌĂƟǀĞ�
ĂƌĞŶĂ�ĨŽƌ�ŐƌĞĞŶ�ǀĂůƵĞ�ĐƌĞĂƟŽŶ�ĂŶĚ�ĚĞǀĞůŽƉŵĞŶƚ�ŽĨ�ĐůŝŵĂƚĞͲĨƌŝĞŶĚůǇ�ƚĞĐŚŶŽůŽŐǇ�ĂŶĚ�ǁĂǇƐ�ŽĨ�ůŝǀŝŶŐ͕�
ďǇ�ϮϬϮϬ͖�ŝŝͿ��ŝƌĞĐƚ�ŐƌĞĞŶŚŽƵƐĞ�ŐĂƐ�ĞŵŝƐƐŝŽŶƐ�ŝŶ�dƌŽŶĚŚĞŝŵ�ŚĂǀĞ�ďĞĞŶ�ƌĞĚƵĐĞĚ�ďǇ�ϭϬй�ĐŽŵƉĂƌĞĚ�ƚŽ�
ϭϵϵϭ͕�ďǇ�ϮϬϮϬ͖�ŝŝŝͿ�dƌŽŶĚŚĞŝŵ�ŝƐ�ƌŽďƵƐƚ�ƚŽ�ŵĞĞƚ�ĨƵƚƵƌĞ�ĐůŝŵĂƚĞ�ĐŚĂŶŐĞ͕�ďǇ�ϮϬϮϱ͖�ŝǀͿ�̂ ƚĂƟŽŶĂƌǇ�ĞŶĞƌŐǇ�
ƵƐĞ�ŝŶ�ďƵŝůĚŝŶŐ�ĂŶĚ�ĐŽŶƐƚƌƵĐƟŽŶ�ŝƐ�Ăƚ�ƚŚĞ�ƐĂŵĞ�ůĞǀĞů�ĂƐ�ŝŶ�ϮϬϭϯ�;ĂďŽƵƚ�ϯ͘ϱ�dtŚͿ͘�dŚŝƐ�ĐŽƌƌĞƐƉŽŶĚƐ�ƚŽ�
Ă�ϮϬй�ƌĞĚƵĐƟŽŶ�ŝŶ�ĐŽŶƐƵŵƉƟŽŶ�ƉĞƌ�ƉĞƌƐŽŶ�ďǇ�ϮϬϯϬ͖�ĂŶĚ͖�ǀͿ��ŝƌĞĐƚ�ŐƌĞĞŶŚŽƵƐĞ�ŐĂƐ�ĞŵŝƐƐŝŽŶƐ�ŚĂǀĞ�
ďĞĞŶ�ƌĞĚƵĐĞĚ�ďǇ�ϴϬй�ĐŽŵƉĂƌĞĚ�ƚŽ�ϭϵϵϭ�ďǇ�ϮϬϯϬ͘�

Ϸ��ĞƉĂƌƚŵĞŶƚ�ŽĨ��ŝǀŝů�ĂŶĚ��ŶǀŝƌŽŶŵĞŶƚĂů��ŶŐŝŶĞĞƌŝŶŐ͕�EŽƌǁĞŐŝĂŶ�hŶŝǀĞƌƐŝƚǇ�ŽĨ�^ĐŝĞŶĐĞ�ĂŶĚ�dĞĐŚŶŽůŽŐǇ�;EdEhͿ͕�
�ƵŝůĚŝŶŐ��ŶŐŝŶĞĞƌŝŶŐ͕�ϮͲϮϯϯ͕�'ůƆƐŚĂƵŐĞŶ͕�dƌŽŶĚŚĞŝŵ͕�EŽƌǁĂǇ͕ ��ŵĂŝů͗�ĂůĞŶŬĂ͘ƚĞŵĞůũŽƚŽǀͲƐĂůĂũΛŶƚŶƵ͘ŶŽ͕�d�>�͗�нϰϳ�
ϰϲϰϰϱϬϳϮ��
ϸ��ĞƉĂƌƚŵĞŶƚ�ŽĨ��ƌĐŚŝƚĞĐƚƵƌĞ�ĂŶĚ�WůĂŶŶŝŶŐ͕�EŽƌǁĞŐŝĂŶ�hŶŝǀĞƌƐŝƚǇ�ŽĨ�^ĐŝĞŶĐĞ�ĂŶĚ�dĞĐŚŶŽůŽŐǇ͕ �'ůƆƐŚĂƵŐĞŶ͕�
Trondheim, Email: carmel.lindkvist@ntnu.no 
Ϲ�&ĂĐƵůƚǇ�ŽĨ��ŶŐŝŶĞĞƌŝŶŐ͕��ŶǀŝƌŽŶŵĞŶƚ�ĂŶĚ��ŽŵƉƵƟŶŐ͕��ŶŐŝŶĞĞƌŝŶŐ�ĂŶĚ��ŽŵƉƵƟŶŐ��ƵŝůĚŝŶŐ͕��ŽǀĞŶƚƌǇ�hŶŝǀĞƌƐŝƚǇ͕ �
�ŽǀĞŶƚƌǇ͕ �hŶŝƚĞĚ�<ŝŶŐĚŽŵ͕��ŵĂŝů͗�ũŽǁŬĂƌŵΛƵŶŝ͘ĐŽǀĞŶƚƌǇ͘ ĂĐ͘ƵŬ 
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· �ŶĞƌŐǇ�ĂŶĚ�ĐůŝŵĂƚĞ�ƚĂƌŐĞƚƐ�ĂƐ�ŵƵŶŝĐŝƉĂůŝƚǇΖƐ�ĂĐƟǀŝƟĞƐ͗�ŝͿ�dƌŽŶĚŚĞŝŵ�ŵƵŶŝĐŝƉĂůŝƚǇ�ǁŝůů�ƐƚĂƌƚ�ƉŚĂƐŝŶŐ�ŝŶ�
ĐůŝŵĂƚĞͲŶĞƵƚƌĂů�ǀĞŚŝĐůĞ�ƉĂƌŬ�ĨŽƌ�ŚĞĂǀŝĞƌ�ǀĞŚŝĐůĞƐ�ĂƐ�ƐŽŽŶ�ĂƐ�ƚŚĞǇ�ĂƌĞ�ĂǀĂŝůĂďůĞ͖�ŝŝͿ��ŶĞƌŐǇ�ĐŽŶƐƵŵƉƟŽŶ�
ŝŶ�ŽǁŶ�ŽƉĞƌĂƟŽŶƐ�ŝƐ�ƌĞĚƵĐĞĚ�ďǇ�ϳй�ĐŽŵƉĂƌĞĚ�ƚŽ�ϮϬϭϳ�ďǇ�ϮϬϮϬ͖�ŝŝŝͿ��Ǉ�ƌŽůůŝŶŐ�ŽĨ�ƚŚĞ�ƉůĂŶ�ŝŶ�ϮϬϮϬ͕�
ƚĂƌŐĞƚƐ�ĂƌĞ�ƐĞƚ�ĨŽƌ�ŝŶĚŝƌĞĐƚ�ĞŵŝƐƐŝŽŶ�ĐƵƚƐ͖�ŝǀͿ�dŽ�ƌĞĚƵĐĞ�ƚŚĞ�ĐůŝŵĂƚĞ�ĨŽŽƚƉƌŝŶƚ�ĨŽƌ�ŵĂũŽƌ�ŝŶǀĞƐƚŵĞŶƚ�
ƉƌŽũĞĐƚƐ�ŝŶ�ƚŚĞ�ŵƵŶŝĐŝƉĂůŝƚǇ�ďǇ�ϯϬй͕�ŝŶ�ĐŽŵƉĂƌŝƐŽŶ�ǁŝƚŚ�ƚŚĞ�ƌĞĨĞƌĞŶĐĞ�ďƵŝůĚŝŶŐ͕�ĂƐƐƵŵŝŶŐ�ƚŚĂƚ�ůŝĨĞ�
ĐǇĐůĞ� ĐŽƐƚƐ� ĚŽ� ŶŽƚ� ƐŝŐŶŝĮĐĂŶƚůǇ� ŝŶĐƌĞĂƐĞ͕� ĂŶĚ͖� ǀͿdŚĞ�ŵƵŶŝĐŝƉĂůŝƚǇ� ŽĨ� dƌŽŶĚŚĞŝŵ� ďĞĐŽŵĞƐ� Ă� ǌĞƌŽͲ
emission business�;ϮϬϯϬͿ͘

&ƌŽŵ�ƚŚĞ�ďƵŝůƚ�ĞŶǀŝƌŽŶŵĞŶƚ�ƉĞƌƐƉĞĐƟǀĞ͕�ŝƚ�ŝƐ�ŽŌĞŶ�ĨŽĐƵƐĞĚ�ŽŶ�ƚŚĞ�ƚĞĐŚŶŝĐĂů�ĂƐƉĞĐƚƐ�ĂƐ�ŶŽŶͲƚĞĐŚŶŝĐĂů�
ĚŝŵĞŶƐŝŽŶƐ� ĂƌĞ� ŵŽƌĞ� ĚŝƐƌƵƉƟǀĞ� ;>ŝŶĚŬǀŝƐƚ� Ğƚ� Ăů͕͘� ϮϬϭϳͿ� ƌĞƐƵůƟŶŐ� ŝŶ� ƉƌŽũĞĐƚƐ� ƚŚĂƚ� ŵĞĞƚ� ƚĞĐŚŶŝĐĂů�
ƌĞƋƵŝƌĞŵĞŶƚƐ�ďƵƚ�ŶŽƚ� ůŝǀĂďŝůŝƚǇ�ƌĞƋƵŝƌĞŵĞŶƚƐ͘�dŚĞ�ƌĞĚƵĐĞĚ�ĨŽĐƵƐ�ŽŶ�ůŝǀĂďŝůŝƚǇ� ŝƐƐƵĞƐ�ĨŽƌ�ĐŽŵŵƵŶŝƟĞƐ͛�
ĚŝƐƌĞŐĂƌĚƐ� ƚŚĂƚ� ŝŶ� ŽƌĚĞƌ� ƚŽ� ĐƌĞĂƚĞ� ƐŽĐŝĂů� ǀĂůƵĞ͕� ŚƵŵĂŶ� ĂĐƟǀŝƚǇ� ŶĞĞĚƐ� ƚŽ� ďĞ� ĐĞŶƚĞƌ� ;�ũƆƌďĞƌŐ� ĂŶĚ�
dĞŵĞůũŽƚŽǀͲ^ĂůĂũ͕�ϮϬϭϴĂͿ͘�tŽƌŬŝŶŐ�ǁŝƚŚ�ĐŽŵŵƵŶŝƟĞƐ�ƚŚƌŽƵŐŚ�Ă�ǀĂůƵĞͲĚƌŝǀĞŶ�ĂƉƉƌŽĂĐŚ�ĐŽƵůĚ�ůĞĂĚ�ƚŽ�Ă�
ŵƵƚƵĂů�ĚƌŝǀĞ�ŽĨ�ĚĞǀĞůŽƉŝŶŐ�ƐŽůƵƟŽŶƐ�ƚŚĂƚ�ŵĞĞƚ�ĐŽŵŵƵŶŝƚǇ�ŶĞĞĚƐ�ĂƐ�ǁĞůů�ĂƐ�ůŝŶŬ�ƚŽ�ƐƵƐƚĂŝŶĂďůĞ�ŐŽĂůƐ�
ĂŶĚ�ďƵƐŝŶĞƐƐ�ŽƉƉŽƌƚƵŶŝƟĞƐ͘� ^ŽĐŝĂů� ĂƐƉĞĐƚƐ�ƵŶĚĞƌƉŝŶŶŝŶŐ� ƐƵƐƚĂŝŶĂďŝůŝƚǇ� ŝůůƵƐƚƌĂƚĞƐ� ƚŚĞ� ŝŵƉŽƌƚĂŶĐĞ� ĨŽƌ�
ĚŝĂůŽŐƵĞ�ĂŶĚ�ĐŽŽƉĞƌĂƟŽŶ�ƚŽ�ŵĞĞƚ�hE�ƐƵƐƚĂŝŶĂďůĞ�ŐŽĂůƐ͕�ǁŚŝĐŚ�ĂůƐŽ�ƐŚŽƵůĚ�ůŝŶŬ�ƚŽ�ĐŽŵŵƵŶŝƚǇ Ɛ͛�ŶĞĞĚƐ�
;'ƌƵŵ� Ğƚ� Ăů͕͘� ϮϬϮϬͿ͘� WĂƌƚŶĞƌƐŚŝƉƐ� ƉůĂǇƐ� Ă� ŬĞǇ� ƌŽůĞ� ĂŶĚ� ĂƌĞ� ƉĂƌƟĐƵůĂƌůǇ� ŝŵƉŽƌƚĂŶƚ�ǁŚĞŶ� ĐŽŶƐŝĚĞƌŝŶŐ�
ƚŚĞ� ƐĐĂůĞ� ŽĨ� ŶĞŝŐŚďŽƌŚŽŽĚ� ǁŝƚŚŝŶ� ĐŝƟĞƐ͘� EĞŝŐŚďŽƌŚŽŽĚƐ� ĂƌĞ� ŵĂĚĞ� ƵƉ� ďǇ� ĚŝīĞƌĞŶƚ� ƉĂƌƚŶĞƌƐŚŝƉƐ͕�
ǁŚŝĐŚ� ŝŶĐůƵĚĞ� ƌĞƐŝĚĞŶƚƐ͕� ĐŽŵŵĞƌĐŝĂů� ŝŶĚƵƐƚƌǇ� ĂŶĚ� ƉŽůŝƟĐĂůͬŵƵŶŝĐŝƉĂůŝƚǇ� ƌĞƉƌĞƐĞŶƚĂƟǀĞƐ͘� /ŶĚĞĞĚ͕� Ă�
ŶĞŝŐŚďŽƌŚŽŽĚ�ƐŚŽƵůĚ�ŝĚĞĂůůǇ�ŝŶĐŽƌƉŽƌĂƚĞ�ƚŚĞ�ƚƌŝƉůĞ�ďŽƩŽŵ�ůŝŶĞ�ŽĨ�ƐƵƐƚĂŝŶĂďŝůŝƚǇ�ďĞŝŶŐ�ƐŽĐŝĂů͕�ĞĐŽŶŽŵŝĐ�
ĂŶĚ�ĞŶǀŝƌŽŶŵĞŶƚ�ĂƐ�ǁĞůů�ĂƐ�ƚŚĞŝƌ�ŝŶƚĞƌͲƌĞůĂƟŽŶƐŚŝƉ͘�dŚĞ�ĐŚĂůůĞŶŐĞ�ŽĨ�ƵŶĚĞƌƐƚĂŶĚŝŶŐ�ƐŽĐŝĂů�ŶĞĞĚƐ�ǁŝƚŚŝŶ�
ƚŚĞ�ĐŽŵƉůĞǆ�ĞŶǀŝƌŽŶŵĞŶƚ�ŽĨ�ƚŚĞ�ĐŝƚǇ�ůĂǇƐ�ŝŶ�ƚŚĞ�ŝŶƚĂŶŐŝďŝůŝƚǇ�ĂŶĚ�ƐƵďũĞĐƟǀŝƚǇ�ŽĨ�ŶĞĞĚƐ�ŝŶ�ĐŽŵŵƵŶŝƟĞƐ�
ůŝǀŝŶŐ�ŝŶ�ĚŝīĞƌĞŶƚ�ĂƌĞĂƐ�ŽĨ�ƚŚĞ�ĐŝƚǇ͘ �̂ ƚƵĚŝĞƐ�ƌĞŇĞĐƚ�ƚŚĞƐĞ�ĐŚĂůůĞŶŐĞƐ�ĂŶĚ�ƉĂƌƟĐƵůĂƌůǇ�ŝŶ�ƚĞƌŵƐ�ŽĨ�ĚĞǀĞůŽƉŝŶŐ�
ƐƵƐƚĂŝŶĂďůĞ�ŝŶĚŝĐĂƚŽƌƐ�ĨŽƌ�ƉůĂŶŶŝŶŐ�ƉƵƌƉŽƐĞƐ�ŽĨ�Ă�ĚŝƐƚƌŝĐƚ�;Ğ͘Ő͘�dƵƌĐƵ͕�ϮϬϭϯ͕�<ƌŝƐƚů�Ğƚ�Ăů͘�ϮϬϭϵ͕�dĞŵĞůũŽƚŽǀ�
^ĂůĂũ�Ğƚ�Ăů͘�ϮϬϮϬͿ͘�/Ŷ�ĂĚĚŝƟŽŶ͕�ƐƚƵĚŝĞƐ�ŚĂǀĞ�ƐŚŽǁŶ�ƚŚĞ�ĐůĞĂƌ�ƌĞůĂƟŽŶƐŚŝƉ�ĂŶĚ�ŝŶŇƵĞŶĐĞ�ƉĞŽƉůĞ�ŚĂǀĞ�ŽŶ�
ĞŶĞƌŐǇ�ƵƐĞ�ŽĨ�ďƵŝůĚŝŶŐƐ�;Ğ͘Ő͘�WĞƩĞƌƐĞŶ�Ğƚ�Ăů͕͘�ϮϬϬϳͿ͘��ƵŝůĚŝŶŐƐ�ĂƌĞ�Ă�ŵĂũŽƌ�ƉĂƌƚ�ŽĨ�ĐŝƟĞƐ�ĂŶĚ�ƉĞŽƉůĞ�ĂƌĞ�
ĂĐƟǀĞ�ƉĂƌƟĐŝƉĂŶƚƐ�ƚŚĞƌĞĨŽƌĞ�ďŽƚŚ�ďƵŝůĚŝŶŐƐ�ĂŶĚ�ƉĞŽƉůĞ�ĂƌĞ�ŶĞĐĞƐƐĂƌǇ�ƚŽ�ǁŽƌŬ�ǁŝƚŚ�ƚŽ�ƌĞĚƵĐĞ�ĐĂƌďŽŶ�
ĞŵŝƐƐŝŽŶƐ͘�dŚĞ�ƉůĂŶŶŝŶŐ�ŽĨ�ƚŚĞ�ƌĞŐĞŶĞƌĂƟŽŶ�ŽĨ�Ă�ŶĞŝŐŚďŽƌŚŽŽĚ�ŝŶ�Ă�ĐŝƚǇ�ĞŶǀŝƌŽŶŵĞŶƚ�ŝƐ�ŶŽƚ�ũƵƐƚ�ĂďŽƵƚ�
ƚŚĞ�ƐƉĞĐŝĮĐ�ůŽĐĂƟŽŶ�ŽĨ�ƚŚĂƚ�ƐƉĂĐĞ͘�/ƚ�ŝƐ�ĂůƐŽ�ĂďŽƵƚ�ƚŚĞ�ĐŽŶŶĞĐƟǀŝƚǇ�ƚŽ�ŝƚƐ�ǁŝĚĞƌ�ĞŶǀŝƌŽŶŵĞŶƚ�ĂŶĚ�ƚŚŝƐ�ŝƐ�
ŽŌĞŶ�ůĂĐŬŝŶŐ�ŝŶ�ďƵŝůƚ�ĞŶǀŝƌŽŶŵĞŶƚ�ĚŝŵĞŶƐŝŽŶƐ�;�ŝǆŽŶ͕�Ğƚ�Ăů͘�ϮϬϭϰͿ͘�>ŝƩůĞ�ŝƐ�ŬŶŽǁŶ�ŚŽǁ�ůŽĐĂů�ĐŽŵŵƵŶŝƚǇ�
ǀĂůƵĞƐ�ĂŶĚ�ƵŶĚĞƌƐƚĂŶĚŝŶŐƐ�ŽĨ�ƐƵƐƚĂŝŶĂďŝůŝƚǇ�ŝƐ�ŝŶƚĞŐƌĂƚĞĚ�ŝŶƚŽ�ƉůĂŶƐ�;dƵƌĐƵ͕�ϮϬϭϯͿ͘�dŚĞƌĞ�ŝƐ�ŽŌĞŶ�Ă�ĚĂŶŐĞƌ�
ƚŚĂƚ� ůŽĐĂů�ŶĞĞĚƐ�ŐĞƚ� ůŽƐƚ� ŝŶ� ƚŚĞ�ŶŽŝƐĞ�ŽĨ� ƚŚĞ�ĚŝīĞƌĞŶƚ�ĂŐĞŶĚĂƐ͘�,ŽǁĞǀĞƌ͕ � ŝƚ� ŝƐ�ƉƌŽďůĞŵĂƟĐ�ĂƐ�“many 
ŝŶĚŝĐĂƚŽƌ�ƐĞƚƐ�ĚŽ�ŶŽƚ�ƌĞƐƚ�ŽŶ�ĐŝƟǌĞŶ Ɛ͛�ǀĂůƵĞƐ�ĂŶĚ�ƵŶĚĞƌƐƚĂŶĚŝŶŐ�ŽĨ�ƐƵƐƚĂŝŶĂďŝůŝƚǇ͕ �ďƵƚ�ƌĂƚŚĞƌ�ŽŶ�ĞǆƉĞƌƚ�
ǀŝĞǁƐ�ŽŶ�ǁŚĂƚ�ƚŚĞƐĞ�ǀĂůƵĞƐ�ŵŝŐŚƚ�ďĞ͟�;dƵƌĐƵ͕�ϮϬϭϯ͕�Ɖ͘ϳϬϮͿ͘�/Ŷ�ĂĚĚŝƟŽŶ͕�ƵƌďĂŶ�ĚĞĐŝƐŝŽŶͲŵĂŬĞƌƐ�ĂƌĞ�ŽŌĞŶ�
ĐŽŶƐƚƌĂŝŶĞĚ�ǁŝƚŚ�ƐŚŽƌƚ�ƟŵĞͲƐĐĂůĞƐ�ĂŶĚ�ƚŚĞ�ŝŵŵĞĚŝĂƚĞ�ƐƉĂƟĂů�ƐĐĂůĞ�ŽĨ�ƚŚĞŝƌ�ũƵƌŝƐĚŝĐƟŽŶƐ�ǁŝƚŚ�͚ŶĞƐƚĞĚ͛�
ŐŽǀĞƌŶŵĞŶƚĂů�ŚŝĞƌĂƌĐŚŝĞƐ�;�ŝǆŽŶ�Ğƚ�Ăů͕͘�ϮϬϭϰͿ͘�

hƌďĂŶ�&D�ĂŶĚ�ƉĂƌƟĐŝƉĂƟŽŶƐ
hƌďĂŶ�&D�ŚĂƐ�Ă�ƌŽůĞ�ƚŽ�ďĞĐŽŵĞ�ĂŶ�ĂĐƟǀĞ�ĂŶĚ�ǀĂůƵĂďůĞ�ƉĂƌƚŶĞƌ�ĨŽƌ�ĨĂĐŝůŝƚĂƟŶŐ�ůŝǀĂďůĞ�ĂƌĞĂƐ͕�ǁŝƚŚ�ƚŚĞ�ĨŽĐƵƐ�
ŽŶ�ŚĞĂůƚŚ�ĂŶĚ�ǁĞůůͲďĞŝŶŐ͕�ǁŚŝĐŚ�ƐƚƌŽŶŐůǇ�ŝŶĐůƵĚĞƐ�ĨŽĐƵƐ�ŽŶ�^ƵƐƚĂŝŶĂďůĞ��ĞǀĞůŽƉŵĞŶƚ�'ŽĂůƐ�;'ƌƵŵ�Ğƚ�
Ăů͕͘�ϮϬϭϲ͕�^ĂůĂũ�Ğƚ�Ăů͕͘�ϮϬϭϴ͕�'ŽŚĂƌŝ�Ğƚ�Ăů͘�ϮϬϮϬͿ͘�^ƉĂƟĂů�ŝŶƚĞƌǀĞŶƟŽŶƐ�ĨƌŽŵ�ĚĞƐŝŐŶ�ĂŶĚ�ĂĐĐĞƐƐŝďŝůŝƚǇ�ƉŽŝŶƚ�
ŽĨ�ǀŝĞǁ͕�ĂƌĞ�ǀĞƌǇ� ŝŵƉŽƌƚĂŶƚ�ƚŽ� ŝŵƉƌŽǀĞ�ĐŝƟǌĞŶƐ�ŚĞĂůƚŚ�ĂŶĚ�ǁĞůůͲďĞŝŶŐ�;DŽďĂĐŚ�Ğƚ�Ăů͕͘�ϮϬϭϵ͕�EŝũŬĂŵƉ�
Ğƚ�Ăů͕͘�ϮϬϮϬͿ͘�dŚĞ�ŵĂŝŶ�ŝĚĞĂ�ŽĨ�hƌďĂŶ�&D�ŝƐ�ƚŽ�ŝŵƉƌŽǀĞ�ƚŚĞ�ƋƵĂůŝƚǇ�ŽĨ�ƚŚĞ�ƉŚǇƐŝĐĂů�ĞŶǀŝƌŽŶŵĞŶƚ͖�ĐƌĞĂƚĞ�
ĞŵƉůŽǇŵĞŶƚ�ŽƉƉŽƌƚƵŶŝƟĞƐ�ĂŶĚ�ĞŶƐƵƌĞ�ŝŶĐůƵƐŝǀŝƚǇ�ŽĨ�ĐŽŵŵƵŶŝƟĞƐ�ŝŶ�ĚĞƐŝŐŶ�ĂŶĚ�ŵĂŶĂŐĞŵĞŶƚ�ŽĨ�ƐĞƌǀŝĐĞ�
ŝŶ�ƚŚĞ�ƵƌďĂŶ�ĞŶǀŝƌŽŶŵĞŶƚ͘�dŚĞ�ĚĞƚĞƌŝŽƌĂƟŽŶ�ŽĨ�ƉŚǇƐŝĐĂů�ƉůĂĐĞ�ŝƐ�ĐŽŶŶĞĐƚĞĚ�ǁŝƚŚ�ƚŚĞ�ĂďƐĞŶĐĞ�ŽĨ�ƐĞůĨͲ
ŽƌŐĂŶŝǌĂƟŽŶ�ŽĨ�ŶĞŝŐŚďŽƵƌŚŽŽĚ�ƌĞƐŝĚĞŶƚƐ͕�ůĞĂĚŝŶŐ�ƚŽ�ƚĞŶƐŝŽŶƐ�ďĞƚǁĞĞŶ�ƐŽĐŝĞƚĂů�ŐƌŽƵƉƐ�;ĂŵŽŶŐ�ĐŝƟǌĞŶƐͿ͕�
ďƵƚ�ĂůƐŽ�ďĞƚǁĞĞŶ�ĐŝƟǌĞŶƐ�ĂŶĚ�ŐŽǀĞƌŶŵĞŶƚ�Žƌ�ĐŝƟǌĞŶƐ�ĂŶĚ�ŽƚŚĞƌ�ŝŶƐƟƚƵƟŽŶƐ�;<ƵŝũůĞŶďƵƌŐ�Ğƚ�Ăů͕͘�ϮϬϭϵ͕�
<ƵŝũůĞŶďƵƌŐ͕�ϮϬϮϬͿ͘��ŝƚǇ�ƉůĂŶŶĞƌƐ�ĂŶĚ�ĚĞĐŝƐŝŽŶͲŵĂŬĞƌƐ�ŶĞĞĚ�ƚŽ�ĐůĂƌŝĨǇ�ĂŶĚ�ĐŽŵŵƵŶŝĐĂƚĞ�ƚŚĞŝƌ�ĂƉƉƌŽĂĐŚĞƐ�
ƚŽ�ƚŚĞ�ƉƌŽďůĞŵ͕�ŝŶƚĞƌǀĞŶƟŽŶ�ŵĞƚŚŽĚƐ͕�ĂǀĂŝůĂďůĞ�ƌĞƐŽƵƌĐĞƐ͕�ĂŶĚ�ƉŽƐƐŝďůĞ�ĚĞĐŝƐŝŽŶĂů�ƉƌŽĐĞĚƵƌĞƐ�;'ŽŚĂƌŝ�
Ğƚ�Ăů͕͘�ϮϬϮϬͿ͘��ĐĐŽƌĚŝŶŐ�ƚŽ�yƵĞ�Ğƚ�Ăů͘�;ϮϬϭϵͿ�hƌďĂŶ�&D�ĐĂŶ�ĐŽǀĞƌ�Ăůů�ĮǀĞ�ůĞǀĞůƐ�ŽĨ�ŵƵůƟƐĞĐƚŽƌ�ƉĂƌƟĐŝƉĂƟŽŶ�
to inform, consult, involve, collaborate and empower. Besides, facility managers can enhance the level 
ŽĨ� ƉĂƌƟĐŝƉĂƟŽŶ͕� ďǇ� ďƵŝůĚŝŶŐ� ŽŶ� ǀĂƌŝĂďůĞƐ� ƐƵĐŚ� ĂƐ� ƚƌƵƐƚ͕� ĞĸĐĂĐǇ͕ � ĐŽŵƉĞƚĞŶĐĞ͕� ƌĞƐƉŽŶƐŝǀĞŶĞƐƐ� ĂŶĚ�
ůĞŐŝƟŵĂĐǇ͘ �

�ĞŝŶŐ� ŝŶ� ĐůŽƐĞ� ƌĞůĂƟŽŶƐŚŝƉ� ǁŝƚŚ� ĐŝƟǌĞŶƐ͕� hƌďĂŶ� &D� ĐĂŶ� ĂůƐŽ� ĐƌĞĂƚĞ� ĂŶ� ĞīĞĐƟǀĞ͕� ĐŽůůĂďŽƌĂƟǀĞ� ĂŶĚ�
ŝŶƚĞƌĂĐƟǀĞ�ŐŽǀĞƌŶĂŶĐĞ�ĨŽƌ�ĐŽͲĐƌĞĂƟŽŶ͕�ĐŽͲĮŶĂŶĐĞ�ĂŶĚ�ĐŽͲŽǁŶĞƌƐŚŝƉ�ŽĨ�ƵƌďĂŶ�ƉƵďůŝĐ�ƐƉĂĐĞƐ�ƚŽ�ŝŵƉƌŽǀĞ�
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ĐŝƟǌĞŶƐ͛� ƐĞŶƐĞ� ŽĨ� ĂƩĂĐŚŵĞŶƚ͕� ĐŽŵŵŝƚŵĞŶƚ͕� ƚƌƵƐƚ͕� ŝŶĐůƵƐŝŽŶ� ĂŶĚ� ŝŶƚĞŐƌĂƟŽŶ� ;dĞŵĞůũŽƚŽǀͲ^ĂůĂũ� Ğƚ� Ăů͘�
ϮϬϭϴͿ͘�tŚŝůĞ�ƐƚƵĚŝĞƐ�ŚŝŐŚůŝŐŚƚ�ƚŚĞ�ĐŽŵƉůĞǆŝƚǇ�ŽĨ�ĐŝƟĞƐ�ĂŶĚ�ƚŚĞŝƌ�ŵƵůƟƉůĞ�ĚŝŵĞŶƐŝŽŶĂů�ĂƐƉĞĐƚƐ�ŝŶ�ůŝŐŚƚ�
ŽĨ�ƐƵƐƚĂŝŶĂďŝůŝƚǇ�ŶĞĐĞƐƐĂƌŝůǇ�ŵĞĂŶƐ�Ă�ĐƌŽƐƐ�ĚŝƐĐŝƉůŝŶĂƌǇ�ĂƉƉƌŽĂĐŚ�;�ŝǆŽŶ�Ğƚ�Ăů͕͘�ϮϬϭϰͿ͕�ďƵƚ�ĂůƐŽ�ƌĞƋƵŝƌĞ�
ĂŶ� ŝŶƚĞƌŵĞĚŝĂƌǇ� ƚŽ�ďƌŝŶŐ�ŵƵůƟƉůĞ�ĚŝŵĞŶƐŝŽŶƐ� ƚŽŐĞƚŚĞƌ� ;>ŝŶĚŬǀŝƐƚ�Ğƚ�Ăů͕͘�ϮϬϭϵĂͿ͘� :ĞŶƐĞŶ�Ğƚ�Ăů͘� ;ϮϬϭϯͿ�
ƉƌŽƉŽƐĞĚ�&D�ƚŽ�ďĞ�ĐŽŶƐŝĚĞƌĞĚ�ĂƐ�Ă�ŶĞƚǁŽƌŬ�ŽĨ�ƌĞůĂƟŽŶƐŚŝƉƐ͕�ǁŚŝĐŚ�ĐƌĞĂƚĞƐ�ƉĞƌĐĞŝǀĞĚ�ǀĂůƵĞ�ĂŵŽŶŐƐƚ�
ŬĞǇ� ƐƚĂŬĞŚŽůĚĞƌƐ� ;ĐůŝĞŶƚƐ͕� ĐƵƐƚŽŵĞƌƐ� ĂŶĚ� ĞŶĚ� ƵƐĞƌƐͿ� ǁŚĞƌĞ� ƉĞƌĐĞŝǀĞĚ� ǀĂůƵĞ� ĐĂŶ� ŽŶůǇ� ĞǆŝƐƚ� ĂŶĚ� ďĞ�
ƉƌŽĚƵĐĞĚ�ǁŝƚŚŝŶ�ƚŚŝƐ�ƐƉĞĐŝĮĐ�ŶĞƚǁŽƌŬ�ŽĨ�ƌĞůĂƟŽŶƐŚŝƉƐ͘�'ůŽďĂů�ĐŝƟǌĞŶƐŚŝƉ�ĐĂůůƐ�ĨŽƌ�ĂŶ�ĂĐƟǀĞ�ƌŽůĞ�ĨƌŽŵ�
ƉĞŽƉůĞ͕�ŝŶ�ƚŚĞŝƌ�ĐŽŵŵƵŶŝƚǇ͕ �ĂŶĚ�ƚŚĞ�ĐŽŽƉĞƌĂƟŽŶ�ǁŝƚŚ�ŽƚŚĞƌƐ�ƚŽ�ŵĂŬĞ�ŽƵƌ�ƉůĂŶĞƚ�ŵŽƌĞ�ĞƋƵĂů͕�ĨĂŝƌ�ĂŶĚ�
sustainable, what could be seen from FM side how to contribute to their awareness of social issues 
Ăƚ�ŶĞŝŐŚďŽƵƌŚŽŽĚ�;<ƵŝũůĞŶďƵƌŐ�Ğƚ�Ăů͕͘�ϮϬϭϵͿ͘� /Ŷ�ŽƌĚĞƌ�ƚŽ�ĐƌĞĂƚĞ�ĂŶ�ƵƌďĂŶ�ǀĂůƵĞ�ĞĐŽƐǇƐƚĞŵ͕�ǁŚŝĐŚ�ŚĂƐ�
people and environment as the main driving forces and urban facility manager as the main enabler 
and implementer, the new urban economics, focused to regenerate the environment, explores various 
ƉĂƌƚŶĞƌƐŚŝƉ�ŵŽĚĞůƐ͕�ĂŵŽŶŐ�ǁŚŝĐŚ�WƵďůŝĐͲWƌŝǀĂƚĞͲWĞŽƉůĞͲWĂƌƚŶĞƌƐŚŝƉ�;WWWWͿ�ĂƌĞ�ƉƌŝŽƌŝƟǌĞĚ�;dĞŵĞůũŽƚŽǀ�
Ğƚ�Ăů͕͘�ϮϬϭϭ͕�^ĂůĂũ�Ğƚ�Ăů͕͘�ϮϬϭϴ͕��ŽŐĂƚĂũ�Ğƚ�Ăů͕͘�ϮϬϭϵͿ͘�hƌďĂŶ�&D�ŝƐ�ĂŶ�ŝŶƚĞƌŵĞĚŝĂƌǇ�ĚŝƐĐŝƉůŝŶĞ�ƚŚĂƚ�ĐůŽƐĞƐ�
the gap in urban thinking. 

dŚĞƌĞ�ĂƌĞ�ŽƉƉŽƌƚƵŶŝƟĞƐ�ƚŽ�ĚĞǀĞůŽƉ�ŵŽƌĞ�ƐƵƐƚĂŝŶĂďůĞ�ĐŝƟĞƐ�ƚŚƌŽƵŐŚ�ŝŶĐŽƌƉŽƌĂƟŽŶ�ŽĨ�ĂŶ�hƌďĂŶ�&D�ďƵƚ�
ĐŽŶƚĞǆƚƵĂůŝǌŝŶŐ� ŝŶ� ƚŚĞ��ƵƌŽƉĞĂŶ�'ƌĞĞŶ��ĞĂů� ;ϮϬϭϵͿ͕�ǁŚŝĐŚ� ůĂǇƐ�ŽƵƚ� ƚŚĞ��h��ŽŵŵŝƐƐŝŽŶ Ɛ͛� ƐƚƌĂƚĞŐǇ� ƚŽ�
ŝŵƉůĞŵĞŶƚ�ƚŚĞ�hŶŝƚĞĚ�EĂƟŽŶ Ɛ͛�ϮϬϯϬ��ŐĞŶĚĂ�ĂŶĚ�ƐƵƐƚĂŝŶĂďůĞ�ĚĞǀĞůŽƉŵĞŶƚ�ŐŽĂůƐ͘�͞/ƚ�ƚĂŬĞƐ�Ϯϱ�ǇĞĂƌƐ�Ͳ�Ă�
ŐĞŶĞƌĂƟŽŶ�ʹ�ƚŽ�ƚƌĂŶƐĨŽƌŵ�ĂŶ�ŝŶĚƵƐƚƌŝĂů�ƐĞĐƚŽƌ�ĂŶĚ�Ăůů�ǀĂůƵĞ�ĐŚĂŝŶƐ͕�ƚŽ�ďĞ�ƌĞĂĚǇ�ŝŶ�ϮϬϱϬ͕�ĚĞĐŝƐŝŽŶƐ�ĂŶĚ�
ĂĐƟŽŶ�ŶĞĞĚ�ƚŽ�ďĞ�ƚĂŬĞŶ�ŝŶ�ƚŚĞ�ŶĞǆƚ�ĮǀĞ�ǇĞĂƌƐ͟�;�ƵƌŽƉĞĂŶ�'ƌĞĞŶ��ĞĂů͕�ϮϬϭϵ͕�Ɖ͘ϳͿ͘�hƌďĂŶ�&D�ĐĂŶ�ĂŝĚ�ŝŶ�
ƚŚĞ�ĂĐĐĞůĞƌĂƟŽŶ�ůĂŝĚ�ŽƵƚ�ŝŶ�ƚŚĞ��ƵƌŽƉĞĂŶ�'ƌĞĞŶ��ĞĂů�ďǇ�ĨĂĐŝůŝƚĂƟŶŐ�ŝŶ�ŝƚƐ�ŐŽĂů�ŽĨ�Ă�͚ƌĞŶŽǀĂƟŽŶ�ǁĂǀĞ͛�ŽĨ�
ƉƵďůŝĐ�ĂŶĚ�ƉƌŝǀĂƚĞ�ďƵŝůĚŝŶŐƐ�ƚŚƌŽƵŐŚ�ƚŚĞ�ĞŶŐĂŐĞŵĞŶƚ�ŽĨ�ĚŝǀĞƌƐĞ�ƐƚĂŬĞŚŽůĚĞƌƐ͖�ŝĚĞŶƟĨǇŝŶŐ�ŝŶŝƟĂƟǀĞƐ�ƚŚĂƚ�
ĐŽŵďŝŶĞ�ƐŽĐŝĞƚĂů�ƉƵůů�ĂŶĚ�ƚĞĐŚŶŽůŽŐǇ�ƉƵƐŚ�ŝŶ�ůŽĐĂů�ĐŽŵŵƵŶŝƟĞƐ�ƚŽ�ǁŽƌŬ�ƚŽǁĂƌĚƐ�Ă�ƐƵƐƚĂŝŶĂďůĞ�ĨƵƚƵƌĞ�
ĂŶĚ� ƐƵƉƉŽƌƚ� ƚŚĞ�ŽĂƚŚ� ͚ƚŽ�ĚŽ�ŶŽ�ŚĂƌŵ͛� ƚŚƌŽƵŐŚ�ĚĞǀĞůŽƉŵĞŶƚ�ŽĨ� ĂĐƟŽŶ�ĂŶĚ�ƉŽůŝƟĞƐ� ƚŽ�ƉƵůů� ƚŽŐĞƚŚĞƌ͘ �
dŚĞƌĞĨŽƌĞ͕� ĐƵƌƌĞŶƚ� ŬŶŽǁůĞĚŐĞ� ĂƌĞĂƐ� ŽĨ� &D� ŽŶ� ƐƚƌĂƚĞŐŝĐ͕� ƚĂĐƟĐĂů� ĂŶĚ� ŽƉĞƌĂƟŽŶĂů� ůĞǀĞů� ŶĞĞĚ� ƚŽ� ďĞ�
ĞŶůĂƌŐĞĚ�ƚŽ͗�;ĂͿ�ƵƌďĂŶ�ƉůĂŶŶŝŶŐ͕�;ďͿ�ĚĂƚĂ�ŵŽĚĞůůŝŶŐ͕�;ĐͿ�ďƵƐŝŶĞƐƐ�ŵŽĚĞůƐ͕�ƐƵĐŚ�ĂƐ�WWWW͕ �;ĚͿ�ĮŶĂŶĐŝĂů�ĂŶĚ�
;ĞͿ�ŵƵůƟͲĐƌŝƚĞƌŝŽŶ�ŽƉƟŵŝǌĂƟŽŶ�ŵŽĚĞůƐ͕�;ĨͿ�ƐŽĐŝĂů�ŝŶĨƌĂƐƚƌƵĐƚƵƌĞ�ŝŶ�ĚǇŶĂŵŝĐ�ĚĞǀĞůŽƉŵĞŶƚ͕�;ŐͿ�ĨŽƌĞĐĂƐƟŶŐ�
ŵĞƚŚŽĚƐ͕� ;ŚͿ� ĚĞŵŽŐƌĂƉŚŝĐ�ŵŽĚĞůƐ͕� ;ŝͿ� ĐŽŵŵƵŶŝĐĂƟŽŶ�ŵĞƚŚŽĚƐ͕� ;ũͿ� ƐƉĂƟĂů� ƐƚĂƟƐƟĐĂů� ŵĞƚŚŽĚƐ͕� ĂŶĚ�
;ŬͿ�ǀŝƐƵĂůŝƐĂƟŽŶ�ŵĞƚŚŽĚƐ͘�dŚĞƌĞĨŽƌĞ͕�ǀĂƌŝŽƵƐ�ŵĞƚŚŽĚƐ�ĂŶĚ�ƚŽŽůƐ�ŶĞĞĚ�ƚŽ�ďĞ�ĚĞǀĞůŽƉĞĚ͕�ďĂƐĞĚ�ŽŶ�ƚŚĞ�
ƚŚĞŽƌŝĞƐ�ŽĨ�;ĂͿ�ǀĂůƵĞ�ŽƌŝĞŶƚĂƟŽŶ͕�;ďͿ�ƐƵƐƚĂŝŶĂďŝůŝƚǇ͕ �;ĐͿ�ŵŽƟǀĂƟŽŶ�ŽĨ�ŽǁŶĞƌƐ�ĂŶĚ�ƵƐĞƌƐ͕�;ĚͿ�ĐŽŵŵƵŶŝƚǇ�
ĞŶŐĂŐĞŵĞŶƚ͕�ĂŶĚ�;ĞͿ�ďĞŚĂǀŝŽƌĂů�ĐŚĂŶŐĞƐ�;ǁŝƚŚ�yƵĞ�Ğƚ�Ăů͕͘�ϮϬϭϵͿ͘

�ƵƌƌĞŶƚ�ĂƉƉƌŽĂĐŚĞƐ�ƚŽ�ŝĚĞŶƟĨǇ�ƐŽĐŝĂů�ŶĞĞĚƐ
dŚĞ� ŵŽƐƚ� ƉƌŽŵŝŶĞŶƚ� ƚŽŽůƐ� ƚŽ� ŝĚĞŶƟĨǇ� ƐŽĐŝĂů� ŶĞĞĚƐ� ĐŽŵĞƐ� ĨƌŽŵ� �ƵŝůĚŝŶŐ� ZĞƐĞĂƌĐŚ� �ƐƚĂďůŝƐŚŵĞŶƚ�
�ŶǀŝƌŽŶŵĞŶƚĂů� �ƐƐĞƐƐŵĞŶƚ� DĞƚŚŽĚ� ;�Z���DͿ� �ŽŵŵƵŶŝƟĞƐ� ĂŶĚ� ^ŵĂƌƚ� �ŝƟĞƐ� /ŶĨŽƌŵĂƟŽŶ� ^ǇƐƚĞŵƐ�
;^�/^Ϳ͘��Z���D��ŽŵŵƵŶŝƟĞƐ�ƉƌŽŵŽƚĞƐ�ĐŽŽƉĞƌĂƟŽŶ�ĂŵŽŶŐ�ƐƚĂŬĞŚŽůĚĞƌƐ�ƚŚƌŽƵŐŚ�Ă�ĐŽŵŵŽŶ�ĨƌĂŵĞǁŽƌŬ�
in which there is space for changes and improvements whenever they are necessary during the planning 
ƉƌŽĐĞƐƐ� ;�Z���D͕� ϮϬϭϮͿ͘� dŚĞ� ŵĂŝŶ� ŽƉƉŽƌƚƵŶŝƟĞƐ� ǁŝƚŚ� �Z���D� ĐŽŵŵƵŶŝƟĞƐ� ŝƐ� ƚŚĂƚ� ƉƌŽũĞĐƚƐ� ĂƌĞ�
ĚŝƐƟŶŐƵŝƐŚĞĚ�ĨƌŽŵ�ŽƚŚĞƌ�ƐŝŵŝůĂƌ�ƉƌŽũĞĐƚƐ�ďƌĂŶĚĞĚ�ǁŝƚŚ�Ă�ƌĞĐŽŐŶŝǌĞĚ�ŵĂƌŬĞƟŶŐ�ƚŽŽů͖�ƚŚĞƌĞ�ŝƐ�ƉŽƚĞŶƟĂů�
ƚŽ� ƌĞĚƵĐĞ�ŽǀĞƌĂůů� ĐŽƐƚƐ�ŽĨ� ƉƌŽũĞĐƚƐ� ĂƐ� ƚŚĞƌĞ� ŝƐ� ĞĂƌůǇ� ƚŚŝŶŬŝŶŐ�ŽĨ�ǁŚĂƚ�ŚĂƉƉĞŶƐ�ďĞǇŽŶĚ�ƉůĂŶŶŝŶŐ�ĂŶĚ�
ĚĞƐŝŐŶ�ŽĨ�ĂŶ�ĂƌĞĂ͖�ĂŶĚ�ŝƚ�ŝƐ�ƵƐĞƌ�ĨƌŝĞŶĚůǇ�ĐŽŵƉĂƌĞĚ�ƚŽ�ŽƚŚĞƌ�ƐƵƐƚĂŝŶĂďůĞ�ĐĞƌƟĮĐĂƟŽŶƐ�ĂŶĚ�ĐĂŶ�ĚĞĐƌĞĂƐĞ�
ƵŶĐĞƌƚĂŝŶƚǇ�ŝŶ�ƚŚĞ�ƉůĂŶŶŝŶŐ�ƉƌŽĐĞƐƐĞƐ�;�ĂůůǁĂǇ�Ğƚ�Ăů͘�ϮϬϭϵͿ͘�,ŽǁĞǀĞƌ͕ �ŝƚƐ�ŝŵƉůĞŵĞŶƚĂƟŽŶ�ŚĂƐ�ďĞĞŶ�ůŽǁ�
ĚĞƐƉŝƚĞ�ƚŚĞ�ƉŽƚĞŶƟĂů�ŝŵƉĂĐƚ�ŽŶ�ƐƵƐƚĂŝŶĂďůĞ�ƉůĂŶŶŝŶŐ͘�dǁŽ�ĂƌĞĂƐ�ĂƌĞ�ŝĚĞŶƟĮĞĚ�ƚŚĂƚ�ĂīĞĐƚ�ƚŚĞ�ƐƚĂŶĚĂƌĚ Ɛ͛�
ƵƉƚĂŬĞ� ĂŶĚ� ĂƉƉůŝĐĂƟŽŶ͗� ;ŝͿ� ƚŚĞ� ŶĞĞĚ� ĨŽƌ� ŐƌĞĂƚĞƌ� ĐŽŶƐŝƐƚĞŶĐǇ� ŝŶ� �Z���D� �ŽŵŵƵŶŝƟĞƐ͛� ƐƚƌƵĐƚƵƌĞ͕�
ŝŶĐůƵĚŝŶŐ�ŚŽǁ� ͚ŐůŽďĂů͛� ƐƵƐƚĂŝŶĂďŝůŝƚǇ� ŝƐƐƵĞƐ� ĂƌĞ� ĂĚĚƌĞƐƐĞĚ� ŝŶ� ĚŝīĞƌŝŶŐ� ůŽĐĂů� ĐŽŶƚĞǆƚƐ� ĂŶĚ� ƐƚĂŬĞŚŽůĚĞƌ�
ĂŐĞŶĚĂƐ͕� ĂƐ�ǁĞůů� ĂƐ� ƚŚĞ�ŶĞĞĚ� ĨŽƌ�ƉŽƐƚͲĐŽŶƐƚƌƵĐƟŽŶ�ǀĂůŝĚĂƟŽŶ͖� ;ŝŝͿ� ŚŽǁ��Z���D��ŽŵŵƵŶŝƟĞƐ�ŵŝŐŚƚ�
ďĞƩĞƌ� ƌĞŇĞĐƚ� ƚŚĞ�ǁŝĚĞƌ� ĐŽŶƚĞǆƚ͕�ǁŚĞƌĞ� ŶƵŵĞƌŽƵƐ� ĨĂĐƚŽƌƐ� ŝŵƉĂĐƚ� ĐŽŶƐƚƌƵĐƟŽŶ� ƐĞĐƚŽƌ� ĂƉƉůŝĐĂƟŽŶ�ŽĨ�
ǀŽůƵŶƚĂƌǇ�ƐƚĂŶĚĂƌĚƐ͕�;Ğ͘Ő͘�ƚŚĞ�ƌĂƚĞ�ĚĞǀĞůŽƉŵĞŶƚƐ�ĞŶƚĞƌ�ƚŚĞ�ŵĂƌŬĞƚ͕�ƉƌŝǀĂƚĞ�ĂŶĚ�ƉƵďůŝĐ�ƐĞĐƚŽƌ�ĚĞŵĂŶĚ�
ĨŽƌ�͚ƐƵƐƚĂŝŶĂďůĞ͛�ŶĞŝŐŚďŽƌŚŽŽĚƐ͕�ƉĞƌĐĞƉƟŽŶƐ�ŽĨ�ĐŽƐƚ͕�ĂĚŵŝŶŝƐƚƌĂƟǀĞ�ďƵƌĚĞŶ�ĂŶĚ�ƌĞůĞǀĂŶĐĞͿ�;�ĂůůǁĂǇ�Ğƚ�
Ăů͘�ϮϬϭϵͿ͘�

dŚĞ�^ŵĂƌƚ��ŝƟĞƐ�/ŶĨŽƌŵĂƟŽŶ�^ǇƐƚĞŵƐ�ƐŽĐŝĂů�ŵŽŶŝƚŽƌŝŶŐ�ŐƵŝĚĞ�ƉƌŽŵŽƚĞƐ�ĞŶŐĂŐĞŵĞŶƚ�ĚƵƌŝŶŐ�ƚŚĞ�ƉŚĂƐĞƐ�
ŽĨ�ĚĞǀĞůŽƉŝŶŐ�ĞŶĞƌŐǇ�ĞĸĐŝĞŶƚ�ďƵŝůĚŝŶŐ�ƉƌŽũĞĐƚƐ�ǁŚĞƌĞ�ŝŶĚŝĐĂƚŽƌƐ�ĂƌĞ�ďĂƐĞĚ�ŽŶ�Ă�ďƌŽĂĚ�ĨƌĂŵĞǁŽƌŬ�ŽĨ�
ƐĂƟƐĨĂĐƟŽŶ�ĂŶĚ�ĐŽŵĨŽƌƚ�ŽĨ�ƌĞƐŝĚĞŶƚƐ�ĂŌĞƌ�ĐŽŵƉůĞƟŽŶ�ŽĨ�ďƵŝůĚŝŶŐ�ǁŽƌŬƐ� ;&ĞƌƌĞƌ͕ �ϮϬϭϲͿ͘�dŚƌĞĞ�ƐƚĂŐĞƐ�
ŽĨ�ƐŽĐŝĂů�ŵŽŶŝƚŽƌŝŶŐ�ĂƌĞ�ƌĞĐŽŵŵĞŶĚĞĚ�ʹ�^ƚĂŐĞ�ϭ�ďĞĨŽƌĞ�ƚŚĞ�ƉƌŽũĞĐƚ�ƐƚĂƌƚƐ͕�ƐƚĂŐĞ�Ϯ�ĚƵƌŝŶŐ�ƚŚĞ�ƉƌŽũĞĐƚ�
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ĂŶĚ�ƐƚĂŐĞ�ϯ�ĂŌĞƌ�ĐŽŵƉůĞƟŽŶ͘�tŚŝůĞ�ƚŚĞ�ŝŶƚĞƌĂĐƟŽŶ�ŽĨ�ǁŝĚĞƌ�ƐƚĂŬĞŚŽůĚĞƌ�ŐƌŽƵƉƐ�;ŝŶĐůƵĚŝŶŐ�ĞŶĚͲƵƐĞƌͿ�ŝƐ�
ǀĂůƵĂďůĞ�ƚŽ�ĞŶƐƵƌĞ�ĚĞƐŝŐŶ�ŵĞĞƚƐ�ƵƐĞƌ�ŶĞĞĚƐ͕�ƚŚĞ�ƉƌŽĐĞƐƐ�ĚŽĞƐ�ĞŶĚ�ĂŌĞƌ�ĐŽŵƉůĞƟŽŶ͘�,ŽǁĞǀĞƌ͕ �ƌĞƐĞĂƌĐŚ�
ŽĨ�ďƵŝůĚŝŶŐƐ�ƌĞƋƵŝƌĞ�Ă�ƐĞƩůŝŶŐ�ŝŶ�ƉĞƌŝŽĚ�ďĞĨŽƌĞ�ƵƐĞƌƐ�ĐĂŶ�ƌĞĂůůǇ�ƵŶĚĞƌƐƚĂŶĚ�ŚŽǁ�ƚŚĞ�ĚĞƐŝŐŶ�ŽĨ�ƚŚĞ�ďƵŝůĚŝŶŐ�
ŵĞĞƚƐ�ƚŚĞŝƌ�ƵƐĞƌ�ŶĞĞĚƐ�ĂŶĚ�ƐŽŵĞƟŵĞƐ�ƚŚĞƌĞ�ĂƌĞ�ĐŚĂŶŐĞƐ�ƚŚĂƚ�ĂƌĞ�ŶĞĐĞƐƐĂƌǇ�ƚŽ�ĚŽ�ŽŶĐĞ�Ă�ďƵŝůĚŝŶŐ�ŝƐ�
ŝŶ� ŽƉĞƌĂƟŽŶ� ;&ŽƌĐĂĚĂ� Ğƚ� Ăů͕͘� ϮϬϭϱ͕� &ĞĚŽƌƵŬ� Ğƚ� Ăů͕͘� ϮϬϭϱͿ͘�tŚĞŶ�ŽŶĞ�ŵŽǀĞƐ� ĂǁĂǇ� ĨƌŽŵ� ƚŚĞ�ďƵŝůĚŝŶŐ�
ƐĐĂůĞ�ƚŽ�ƚŚĞ�ĐŝƚǇ�ƐĐĂůĞ͕�ƚŚĞƌĞ�ŝƐ�ĂŶ�ŝŵƉůŝĐĂƟŽŶ�ŽĨ�Ă�ŶĞĐĞƐƐĂƌǇ�ŵŽŶŝƚŽƌŝŶŐ�ƉĞƌŝŽĚ�ŽĨ�ƚŚĞ�ŶĞǁ�ƵƐĞ�ŽĨ�Ă�ĐŝƚǇ�
ĚĞǀĞůŽƉŵĞŶƚ͕�ǁŚŝĐŚ�ŐƵŝĚĞƐ�ƐƵĐŚ�ĂƐ�ƚŚĞ�^�/^�ŐƵŝĚĞ�ŶĞŐůĞĐƚ͘�dŚŝƐ�ŶĞŐůĞĐƚ�ŝŶĚŝĐĂƚĞƐ�ĂŶ�ĂƐƐƵŵƉƟŽŶ�ƚŚĂƚ�
ŽŶĐĞ�ƉůĂŶƐ�ŽĨ�Ă�ĐŝƚǇ�ĂƌĞ�ŝŵƉůĞŵĞŶƚĞĚ͕�ƚŚĞǇ�ƌĞŵĂŝŶ�ŝŶ�ƉůĂĐĞ͘�^ƵĐŚ�ĂŶ�ĂƐƐƵŵƉƟŽŶ�ŝŐŶŽƌĞƐ�ƚŚĂƚ�ĐŝƟǌĞŶ Ɛ͛�
ŝŶƚĞƌƉƌĞƚĂƟŽŶ�ŽĨ�Ă�ĚĞǀĞůŽƉŵĞŶƚ� ŝŶ�Ă�ĐŝƚǇ�ŵĂǇďĞ�ĚŝīĞƌĞŶƚ�ƚŽ�ƚŚĞ�ŽƌŝŐŝŶĂů�ŐŽĂůƐ�ĂŶĚ� ŝŶƚĞŶƟŽŶƐ�ŽĨ� ƚŚĞ�
ƉƌŽũĞĐƚ͘�^ƵƐƚĂŝŶĂďŝůŝƚǇ�ŝƐ�ĂŶ�ŽŶŐŽŝŶŐ�ƉƌŽĐĞƐƐ�ĂŶĚ�ƐƵĐĐĞƐƐĨƵů�ƐƵƐƚĂŝŶĂďůĞ�ĂƌĞĂƐ�ŝŶ�Ă�ĐŝƚǇ�ŵƵƐƚ�ďĞ�ĂďůĞ�ƚŽ�
ĂĚĂƉƚ�ƚŽ�ĐŚĂŶŐŝŶŐ�ĐŝƌĐƵŵƐƚĂŶĐĞƐ�;EĞǁŵĂŶ͕�ϮϬϬϳͿ͘�dŚĞ�ƐƵƐƚĂŝŶĂďůĞ�ĚĞǀĞůŽƉŵĞŶƚ�ŽĨ�ĂŶ�ƵƌďĂŶ�ĂƌĞĂ�ŝƐ�
ĚĞƉĞŶĚĞŶƚ�ŽŶ�ƚŚĞ�ǀĂůƵĞƐ�ĂŶĚ�ĐƵůƚƵƌĞ�ŽĨ�ƚŚĞ�ĂƌĞĂ�ƐŽ�ƚŚĞŝƌ�ŝŶƚĞƌƉƌĞƚĂƟŽŶ�ĂŶĚ�ƵƐĞ�ŽĨ�ƚŚĞ�ĂƌĞĂ�ƌĞĂůŝƐƟĐ�
ĚĞĐŝĚĞƐ�ŽŶ�ŚŽǁ�ƐƵƐƚĂŝŶĂďůĞ�ƚŚĞ�ĂƌĞĂ�ŝƐ�ŝŶ�ƵƐĞ͘�dŚŝƐ�ŝƐ�ǁŚǇ�ƌĞĨƵƌďŝƐŚŵĞŶƚ�ƉƌŽũĞĐƚƐ�ĂƌĞ�ŝŵƉŽƌƚĂŶƚ�ĂƐ�ƚŚĞ�
ĐŽŵŵƵŶŝƟĞƐ�ĂƌĞ�ĞǆŝƐƟŶŐ�ĂŶĚ�ŵĂǇ�ĂůƌĞĂĚǇ�ŚĂǀĞ�ĂŶ�ĞƐƚĂďůŝƐŚĞĚ�ĐƵůƚƵƌĞ�ƚŚĂƚ�ƌĞƋƵŝƌĞ�ĐĞƌƚĂŝŶ�ƐŽĐŝĂů�ŶĞĞĚƐ�
ƚŽ�ďĞ�ƌĞĐŽŐŶŝǌĞĚ�ŝŶ�ƐƵƐƚĂŝŶĂďůĞ�ƌĞĨƵƌďŝƐŚŵĞŶƚ͕�ďƵƚ�Ăƚ�ƚŚĞ�ƐĂŵĞ�ƟŵĞ�ƌĞƋƵŝƌĞƐ�ĐŚĂŶŐĞ�ƚŚĂƚ�ĞŶĐŽƵƌĂŐĞƐ�
sustainable behavior for a future oriented approach on how areas evolve.

^ĐŽƉĞ�ŽĨ�ƚŚĞ�ƌĞƐĞĂƌĐŚ
dŚŝƐ�ƐƚƵĚǇ�ĂŝŵƐ�ƚŽ�ŝŶǀĞƐƟŐĂƚĞ�ƚŚĞ�ŝŶƚĞŐƌĂů�ƉĂƌƚ�ŽĨ�ƐŽĐŝĂů�ŶĞĞĚƐ�ĨŽƌ�ƐƵƐƚĂŝŶĂďůĞ�ĚĞǀĞůŽƉŵĞŶƚ͘�/Ŷ�ŽƚŚĞƌ�
ǁŽƌĚƐ͕�ŝƚ�ŝƐ�ŐŽŝŶŐ�ƚŽ�ĂŶƐǁĞƌ�ƚŚĞ�ƌĞƐĞĂƌĐŚ�ƋƵĞƐƟŽŶ�ŽĨ�͞,Žǁ�ƚŽ�ŝŵƉƌŽǀĞ�ƉĞŽƉůĞ Ɛ͛�ůŝǀŝŶŐ�ŚĂďŝƚƐ�ĂŶĚ�ŚĞĂůƚŚ�
ĂŶĚ�ǁĞůůͲďĞŝŶŐ�ƚŚƌŽƵŐŚ�ŝĚĞŶƟĨǇŝŶŐ�ƚŚĞŝƌ�ƐŽĐŝĂů�ŶĞĞĚƐ�ŝŶ�ƌĞůĂƟŽŶ�ƚŽ�ŶĞŝŐŚďŽƌŚŽŽĚ�ƌĞĨƵƌďŝƐŚŵĞŶƚ͘�

Z�^��Z�,�D�d,K�^
dŚŝƐ� ŝŶǀĞƐƟŐĂƟŽŶ� ǁĂƐ� ĐĂƌƌŝĞĚ� ŽƵƚ� ŝŶ� dƌŽŶĚŚĞŝŵ͕�
EŽƌǁĂǇ͘ � dƌŽŶĚŚĞŝŵ� ǁŝƚŚ� ϭϵϳϱϬϭ� ƉŽƉƵůĂƟŽŶ͕� ŝƐ�
located in Sor-Trondelag, Norway, with geographical 
ĐŽŽƌĚŝŶĂƚĞƐ� ŽĨ� ͞ϲϯΣ� ϮϱΖ� ϬΗ� EŽƌƚŚ͕� ĂŶĚ� ͞ϭϬΣ� ϮϱΖ�
ϬΗ� �ĂƐƚ� ĂŶĚ� ĞůĞǀĂƟŽŶ� ĂďŽǀĞ� ƐĞĂ� ůĞǀĞů� ĨŽƌ� ϭϴ� ŵ�
;ZĂƉŽƌƚĞƌ�ϮϬϭϴ͕�'ĞŽĚĂƚĞŽƐ͕�ϮϬϮϬͿ͘�DƵŶŝĐŝƉĂůŝƚǇ�ŝŶ�
dƌŽŶĚŚĞŝŵ� ŚĂƐ� ƌĞĐĞŶƚůǇ� ŝŶŝƟĂƚĞĚ� ƉƌŽŐƌĂŵŵĞƐ� ĨŽƌ�
ĞŶĞƌŐǇ�ĞĸĐŝĞŶĐǇ�ŵĞĂƐƵƌĞƐ�ĂŶĚ�ƌĞŶĞǁĂďůĞ�ĞŶĞƌŐǇ�
for cultural heritage buildings and areas. The set 
ŽĨ�ƐƉĞĐŝĮĐ� ŝŶƐƚƌƵŵĞŶƚƐ� ŝŶĐůƵĚĞƐ�Ă�ďŽůĚ�ĐŝƚǇ�ǀŝƐŝŽŶ͕�
ƉƵďůŝĐ� ŝŶĐĞŶƟǀĞ� ƐĐŚĞŵĞƐ͕� ĂŶĚ� ŽƉĞŶ� ŝŶŶŽǀĂƟŽŶ�
with industry partners and the research centres. 

^ƵƌǀĞǇ�ĚĞƐŝŐŶ
�ƌŽƐƐͲƐĞĐƟŽŶĂů� ƋƵĞƐƟŽŶŶĂŝƌĞ� ƐƵƌǀĞǇƐ� ǁĞƌĞ� ĐŽŶĚƵĐƚĞĚ� ŝŶ� :ƵŶĞ� ϮϬϭϴ� ŝŶ� dƌŽŶĚŚĞŝŵ͕� EŽƌǁĂǇ͘ �
YƵĞƐƟŽŶŶĂŝƌĞƐ�ǁĞƌĞ�ĂǀĂŝůĂďůĞ�ŝŶ�ďŽƚŚ�ŽŶůŝŶĞ�ĂŶĚ�ŚĂƌĚ�ĐŽƉǇ�ǀĞƌƐŝŽŶƐ͖�ĐŽŶƐŝƐƚĞĚ�ŽĨ�ĂŶ�͚/ŶƚƌŽĚƵĐƟŽŶ͛�ƉĂƌƚ�
;ŝŶĐůƵĚŝŶŐ�ƚŚĞ�ĚĞĮŶŝƟŽŶ�ŽĨ�ƐŽŵĞ�ĞǆƉƌĞƐƐŝŽŶƐ͕�Ğ͘Ő͘�ƐƵƐƚĂŝŶĂďůĞ�ĂŶĚ�ƌĞĨƵƌďŝƐŚŵĞŶƚͿ͖�ĂŶĚ�ƐĞǀĞƌĂů�ƐĞĐƟŽŶƐ�
ŽĨ�ƋƵĞƐƟŽŶƐ�ŽŶ͗�
· /ŶĚŝǀŝĚƵĂů Ɛ͛�ďĂĐŬŐƌŽƵŶĚ�;Ğ͘Ő͘�ĂŐĞ�ĂŶĚ�ŽĐĐƵƉĂƟŽŶͿ�
· ^ƵďũĞĐƚƐ͛�ůŝǀŝŶŐ�ĐŽŶĚŝƟŽŶƐ�;Ğ͘Ő͘�ďƵŝůĚŝŶŐ�ĂŶĚ�ŶĞŝŐŚďŽƵƌŚŽŽĚ�ƋƵĂůŝƚǇ͕ �ƐĞƌǀŝĐĞƐͿ
· ZĞĨƵƌďŝƐŚŵĞŶƚ�ŵŽƟǀĂƟŽŶƐ�;Ğ͘Ő͘�ĚŝƐĐŽŵĨŽƌƚ�ƐŽƵƌĐĞƐ�ĂŶĚ�ƌĞĂƐŽŶƐ�ĨŽƌ�ƌĞŶŽǀĂƟŽŶͿ
· �ŶǀŝƌŽŶŵĞŶƚĂů� ƌĞƋƵŝƌĞŵĞŶƚƐ� ;Ğ͘Ő͘� ĞŶǀŝƌŽŶŵĞŶƚĂůůǇ� ĨƌŝĞŶĚůǇ� ďĞŚĂǀŝŽƵƌ͕ � ĐŽŶƚƌŝďƵƟŽŶƐ� ƚŽ� ƐĂǀĞ�

ĞŶǀŝƌŽŶŵĞŶƚƐͿ�

Paper version was distributed among the Ila residents available in the street, and the hard copy version 
was sent over via email to a group of people, who responded according to their consent. Overall, 
ϯϰϭ�ĐŝƟǌĞŶƐ�ƉĂƌƟĐŝƉĂƚĞĚ�ŝŶ�ƚŚŝƐ�ƐƚƵĚǇ͘ ���ƐƵŵŵĂƌǇ�ŽĨ�ƚŚĞŝƌ�ĂŐĞ�ĂŶĚ�ŽĐĐƵƉĂƟŽŶƐ�ŝƐ�ƉƌŽǀŝĚĞĚ�ŝŶ�ƚĂďůĞ�ϭ͘�
WĂƌƟĐŝƉĂŶƚƐ�ǁĞƌĞ�ŵĂŝŶůǇ�ĨƵůůͲƟŵĞ�ĞŵƉůŽǇĞĞƐ�ĂďŽǀĞ�ϰϬ�ǇĞĂƌƐ�ŽůĚ�;ϰϮйͿ�ĂŶĚ�ƐƚƵĚĞŶƚƐ�ďĞƚǁĞĞŶ�ϮϭͲϮϱ�
ǇĞĂƌƐ�ŽůĚ�;ϮϳйͿ͘��ŽůůĞĐƚĞĚ�ĚĂƚĂ�ǁĂƐ�ƐƚĂƟƐƟĐĂůůǇ�ĂŶĂůǇƐĞĚ�ƵƐŝŶŐ�^W^^͕�ƐƚĂƟƐƟĐĂů�ĂŶĂůǇƐŝƐ�ƉĂĐŬĂŐĞ͘�
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TTaabbllee  11 Summary of the participants background. 

Age group Employee 

full-time (%) 

Student (%) Employee 

part-time (%) 

Retired 

(%) 

Unemployed 

(%) 

Total, age 

group (%) 

Total 

numbers 

Under 21 67 33 0 0 0 3 9 

21-25 46 37 5 5 7 27 94 

26-30 50 40 0 10 0 12 44 

31-35 78 7 0 11 4 8 24 

36-40 54 19 12 8 8 8 26 

Above 40 52 16 12 11 9 42 141 

Total, occupation (%) 52 25 7 9 7 100 338 

Total numbers 171 80 23 28 21  323 

  

RREESSUULLTTSS  
  

PPaarrttiicciippaannttss’’  lliivviinngg  ssttaattuuss  

The initial analysis on the living status shows that approximately 55% of the participants owned 

houses, 35% rented a place and the others shared a place (tenants or co-owners).  It was quite 

variable in terms of the number of people living with the respondents; some live with their family 

(35%) or a partner (27%), and the other either live alone (23%) or share a place with someone else 

(15%).   

 

Results regarding the moving motivations shows that the majority of the subjects did not wish to 

move from their residence, which may confirm that the respondents are quite attached to their living 

environments. However, bad building condition (heat loss, humidity, etc), small place, undesirable 
location and private reasons were listed with those of who prefer to move out from their current 

places.  While private reasons are unclear, one can infer that the physical aspects of the building are 

important for the majority of respondents. The relation between the building types and the 

ownership status is presented in table 2. Detached houses and apartments are shown to be the first 

and second priority of the buyers, whereas, apartment buildings are more preferred by the tenants 

and those of who sharing a place.   

 

TTaabbllee  22 The relation between the building types and ownership status. 

Owner Co-owner Tenant (whole building) Tenant (shared occupant) 

 

 

dĂďůĞ�ϭ�^ƵŵŵĂƌǇ�ŽĨ�ƚŚĞ�ƉĂƌƟĐŝƉĂŶƚƐ�ďĂĐŬŐƌŽƵŶĚ͘

Age group Employee 
ĨƵůůͲƟŵĞ�;йͿ

Student 
;йͿ

Employee 
ƉĂƌƚͲƟŵĞ�;йͿ

ZĞƟƌĞĚ�
;йͿ

hŶĞŵƉůŽǇĞĚ�
;йͿ

Total, age 
ŐƌŽƵƉ�;йͿ

Total 
numbers

hŶĚĞƌ�Ϯϭ 67 33 0 0 0 3 9
21-25 ϰϲ 37 5 5 7 27 ϵϰ
26-30 50 ϰϬ 0 10 0 12 ϰϰ
31-35 78 7 0 11 ϰ 8 Ϯϰ
ϯϲͲϰϬ ϱϰ 19 12 8 8 8 26
�ďŽǀĞ�ϰϬ 52 16 12 11 9 ϰϮ ϭϰϭ
dŽƚĂů͕�ŽĐĐƵƉĂƟŽŶ�;йͿ 52 25 7 9 7 100 338

Total numbers 171 80 23 28 21 323

Z�^h>d^
WĂƌƟĐŝƉĂŶƚƐ͛�ůŝǀŝŶŐ�ƐƚĂƚƵƐ
dŚĞ�ŝŶŝƟĂů�ĂŶĂůǇƐŝƐ�ŽŶ�ƚŚĞ�ůŝǀŝŶŐ�ƐƚĂƚƵƐ�ƐŚŽǁƐ�ƚŚĂƚ�ĂƉƉƌŽǆŝŵĂƚĞůǇ�ϱϱй�ŽĨ�ƚŚĞ�ƉĂƌƟĐŝƉĂŶƚƐ�ŽǁŶĞĚ�ŚŽƵƐĞƐ͕�
ϯϱй�ƌĞŶƚĞĚ�Ă�ƉůĂĐĞ�ĂŶĚ�ƚŚĞ�ŽƚŚĞƌƐ�ƐŚĂƌĞĚ�Ă�ƉůĂĐĞ�;ƚĞŶĂŶƚƐ�Žƌ�ĐŽͲŽǁŶĞƌƐͿ͘��/ƚ�ǁĂƐ�ƋƵŝƚĞ�ǀĂƌŝĂďůĞ�ŝŶ�ƚĞƌŵƐ�
ŽĨ�ƚŚĞ�ŶƵŵďĞƌ�ŽĨ�ƉĞŽƉůĞ� ůŝǀŝŶŐ�ǁŝƚŚ�ƚŚĞ�ƌĞƐƉŽŶĚĞŶƚƐ͖�ƐŽŵĞ�ůŝǀĞ�ǁŝƚŚ�ƚŚĞŝƌ�ĨĂŵŝůǇ�;ϯϱйͿ�Žƌ�Ă�ƉĂƌƚŶĞƌ�
;ϮϳйͿ͕�ĂŶĚ�ƚŚĞ�ŽƚŚĞƌ�ĞŝƚŚĞƌ�ůŝǀĞ�ĂůŽŶĞ�;ϮϯйͿ�Žƌ�ƐŚĂƌĞ�Ă�ƉůĂĐĞ�ǁŝƚŚ�ƐŽŵĞŽŶĞ�ĞůƐĞ�;ϭϱйͿ͘��

ZĞƐƵůƚƐ� ƌĞŐĂƌĚŝŶŐ� ƚŚĞ�ŵŽǀŝŶŐ�ŵŽƟǀĂƟŽŶƐ� ƐŚŽǁƐ� ƚŚĂƚ� ƚŚĞ�ŵĂũŽƌŝƚǇ� ŽĨ� ƚŚĞ� ƐƵďũĞĐƚƐ� ĚŝĚ� ŶŽƚ� ǁŝƐŚ� ƚŽ�
ŵŽǀĞ�ĨƌŽŵ�ƚŚĞŝƌ�ƌĞƐŝĚĞŶĐĞ͕�ǁŚŝĐŚ�ŵĂǇ�ĐŽŶĮƌŵ�ƚŚĂƚ�ƚŚĞ�ƌĞƐƉŽŶĚĞŶƚƐ�ĂƌĞ�ƋƵŝƚĞ�ĂƩĂĐŚĞĚ�ƚŽ�ƚŚĞŝƌ�ůŝǀŝŶŐ�
environments. However, ďĂĚ ďƵŝůĚŝŶŐ� ĐŽŶĚŝƟŽŶ� ;ŚĞĂƚ� ůŽƐƐ͕� ŚƵŵŝĚŝƚǇ͕� ĞƚĐͿ, ƐŵĂůů� ƉůĂĐĞ, ƵŶĚĞƐŝƌĂďůĞ�
ůŽĐĂƟŽŶ and ƉƌŝǀĂƚĞ�ƌĞĂƐŽŶƐ were listed with those of who prefer to move out from their current places.  
While private reasons are unclear, one can infer that the physical aspects of the building are important 
ĨŽƌ�ƚŚĞ�ŵĂũŽƌŝƚǇ�ŽĨ�ƌĞƐƉŽŶĚĞŶƚƐ͘�dŚĞ�ƌĞůĂƟŽŶ�ďĞƚǁĞĞŶ�ƚŚĞ�ďƵŝůĚŝŶŐ�ƚǇƉĞƐ�ĂŶĚ�ƚŚĞ�ŽǁŶĞƌƐŚŝƉ�ƐƚĂƚƵƐ�ŝƐ�
ƉƌĞƐĞŶƚĞĚ�ŝŶ�ƚĂďůĞ�Ϯ͘��ĞƚĂĐŚĞĚ�ŚŽƵƐĞƐ�ĂŶĚ�ĂƉĂƌƚŵĞŶƚƐ�ĂƌĞ�ƐŚŽǁŶ�ƚŽ�ďĞ�ƚŚĞ�ĮƌƐƚ�ĂŶĚ�ƐĞĐŽŶĚ�ƉƌŝŽƌŝƚǇ�ŽĨ�
the buyers, whereas, apartment buildings are more preferred by the tenants and those of who sharing 
a place.  

dĂďůĞ�Ϯ�dŚĞ�ƌĞůĂƟŽŶ�ďĞƚǁĞĞŶ�ƚŚĞ�ďƵŝůĚŝŶŐ�ƚǇƉĞƐ�ĂŶĚ�ŽǁŶĞƌƐŚŝƉ�ƐƚĂƚƵƐ͘

tŚŝůĞ�ŵĂŶǇ�ŽĨ�ƚŚĞ�ƌĞƐƉŽŶĚĞŶƚƐ�ůŝǀĞ�ŽŶ�ƚŚĞ�ƚŚŝƌĚ�ŇŽŽƌ�ŽĨ�ƚŚĞŝƌ�ďƵŝůĚŝŶŐ͕�ƐƚĂŝƌ�ĐĂƐĞƐ�ĂƉƉĞĂƌ�ƚŽ�ĚŽŵŝŶĂƚĞ�
ŽǀĞƌ�ĞůĞǀĂƚŽƌƐ�ĂŶĚ�ƚŚĞƌĞ�ƐĞĞŵƐ�ƚŽ�ďĞ�Ă�ůŽǁ�ŶƵŵďĞƌ�ŽĨ�ŚĂŶĚŝĐĂƉ�ƉĂƌŬŝŶŐ�ůŽƚƐ�ĂŶĚ�ĂƵƚŽŵĂƟĐ�ĚŽŽƌ�ŽƉĞŶĞƌƐ�
ĂĐƌŽƐƐ�ƚŚĞ�ďŽĂƌĚ�ĨŽƌ�Ăůů�ƌĞƐƉŽŶĚĞŶƚƐ�ŝŶĚŝĐĂƟŶŐ�ĂĐĐĞƐƐŝďŝůŝƚǇ�ĐŽƵůĚ�ďĞ�Ă�ƉƌŽďůĞŵ�ĨŽƌ�ƌĞƐŝĚĞŶƚƐ�ǁŚŽ�ŚĂǀĞ�
ŚĞĂůƚŚ�ƉƌŽďůĞŵƐ͘��ƚ�ƚŚĞ�ƐĂŵĞ�ƟŵĞ�ĂďŽǀĞ�ϵϬй�ŽĨ�ƚŚĞ�ƌĞƐƉŽŶĚĞŶƚƐ�ďĞůŝĞǀĞĚ�ƚŚĂƚ�ƚŚĞŝƌ�ŵĂŝŶ�ĞŶƚƌĂŶĐĞ�
was adapted to their needs. 

�ƌŽƵŶĚ�Ϯϲй�ŽĨ�ƚŚĞ�ƉĂƌƟĐŝƉĂŶƚƐ�ĚŝĚ�ŶŽƚ�ƉƌŽǀŝĚĞ�ĂŶƐǁĞƌ�;Žƌ�ĚŝĚ�ŶŽƚ�ŚĂǀĞ�ĞŶŽƵŐŚ�ŝŶĨŽƌŵĂƟŽŶͿ�ŽŶ�͞ǁŚĞŶ�
ǇŽƵƌ�ĚǁĞůůŝŶŐ�ǁĂƐ�ďƵŝůƚ͍͘͟ �,ŽǁĞǀĞƌ͕ �ƚŚĞ�ŽƚŚĞƌ�ϳϰй�ŽĨ�ƚŚĞ�ďƵŝůĚŝŶŐƐ͕�ŝŶ�ĂǀĞƌĂŐĞ͕�ǁĞƌĞ�ďƵŝůƚ�ďĞĨŽƌĞ�ϭϵϱϬ͘�
dŚŝƐ�ŝŶĚŝĐĂƚĞƐ�ƚŚĂƚ�ŵĂŶǇ�ŽĨ�ƚŚĞƐĞ�ďƵŝůĚŝŶŐ�ŵĂǇ�ŶŽƚ�ŵĞĞƚ�ƚŚĞ�ƐĂŵĞ�ƐƚĂŶĚĂƌĚƐ�ĞǆƉĞĐƚĞĚ�ŽĨ�ƚŽĚĂǇ Ɛ͛�ŶĞǁ�
ďƵŝůĚŝŶŐ�ƌĞŐƵůĂƟŽŶƐ͘�dŚĞ�ŵĂũŽƌŝƚǇ�ŽĨ�ƉĞŽƉůĞ�ƌĞƐƉŽŶĚĞĚ�ƚŚĂƚ�ƚŚĞ�ďƵŝůĚŝŶŐ�ŚĂƐ�ďĞĞŶ�ƌĞĨƵƌďŝƐŚĞĚ�ƐŝŶĐĞ�
ƚŚĞǇ�ǁĞƌĞ�ŽƌŝŐŝŶĂůůǇ�ďƵŝůƚ�ǁŚŝĐŚ�ŝŶĚŝĐĂƚĞƐ�ǁŚǇ�ƚŚĞ�ŵĂũŽƌŝƚǇ�ŽĨ�ƌĞƐƉŽŶĚĞŶƚƐ�ǀŝĞǁ�ƚŚĞ�ďƵŝůĚŝŶŐ�ƚŽ�ďĞ�ŝŶ�
ŐŽŽĚ�ĐŽŶĚŝƟŽŶ͘�
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�ƵŝůĚŝŶŐ�ƌĞĨƵƌďŝƐŚŵĞŶƚͬƌĞŶŽǀĂƟŽŶ
dŽ�ŚĂǀĞ�Ă�ďĂĐŬŐƌŽƵŶĚ�ŽŶ�ƚŚĞ�ĞǆŝƐƟŶŐ�ĚŝƐĐŽŵĨŽƌƚ�ƐŽƵƌĐĞƐ�ŝŶ�ĚǁĞůůŝŶŐƐ͕�ƉĂƌƟĐŝƉĂŶƚƐ�ǁĞƌĞ�ĂƐŬĞĚ�ƚŽ�ǀŽƚĞ�
ĨŽƌ�ƚŚĞ�ŵĂŝŶ�ĚŝƐƐĂƟƐĨĂĐƟŽŶƐ�ŝŶ�ƚŚĞŝƌ�ůŝǀŝŶŐ�ĞŶǀŝƌŽŶŵĞŶƚƐ͖�ƌĞƐƵůƚ�ŽĨ�ǁŚŝĐŚ�ŝƐ�ƐŚŽǁŶ�ŝŶ�&ŝŐƵƌĞ�ϭ͘�

&ŝŐƵƌĞ�ϭ��ŝƐƐĂƟƐĨĂĐƟŽŶ�ƐŽƵƌĐĞƐ�ŝŶ�ƚŚĞ�ĚǁĞůůŝŶŐƐ͘

�ǆĐůƵĚŝŶŐ�ƚŚĞ�ƌĞƐŝĚĞŶƚƐ�ǁŚŽ�ǁĞƌĞ�ŽǀĞƌĂůů�ƐĂƟƐĮĞĚ�ǁŝƚŚ�ƚŚĞŝƌ�ŚŽŵĞƐ�ĂůŵŽƐƚ�ϱϬй�ŽĨ�ƚŚĞ�ƐƵďũĞĐƚƐ�ĚŝĚ�ƌĞĨĞƌ�
ƚŽ�ƚŚĞƌŵĂů�ĐŽŵĨŽƌƚ�ĂƐ�ƚŚĞ�ŵŽƐƚ�ƉƌŽďůĞŵĂƟĐ�ŝŶ�ǁŝŶƚĞƌ�ĂŶĚ�ƐƵŵŵĞƌ�ŵŽŶƚŚƐ͘�dŚŝƐ�ŚĂƐ�ŝŵƉůŝĐĂƟŽŶƐ�ŽŶ�
ƚŚĞ�ĂŵŽƵŶƚ�ŽĨ�ĞŶĞƌŐǇ�ďĞŝŶŐ�ƵƐĞĚ�ŝŶ�Ă�ŚŽƵƐĞŚŽůĚ�;:ŽǁŬĂƌ�Ğƚ�Ăů͕͘�ϮϬϮϬͿ͘�dŚŝƐ�ŝƐ�ĨŽůůŽǁĞĚ�ďǇ�ǀĞŶƟůĂƟŽŶ�ĨŽƌ�
ϯϬй�ĂŶĚ�Ăŝƌ�ƋƵĂůŝƚǇ�ĨŽƌ�ĂƌŽƵŶĚ�ϮϬй�ŽĨ�ƚŚĞ�ƉĂƌƟĐŝƉĂŶƚƐ�ĂƐ�ƚŚĞ�ƐĞĐŽŶĚ�ĂŶĚ�ƚŚŝƌĚ�ƐŽƵƌĐĞƐ�ŽĨ�ĚŝƐƐĂƟƐĨĂĐƟŽŶ͕�
ƌĞƐƉĞĐƟǀĞůǇ�ĚƵƌŝŶŐ�ƐƵŵŵĞƌ͘ ��ůƚŚŽƵŐŚ�Ăŝƌ�ŵŽǀĞŵĞŶƚ�ŝƐ�ƐŚŽǁŶ�ĂƐ�Ă�ĐŽŶƐŝĚĞƌĂďůĞ�ĚŝƐĐŽŵĨŽƌƚ�ƌĞĂƐŽŶ�ĨŽƌ�
ĂůŵŽƐƚ�Ϯϴй�ŽĨ�ƚŚĞ�ƉĂƌƟĐŝƉĂŶƚƐ͕�ŝƚ�ĚŽĞƐ�ŶŽƚ�ĐĂƵƐĞ�ĚŝƐĐŽŵĨŽƌƚ�ǁŝƚŚŝŶ�ƚŚĞ�ƐƵŵŵĞƌ͘ �sĞŶƟůĂƟŽŶ͕�Ăŝƌ�ƋƵĂůŝƚǇ�
ĂŶĚ�ŵŽŝƐƚƵƌĞ�ĂƌĞ�ĂƉƉĂƌĞŶƚůǇ�ƚŚĞ�ůĞƐƐ�ŝŶŇƵĞŶĐŝŶŐ�ĐŽŵĨŽƌƚ�ĨĂĐƚŽƌƐ�ĨƌŽŵ�ƚŚĞ�ƉĂƌƟĐŝƉĂŶƚƐ�ƉŽŝŶƚ�ŽĨ�ǀŝĞǁƐ͘

�ůƚŚŽƵŐŚ�ŵŽƌĞ�ƚŚĂŶ�ϱϬй�ŽĨ�ƚŚĞ�ƉĂƌƟĐŝƉĂŶƚƐ͛�ĚǁĞůůŝŶŐƐ�ŚĂĚ�ĂůƌĞĂĚǇ�ďĞĞŶ�ƌĞĨƵƌďŝƐŚĞĚ͕�ĂƉƉƌŽǆŝŵĂƚĞůǇ�
ϱϴй�ŽĨ�ƚŚĞŵ�ƐƟůů�ƐŚŽǁĞĚ�ƚŚĞŝƌ� ŝŶƚĞƌĞƐƚ�ƚŽ�ƌĞĨƵƌďŝƐŚ�ƚŚĞŝƌ� ůŝǀŝŶŐ�ĞŶǀŝƌŽŶŵĞŶƚƐ͘�tŚŝůĞ� ŝŶĚŽŽƌ�ĂŵďŝĞŶƚ�
ĞŶǀŝƌŽŶŵĞŶƚĂů�ĂƐƉĞĐƚƐ�ǁĞƌĞ� ƚŚĞ�ŵĂŝŶ� ŝƐƐƵĞƐ� ŝŶ� ƚŚĞ�ĚǁĞůůŝŶŐƐ͕�ĂĞƐƚŚĞƟĐƐͬĂƌĐŚŝƚĞĐƚƵƌĂů�ĂƐƉĞĐƚƐ� ;ϯϮйͿ�
ǁĂƐ�ƐŚŽǁŶ�ĂƐ�ƚŚĞ�ĮƌƐƚ�ŵŽƟǀĂƟŽŶƐ�ĨŽƌ�ƌĞĨƵƌďŝƐŚŵĞŶƚ�ĨŽůůŽǁĞĚ�ďǇ�ĐŽŵĨŽƌƚ�ĐŽŶƐŝĚĞƌĂƟŽŶƐ�;ϯϬйͿ�ŶŽƚ�ĨĂƌ�
ďĞŚŝŶĚ͘�ZĞĚƵĐŝŶŐ�ĐŽƐƚƐ�;ϮϰйͿ�ĂŶĚ�ĞŶǀŝƌŽŶŵĞŶƚĂů�ĨƌŝĞŶĚůŝŶĞƐƐ�;ϭϱйͿ�ǁĞƌĞ�ĂůƐŽ�ůŝƐƚĞĚ�ĂƐ�ƚŚĞ�ƚǁŽ�ůŽǁĞƐƚ�
ƌĂŶŬĞĚ�ƌĞĂƐŽŶƐ�ĨŽƌ�ƌĞŶŽǀĂƟŽŶƐ�ŝŶ�&ŝŐƵƌĞϮ͘�

dŚŝƐ�ŝŶĚŝĐĂƚĞƐ�ƚŚĂƚ�ƚŚĞƌĞ�ŝƐ�ŽŌĞŶ�Ă�ǀĞƌǇ�ŝŶĚŝǀŝĚƵĂů�ŵŽƟǀĂƟŽŶĂů�ŶĞĞĚ�ƚŽ�ĐŽŶĚƵĐƚ�ƌĞĨƵƌďŝƐŚŵĞŶƚ�ďĂƐĞĚ�
ŽŶ�ĞĐŽŶŽŵǇ͕ �ĞŶƐƵƌŝŶŐ�ĐŽŵĨŽƌƚ�ĂŶĚ�ĂƉƉĞĂƐŝŶŐ�ƉĞŽƉůĞ� ƐƵďũĞĐƟǀĞ�ĂƉƉĞĂƐĞŵĞŶƚ�ŽŶ� ƚŚĞ�ĚĞƐŝŐŶ�ŽĨ� ƚŚĞ�
building. It may also indicate that the respondents in this survey did not associate community with 
ǁŚĞƌĞ�ƚŚĞǇ�ůŝǀĞ͘�/ƚ�ĂƉƉĞĂƌƐ�ĨƌŽŵ�ƚŚŝƐ�ƐƵƌǀĞǇ�ƚŚĂƚ�ƌĞƐƉŽŶĚĞŶƚƐ�ĨƵůĮůů�ƚŚĞ�ŶĞĞĚ�ĨŽƌ�ĐŽŵŵƵŶŝƚǇͬƐŽĐŝĂůŝǌŝŶŐ�
needs away from their dwelling.

&ŝŐƵƌĞ�Ϯ Reasons for refurbishment.
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EĞŝŐŚďŽƌŚŽŽĚƐ�ĂŶĚ�ĚĂŝůǇ�ƌŽƵƟŶĞƐ
ZĞƐƵůƚƐ�ŽŶ�͚ŚŽǁ�ŽŌĞŶ�ƚŚĞ�ƉĂƌƟĐŝƉĂŶƚƐ�ůĞĂǀĞ�ƚŚĞŝƌ�ŚŽƵƐĞƐ͛�ƐŚŽǁ�ƚŚĂƚ�ƚŚĞǇ�ŶŽƌŵĂůůǇ�ůĞĂǀĞ�ƚŚĞŝƌ�ƉůĂĐĞ�ϭͲϯ�
ƟŵĞƐ�Ă�ĚĂǇ͕ �ŵĂŝŶůǇ�ĨŽƌ�ǁŽƌŬͬƐƚƵĚŝĞƐͬƐĐŚŽŽů�ĂŶĚ�ŵĞĞƚ�ĨƌŝĞŶĚƐ͘�dŚĞƌĞ�ǁĞƌĞ�ĂůƐŽ�ŝŶĚŝĐĂƟŽŶƐ�ƚŚĂƚ�Ă�ůŽƚ�ŽĨ�
the respondents are concerned with health and well-being with many of them leaving the house to get 
fresh air and exercise.

/Ŷ� ƚĞƌŵƐ�ŽĨ�ĚŝƐƚĂŶĐĞƐ� ĨƌŽŵ�ǁŽƌŬ� ƚŚĞ�ŵĂũŽƌŝƚǇ�ŽĨ�ƉĞŽƉůĞ� ůŝǀĞ�ďĞƚǁĞĞŶ�ϭ�ĂŶĚ�ϲ�ŬŝůŽŵĞƚĞƌƐ� ĨƌŽŵ�ǁŽƌŬ�
and between 0-1 kilometer from the grocery store, so they appear to live quite central for their day to 
ĚĂǇ�ƐŽĐŝĂů�ŶĞĞĚƐ�ǁŚŝĐŚ�ŝƐ�ƌĞŇĞĐƚĞĚ�ŝŶ�ƚŚĞŝƌ�ĐŚŽŝĐĞ�ŽĨ�ƚƌĂŶƐƉŽƌƚ�ŝŶ�ƚŚĞ�ƐƵŵŵĞƌ�ƟŵĞ�ĨŽƌ�ƚŚĞ�ŵĂũŽƌŝƚǇ�ŽĨ�
respondents being bicycle and walking.  

dŚĞ�ƉƌĞĨĞƌƌĞĚ�ƚƌĂŶƐƉŽƌƚ�ŽƉƟŽŶƐ�ĂƌĞ�ďƌŝĞŇǇ�ƉƌĞƐĞŶƚĞĚ�ŝŶ�dĂďůĞ�ϯ͘�WĞŽƉůĞ�ŵŽƐƚůǇ�ƉƌĞĨĞƌ�ƚŽ�ǁĂůŬ�ƚŽ�ƚŚĞŝƌ�ũŽďͬ
schools, to take fresh air, for exercise, etc. in both summer and winter. In summer, use of car and bike are 
ƉƌŝŽƌŝƟǌĞĚ�ĐŽŵƉĂƌĞĚ�ƚŽ�ƚŚĞ�ŽƚŚĞƌ�ƚƌĂŶƐƉŽƌƚ�ŽƉƟŽŶƐ͘�,ŽǁĞǀĞƌ͕ �ƵƐĞ�ŽĨ�ƚƌĂŵ�ĚŽĞƐ�ŶŽƚ�ůŽŽŬ�ǀĞƌǇ�ĐŽŵŵŽŶ�
ŝŶ�ƐƵŵŵĞƌ͘ �dŚĞƐĞ�ƚƌĞŶĚƐ�ĂƌĞ�ƐŽŵĞǁŚĂƚ�ƌĞŇĞĐƚĞĚ�ŝŶ�ƚŚĞ�ǁŝŶƚĞƌƟŵĞ�ǁŝƚŚ�ƚŚĞ�ŵĂũŽƌŝƚǇ�ŽĨ�ƉĞŽƉůĞ�ǁĂůŬŝŶŐ͘�
Almost number of people use bus to car during the winter, which indicate that individual transport is 
ƐƟůů�ƉƌŝŽƌŝƟǌĞĚ�ŽǀĞƌ�ĐŽůůĞĐƟǀĞ�ƚƌĂŶƐƉŽƌƚ͘�tŚŝůĞ�ƚŚĞƌĞ�ǁĂƐ�ĂŶ�ŝŶĐƌĞĂƐĞ�ŝŶ�ƌĞƐƉŽŶĚĞŶƚ�ŽƉƟŶŐ�ĨŽƌ�ƚŚĞ�ďƵƐ͕�
there was a large drop in the number of respondents choosing bicycle who may therefore choose the 
ďƵƐ�ĂƐ�ĂŶ�ĂůƚĞƌŶĂƟǀĞ͘�dŚĞ�ŶƵŵďĞƌ�ŽĨ�ƚŚŽƐĞ�ĐŚŽŽƐŝŶŐ�ƚƌĂŵƐ�ŶĞŐůŝŐŝďůǇ�ŝŶĐƌĞĂƐĞĚ�ŝŶ�ǁŝŶƚĞƌ�ƚŚĂŶ�ƐƵŵŵĞƌ͘ �

dĂďůĞ�ϯ�dƌĂŶƐƉŽƌƚĂƟŽŶ�ƉƌĞĨĞƌĞŶĐĞƐ�ŝŶ�ƐƵŵŵĞƌ�ĂŶĚ�ǁŝŶƚĞƌ͘
tĂůŬ�;йͿ �ŝŬĞ�;йͿ �Ăƌ�;йͿ �ƵƐ�;йͿ dƌĂŵ�;йͿ
Summer Winter Summer Winter Summer Winter Summer Winter Summer Winter

:ŽďͬƐĐŚŽŽů 35 35 26 6 22 28 ϭϰ 28 2 3
Food 37 35 25 6 22 27 16 28 2 3
Companying 
kids

28 26 28 9 32 ϰϭ 11 19 2 2

Exercise 36 36 27 7 20 25 15 30 2 3
Meet 
friends

36 36 26 6 21 26 15 30 2 2

Fresh air 36 ϯϰ 26 6 23 29 ϭϰ 27 2 2
Travel 35 33 26 7 23 27 13 26 ϰ 5

When respondents were asked which services they needed in short distance from the house, the 
ŚŝŐŚĞƐƚ�ƌĂƚĞĚ�ƐĞƌǀŝĐĞ�ǁĂƐ�ƚŚĞ�ŐƌŽĐĞƌǇ�ƐƚŽƌĞ͕�ƉĂƌŬƐ�ĂŶĚ�ĐĂĨĠƐ͕�ǁŝƚŚ�ŶŽƚ�ĨĂƌ�ďĞŚŝŶĚ�ŝŶĚŝĐĂƟŶŐ�ƚŚĂƚ�ƐŽĐŝĂů�
needs close to the home is important to respondents. Hiking areas were also rated quite high which 
ŝƐ� ƌĞŇĞĐƚĞĚ�ǁŝƚŚ� ƚŚĞ�EŽƌǁĞŐŝĂŶ�ĐƵůƚƵƌĞ�ŽĨ�ǁŝƐŚŝŶŐ� ƚŽ�ďĞ�ŽƵƚƐŝĚĞ�ĂŶĚ�ĐůŽƐĞ� ƚŽ�ŶĂƚƵƌĞ͘� &ƵƌƚŚĞƌŵŽƌĞ͕�
ĐŽŶƐŝĚĞƌŝŶŐ�ǁĂůŬŝŶŐ�ĂƐ�ƚŚĞ�ƉƌŝŽƌŝƚǇ�ŽĨ�ƚŚĞ�ƉĂƌƟĐŝƉĂŶƚƐ�ĨŽƌ�ƚŚĞŝƌ�ĚĂŝůǇ�ĂĐƟǀŝƟĞƐ�;&ŝŐƵƌĞ�ϯͿ͕�ƉƌŽǀŝĚŝŶŐ�ƚŚĞŵ�
ǁŝƚŚ�ƚŚĞ�ƌĞƋƵŝƌĞĚ�ĨĂĐŝůŝƟĞƐ�ĂŶĚ�ƐŽĐŝĂů�ƐĞƌǀŝĐĞƐ�ŝŶ�ƚŚĞŝƌ�ƌĞƐŝĚĞŶƟĂů�ŶĞŝŐŚďŽƌŚŽŽĚ͕�ŶŽƚ�ŽŶůǇ�ĐĂŶ�ŝŵƉƌŽǀĞ�
ƌĞƐŝĚĞŶƚƐ� ƐĂƟƐĨĂĐƟŽŶƐ�ďƵƚ� ĂůƐŽ� ĐĂŶ�ĚĞĐƌĞĂƐĞ� ƚŚĞ�ƵƐĞ�ŽĨ� ĐĂƌƐ� ĂŶĚ�ďƵƐĞƐ͕� ĂŶĚ� ĐŽŶƐĞƋƵĞŶƚůǇ� ƐĂǀĞ� ƚŚĞ�
ĞŶǀŝƌŽŶŵĞŶƚ͘�dŚĞƌĞ�ǁĂƐ�ŶŽ�ĐůĞĂƌ�ŝŶĚŝĐĂƟŽŶ�ƚŚĂƚ�ƌĞƐŝĚĞŶƚƐ�ĚŝĚ�ǁĂŶƚ�ƚŚĞ�ŵƵŶŝĐŝƉĂůŝƚǇ�ƚŽ�ƵƉŐƌĂĚĞ�ƚŚĞŝƌ�
ŚŽŵĞ͘�dŚŝƐ�ŵĂǇ�ďĞ�ƌĞŇĞĐƚĞĚ�ŝŶ�ƚŚĞ�ǀŝĞǁ�ƚŚĂƚ�ĂďŽǀĞ�ϴϬй�ŽĨ�ƚŚĞ�ƐƵďũĞĐƚƐ�ƌĂƚĞĚ�ƚŚĞŝƌ�ŶĞŝŐŚďŽƌŚŽŽĚ�ĂƐ�
;ǀĞƌǇͿ�ŐŽŽĚ�ŝŶ�ƚŚĞ�ƐƵƌǀĞǇƐ͘�

dŽ�ƌĞĚƵĐĞ�ƚŚĞ�ĐĂƌďŽŶ�ĨŽŽƚƉƌŝŶƚ͕�ƚŚĞ�ŵĂũŽƌŝƚǇ�ŽĨ�ƉĞŽƉůĞ�;ϰϮйͿ�ƌĞĐǇĐůĞ�ǁŚŝĐŚ�ŝƐ�Ă�ƐĞƌǀŝĐĞ�ƚŚĂƚ�ŝƐ�ĨĂĐŝůŝƚĂƚĞĚ�
ƚŚƌŽƵŐŚ�ƚŚĞ�ŵƵŶŝĐŝƉĂůŝƚǇ�;&ŝŐƵƌĞ�ϯͿ͘�

&ŝŐƵƌĞ�ϯ People environmentally friendly behaviours.
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glazed windows and heating systems as the energy efficient considerations in their dwellings. This 
presumably indicate a wish to do more to reduce their carbon footprint and perhaps more of a push 
in line with the municipality’s objectives will facilitate further change in reduction of resident’s carbon 
footprint.  
 
Regarding the refurbishment, statistics showed that 58% of the respondents would renovate their 
dwellings subject to receiving financial support. This is in somewhat contradictory of their initial 
response when they said they did not want to refurbish their homes due to the cost. However, 
receiving help with cost ignites a new perspective of refurbishment.  
 
Participants believed that building renovations, has a positive implication on reducing the carbon 
emission footprint in their neighborhoods. Apart from that, people’s satisfaction with the 
neighborhood was also shown to improve with renovation of their dwellings. Approximately 49% of 
the participants did not provide answers on when their building was renovated. However, analyzing 
the existing responses, presented in figure 4, showed that the occupants of the buildings refurbished 
after 2000 had greater satisfaction level with their neighborhood environment. This presumably 
confirms a link between the building quality and the occupant’s satisfactions with their living 
environments. However, it is clear from the result that financial aspects need to be addressed as well. 
 

 

FFiigguurree  44  The relation between building quality and residents’ satisfaction with their neighborhood. 
 
MMuunniicciippaalliittyy  ppllaann  ttoo  uuppggrraaddee  tthhee  rreessiiddeennttiiaall  bbuuiillddiinnggss  
The respondents seemed open to receiving participation form the municipality to finance the 
community project as well as liked the idea of receiving lower prices on energy and renewable 
resources of energy or tax-reduction. This indicate that PPPP is a business model that appeal to the 
respondents of the survey. 
 
The PPPP business model requires a lot of cooperation within the neighborhood and support for this 
cooperation was unclear from the survey. The majority of respondents said that they were  neither 

,ŽǁĞǀĞƌ͕ � ŝŶĚŝǀŝĚƵĂů� ŝŶŝƟĂƟǀĞƐ�ĂƉƉĞĂƌ�ƚŽ�ďĞ�ŵŽƌĞ�ĂƐƉŝƌĂƟŽŶĂů�ǁŚĞƌĞ�ƌĞƐƉŽŶĚĞŶƚ�ǁĞƌĞ�ƚƌǇŝŶŐ�ƚŽ� ůŝŵŝƚ�
ƚŚĞŝƌ�ĞŶĞƌŐǇ�ĐŽŶƐƵŵƉƟŽŶ�;ϯϭйͿ�ĂŶĚ�ĐŚĂŶŐĞ�ƚŚĞŝƌ�ƚƌĂŶƐƉŽƌƚ�ŚĂďŝƚƐ�;ϮϰйͿ͘��ĞƚĂŝůƐ�ƌĞŐĂƌĚŝŶŐ�ƚŚĞ�ĞŶĞƌŐǇ�
ĞĸĐŝĞŶĐǇ�ǁĞƌĞ�ŝŶǀĞƐƟŐĂƚĞĚ�ďǇ�ĂŶĂůǇǌŝŶŐ�ƚŚĞ�ƌĞƐƉŽŶƐĞƐ�ƚŽ�ƚŚĞ�ƋƵĞƐƟŽŶ�ŽĨ�͞ ,Žǁ�ǇŽƵƌ�ŚŽŵĞ�ĐĂŶ�ďĞ�ŵŽƌĞ�
ĞŶĞƌŐǇ�ĞĸĐŝĞŶƚ͍͘͟ �WĂƌƟĐŝƉĂŶƚƐ�ŵĂŝŶůǇ�ǀŽƚĞĚ�ĨŽƌ�ŚŝŐŚĞƌ� ŝŶƐƵůĂƟŽŶ� ůĞǀĞů, ƵƟůŝǌŝŶŐ�ďĞƩĞƌ�ƋƵĂůŝƚǇ�ŐůĂǌĞĚ�
ǁŝŶĚŽǁƐ and ŚĞĂƟŶŐ�ƐǇƐƚĞŵƐ�ĂƐ�ƚŚĞ�ĞŶĞƌŐǇ�ĞĸĐŝĞŶƚ�ĐŽŶƐŝĚĞƌĂƟŽŶƐ�ŝŶ�ƚŚĞŝƌ�ĚǁĞůůŝŶŐƐ͘�dŚŝƐ�ƉƌĞƐƵŵĂďůǇ�
indicate a wish to do more to reduce their carbon footprint and perhaps more of a push in line with the 
ŵƵŶŝĐŝƉĂůŝƚǇ Ɛ͛�ŽďũĞĐƟǀĞƐ�ǁŝůů�ĨĂĐŝůŝƚĂƚĞ�ĨƵƌƚŚĞƌ�ĐŚĂŶŐĞ�ŝŶ�ƌĞĚƵĐƟŽŶ�ŽĨ�ƌĞƐŝĚĞŶƚ Ɛ͛�ĐĂƌďŽŶ�ĨŽŽƚƉƌŝŶƚ͘�

ZĞŐĂƌĚŝŶŐ� ƚŚĞ� ƌĞĨƵƌďŝƐŚŵĞŶƚ͕� ƐƚĂƟƐƟĐƐ� ƐŚŽǁĞĚ� ƚŚĂƚ� ϱϴй� ŽĨ� ƚŚĞ� ƌĞƐƉŽŶĚĞŶƚƐ� ǁŽƵůĚ� ƌĞŶŽǀĂƚĞ� ƚŚĞŝƌ�
ĚǁĞůůŝŶŐƐ� ƐƵďũĞĐƚ� ƚŽ� ƌĞĐĞŝǀŝŶŐ� ĮŶĂŶĐŝĂů� ƐƵƉƉŽƌƚ͘� dŚŝƐ� ŝƐ� ŝŶ� ƐŽŵĞǁŚĂƚ� ĐŽŶƚƌĂĚŝĐƚŽƌǇ� ŽĨ� ƚŚĞŝƌ� ŝŶŝƟĂů�
response when they said they did not want to refurbish their homes due to the cost. However, receiving 
ŚĞůƉ�ǁŝƚŚ�ĐŽƐƚ�ŝŐŶŝƚĞƐ�Ă�ŶĞǁ�ƉĞƌƐƉĞĐƟǀĞ�ŽĨ�ƌĞĨƵƌďŝƐŚŵĞŶƚ͘�

WĂƌƟĐŝƉĂŶƚƐ� ďĞůŝĞǀĞĚ� ƚŚĂƚ� ďƵŝůĚŝŶŐ� ƌĞŶŽǀĂƟŽŶƐ͕� ŚĂƐ� Ă� ƉŽƐŝƟǀĞ� ŝŵƉůŝĐĂƟŽŶ� ŽŶ� ƌĞĚƵĐŝŶŐ� ƚŚĞ� ĐĂƌďŽŶ�
ĞŵŝƐƐŝŽŶ�ĨŽŽƚƉƌŝŶƚ�ŝŶ�ƚŚĞŝƌ�ŶĞŝŐŚďŽƌŚŽŽĚƐ͘��ƉĂƌƚ�ĨƌŽŵ�ƚŚĂƚ͕�ƉĞŽƉůĞ Ɛ͛�ƐĂƟƐĨĂĐƟŽŶ�ǁŝƚŚ�ƚŚĞ�ŶĞŝŐŚďŽƌŚŽŽĚ�
ǁĂƐ�ĂůƐŽ�ƐŚŽǁŶ�ƚŽ�ŝŵƉƌŽǀĞ�ǁŝƚŚ�ƌĞŶŽǀĂƟŽŶ�ŽĨ�ƚŚĞŝƌ�ĚǁĞůůŝŶŐƐ͘��ƉƉƌŽǆŝŵĂƚĞůǇ�ϰϵй�ŽĨ�ƚŚĞ�ƉĂƌƟĐŝƉĂŶƚƐ�ĚŝĚ�
ŶŽƚ�ƉƌŽǀŝĚĞ�ĂŶƐǁĞƌƐ�ŽŶ�ǁŚĞŶ�ƚŚĞŝƌ�ďƵŝůĚŝŶŐ�ǁĂƐ�ƌĞŶŽǀĂƚĞĚ͘�,ŽǁĞǀĞƌ͕ �ĂŶĂůǇǌŝŶŐ�ƚŚĞ�ĞǆŝƐƟŶŐ�ƌĞƐƉŽŶƐĞƐ͕�
ƉƌĞƐĞŶƚĞĚ�ŝŶ�ĮŐƵƌĞ�ϰ͕�ƐŚŽǁĞĚ�ƚŚĂƚ�ƚŚĞ�ŽĐĐƵƉĂŶƚƐ�ŽĨ�ƚŚĞ�ďƵŝůĚŝŶŐƐ�ƌĞĨƵƌďŝƐŚĞĚ�ĂŌĞƌ�ϮϬϬϬ�ŚĂĚ�ŐƌĞĂƚĞƌ�
ƐĂƟƐĨĂĐƟŽŶ�ůĞǀĞů�ǁŝƚŚ�ƚŚĞŝƌ�ŶĞŝŐŚďŽƌŚŽŽĚ�ĞŶǀŝƌŽŶŵĞŶƚ͘�dŚŝƐ�ƉƌĞƐƵŵĂďůǇ�ĐŽŶĮƌŵƐ�Ă�ůŝŶŬ�ďĞƚǁĞĞŶ�ƚŚĞ�
ďƵŝůĚŝŶŐ�ƋƵĂůŝƚǇ�ĂŶĚ�ƚŚĞ�ŽĐĐƵƉĂŶƚ Ɛ͛�ƐĂƟƐĨĂĐƟŽŶƐ�ǁŝƚŚ�ƚŚĞŝƌ�ůŝǀŝŶŐ�ĞŶǀŝƌŽŶŵĞŶƚƐ͘�,ŽǁĞǀĞƌ͕ �ŝƚ�ŝƐ�ĐůĞĂƌ�ĨƌŽŵ�
ƚŚĞ�ƌĞƐƵůƚ�ƚŚĂƚ�ĮŶĂŶĐŝĂů�ĂƐƉĞĐƚƐ�ŶĞĞĚ�ƚŽ�ďĞ�ĂĚĚƌĞƐƐĞĚ�ĂƐ�ǁĞůů͘

&ŝŐƵƌĞ�ϰ�dŚĞ�ƌĞůĂƟŽŶ�ďĞƚǁĞĞŶ�ďƵŝůĚŝŶŐ�ƋƵĂůŝƚǇ�ĂŶĚ�ƌĞƐŝĚĞŶƚƐ͛�ƐĂƟƐĨĂĐƟŽŶ�ǁŝƚŚ�ƚŚĞŝƌ�ŶĞŝŐŚďŽƌŚŽŽĚ͘

DƵŶŝĐŝƉĂůŝƚǇ�ƉůĂŶ�ƚŽ�ƵƉŐƌĂĚĞ�ƚŚĞ�ƌĞƐŝĚĞŶƟĂů�ďƵŝůĚŝŶŐƐ
dŚĞ�ƌĞƐƉŽŶĚĞŶƚƐ�ƐĞĞŵĞĚ�ŽƉĞŶ�ƚŽ�ƌĞĐĞŝǀŝŶŐ�ƉĂƌƟĐŝƉĂƟŽŶ�ĨŽƌŵ�ƚŚĞ�ŵƵŶŝĐŝƉĂůŝƚǇ�ƚŽ�ĮŶĂŶĐĞ�ƚŚĞ�ĐŽŵŵƵŶŝƚǇ�
ƉƌŽũĞĐƚ�ĂƐ�ǁĞůů�ĂƐ�ůŝŬĞĚ�ƚŚĞ�ŝĚĞĂ�ŽĨ�ƌĞĐĞŝǀŝŶŐ�ůŽǁĞƌ�ƉƌŝĐĞƐ�ŽŶ�ĞŶĞƌŐǇ�ĂŶĚ�ƌĞŶĞǁĂďůĞ�ƌĞƐŽƵƌĐĞƐ�ŽĨ�ĞŶĞƌŐǇ�
Žƌ� ƚĂǆͲƌĞĚƵĐƟŽŶ͘�dŚŝƐ� ŝŶĚŝĐĂƚĞ� ƚŚĂƚ�WWWW� ŝƐ�Ă�ďƵƐŝŶĞƐƐ�ŵŽĚĞů� ƚŚĂƚ�ĂƉƉĞĂů� ƚŽ� ƚŚĞ� ƌĞƐƉŽŶĚĞŶƚƐ�ŽĨ� ƚŚĞ�
survey.

dŚĞ�WWWW�ďƵƐŝŶĞƐƐ�ŵŽĚĞů�ƌĞƋƵŝƌĞƐ�Ă�ůŽƚ�ŽĨ�ĐŽŽƉĞƌĂƟŽŶ�ǁŝƚŚŝŶ�ƚŚĞ�ŶĞŝŐŚďŽƌŚŽŽĚ�ĂŶĚ�ƐƵƉƉŽƌƚ�ĨŽƌ�ƚŚŝƐ�
ĐŽŽƉĞƌĂƟŽŶ�ǁĂƐ�ƵŶĐůĞĂƌ� ĨƌŽŵ�ƚŚĞ�ƐƵƌǀĞǇ͘ �dŚĞ�ŵĂũŽƌŝƚǇ�ŽĨ� ƌĞƐƉŽŶĚĞŶƚƐ�ƐĂŝĚ� ƚŚĂƚ� ƚŚĞǇ�ǁĞƌĞ� �ŶĞŝƚŚĞƌ�
ŝŶƚĞƌĞƐƚĞĚ� ŝŶ� Ă� ůĂƌŐĞ� ŶŽƌ� ƐŵĂůů� ĚĞŐƌĞĞ� ƚŽ� ǁŽƌŬ� ĨŽƌ� Ă� ďĞƩĞƌ� ŶĞŝŐŚďŽƌŚŽŽĚ͕� ďƵƚ� Ăƚ� ƚŚĞ� ƐĂŵĞ� ƟŵĞ�
ƚŚĞ� ƌĞƐƉŽŶĚĞŶƚƐ�ĚŝĚ�ǁĂŶƚ� ƚŽ�ŚĂǀĞ� ƚŚĞ�ďĞŶĞĮƚ�ŽĨ� Ă�WWWW�ďƵƐŝŶĞƐƐ�ŵŽĚĞů� ŝŶ� ƚĞƌŵƐ�ŽĨ� ŐĂŝŶŝŶŐ�ĂĐĐĞƐƐ�
ƚŽ�ƉƌŽĨĞƐƐŝŽŶĂů� ŬŶŽǁůĞĚŐĞ�ĂŶĚ�ĮŶĂŶĐŝĂů� ƐƵƉƉŽƌƚ͘� /ƚ� ŝƐ� ĐůĞĂƌ� ƚŚĂƚ� ƚŚĞ� ƌĞƐƉŽŶĚĞŶƚƐ�ĂƌĞ�ǁŽƌƌŝĞĚ�ĂďŽƵƚ�
the environment and would like to have their homes refurbished but are unwilling to engage in the 
ĚŝƐĐƵƐƐŝŽŶ�ŽŶ�Ă�ĐŽŽƉĞƌĂƟǀĞ�ĂƉƉƌŽĂĐŚ͘�>ĞƐƐ�ƚŚĂŶ�ϱϬй�ŽĨ�ƌĞƐƉŽŶĚĞŶƚƐ�ƐĂŝĚ�ƚŚĞǇ�ǁĞƌĞ�ŝŶƚĞƌĞƐƚĞĚ�ŝŶ�ƐŚĂƌŝŶŐ�
ŬŶŽǁůĞĚŐĞ�ŽŶ�ƐƵƐƚĂŝŶĂďůĞ�ƌĞĨƵƌďŝƐŚŵĞŶƚ�ĂŶĚ�ŝŶƚĞƌĞƐƚĞĚ�ŝŶ�ƉĂƌƟĐŝƉĂƟŶŐ�ŝŶ�ĞŶǀŝƌŽŶŵĞŶƚĂů�ĞǀĞŶƚƐ͕�ǁŝƚŚ�
ŽƚŚĞƌ� ƌĞƐƉŽŶĚĞŶƚƐ� ƐĂǇŝŶŐ� ƚŚĞǇ�ǁĞƌĞ�ŶŽƚ� ŝŶƚĞƌĞƐƚĞĚ�Žƌ� ĂƉƉĞĂƌĞĚ�ƵŶĐĞƌƚĂŝŶ͘� dŚŝƐ� ƌĞŇĞĐƚƐ� Ă� ĐŚĂůůĞŶŐĞ�
ŝŶ� ƚŚĞ�EŽƌǁĞŐŝĂŶ�ĐŽŶƚĞǆƚ�ĂƐ�Ă�ϱϬй� ŝŶƚĞƌĞƐƚ� ŝƐ�ŶŽƚ�ŐŽŽĚ�ĞŶŽƵŐŚ� ĨŽƌ� ƌĞĨƵƌďŝƐŚŵĞŶƚ�ǁŝƚŚŝŶ�Ă�ŚŽƵƐŝŶŐ�
ĂƐƐŽĐŝĂƟŽŶ�ǁŚŝĐŚ�ƌĞƋƵŝƌĞƐ�Ă�ŵĂũŽƌŝƚǇ�ŽĨ�ƚŚĞ�ŚŽƵƐŝŶŐ�ĂƐƐŽĐŝĂƟŽŶ�ƚŽ�ĂŐƌĞĞ�ƚŽ�ŝŶǀĞƐƚ�ƌĞĨƵƌďŝƐŚŵĞŶƚ͘
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The community feel did not come out strong in our survey, with many respondents seeking the 
ƐŽĐŝĂůŝǌŝŶŐ�ĂƐƉĞĐƚƐ�ĂǁĂǇ�ĨƌŽŵ�ƚŚĞŝƌ�ŚŽŵĞ�ĂƐ�ǁĞůů�ĂƐ� ůĞĂǀŝŶŐ�ƚŚĞŝƌ�ŚŽŵĞ�ƋƵŝƚĞ�ŽŌĞŶ�ŽŶ�Ă�ŶŽƌŵĂů�ĚĂǇ�
ƚŽ�ĚĂǇ�ďĂƐŝƐ�ŝŶ�ŽƌĚĞƌ�ƚŽ�ŐĞƚ�ĂĐĐĞƐƐ�ƚŽ�ĂŵĞŶŝƟĞƐ͘�dŚŝƐ�ŝƐ�ŝŶ�ůŝŶĞ�ƚŚĂƚ�ŶĞŝŐŚďŽƌŚŽŽĚ�ŝƐ�ŶŽƚ�ũƵƐƚ�ĂďŽƵƚ�ƚŚĞ�
ƐƉĞĐŝĮĐ� ůŽĐĂƟŽŶ�ŽĨ� ƚŚĞ�ďƵŝůĚŝŶŐ�ďƵƚ�ĂůƐŽ�ĂďŽƵƚ� ƚŚĞ�ĐŽŶŶĞĐƟǀŝƚǇ� ƚŽ� ŝƚƐ�ǁŝĚĞƌ�ĞŶǀŝƌŽŶŵĞŶƚ� ;�ŝǆŽŶ͕�Ğƚ�
Ăů͘�ϮϬϭϰͿ͘�tŚŝůĞ�ƚŚŝƐ� ŝƐ� ůĂĐŬŝŶŐ� ŝŶ�ďƵŝůƚ�ĞŶǀŝƌŽŶŵĞŶƚ�ĚŝŵĞŶƐŝŽŶƐ͕�ďǇ�ĐŽŶƐŝĚĞƌŝŶŐ�ƚŚĞ�ǁŝĚĞƌ�ĂƐƉĞĐƚƐ�ŽĨ�
ĂŵĞŶŝƟĞƐ�ĂŶĚ�ƐĞƌǀŝĐĞƐ�ůŝŶŬ�ƚŽ�hƌďĂŶ�&D�ŽƉĞŶƐ�ƵƉ�ŶĞǁ�ŽƉƉŽƌƚƵŶŝƟĞƐ�ŝŶ�ƚŚĞ�ƌĞĨƵƌďŝƐŚŵĞŶƚ�ŽĨ�ĞǆŝƐƟŶŐ�
neighborhoods. However, there is a challenge in developing a community focus where the community 
ŝƐ�ŶŽƚ�ŽďǀŝŽƵƐ͘�<ƵŝũůĞŶďƵƌŐ�Ğƚ�Ăů͕͘�;ϮϬϭϵͿ�ŚŝŐŚůŝŐŚƚƐ�ƚŚŝƐ�ĐŚĂůůĞŶŐĞ�ŝŶ�ŝĚĞŶƟĨǇŝŶŐ�ŚŽǁ�ƚŚĞ�ĂďƐĞŶĐĞ�ŽĨ�ƐĞůĨͲ
ŽƌŐĂŶŝƐĂƟŽŶ�ŽĨ�ŶĞŝŐŚďŽƵƌŚŽŽĚ�ƌĞƐŝĚĞŶƚƐ͕�ůĞĂĚŝŶŐ�ƚŽ�ƚĞŶƐŝŽŶƐ�ďĞƚǁĞĞŶ�ƐŽĐŝĞƚĂů�ŐƌŽƵƉƐ�;ĂŵŽŶŐ�ĐŝƟǌĞŶƐͿ͕�
ďƵƚ�ĂůƐŽ�ďĞƚǁĞĞŶ�ĐŝƟǌĞŶƐ�ĂŶĚ�ŐŽǀĞƌŶŵĞŶƚ�Žƌ�ĐŝƟǌĞŶƐ�ĂŶĚ�ŽƚŚĞƌ�ŝŶƐƟƚƵƟŽŶƐ͘�tŝƚŚŝŶ�ƚŚŝƐ�ƐƵƌǀĞǇ͕ �ǁĞ�ƐĂǁ�
ŚŽǁ�ƚŚĞ�ŵŽƟǀĂƟŽŶ�ĨŽƌ�ƌĞĨƵƌďŝƐŚŵĞŶƚ�ǁĂƐ�ǀĞƌǇ�ŝŶĚŝǀŝĚƵĂůŝƐƟĐ�ďĂƐĞĚ�ŽŶ�ĞĐŽŶŽŵǇ͕ �ĞŶƐƵƌŝŶŐ�ĐŽŵĨŽƌƚ�ĂŶĚ�
ĂƉƉĞĂƐŝŶŐ�ƉĞŽƉůĞ� ƐƵďũĞĐƟǀĞ�ĂƉƉĞĂƐĞŵĞŶƚ�ŽŶ� ƚŚĞ�ĚĞƐŝŐŶ�ŽĨ� ƚŚĞ�ďƵŝůĚŝŶŐ͘� ^ƉĂƟĂů� ŝŶƚĞƌǀĞŶƟŽŶƐ�ǁĞƌĞ�
ŝŵƉŽƌƚĂŶƚ�ŝŶ�ƚĞƌŵƐ�ŽĨ�ǁŚĞƌĞ�ĨĂĐŝůŝƟĞƐ�ǁĞƌĞ�ůŽĐĂƚĞĚ�ƚŚĂƚ�ƌĞƐƉŽŶĚĞŶƚƐ�ƵƐĞĚ�ŽŶ�Ă�ĚĂŝůǇ�ďĂƐŝƐ�ŝŶ�ƚĞƌŵƐ�ŽĨ�
ŐƌŽĐĞƌǇ�ƐƚŽƌĞƐ�ĂŶĚ�ĞǆĞƌĐŝƐĞ�ĨĂĐŝůŝƟĞƐ͕�ďƵƚ�ĂĐĐĞƐƐŝďŝůŝƚǇ�ƐĞĞŵĞĚ�ƚŽ�ŚĂǀĞ�ŚĂĚ�ůŽǁ�ĐŽŶƐŝĚĞƌĂƟŽŶ�ǁŝƚŚŝŶ�ƚŚĞƐĞ�
ĞǆŝƐƟŶŐ�ďƵŝůĚŝŶŐ�ǁŝƚŚ�ŵĂŶǇ�ŽĨ�ƚŚĞ�ƌĞƐƉŽŶĚĞŶƚ�ůŝǀŝŶŐ�ŽŶ�ƚŚŝƌĚ�ŇŽŽƌ�ďĞŝŶŐ�ĂĐĐĞƐƐĞĚ�ďǇ�ƐƚĂŝƌǁĂǇ�ĂŶĚ�Ă�ůŽǁ�
ŶƵŵďĞƌ�ŽĨ�ŚŽƵƐŝŶŐ�ŚĂǀŝŶŐ�ĞůĞǀĂƚŽƌƐ͘�tŚŝůĞ�ƐƉĂƟĂů�ŝŶƚĞƌǀĞŶƟŽŶƐ�ĨƌŽŵ�ĚĞƐŝŐŶ�ĂŶĚ�ĂĐĐĞƐƐŝďŝůŝƚǇ�ƉŽŝŶƚ�ŽĨ�
ǀŝĞǁ͕�ĂƌĞ�ǀĞƌǇ�ŝŵƉŽƌƚĂŶƚ�ƚŽ�ŝŵƉƌŽǀĞ�ĐŝƟǌĞŶƐ�ŚĞĂůƚŚ�ĂŶĚ�ǁĞůůͲďĞŝŶŐ�;DŽďĂĐŚ�Ğƚ�Ăů͕͘�ϮϬϭϵ͕�EŝũŬĂŵƉ͕�ϮϬϮϬͿ͕�
ƚŚĞƐĞ�ĂƐƉĞĐƚƐ�ǁĞƌĞ�ƉƌŝŵĂƌŝůǇ�ĨƵůĮůůĞĚ�ďǇ�ƚŚĞ�ƐƵƌƌŽƵŶĚŝŶŐ�ůŽĐĂƟŽŶ�ŽĨ�ƚŚĞ�ďƵŝůĚŝŶŐƐ͕�ǁŝƚŚ�ƚŚĞ�ďƵŝůĚŝŶŐƐ�
ŶŽƚ�ĞŵƉŚĂƐŝƐŝŶŐ�ĂĐĐĞƐƐŝďŝůŝƚǇ�ďĞƚǁĞĞŶ�ĚŝīĞƌĞŶƚ�ŇŽŽƌƐ͘�KŶ� ƚŚĞ�ŽƚŚĞƌ�ŚĂŶĚ͕�ŵĂŶǇ�ŽĨ�ŽƵƌ� ƌĞƐƉŽŶĚĞŶƚ�
ǁĞƌĞ�ƵŶĚĞƌ�Ϯϱ�ǇĞĂƌƐ�ŽĨ�ĂŐĞ�ƐŽ�ĂƌĞ�ůŝŬĞůǇ�ƚŽ�ďĞ�ƋƵŝƚĞ�ŚĞĂůƚŚǇ͘ �dŚĞ�ŚĞĂůƚŚǇ�ĂƐƉĞĐƚƐ�ǁĂƐ�ƌĞŇĞĐƚĞĚ�ǁŝƚŚ�ƚŚĞ�
ŵĂũŽƌŝƚǇ�ŽĨ� ƌĞƐƉŽŶĚĞŶƚƐ�ƵƐŝŶŐ�ďŝĐǇĐůĞƐ�ĂŶĚ�ǁĂůŬŝŶŐ͕�ŚŽǁĞǀĞƌ͕ � ƐƟůů�ŵŽƌĞ� ƚŚĂŶ�Ă� ƚŚŝƌĚ�ŽĨ� ƌĞƐƉŽŶĚĞŶƚƐ�
ƐƟůů�ƵƐŝŶŐ�ƚŚĞ�ĐĂƌ�ƚŽ�ĚƌŝǀĞ�ĂƌŽƵŶĚ�ŝŶ�ďŽƚŚ�ƐƵŵŵĞƌ�ĂŶĚ�ǁŝŶƚĞƌ͘ �tŚŝůĞ�ŚƵŵĂŶ�ĂĐƟǀŝƚǇ�ŶĞĞĚƐ�ƚŽ�ďĞ�ĐĞŶƚĞƌ�
ĨŽƌ�ůŝǀĂďŝůŝƚǇ�ŝƐƐƵĞƐ�ĨŽƌ�ĐŽŵŵƵŶŝƟĞƐ�;�ũƆƌďĞƌŐ�ĂŶĚ�dĞŵĞůũŽƚŽǀͲ^ĂůĂũ͕�ϮϬϭϴͿ͕�ƚŚĞƌĞ�ŝƐ�ĂůƐŽ�ƐŽŵĞ�ǁŽƌŬ�ƚŽ�
ŐŽ� ŝŶ�ĐƌĞĂƟŶŐ�ĂǁĂƌĞŶĞƐƐ�ŽĨ�ŚŽǁ�ŶĞŝŐŚďŽƌŚŽŽĚƐ�ĂĐƟǀŝŶŐ�ĂƐ�Ă� ũŽŝŶƚ�ĐŽŵŵƵŶŝƚǇ�ĐĂŶ� ŝŵƉƌŽǀĞ� ůŝǀĂďŝůŝƚǇ�
ŝƐƐƵĞƐ�ƚŚƌŽƵŐŚ�ĐŽŽƉĞƌĂƟŽŶ�ĂŵŽŶŐƐƚ�ƚŚĞŵƐĞůǀĞƐ�ĂŶĚ�ŵƵŶŝĐŝƉĂůŝƚǇ͘ �dŚŝƐ�ǁŽƵůĚ�ŽǀĞƌĐŽŵĞ�ƐŽŵĞ�ŽĨ�ƚŚĞ�
ďĂƌƌŝĞƌƐ�ŽĨ�Ă�ƚŽƉ�ĚŽǁŶ�ŵŽĚĞů�ǁŚĞƌĞ�ĞǆƉĞƌƚƐ�ĚĞĐŝĚĞ�ǁŚĂƚ�ŝƐ�ŽĨ�ǀĂůƵĞ�ŝŶ�Ă�ŶĞŝŐŚďŽƌŚŽŽĚ�;dƵƌĐƵ͕�ϮϬϭϯͿ�
ƌĂƚŚĞƌ�ƚŚĂŶ�ƚŚĞ�ĐŝƟǌĞŶ�ŽƵƚůŝŶŝŶŐ�ǁŚĂƚ�ŝƐ�ŝŵƉŽƌƚĂŶƚ�ĨŽƌ�ƚŚĞŵ�ŝŶ�ƚĞƌŵƐ�ŽĨ�ƐŽĐŝĂů�ǀĂůƵĞ�ĂŶĚ�ǁŽƌŬŝŶŐ�ǁŝƚŚ�
their understanding of sustainability. However, there is a missing link to work with neighborhoods, 
ŵƵŶŝĐŝƉĂůŝƚǇ�ĂŶĚ�ďƵƐŝŶĞƐƐĞƐ͕�ǁŚŝĐŚ�ǁĞ�ĂƌŐƵĞ�ĨĂůůƐ�ǁŝƚŚŝŶ�ƚŚĞ�ƌŽůĞ�ŽĨ�hƌďĂŶ�&D͘

tŚŝůĞ�:ĞŶƐĞŶ�Ğƚ�Ăů͘�;ϮϬϭϯͿ�ƉƌŽƉŽƐĞĚ�&D�ƚŽ�ďĞ�ĐŽŶƐŝĚĞƌĞĚ�ĂƐ�Ă�ŶĞƚǁŽƌŬ�ŽĨ�ƌĞůĂƟŽŶƐŚŝƉƐ͕�ǁŚŝĐŚ�ĐƌĞĂƚĞƐ�
ƉĞƌĐĞŝǀĞĚ�ǀĂůƵĞ�ĂŵŽŶŐƐƚ� ŬĞǇ� ƐƚĂŬĞŚŽůĚĞƌƐ� ;ĐůŝĞŶƚƐ͕� ĐƵƐƚŽŵĞƌƐ�ĂŶĚ�ĞŶĚ�ƵƐĞƌƐͿ͕� ƚŚŝƐ� ŝƐ�ƉƌŝŵĂƌŝůǇ�ĚŽŶĞ�
ǁŝƚŚŝŶ� ĂŶ� ŽƌŐĂŶŝǌĂƟŽŶĂů� ĐŽŶƚĞǆƚ͕�ǁŚĞƌĞ� ĂƐ� ŶĞŝŐŚďŽƌŚŽŽĚƐ� ĂƌĞ�ŵƵĐŚ� ďƌŽĂĚĞƌ͘ �tŝƚŚŝŶ� ƚŚĞ� �ƵƌŽƉĞĂŶ�
'ƌĞĞŶ��ĞĂů� ĞŶŐĂŐĞŵĞŶƚ� ŽĨ� ĚŝǀĞƌƐĞ� ƐƚĂŬĞŚŽůĚĞƌ� ŝƐ� ŚŝŐŚůŝŐŚƚĞĚ� ĨŽƌ� Ă� ͚ƌĞŶŽǀĂƟŽŶ�ǁĂǀĞ͛� ŽĨ� ƉƵďůŝĐ� ĂŶĚ�
ƉƌŝǀĂƚĞ�ďƵŝůĚŝŶŐƐ͕�ďƵƚ�ƌĞƋƵŝƌĞƐ�ĂŶ�ŝŶƚĞƌŵĞĚŝĂƌǇ�ƌŽůĞ�;>ŝŶĚŬǀŝƐƚ�Ğƚ�Ăů͕͘�ϮϬϭϵͿ�ƚŚĂƚ�ĐĂŶ�ƚƌĂŶƐĨĞƌ�ŬŶŽǁůĞĚŐĞ�
ĂĐƌŽƐƐ�ƚŚĞ�ĚŝǀĞƌƐĞ�ƐƚĂŬĞŚŽůĚĞƌƐ͘�dŽŽůƐ�ƐƵĐŚ�ĂƐ��Z���D��ŽŵŵƵŶŝƟĞƐ͛�ĂŶĚ�^�/^͕�ĂƌĞ�ƵƐĞĨƵů�ďƵƚ�ůĂĐŬ�ƚŚĞ�
ĂƉƉƌŽĂĐŚ�ŽĨ�ĂĚĚƌĞƐƐŝŶŐ�ĚŝīĞƌĞŶƚ�ůŽĐĂů�ĐŽŶƚĞǆƚƐ͕�ĚŝīĞƌĞŶƚ�ƐƚĂŬĞŚŽůĚĞƌ�ĂŐĞŶĚĂƐ�ĂŶĚ�ĐŽŶĐĞƌŶ�ŽǀĞƌ�ĐŽƐƚƐ�
;�ĂůůǁĂǇ�Ğƚ�Ăů͘�ϮϬϭϵͿ͕�ǁŚŝĐŚ�ƌĞƋƵŝƌĞ�ĂŶ�ŝŶƚĞƌƉĞƌƐŽŶĂů�ƌŽůĞ�ůŝŬĞ�hƌďĂŶ�&D�ĂƐ�ǁĞůů�ĂƐ�Ă�ďƵƐŝŶĞƐƐ�ŵŽĚĞů�ƐƵĐŚ�
as PPPP.

�KE�>h^/KE
dŚĞ� ƐƵƐƚĂŝŶĂďůĞ� ƌĞĨƵƌďŝƐŚŵĞŶƚ� ĐŽŶĐĞƉƚ� ŝƐ� ŽƌŝĞŶƚĂƚĞĚ� ƚŽǁĂƌĚ� ĞŶǀŝƌŽŶŵĞŶƚĂů� ĨŽŽƚƉƌŝŶƚ� ƌĞĚƵĐƟŽŶ� ĂŶĚ�
ŝŶĐůƵĚĞƐ� ƚŚĞ� ĐŽŶĐĞƉƚ� ŽĨ�ŵĂǆŝŵŝǌŝŶŐ� ƚŚĞ�ďƵŝůĚŝŶŐ Ɛ͛� ĞĐŽŶŽŵŝĐ� ƉĞƌĨŽƌŵĂŶĐĞ� ĂŶĚ� ĐŚĞĐŬ� ƚŚĞ� ŝŶĚŝĐĂƚŽƌƐ͕�
ƐƵĐŚ�ĂƐ�ƚĞĐŚŶŝĐĂů�ĐŽŶĚŝƟŽŶ͕�ƵƐĂďŝůŝƚǇ�ƐŝƚƵĂƟŽŶ͕�ĂĚĂƉƚĂďŝůŝƚǇ�ĂŶĚ�ŝŶĚŽŽƌ�ĐůŝŵĂƚĞ͘�WWWW�ǁŝƚŚ�hƌďĂŶ�&D�
ƌŽůĞ� ŝŶƚĞƌŵĞĚŝĂƌǇ� ũŽŝŶŝŶŐ� ƐŽĐŝĂů� ŶĞĞĚƐ� ŝƐ� ƐĞĞŶ� ĂƐ�ŶĞĞĚĞĚ� ƚŽ� ŝŵƉůĞŵĞŶƚ�ŶĞǁ� ƐŽůƵƟŽŶƐ͕� ƚŽ�ŽǀĞƌĐŽŵĞ�
ƚŚĞ� ŝŶƐƟƚƵƟŽŶĂů͕�ƐŽĐŝĂů�ĂŶĚ�ĮŶĂŶĐŝĂů�ďĂƌƌŝĞƌƐ͘��ƐƉĞĐŝĂůůǇ�ĨƌŽŵ�ĮŶĂŶĐŝĂů�ƉĂƌƚ͕�ǁĞ�ĐĂŶ�ŶŽƚĞ�ƚŚĂƚ�ƚǇƉŝĐĂů�
ďƵƐŝŶĞƐƐ�ŵŽĚĞůƐ�ƐŚŽƵůĚ�ďĞ�ĂĚĂƉƚĞĚ�ƚŽ�ŝŵƉůĞŵĞŶƚ�ƐŽĐŝĂů�ŝŶŶŽǀĂƟŽŶƐ͕�Žƌ�ƐƵĸĐŝĞŶƚ�ƉŽƐƐŝďŝůŝƟĞƐ�ĨŽƌ�ƐĐĂůŝŶŐ�
ƵƉ�ŝŶŶŽǀĂƟŽŶƐ͘

dŚĞ�dƌŽŶĚŚĞŝŵ�DƵŶŝĐŝƉĂůŝƚǇ��ůŝŵĂƚĞ�ĂŶĚ��ŶĞƌŐǇ��ĐƟŽŶ�WůĂŶ�ƚŽ�ϮϬϯϬ�ŝŶĐůƵĚĞ�ĐŽŶĐƌĞƚĞ�ŝŶƐƚƌƵŵĞŶƚƐ�ĨŽƌ�
ĞŶĞƌŐǇ�ĂŶĚ�ĐůŝŵĂƚĞͲĨƌŝĞŶĚůǇ�ďƵŝůĚŝŶŐƐ͕�ƐƵĐŚ�ĂƐ�ĐŚĂŶŐŝŶŐ�ƚŚĞ�Žŝů�ĞŶĞƌŐǇ�ŚĞĂƚĞƌƐ�ĂŶĚ�ƉƌŽŵŽƟŶŐ�ĞŶĞƌŐǇ�
ĞĸĐŝĞŶĐǇ�ŝŶ�ĞǆŝƐƟŶŐ�ďƵŝůĚŝŶŐƐ�ďǇ�ŝŵƉůĞŵĞŶƟŶŐ�ĞŶĞƌŐǇ�ƐĂǀŝŶŐ�ŵĞĂƐƵƌĞƐ͘�^ĞĂƌĐŚŝŶŐ�ĨŽƌ�ŵŽƌĞ�ŝŶŶŽǀĂƟǀĞ�
ƐŽůƵƟŽŶƐ͕�ĞƐƚĂďůŝƐŚŝŶŐ�ĂŶ�ĂƌĞŶĂ�ĨŽƌ�ƌĞƐĞĂƌĐŚ͕�ĐŽŶƐƚƌƵĐƟŽŶ�ĂŶĚ�ƌĞĂů�ĞƐƚĂƚĞ�ƉůĂǇĞƌƐ�ŝƐ�ŝŶƚĞƌĞƐƟŶŐ͕�ĞƐƉĞĐŝĂůůǇ�
ůŽŽŬŝŶŐ�ĨƌŽŵ�WWWW�ƉĞƌƐƉĞĐƟǀĞ͘�dŚƌŽƵŐŚ�ƚŚĞ�ƌĞƐĞĂƌĐŚ͕�ĐŽŶƐƚƌƵĐƟŽŶ�ŝŶĚƵƐƚƌǇ͕ �ĂŶĚ�ƌĞĂů�ĞƐƚĂƚĞ�ŶĞƚǁŽƌŬ͕�ŝƚ�
ŝƐ�ƉŽƐƐŝďůĞ�ƚŽ�ĮŶĚ�ŵŽƌĞ�ŝŶŶŽǀĂƟǀĞ�ĂŶĚ�ĐŽƐƚͲĞīĞĐƟǀĞ�ƐŽůƵƟŽŶƐ͘�



60

/Ŷ�ĂĚĚŝƟŽŶ͕�ƉƌŝŽƌŝƟǌĂƟŽŶ�ŽĨ�ĞŶĞƌŐǇ�ĞĸĐŝĞŶĐǇ�ƐŽůƵƟŽŶƐ�ŝŶ�ĞǆŝƐƟŶŐ�ďƵŝůĚŝŶŐ�ƐƚŽĐŬ�ďǇ�ŵƵŶŝĐŝƉĂůŝƚǇ�ŐŝǀĞƐ�
ƚŚĞ�ŐƌŽƵŶĚƐ�ĨŽƌ�Ă�ĚĞǀĞůŽƉŵĞŶƚ�ŽĨ�ŶĞǁ�ŝŶĐĞŶƟǀĞƐ�ĨŽƌ�ŶĞŝŐŚďŽƌŚŽŽĚƐ�ƚŽ�ĞŶĞƌŐǇ�ĂƐ�ŶĞŝŐŚďŽƌŚŽŽĚƐ�ƌĂƚŚĞƌ�
ƚŚĂŶ� ŝŶĚŝǀŝĚƵĂůƐ� ůŝǀŝŶŐ�ŽŶ�ŽŶĞ�ĂƌĞĂ͘�dŚĞ�ŵĂũŽƌŝƚǇ�ŽĨ� ƚŚĞ� ƌĞƐƉŽŶĚĞŶƚƐ� ƐŚŽǁ�ŚŝŐŚ�ĐŽŶĐĞƌŶƐ�ĂďŽƵƚ� ƚŚĞ�
environment but are unsure regarding showing the interest of being involved in the environmental 
events, besides expressing low knowledge of the refurbishment. There is a need to consider what 
ƐĞƌǀŝĐĞƐ� ĂƌĞ� ŶĞĞĚĞĚ� ƚŽ� ĞŶĐŽƵƌĂŐĞ� ƉĞŽƉůĞ� ƚŽ� ŵĞĞƚ� ƚŚĞŝƌ� ĂƐƉŝƌĂƟŽŶƐ� ƚŽ� ďĞ� ŵŽƌĞ� ĞŶǀŝƌŽŶŵĞŶƚĂůůǇ�
friendly and act in sustainable ways. In the study the individual reasons for the refurbishment were 
discovered like comfort, reducing costs and environmental friendliness. Study shows that expected 
ĮŶĂŶĐŝĂů�ƐĞƌǀŝĐĞƐ�ĂƌĞ�ĮŶĂŶĐŝĂů�ŚĞůƉ͕�ůŽǁĞƌ�ƉƌŝĐĞƐ�ŽŶ�ĞŶĞƌŐǇ�Žƌ�ƌĞŶĞǁĂďůĞ�ƌĞƐŽƵƌĐĞƐ�ŽĨ�ĞŶĞƌŐǇ�ĂŶĚ�ƚĂǆ�
ƌĞĚƵĐƟŽŶ͘�&ƵƌƚŚĞƌŵŽƌĞ͕�ƐŽĐŝĂů�ŶĞĞĚƐ�ĐůŽƐĞ�ƚŽ�ƚŚĞ�ŚŽŵĞ�ĂƌĞ�ŝŵƉŽƌƚĂŶƚ�ƚŽ�ƌĞƐƉŽŶĚĞŶƚƐ�ƐƵĐŚ�ĂƐ�ŐƌŽĐĞƌǇ�
ƐƚŽƌĞ�ǁŝƚŚ�ƉĂƌŬƐ�ĂŶĚ�ĐĂĨĠƐ͘�dŚĞ�ŝŶĚŝǀŝĚƵĂů�ƚƌĂŶƐƉŽƌƚ�ŝƐ�ƐƟůů�ƉƌŝŽƌŝƟǌĞĚ�ŽǀĞƌ�ĐŽůůĞĐƟǀĞ�ƚƌĂŶƐƉŽƌƚ�ĚƵƌŝŶŐ�ƚŚĞ�
ǁŝŶƚĞƌƟŵĞ͕�ƐŽ�ƐĞƌǀŝĐĞƐ�ĐĂŶ�ŝŶƚƌŽĚƵĐĞ�ŐƌĞĞŶͲƐŚŝŌ�ŵŽďŝůŝƚǇ�ƐŽůƵƟŽŶƐ͘�

hƌďĂŶ� &D� ƌŽůĞ� ŝƐ� ƐĞĞŶ� ĂƐ� Ă� ǁĂǇ� ŽĨ�ŵŽƟǀĂƟŶŐ� ĐŝƟǌĞŶƐ� ĨŽƌ� ƐƵƐƚĂŝŶĂďůĞ� ƌĞĨƵƌďŝƐŚŵĞŶƚ� ĚƵĞ� ƚŽ͗� ŐŽŽĚ�
ƌĞůĂƟŽŶƐŚŝƉ� ǁŝƚŚ� ĐŝƟǌĞŶƐ͕� ďƵƐŝŶĞƐƐ� ĐŽŵƉĂŶŝĞƐ� ĂŶĚ� ƉƵďůŝĐ� ŝŶƐƟƚƵƟŽŶƐ͖� ŬŶŽǁůĞĚŐĞ� ŽĨ� ƐƵƐƚĂŝŶĂďůĞ�
ƐŽůƵƟŽŶƐ͖��ĂŶĚ�ĚĞǀĞůŽƉŵĞŶƚ�ŽĨ�Ă�ďƵƐŝŶĞƐƐ�ŵŽĚĞů�ŝŶ�ƚĞƌŵƐ�ŽĨ�ŐĂŝŶŝŶŐ�ĂĐĐĞƐƐ�ƚŽ�ƉƌŽĨĞƐƐŝŽŶĂů�ŬŶŽǁůĞĚŐĞ�
ĂŶĚ�ĮŶĂŶĐŝĂů�ƐƵƉƉŽƌƚ͘�dŚŝƐ�ƌĞŇĞĐƚƐ�ƚŚĞ�ĐŚĂůůĞŶŐĞ�ŝŶ�ƚŚĞ�EŽƌǁĞŐŝĂŶ�ĐŽŶƚĞǆƚ�ŽĨ�ƐƵƐƚĂŝŶĂďůĞ�ƌĞŐĞŶĞƌĂƟŽŶ�
ŽĨ�ĞǆŝƐƟŶŐ�ĂƌĞĂƐ�ǁŝƚŚ�ƚŚĞ�ŚŝŐŚĞƐƚ�ƐƵƐƚĂŝŶĂďŝůŝƚǇ�ŐŽĂůƐ͘�
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&ŽƌĐĂĚĂ͕�E͕͘�DĂĐĂƌƵůůĂ͕�D͕͘�'ĂŶŐŽůĞůůƐ͕�D͘�Θ��ĂƐĂůƐ͕�D͘�;ϮϬϭϱͿ͘�,ĂŶĚŽǀĞƌ�ĚĞĨĞĐƚƐ͗��ŽŵƉĂƌŝƐŽŶ�ŽĨ�ĐŽŶ-
ƐƚƌƵĐƟŽŶ�ĂŶĚ�ƉŽƐƚͲŚĂŶĚŽǀĞƌ�ĚĞĨĞĐƚƐ͘��ƵŝůĚŝŶŐ�ZĞƐĞĂƌĐŚ�ĂŶĚ�/ŶĨŽƌŵĂƟŽŶ͘

&ĞƌƌĞƌ͕ �:͘�;ϮϬϭϲͿ͘�^ŵĂƌƚ��ŝƟĞƐ�/ŶĨŽƌŵĂƟŽŶ�^ǇƐƚĞŵƐ͗���ƐŽĐŝĂů�ŵŽŶŝƚŽƌŝŶŐ�ŐƵŝĚĞ�ĨŽƌ�^�/^�ƉƌŽũĞĐƚƐ͘��h�^ŵĂƌƚ�
�ŝƟĞƐ�/ŶĨŽƌŵĂƟŽŶ�^ǇƐƚĞŵ͘

'ĞŽĚĂƚĞŽƐ͕� dƌŽŶĚŚĞŝŵ� ĐŽŽƌĚŝŶĂƚĞƐ͕� ŚƩƉƐ͗ͬͬǁǁǁ͘ŐĞŽĚĂƚŽƐ͘ŶĞƚͬĞŶͬĐŽŽƌĚŝŶĂƚĞƐͬŶŽƌǁĂǇͬƐŽƌͲƚƌŽŶĚĞůĂŐͬ
ƚƌŽŶĚŚĞŝŵͬ�

'ƌƵŵ͕��͘�Θ�dĞŵĞůũŽƚŽǀ�^ĂůĂũ͕��͘�;ϮϬϭϲͿ͘�/ŶƚĞƌŐĞŶĞƌĂƟŽŶĂů�ůŝǀŝŶŐ͗�ĂŶ�ŝŶƚĞƌĐƵůƚƵƌĂů�ĐŽŵƉĂƌŝƐŽŶ͘�hƌďĂŶŝ�ŝǌǌŝǀ͕ �
Ϯϳ;ϭͿ͕�ƉƉ͘�ϭϲϮͲϭϳϱ͘�ĚŽŝ͗�ŚƩƉƐ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϱϯϳϵͬƵƌďĂŶŝͲŝǌǌŝǀͲĞŶͲϮϬϭϲͲϮϳͲϬϭͲϬϬϲ�

'ƌƵŵ͕��͘�ĂŶĚ�<ŽďĂů͕��͘�;ϮϬϮϬͿ͘��ŽŶĐĞƉƚƐ�ŽĨ�̂ ŽĐŝĂů�̂ ƵƐƚĂŝŶĂďŝůŝƚǇ�ďĂƐĞĚ�ŽŶ�̂ ŽĐŝĂů�ŝŶĨƌĂƐƚƌƵĐƚƵƌĞ�ĂŶĚ�YƵĂůŝƚǇ�
ŽĨ�ůŝĨĞ͘�&ĂĐŝůŝƟĞƐ͕�ŝŶ�ƉƵďůŝĐĂƟŽŶ͘�

'ŽŚĂƌŝ͕�^͘��ĂĞƌ͕ ��͕͘�EŝĞůƐĞŶ͕��͘&͘ ͕�'ŝůĐŚĞƌ͕ ��͘�Θ�^ŝƚƵŵŽƌĂŶŐ͕�t͘�;ϮϬϮϬͿ͘�WƌĞǀĂŝůŝŶŐ��ƉƉƌŽĂĐŚĞƐ�ĂŶĚ�WƌĂĐƟĐĞƐ�
ŽĨ��ŝƟǌĞŶ�WĂƌƟĐŝƉĂƟŽŶ�ŝŶ�^ŵĂƌƚ��ŝƚǇ�WƌŽũĞĐƚƐ͗�>ĞƐƐŽŶƐ�ĨƌŽŵ�dƌŽŶĚŚĞŝŵ͕�EŽƌǁĂǇ͘ � � /ŶĨƌĂƐƚƌƵĐƚƵƌĞƐ͕�
ϱ;ϰͿ͘�ĚŽŝ͗�ŚƩƉƐ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϯϯϵϬͬŝŶĨƌĂƐƚƌƵĐƚƵƌĞƐϱϬϰϬϬϯϲ

:ŽǁŬĂƌ͕ �D͕͘�ZŝũĂů͕�,͘�͕͘�DŽŶƚĂǌĂŵŝ͕��͕͘��ƌƵƐĞǇ͕ � :͘�Θ�dĞŵĞůũŽƚŽǀͲ^ĂůĂũ͕��͘� ;ϮϬϮϬͿ͘�dŚĞ� ŝŶŇƵĞŶĐĞ�ŽĨ�ĂĐĐůŝ-
ŵĂƟǌĂƟŽŶ͕�ĂŐĞ�ĂŶĚ�ŐĞŶĚĞƌͲƌĞůĂƚĞĚ�ĚŝīĞƌĞŶĐĞƐ�ŽŶ�ƚŚĞƌŵĂů�ƉĞƌĐĞƉƟŽŶ�ŝŶ�ƵŶŝǀĞƌƐŝƚǇďƵŝůĚŝŶŐƐ͗��ĂƐĞ�
ƐƚƵĚŝĞƐ� ŝŶ� ^ĐŽƚůĂŶĚ�ĂŶĚ��ŶŐůĂŶĚ͘��ƵŝůĚŝŶŐ�ĂŶĚ��ŶǀŝƌŽŶŵĞŶƚ͕�ĚŽŝ͗�ŚƩƉƐ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϭϬϭϲͬũ͘ďƵŝůĚ-
env.2020.106933.

<ƵŝũůĞŶďƵƌŐ͕�<͘�;ϮϬϭϵͿ͘�Facityly' MaŶĂŐĞŵĞŶƚ�ĨƌŽŵ�ƐƚƵĚĞŶƚ�ƉĞƌƐƉĞĐƟǀĞ͕�dŚĞ�&D�ŝŶŇƵĞŶĐĞ�ŝŶ�ĂŶ�ƵƌďĂŶ�
environment. The 18th EuroFM Research Symposium, 12-15 June in Dublin, Ireland. EuroFM: 
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Netherlands.
<ƵŝũůĞŶďƵƌŐ͕� <͘� ;ϮϬϮϬͿ͘� dĞĂĐŚŝŶŐ� hƌďĂŶ� &ĂĐŝůŝƚǇ� DĂŶĂŐĞŵĞŶƚ͕� 'ůŽďĂů� �ŝƟǌĞŶƐŚŝƉ� ĂŶĚ� >ŝǀĞĂďŝůŝƚǇ͗� dŚĞ�

,ĂŐƵĞ�ĂƐ��ĂƐĞ͘�&ĂĐŝůŝƟĞƐ͕�ŝŶ�ƉƵďůŝĐĂƟŽŶ͘
<ƌŝƐƚů͕��͕͘�dĞŵĞůũŽƚŽǀ�^ĂůĂũ͕��͘�Θ�ZŽƵŵďŽƵƚƐŽƐ͕��͘�;ϮϬϭϵͿ͘�^ƵƐƚĂŝŶĂďŝůŝƚǇ�ĂŶĚ�ƵŶŝǀĞƌƐĂů�ĚĞƐŝŐŶ�ĂƐƉĞĐƚƐ�ŝŶ�

heritage building refurbishment. &ĂĐŝůŝƟĞƐ͘�ĚŽŝ͗�ŚƩƉƐ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϭϭϬϴͬ&ͲϬϳͲϮϬϭϴͲϬϬϴϭ
>ŝŶĚŬǀŝƐƚ͕� �͕͘�tǇĐŬŵĂŶƐ͕��͘� ĂŶĚ� �ĞŶE�ƉƌŽũĞĐƚ� ƚĞĂŵ͕� ;sĂƌŝŽƵƐ�ŽƌŐĂŶŝƐĂƟŽŶƐͿ� ;ϮϬϭϳͿ͘� �ĞŶE�'ƵŝĚĞůŝŶĞƐ͗�

dƌĂŶƐůĂƟŽŶ�ŽĨ�ƚĞĐŚŶŝĐĂů�ŬŶŽǁůĞĚŐĞ�ĨŽƌ�ŶĞĂƌůǇ�ǌĞƌŽ�ĞŶĞƌŐǇ�ŶĞŝŐŚďŽƵƌŚŽŽĚƐ͘�
>ŝŶĚŬǀŝƐƚ͕��͘�:ƵŚĂƐǌͲEĂŐǇ͕ ��͕͘�EŝĞůƐĞŶ͕��͘&͘ ͕�EĞƵŵĂŶŶ͕�,ͲD͕�>ŽďĂĐĐĂƌŽ͕�'͘�Θ�tǇĐŬŵĂŶƐ͕��͘�;ϮϬϭϵĂͿ͘�/Ŷ-

termediaries for knowledge transfer in integrated energy planning of urban districts. Technological 
&ŽƌĞĐĂƐƟŶŐ�ĂŶĚ�^ŽĐŝĂů��ŚĂŶŐĞ͘

>ŝŶĚŬǀŝƐƚ͕��͕͘�dĞŵĞůũŽƚŽǀ�^ĂůĂũ͕��͕͘��ŽůůŝŶƐ͕��͘�Θ��ũƆƌďĞƌŐ͕�^͘�;ϮϬϭϵďͿ͘��ĞĮŶŝŶŐ�Ă�ŶŝĐŚĞ�ĨŽƌ�&ĂĐŝůŝƟĞƐ�DĂŶ-
ĂŐĞŵĞŶƚ�ŝŶ�^ŵĂƌƚ��ŝƟĞƐ͘�/KW��ŽŶĨĞƌĞŶĐĞ�^ĞƌŝĞƐ͗��ĂƌƚŚ�ĂŶĚ��ŶǀŝƌŽŶŵĞŶƚĂů�^ĐŝĞŶĐĞ�;��^Ϳ͘�sŽů͘ϯϱϮ�;ϭͿ͘�

DŽďĂĐŚ͕�D͘�W͘ �;ϮϬϭϵͿ͘�hƌďĂŶ�ĨĂĐŝůŝƚǇ�ŵĂŶĂŐĞŵĞŶƚ�ĨŽƌ�ŚĞĂůƚŚǇ�ĐŝƟĞƐ͘�ZĞƐĞĂƌĐŚ�ƉĂƉĞƌ�ĨŽƌ�ƚŚĞ�ϭϴƚŚ��ƵƌŽ&D�
Research Symposium EFMC 2019 EuroFM: European Facility Management Network.

EĞǁŵĂŶ͕�>͘�;ϮϬϬϳͿ͘�dŚĞ�ǀŝƌƚƵŽƵƐ�ĐǇĐůĞ͗�ŝŶĐƌĞŵĞŶƚĂů�ĐŚĂŶŐĞƐ�ĂŶĚ�Ă�ƉƌŽĐĞƐƐͲďĂƐĞĚ�ƐƵƐƚĂŝŶĂďůĞ�ĚĞǀĞůŽƉ-
ŵĞŶƚ͘�^ƵƐƚĂŝŶĂďůĞ��ĞǀĞůŽƉŵĞŶƚ͕�ϭϱ;ϰͿ͕�ƉƉ͘ϮϲϳʹϮϳϰ͘

EŝũŬĂŵƉ͕�:͘�Θ�DŽďĂĐŚ͕�D͘�;ϮϬϮϬͿ͘��ĞǀĞůŽƉŝŶŐ�,ĞĂůƚŚǇ��ŝƟĞƐ�ǁŝƚŚ�hƌďĂŶ�&ĂĐŝůŝƚǇ�DĂŶĂŐĞŵĞŶƚ͘��&ĂĐŝůŝƟĞƐ͕�
ŝŶ�ƉƵďůŝĐĂƟŽŶ͘

^ĂůĂũ͕��͕͘�ZŽƵŵďŽƵƚƐŽƐ͕��͕͘�sĞƌůŝē͕�W͘ �Θ�'ƌƵŵ͕��͘�;ϮϬϭϴͿ͘�>ĂŶĚ�ǀĂůƵĞ�ĐĂƉƚƵƌĞ�ƐƚƌĂƚĞŐŝĞƐ�ŝŶ�WWW�Ͳ�ǁŚĂƚ�ĐĂŶ�&D�
ůĞĂƌŶ�ĨƌŽŵ�ŝƚ͍�&ĂĐŝůŝƟĞƐ͕�ϯϲ;ϭͬϮͿ͕�ƉƉ͘�ϮϰͲϯϲ͘�ŚƩƉƐ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϭϭϬϴͬ&ͲϬϯͲϮϬϭϳͲϬϬϯϯ

WĞƩĞƌƐĞŶ͕�/͘E͕͘�sĞƌŚƵůƐƚ͕��͕͘�<ŝŶůŽĐŚ͕�Z s͘͘ �Θ�:ƵŶŐŚĂŶƐ͕��͘�;ϮϬϭϳͿ͘��ŵďŝƟŽŶƐ�Ăƚ�ǁŽƌŬ͗�WƌŽĨĞƐƐŝŽŶĂů�ƉƌĂĐƟĐ-
ĞƐ�ĂŶĚ�ƚŚĞ�ĞŶĞƌŐǇ�ƉĞƌĨŽƌŵĂŶĐĞ�ŽĨ�ŶŽŶͲƌĞƐŝĚĞŶƟĂů�ďƵŝůĚŝŶŐ�ŝŶ�EŽƌǁĂǇ͘ �Energy Research and Social 
Science. 

ZĂƉŽƌƚĞƌ�ϮϬϭϴ͕�EŽƌǁĂǇ Ɛ͛�ϮϬϭϴ�ƉŽƉƵůĂƟŽŶ�ƉƌŽũĞĐƟŽŶƐ�DĂŝŶ�ƌĞƐƵůƚƐ͕�ŵĞƚŚŽĚƐ�ĂŶĚ�ĂƐƐƵŵƉƟŽŶƐ͕�ŚƩƉƐ͗ͬͬ
ǁǁǁ͘ƐƐď͘ŶŽͬ��

dĞŵĞůũŽƚŽǀ͕ ��͕͘�:ĂŶĐĂƌ͕ �:͕͘�aƚƌŝƚŽĨͲ��ƌƵƐ͕�D͘�Θ�dƌƉŝŶ͕�'͘�;ϮϬϭϭͿ͘�dŚĞ�ĚĞǀĞůŽƉŵĞŶƚ�ŽĨ�ƚŚĞ�ƌĞĂů�ĞƐƚĂƚĞ�ŝŶǀĞƐƚ-
ŵĞŶƚ�ĨƵŶĚ�ĨŽƌ�ƚŚĞ�ƉƵƌƉŽƐĞ�ŽĨ�ƌĞŐŝŽŶĂů�ĚĞǀĞůŽƉŵĞŶƚ͘�>Ğǆ�ůŽĐĂůŝƐ͕�ϵ;ϯͿ͕�ƉƉ͘�ϮϲϱͲϮϴϭ͘

dĞŵĞůũŽƚŽǀ�̂ ĂůĂũ͕��͕͘�,ũĞůŵďƌĞŬŬĞ͕�,͕͘��ũƆƌďĞƌŐ͕�̂ ͕͘�,ĂƵŐĞ͕��͘>͘�Θ�>ŽŚŶĞ͕�:͘�;ϮϬϭϴͿ͘�sĂůƵĞ�ƐŚĂƌŝŶŐ�ŵŽĚĞů�ĨŽƌ�
ƵƌďĂŶ�ĚĞǀĞůŽƉŵĞŶƚ͘��ŽŶĨĞƌĞŶĐĞ�ŽĨ�/ŶƚĞƌĚŝƐĐŝƉůŝŶĂƌǇ�ZĞƐĞĂƌĐŚ�ŽĨ�ZĞĂů��ƐƚĂƚĞ͕�'ƌŽŶŝŶŐĞŶ͕�̂ ĞƉƚĞŵďĞƌ�
ϮϬͲϮϭ͕�ϮϬϭϴ͘�>ũƵďůũĂŶĂ͕�/ŶƐƟƚƵƚĞ�ŽĨ�ZĞĂů��ƐƚĂƚĞ�^ƚƵĚŝĞƐ͕�ƉƉ͘�ϭϭͲϭϵ͘

dĞŵĞůũŽƚŽǀ�^ĂůĂũ͕��͕͘�'ŽŚĂƌŝ͕�^͕͘�^ĞŶŝŽƌ͕ ��͕͘�yƵĞ͕�z͘ �Θ�>ŝŶĚŬǀŝƐƚ͕��͘�;ϮϬϮϬͿ͘��Ŷ�ŝŶƚĞƌĂĐƟǀĞ�ƚŽŽů�ĨŽƌ�ĐŝƟǌĞŶƐ͛�
ŝŶǀŽůǀĞŵĞŶƚ�ŝŶ�ƚŚĞ�ƐƵƐƚĂŝŶĂďůĞ�ƌĞŐĞŶĞƌĂƟŽŶ͘�&ĂĐŝůŝƟĞƐ͕�ŝŶ�ƉƵďůŝĐĂƟŽŶ͘

dƌŽŶĚŚĞŝŵ��ŶĞƌŐǇ�ĂŶĚ��ĐƟŽŶ�ƉůĂŶ�ŚƩƉƐ͗ͬͬǁǁǁ͘ƚƌŽŶĚŚĞŝŵ͘ŬŽŵŵƵŶĞ͘ŶŽͬŬůŝŵĂƉůĂŶͬ
dƵƌĐƵ͕��͘�;ϮϬϭϯͿ͘�ZĞƚŚŝŶŬŝŶŐ�ƐƵƐƚĂŝŶĂďŝůŝƚǇ�ŝŶĚŝĐĂƚŽƌƐ͗�ůŽĐĂů�ƉĞƌƐƉĞĐƟǀĞƐ�ŽĨ�ƵƌďĂŶ�ƐƵƐƚĂŝŶĂďŝůŝƚǇ͘ �:ŽƵƌŶĂů�ŽĨ�

�ŶǀŝƌŽŶŵĞŶƚĂů�WůĂŶŶŝŶŐ�ĂŶĚ�DĂŶĂŐĞŵĞŶƚ͕�ϱϲ;ϱͿ͕�ƉƉ͘ϲϵϱͲϳϭϵ͘
yƵĞ͕�z͘ �>ŝŶĚŬǀŝƐƚ͕��͘D͘�Θ�dĞŵĞůũŽƚŽǀ�^ĂůĂũ͕��͘�;ϮϬϭϵͿ͘��ǆƉůŽƌŝŶŐ�ƚŚĞ�ƌŽůĞƐ�ŽĨ�ĨĂĐŝůŝƚǇ�ŵĂŶĂŐĞŵĞŶƚ�ĨŽƌ�ůŝǀĞ-

ĂďůĞ�ĐŝƟĞƐ͘�dŚĞ�ϭϴƚŚ��ƵƌŽ&D�ZĞƐĞĂƌĐŚ�^ǇŵƉŽƐŝƵŵ͕�ϭϮͲϭϱ�:ƵŶĞ�ŝŶ��ƵďůŝŶ͕�/ƌĞůĂŶĚ͘��ƵƌŽ&D͗�EĞƚŚĞƌ-
lands, pp. 207-217.
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dŚĞŵĂŶƐ͕� ^͕͘� <ŽƉƉĞůƐ͕� W͘t͕͘� ĂŶĚ� :ǇůŚć͕�
d͘ � ;ϮϬϮϬͿ� dŚĞ� �ŽŶƚƌŝďƵƟŽŶ� ŽĨ� ƚŚĞ� tŽƌŬ�
�ŶǀŝƌŽŶŵĞŶƚ� ŽŶ� �ŵƉůŽǇĞĞ� �ƩƌĂĐƟŽŶ͕�
In the Proceedings of the 19th EuroFM 
ZĞƐĞĂƌĐŚ� ^ǇŵƉŽƐŝƵŵ͕� �&D/�� ϮϬϮϬ͕� ϯͲϰ�
June 2020, online conference.

�ŝƚĂƟŽŶ͗

dŚĞ��ŽŶƚƌŝďƵƟŽŶ�ŽĨ�ƚŚĞ�tŽƌŬ��ŶǀŝƌŽŶŵĞŶƚ�ŽŶ��ŵƉůŽǇĞĞ��ƩƌĂĐƟŽŶ

Shuly Themans1�͕�WŚŝůŝƉ�t͘�<ŽƉƉĞůƐ2 , and Tuuli Jylhä3 

��^dZ��d
�ĂĐŬŐƌŽƵŶĚ� ĂŶĚ� Ăŝŵ� ʹ� /Ŷ� ƚŚĞ� ͚tĂƌ� ĨŽƌ� dĂůĞŶƚ͕͛ � ǁŽƌŬ� ĞŶǀŝƌŽŶŵĞŶƚƐ�
ŚĂǀĞ�ďĞĐŽŵĞ�Ă�ƐƚƌĂƚĞŐŝĐ�ĂƐƐĞƚ�ƚŽ�ĂƩƌĂĐƚ�ĂŶĚ�ƌĞƚĂŝŶ�ƐŬŝůůĞĚ�ĞŵƉůŽǇĞĞƐ͘�
/Ŷ� ĂĚĚŝƟŽŶ� ƚŽ� ǁŽƌŬ� ĞŶǀŝƌŽŶŵĞŶƚƐ͕� ŽƌŐĂŶŝƐĂƟŽŶĂů� ĂƩƌĂĐƟǀĞŶĞƐƐ�
;K�Ϳ� ĚĞƉĞŶĚƐ� ŽŶ� ŽƚŚĞƌ� ĨĂĐƚŽƌƐ͕� ƐƵĐŚ� ĂƐ� ŝŵĂŐĞ� ŽĨ� ƚŚĞ� ŽƌŐĂŶŝƐĂƟŽŶ͕�
ĚĞǀĞůŽƉŵĞŶƚ�ŽƉƉŽƌƚƵŶŝƟĞƐ͕�ĂŶĚ�ƌĞǁĂƌĚƐ͘�dŚŝƐ�ƉĂƉĞƌ�ĂŝŵƐ�ƚŽ�ĚĞƚĞƌŵŝŶĞ�
ƚŚĞ�ƌĞůĂƟǀĞ�ŝŵƉŽƌƚĂŶĐĞ�ŽĨ�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ�ĂŶĚ�ŝƚƐ�ŵŽƐƚ� ŝŵƉŽƌƚĂŶƚ�
ĂƐƉĞĐƚƐ�ŝŶ�ŽƌŐĂŶŝƐĂƟŽŶĂů�ĂƩƌĂĐƟǀĞŶĞƐƐ�ĨŽƌ�ƉŽƚĞŶƟĂů�ĞŵƉůŽǇĞĞƐ͘�

DĞƚŚŽĚƐ�ͬ�DĞƚŚŽĚŽůŽŐǇ�ʹ The data for this study was collected by means of an online survey including 
ϯϲϴ� ƌĞƐƉŽŶƐĞƐ͘� ZĞƐƉŽŶĚĞŶƚƐ� ǁĞƌĞ� ĂƐŬĞĚ� ƚŽ� ƌĂƚĞ� ƚŚĞ� ĚĞŐƌĞĞ� ŽĨ� ŝŶŇƵĞŶĐĞ� ŽĨ� ǀĂƌŝŽƵƐ� ĨĂĐƚŽƌƐ� ŽŶ� ƚŚĞ�
ƉĞƌĐĞŝǀĞĚ�ŽƌŐĂŶŝƐĂƟŽŶĂů�ĂƩƌĂĐƟǀĞŶĞƐƐ͘�dŚĞ�ƉƌĞƐĞŶƚĞĚ�ĂƩƌĂĐƟŽŶ�ĨĂĐƚŽƌƐ�ǁĞƌĞ�ĚĞƌŝǀĞĚ�ďǇ�Ă�ůŝƚĞƌĂƚƵƌĞ�
review and supplemented by expert interviews. The adopted survey employs a hierarchical value tree 
ĚĞƐŝŐŶ͕�ǁŝƚŚ�ĨŽƵƌ�ůĞǀĞůƐ�ŽĨ�ĂƩƌĂĐƟŽŶ�ĨĂĐƚŽƌƐ͘���ĐŽŶƐƚĂŶƚ�ƐƵŵ�ŵĞĂƐƵƌĞŵĞŶƚ�ŝƐ�ƵƐĞĚ�ŽŶ�ĞĂĐŚ�ůĞǀĞů͘�dŚĞ�
ĐŽŶĚƵĐƚĞĚ�ƌĞƐĞĂƌĐŚ�ĚĞƐŝŐŶ�ĞŶĂďůĞƐ�ƚŚĞ�ĚĞƚĞƌŵŝŶĂƟŽŶ�ŽĨ�ƚŚĞ�ƌĞůĂƟǀĞ�ǁĞŝŐŚƚƐ�ŽĨ�ƚŚĞ�ĂƩƌĂĐƟŽŶ�ĨĂĐƚŽƌƐ͕�
ĂůůŽǁŝŶŐ�ĨŽƌ�ĂĐĐƵƌĂƚĞ�;ĐƌŽƐƐͲůĞǀĞůͿ�ĐŽŵƉĂƌŝƐŽŶ͘
ZĞƐƵůƚƐ�ʹ ��ůƚŚŽƵŐŚ�ƚŚĞ�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ��ĨĂĐƚŽƌ�ǁĂƐ�ƚŚĞ�ƐĞĐŽŶĚ�ůŽǁĞƐƚͲƌĂƚĞĚ�ĨĂĐƚŽƌ�ŝŶ�K�͕�ƚŚĞ�ĚŝīĞƌĞŶĐĞ�
ǁŝƚŚ�ƚŚĞ�ƚǇƉŝĐĂůůǇ�ŽǀĞƌƌƵůŝŶŐ�ŝŵƉŽƌƚĂŶĐĞ�ŽĨ�ĨĂĐƚŽƌƐ�ƐƵĐŚ�ĂƐ�͚ƌĞǁĂƌĚƐ͛�ĂŶĚ�͚ƐŽĐŝĂů�ĐůŝŵĂƚĞ͛�ŝƐ�ŶŽƚ�ĞǀŝĚĞŶƚ�
ĨƌŽŵ�ƚŚĞ�ƌĞƐƵůƚƐ͗�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ�ŚĂƐ�Ă�ǁĞŝŐŚƚ�ŽĨ�ϭϰй�ĂŶĚ�ƚŚĞ�ŚŝŐŚĞƐƚͲƌĂŶŬĞĚ�ĨĂĐƚŽƌ�͚ƐŽĐŝĂů�ĐůŝŵĂƚĞ͛�
ŚĂƐ�Ă�ǁĞŝŐŚƚ�ŽĨ�ϮϬй͕�ǁŚŝĐŚ�ĐĂŶ�ďĞ�ĐŽŶƐŝĚĞƌĞĚ�ĂƐ�ŽĨ�ĐŽŵƉĂƌĂďůĞ�ǁĞŝŐŚƚ͘�tŝƚŚŝŶ�ƚŚĞ�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ�
ĨĂĐƚŽƌ͕ �͚ůŽĐĂƟŽŶ͛�ĂŶĚ�͚ǁŽƌŬƉůĂĐĞ͛�ĂƌĞ�ƚŚĞ�ƚǁŽ�ŵŽƐƚ�ŝŵƉŽƌƚĂŶƚ�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�ŝŶ�ĂƩƌĂĐƟŶŐ�ŶĞǁ�ƚĂůĞŶƚ͘
KƌŝŐŝŶĂůŝƚǇ�;ŝĨ�ĂƉƉůŝĐĂďůĞͿ�ʹ  The applied research design allows for accurate comparison between factors, 
independent of the hierarchical level they are part of. In such, this research provides value insight in the 
ƌĞůĂƟǀĞ�ŝŵƉŽƌƚĂŶĐĞ�ŽĨ�ƚŚĞ�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ͕�ĂŶĚ�ŵŽƌĞ�ƐƉĞĐŝĮĐĂůůǇ�ƚŚĞ�ǁŽƌŬƉůĂĐĞ͕�ĐŽŵƉĂƌĞĚ�ƚŽ�ƚŚĞ�
ŵĂŝŶ�ĂƩƌĂĐƟŽŶ�ĨĂĐƚŽƌƐ�ƐƵĐŚ�ĂƐ�ƌĞǁĂƌĚƐ͘�
WƌĂĐƟĐĂů�Žƌ�ƐŽĐŝĂů�ŝŵƉůŝĐĂƟŽŶƐ�ʹ�KƌŐĂŶŝƐĂƟŽŶƐ�ŵĂǇ�ďĞŶĞĮƚ�ĨƌŽŵ�ƚŚĞƐĞ�ƌĞƐƵůƚƐ�ďǇ�ŝŵƉůĞŵĞŶƟŶŐ�ĂŶĚͬ�
Žƌ�ĞŵƉŚĂƐŝƐŝŶŐ�ƚŚĞ�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ�ĂƐ�ƉĂƌƚ�ŽĨ�ƚŚĞŝƌ�ĞŵƉůŽǇĞĞ�ĂƩƌĂĐƟŽŶ�ƐƚƌĂƚĞŐŝĞƐ͘��Ŷ�ĞīĞĐƟǀĞ�ǁŽƌŬ�
ĞŶǀŝƌŽŶŵĞŶƚ�ƐƚƌĂƚĞŐǇ�ƌĞƋƵŝƌĞƐ�Ă�͞ƚĂŝůŽƌĞĚ͟�ĂƉƉƌŽĂĐŚ͕�ǁŚĞƌĞďǇ�ƚŚĞ�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ�ĐŽŶĐĞƉƚ�ŵĂƚĐŚĞƐ�
with the preferences of the target employees. 
dǇƉĞ�ŽĨ�ƉĂƉĞƌ�ʹ Research paper
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tŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ͖��ŵƉůŽǇĞĞ��ƩƌĂĐƟŽŶ͖�tĂƌ�ĨŽƌ�dĂůĞŶƚ͖�<ŶŽǁůĞĚŐĞ�tŽƌŬĞƌƐ

/EdZK�h�d/KE�
^ŝŶĐĞ� ƌĞĐĞŶƚ� ĚĞĐĂĚĞƐ͕� ũŽď� ǀĂĐĂŶĐǇ� ŚĂƐ� ƐƚĞĂĚŝůǇ� ŝŶĐƌĞĂƐĞĚ͘� �ƐƉĞĐŝĂůůǇ� ƚŚĞ� ďƵƐŝŶĞƐƐ� ƐĞƌǀŝĐĞƐ� ƐĞĐƚŽƌ�
ƐƵīĞƌƐ�ĨƌŽŵ�ƐŚŽƌƚĂŐĞ�ŽĨ�ŬŶŽǁůĞĚŐĞ�ǁŽƌŬĞƌƐ�;��^͕�ϮϬϭϴĂͿ͘�DĐ<ŝŶƐĞǇ�Θ��ŽŵƉĂŶǇ�ŝŶƚƌŽĚƵĐĞĚ�ƚŚĞ�ƚĞƌŵ�
͚ǁĂƌ�ĨŽƌ�ƚĂůĞŶƚ͛�ŝŶ�ϭϵϵϳ�ƚŽ�ƐƚƌĞƐƐ�ƚŚĞ�ĐŽŵƉĞƟƟŽŶ�ĨŽƌ�ƚĂůĞŶƚĞĚ�ĞŵƉůŽǇĞĞƐ͘��ĐĐŽƌĚŝŶŐ�ƚŽ��ĞĞĐŚůĞƌ�ĂŶĚ�
tŽŽĚǁĂƌĚ�;ϮϬϬϵͿ͕�ǁĂƌ�ĨŽƌ�ƚĂůĞŶƚ�ĚŽĞƐ�ŶŽƚ�;Žƌ�ƐŚŽƵůĚ�ŶŽƚͿ�ƐŽůĞůǇ�ĨŽĐƵƐ�ŽŶ�ƚŽƉ�ƚĂůĞŶƚƐ͕�ďƵƚ�ŽŶ�Ă�ǁŝĚĞƌ�
ƌĂŶŐĞ�ŽĨ�ĞŵƉůŽǇĞĞƐ�ƚŽ�ďƵŝůĚ�ĂĚǀĂŶƚĂŐĞ�ƚŚƌŽƵŐŚ�ĚŝǀĞƌƐŝƚǇ͘ �DĂŶǇ�ĐŽŵƉĂŶŝĞƐ�ƐĞĞ�ĞŵƉůŽǇĞĞ�ĂƩƌĂĐƟŽŶ�ĂƐ�
ĂŶ�ŝŵƉŽƌƚĂŶƚ�ĐŽŵƉŽŶĞŶƚ�ŽĨ�ƚŚĞŝƌ�ŽǀĞƌĂůů�ĐŽƌƉŽƌĂƚĞ�ƐƚƌĂƚĞŐǇ͘ �ZĞĂů�ĞƐƚĂƚĞ�;Z�Ϳ�ĂŶĚ�ǁŽƌŬƉůĂĐĞ�ĐĂŶ�ďĞ�ƐĞĞŶ�
ĂƐ�Ă�ƐƚƌĂƚĞŐŝĐ�ĂƐƐĞƚ�ƚŽ�ĂƩƌĂĐƚ�ĂŶĚ�ŬĞĞƉ�ĞŵƉůŽǇĞĞƐ�;Ğ͘Ő͕͘�:ǇůŚć�Ğƚ�Ăů͘�ϮϬϭϵ͖��Ğ��ƌƵǇŶĞ�ĂŶĚ�'ĞƌƌŝƚƐĞ͕�ϮϬϭϴ͖�
:ĞŶƐĞŶ�Ğƚ�Ăů͘�ϮϬϭϯͿ͘�dŚĞ�ƉŚǇƐŝĐĂů�ǁŽƌŬƉůĂĐĞ�ŝƐ�ŝĚĞŶƟĮĞĚ�ƚŚĞ�ƚŚŝƌĚ�ŵŽƐƚ�ŝŵƉŽƌƚĂŶƚ�ĨĂĐƚŽƌ�ŝŶŇƵĞŶĐŝŶŐ�ƚŚĞ�
ĚĞĐŝƐŝŽŶ�ŵĂŬŝŶŐ�ƚŽ�ĂĐĐĞƉƚ�Žƌ�ůĞĂǀĞ�Ă�ũŽď�;>ŝŶĚŚŽůŵ�Ğƚ�Ăů͘�ϮϬϬϲͿ͘��ůƐŽ͕�ŝŶ�ƉƌĂĐƟĐĞ�ƌĞĂů�ĞƐƚĂƚĞ�ĐŽŶƐƵůƚĂŶƚƐ�
ŚĂǀĞ� ŚŝŐŚůŝŐŚƚĞĚ� ƚŚĞ� ŝŵƉŽƌƚĂŶĐĞ� ŽĨ� ƌĞĂů� ĞƐƚĂƚĞ� ƚŽ� ĂƩƌĂĐƚ� ĂŶĚ� ƌĞƚĂŝŶ� ƚĂůĞŶƚƐ͘� tŽƌŬ� ĞŶǀŝƌŽŶŵĞŶƚ�
ƚƌĂŶƐĨŽƌŵĂƟŽŶ�ŝŶƚŽ�ŝŶƐƉŝƌŝŶŐ�ǁŽƌŬƉůĂĐĞƐ�ǁŝƚŚ�ŽƉƟŵĂů�ĨĂĐŝůŝƟĞƐ͕�ĂŶĚ�ƌĞůŽĐĂƟŽŶƐ�ĨŽƌ�ĞǆĂŵƉůĞ�ƚŽ��ĞŶƚƌĂů�

Ϸ��ĞůŌ�hŶŝǀĞƌƐŝƚǇ�ŽĨ�dĞĐŚŶŽůŽŐǇ͕ �:>>͕�^ŚƵůǇ͘dŚĞŵĂŶƐΛĞƵ͘ũůů͘ĐŽŵ
ϸ��ĞůŌ�hŶŝǀĞƌƐŝƚǇ�ŽĨ�dĞĐŚŶŽůŽŐǇ͕ �&ĂĐƵůƚǇ�ŽĨ��ƌĐŚŝƚĞĐƚƵƌĞ�ĂŶĚ�ƚŚĞ��Ƶŝůƚ��ŶǀŝƌŽŶŵĞŶƚ
Ϲ��ĞůŌ�hŶŝǀĞƌƐŝƚǇ�ŽĨ�dĞĐŚŶŽůŽŐǇ͕ �&ĂĐƵůƚǇ�ŽĨ��ƌĐŚŝƚĞĐƚƵƌĞ�ĂŶĚ�ƚŚĞ��Ƶŝůƚ��ŶǀŝƌŽŶŵĞŶƚ
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�ƵƐŝŶĞƐƐ��ŝƐƚƌŝĐƚƐ͕�ĂƌĞ�ƌĞĂů�ĞƐƚĂƚĞͲƌĞůĂƚĞĚ�ƐŽůƵƟŽŶƐ�ƚŚĂƚ�ĂƌĞ�ƵƐĞĚ�ŝŶ�ƉƌĂĐƟĐĞ�ƚŽ�ŝŶĐƌĞĂƐĞ�ŽƌŐĂŶŝƐĂƟŽŶĂů�
ĂƩƌĂĐƟǀĞŶĞƐƐ�ĨŽƌ�ƉŽƚĞŶƟĂů�ĞŵƉůŽǇĞĞƐ͘

An understanding of work environment-related preferences enables companies to develop employee 
ĂƩƌĂĐƟŽŶ�ƐƚƌĂƚĞŐŝĞƐ�ĂŶĚ�ĞŶŚĂŶĐĞ�ƚŚĞŝƌ�ĐŽŵƉĞƟƟǀĞ�ĂĚǀĂŶƚĂŐĞ�ǁŝƚŚŝŶ�ƚŚĞ�ǁĂƌ�ĨŽƌ�ƚĂůĞŶƚ͘�dŚĞ�Ăŝŵ�ŽĨ�ƚŚŝƐ�
ƉĂƉĞƌ�ŝƐ�ƚŽ�ĚĞƚĞƌŵŝŶĞ�ƚŚĞ�ƌĞůĂƟǀĞ�ŝŵƉŽƌƚĂŶĐĞ�ŽĨ�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ�ĂŶĚ�ŝƚƐ�ŵŽƐƚ�ŝŵƉŽƌƚĂŶƚ�ĂƐƉĞĐƚƐ�ŝŶ�
ŽƌŐĂŶŝƐĂƟŽŶĂů�ĂƩƌĂĐƟǀĞŶĞƐƐ�;K�Ϳ�ĨŽƌ�ƉŽƚĞŶƟĂů�ĞŵƉůŽǇĞĞƐ͘

dŚĞ�ƉĂƉĞƌ� ŝƐ�ƐƚƌƵĐƚƵƌĞĚ� ŝŶƚŽ�ĮǀĞ�ƐĞĐƟŽŶƐ͘�dŚĞ� ůŝƚĞƌĂƚƵƌĞ�ƐƚƵĚǇ�ƐƵŵŵĂƌŝƐĞƐ�ƚŚĞ�K��ĮƌƐƚ� ĨƌŽŵ�ƚŚĞ�,Z�
ƉĞƌƐƉĞĐƟǀĞ�ĂŶĚ�ƚŚĞŶ�ĨƌŽŵ�Z��ĂŶĚ�ǁŽƌŬƉůĂĐĞ�ƉĞƌƐƉĞĐƟǀĞ͘��ŌĞƌ�ƚŚĞ�ŵĞƚŚŽĚƐ͕�ƚŚĞ�ƌĞůĂƟǀĞ�ŝŵƉŽƌƚĂŶĐĞ�
of work environment and its most important aspects in OA are presented. Finally, conclusions are drawn 
and future research is proposed.
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ŝŵĂŐĞ͕�;ϯͿ�ŽƌŐĂŶŝƐĂƟŽŶĂů�ƐƉĞĐŝĮĐ�ǀĂůƵĞƐ͕�;ϰͿ�ƌĞǁĂƌĚƐ͕�;ϱͿ�ǁŽƌŬ�ĐŽŶĚŝƟŽŶƐ͕�;ϲͿ�ĂĐƚƵĂů�ũŽď͕�;ϳͿ�ƉĞƌƐŽŶĂů�
ĚĞǀĞůŽƉŵĞŶƚ�ŽƉƉŽƌƚƵŶŝƟĞƐ͕�;ϴͿ�ƌĞůĂƟŽŶƐ�ĂŶĚ�;ϵͿ�ƌĞĂů�ĞƐƚĂƚĞ͘

KƌŐĂŶŝƐĂƟŽŶĂů�/ŵĂŐĞ
�ŵƉůŽǇĞĞ�ĂƩƌĂĐƟŽŶ�ǀĂƌŝĂďůĞƐ�ĨŽĐƵƐŝŶŐ�ŽŶ�ƚŚĞ�ŝŵĂŐĞ�ŽĨ�ĂŶ�ŽƌŐĂŶŝƐĂƟŽŶ�ĂƌĞ�ĚŝƐĐƵƐƐĞĚ�ŝŶ�ŵŽƐƚ�ŽĨ�ƚŚĞ�
ĨŽƵŶĚ�ƉƵďůŝĐĂƟŽŶƐ͘�^ƵďͲǀĂƌŝĂďůĞ�͚ǀĂůƵĞƐ�ĂŶĚ�ĐƵůƚƵƌĞ͛�;dĂďůĞ�ϭͿ�ŝƐ�ŽŶ�ƚŚĞ�ƚŽƉ�ŽĨ�ƚŚĞ�ƌĂŶŬ�ůŝƐƚ�ŝŶ�ƚŚĞ�ĮƌƐƚ�
͚tĂƌ� ĨŽƌ� dĂůĞŶƚ͛� ƌĞƐĞĂƌĐŚ� ĐŽŶĚƵĐƚĞĚ� � ďǇ� � �ŚĂŵďĞƌƐ� Ğƚ� Ăů͘� ;ϭϵϵϴͿ͘� dŚŝƐ� ƐƵďͲǀĂƌŝĂďůĞ� ƐĐŽƌĞĚ�ĮƌƐƚ� ĂůƐŽ�
ŝŶ��/W� Ɛ͛�ZĞƐŽƵƌĐŝŶŐ�ĂŶĚ�dĂůĞŶƚ�WůĂŶŶŝŶŐ�ƐƵƌǀĞǇ�;ϮϬϭϳͿ��ƚŚĂƚ�ƐƚƵĚŝĞƐ�ƚŚĞ�ŵŽƐƚ�ŝŵƉŽƌƚĂŶƚ�ĞůĞŵĞŶƚƐ�ŽĨ�
ĞŵƉůŽǇĞƌ�ďƌĂŶĚ�ŝŶ�ĂƩƌĂĐƟŶŐ�ĞŵƉůŽǇĞĞƐ͘�/Ŷ�ĂĚĚŝƟŽŶ͕�͚ŽƌŐĂŶŝƐĂƟŽŶĂů�ƌĞƉƵƚĂƟŽŶ͛�ŝƐ�ǀĂůƵĞĚ�ŶƵŵďĞƌ�ŽŶĞ�
ŝŶ�Ă�ƐƚƵĚǇ�ŽŶ�ĞŵƉůŽǇĞƌƐ�ŽĨ�ĐŚŽŝĐĞ�;ZĂŵƉů͕�ϮϬϭϰͿ͘��dŚĞ�ŵŽƐƚ�ĚŝƐĐƵƐƐĞĚ�ŝŵĂŐĞ�ƌĞůĂƚĞĚ�ƐƵďͲǀĂƌŝĂďůĞƐ�ĂƌĞ�
͚ŽƌŐĂŶŝƐĂƟŽŶĂů�ƌĞƉƵƚĂƟŽŶ͛�ĂŶĚ�͚ĐŽŵŵĞƌĐŝĂů�ŝŵĂŐĞ͛͘

Personal Image

�ĞƌƚŚŽŶ� Ğƚ� Ăů͘� ;ϮϬϬϱͿ� ƉƌĞƐĞŶƚĞĚ� ƉĞƌƐŽŶĂů� ŝŵĂŐĞ� ĂƐ� ŽŶĞ� ŽĨ� ƚŚĞ� ĞŵƉůŽǇĞĞ� ĂƩƌĂĐƟŽŶ� ǀĂƌŝĂďůĞƐ͘� The 
ƉĞƌƐŽŶĂů�ŝŵĂŐĞ�ƌĞĨĞƌƐ�ƚŽ�ĨĞĞůŝŶŐ�ŐŽŽĚ�ĂďŽƵƚ�ǇŽƵƌƐĞůĨ�ĂŶĚ�ŚĂǀŝŶŐ�ŵŽƌĞ�ƐĞůĨͲĐŽŶĮĚĞŶƚ�ďĞĐĂƵƐĞ�ŽĨ�ǁŽƌŬŝŶŐ�
for a certain employer.

KƌŐĂŶŝƐĂƟŽŶĂů�ƐƉĞĐŝĮĐ�ǀĂůƵĞƐ
KƌŐĂŶŝƐĂƟŽŶĂů�ƐƉĞĐŝĮĐ�ǀĂůƵĞƐ�ĂƌĞ�ƐƚƵĚŝĞĚ�ƚŽ�ƐŽŵĞ�ĞǆƚĞŶƚ�ŝŶ�ƚŚĞ�ůŝƚĞƌĂƚƵƌĞ͘�^ƉĞĐŝĮĐ�ǀĂůƵĞƐ�Ͳ�ƐƵĐŚ�ĂƐ�ƐŽĐŝĂů�
ƌĞƐƉŽŶƐŝďŝůŝƚǇ͕ � ƐƵƐƚĂŝŶĂďŝůŝƚǇ͕ � ŝŶŶŽǀĂƟŽŶ� ĂŶĚ� ĐƌĞĂƟǀŝƚǇ� ʹ� ĂƌĞ� ĚŝƐĐƵƐƐĞĚ� ĨŽƌ� ĞǆĂŵƉůĞ� ŝŶ� �ĞƌƚŚŽŶ� Ğƚ� Ăů͘�
;ϮϬϬϱͿ͘

Rewards

ZĞǁĂƌĚƐ�ĂƌĞ�ǁŝĚĞůǇ�ĚŝƐĐƵƐƐĞĚ�ĂŵŽŶŐ�ůŝƚĞƌĂƚƵƌĞ�ŽŶ�ĞŵƉůŽǇĞĞ�ĂƩƌĂĐƟŽŶ͗�ƌĞǁĂƌĚƐ�ŝƐ�ŽŶĞ�ŽĨ�ƚŚĞ�ƚǁŽ�ƚŽƉŝĐƐ�
ƚŚĂƚ� ŝƐ�ĚŝƐĐƵƐƐĞĚ� ŝŶ�Ăůů� ŝŶĐůƵĚĞĚ�ƉƵďůŝĐĂƟŽŶƐ�;dĂďůĞ�ϭͿ͘��ůƚŚŽƵŐŚ�ŵŽŶĞƚĂƌǇ�ƌĞǁĂƌĚƐ�ŚĂǀĞ�Ă�ĚŽŵŝŶĂŶƚ�
ƌŽůĞ͕�ŝƚ�ĐĂŶ�ĂůƐŽ�ŵĞĂŶ�ĨŽƌ�ĞǆĂŵƉůĞ�ƐŽĐŝĂů�ƌĞǁĂƌĚƐ�;tŽŶŐ͕�tĂŶ�Θ�'ĂŽ͕�ϮϬϭϳͿ͘

tŽƌŬ�ĐŽŶĚŝƟŽŶƐ
dŚĞ�ŵŽƐƚ�ĚŝƐĐƵƐƐĞĚ�ƐƵďͲǀĂƌŝĂďůĞ�ǁŝƚŚŝŶ�ƚŚĞ�ǁŽƌŬ�ĐŽŶĚŝƟŽŶƐ�ĐĂƚĞŐŽƌǇ�ŝƐ�͚ũŽď�ƐĞĐƵƌŝƚǇ͛͘ ��ŶŽƚŚĞƌ�ƉŽƉƵůĂƌ�
ƚŽƉŝĐ�ƐĞĞŵƐ�ƚŽ�ďĞ�͚ǁŽƌŬͲůŝĨĞ�ďĂůĂŶĐĞͬ�ĂĐĐĞƉƚĂďůĞ�ƉĂĐĞ�ĂŶĚ�ƐƚƌĞƐƐ͛�;dĂďůĞ�ϭͿ͘

Actual job

dŚĞ�ĂĐƚƵĂů�ũŽď�ŝƐ�ƌĞǀŝĞǁĞĚ�ŝŶ�ƚŚĞ�ŵĂũŽƌŝƚǇ�ŽĨ�ƚŚĞ�ĨŽƵŶĚ�ĞŵƉůŽǇĞĞ�ĂƩƌĂĐƟŽŶ�ƐƚƵĚŝĞƐ͘�^ŽŵĞ�ŽĨ�ƚŚĞ�ƐƵďͲ
ǀĂƌŝĂďůĞƐ�ŝŶ�ƚŚŝƐ�ĐĂƚĞŐŽƌǇ�ĂƌĞ�ƌĂŶŬĞĚ�ŚŝŐŚ�ŝŶ�ƚŚĞ�ƐƚƵĚŝĞƐ͕�ƐƵĐŚ�ĂƐ�͚ ũŽď�ŚĂƐ�ĞǆĐŝƟŶŐ�ĐŚĂůůĞŶŐĞƐ͕͛ �͚ ĂƵƚŽŶŽŵǇ͛�
ĂŶĚ� ͚ǁŽƌŬ� ĐŽŶƚĞŶƚ͛� ;dĂďůĞ� ϭͿ� ͘� dŚĞ� ƐƵďͲ� ǀĂƌŝĂďůĞƐ� ƌĞůĂƚĞĚ� �͚ĐƚƵĂů� ũŽď͛� ĂƌĞ� ĞǆƚĞŶƐŝǀĞůǇ� ƉƌĞƐĞŶƚĞĚ� ŝŶ�
�ƌŵƐƚƌŽŶŐ�;ϮϬϬϲͿ͘
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dĂďůĞ�ϭ��ŵƉůŽǇĞĞ��ƩƌĂĐƟŽŶ�sĂƌŝĂďůĞƐ�ĨƌŽŵ�ƚŚĞ�ůŝƚĞƌĂƚƵƌĞ
;�ǆ�с�ĚŝƐĐƵƐƐĞĚ�ŝŶ�ƚŚĞ�ƌĞĨĞƌĞŶĐĞ͕�ŶƵŵďĞƌ�с��ƚŚĞ�ƌĂŶŬŝŶŐ�ŽĨ�ƚŚĞ�ǀĂƌŝĂďůĞ�ǁŚĞŶ�ĂǀĂŝůĂďůĞͿ͘

EMPLOYEE ATTRACTION VARIABLES Ch
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ORGANISATIONAL General organisational image X 7 X
IMAGE Organisational reputation X 1 X 7

Values and culture 1 X 1
Organisational mission/ goals 13 X 6
Industry leader/ commercial image 9 X X 5
Company has exiting challenges 6
Familiarity X
Size X
Well managed 4 X X
Many talented people 10 X
High quality products/ services 7 15

PERSONAL Feeling good about yourself because of employer 9
IMAGE Feeling more self-confident as because of employer 8

ORGANISATIONAL Customer oriented 18
SPECIFIC Social responsibility 20 X 11
VALUES Sustainable X

Innovative 12 17 X
Creativity 14 X

REWARDS Salary 8 10 2 X X 4 X X 3
Bonusses (related to successes) X X
Other forms of compensation 7 3 X
Retirement agreements X
Recognition 13 X X

WORK Flexible working X 4
CONDITIONS Work-life balance/ acceptable pace and stress 17 X X X

Working hours 5
Holiday terms
Job security 16 11 7 X X X
Use of technology X 12
Respect for lifestyle 14

ACTUAL JOB Job has exciting challenges 3 6 X X X
Job responsibilities 7
Job variety 4
Interesting work/ work content X X 3
Rewarding work X
Autonomy 2 9 X X X
Leadership 9
Teach others 19
Freedom 2 X
Teamwork X
Travel X X

PERSONAL Training 3 X X
DEVELOPMENT Learning/ self development 19 X X X
OPPORTUNITIES Specialisation opportunities

Springboard for future employers 12
Internal promotion 8 6 X 5 X
Career development oppportunities 5 5 X X X 2
International career opportunities 2

RELATIONS Boss/ manager/ superiors 7 10 X X X
Colleagues 15 4 X X X
Diversity/ inclusion X 13
Employee treatment/ involvement/ respect 11 X X 10
Social climate/ work culture/ work environment 1 1** ? 6 ?
Social activities X
Physical workplace X* 8
Location 11 X 2

variables on recruitment processes are not mentioned since they are not within the scope of this research
* comfortable working atmosphere, nice seating, personal office, good view
** 'happy work environment'. 'Fun work environment' and 'working in an exciting environment' ranked lower

REAL ESTATE AND WORK 
ENVIRONMENT
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WĞƌƐŽŶĂů�ĚĞǀĞůŽƉŵĞŶƚ�ŽƉƉŽƌƚƵŶŝƟĞƐ
�ƐƉĞĐƚƐ�ǁŝƚŚŝŶ�ƉĞƌƐŽŶĂů�ĚĞǀĞůŽƉŵĞŶƚ�ŽƉƉŽƌƚƵŶŝƟĞƐ�ĂƌĞ�ǁŝĚĞƐƉƌĞĂĚ�ĚŝƐĐƵƐƐĞĚ�ĂŶĚ�ŽŌĞŶ�ƌĂŶŬĞĚ�ŚŝŐŚ�
ŝŶ� ƌĞƐĞĂƌĐŚ�ŽŶ�ĞŵƉůŽǇĞĞ�ĂƩƌĂĐƟŽŶ͘�dŚĞ�ŵŽƐƚůǇ�ĐŽŵŵŽŶ�ĚŝƐĐƵƐƐĞĚ� ƚŽƉŝĐƐ�ĂƌĞ� � ͚ĐĂƌĞĞƌ�ĚĞǀĞůŽƉŵĞŶƚ�
ŽƉƉŽƌƚƵŶŝƟĞƐ͕͛ �͚ŝŶƚĞƌŶĂů�ƉƌŽŵŽƟŽŶ͕͛ �ĂŶĚ�͚ƐĞůĨ�ͲĚĞǀĞůŽƉŵĞŶƚ͛�;dĂďůĞ�ϭͿ͘�dŚĞ�ƐƵďͲǀĂƌŝĂďůĞƐ�͚ŝŶƚĞƌŶĂƟŽŶĂů�
ĐĂƌĞĞƌ�ŽƉƉŽƌƚƵŶŝƟĞƐ͛�ĂŶĚ�͚ƚƌĂŝŶŝŶŐ͛�ĂƌĞ�ĞǀĞŶ�ƌĞƐƉĞĐƟǀĞůǇ�ƌĂŶŬĞĚ�ƐĞĐŽŶĚ�ĂŶĚ�ƚŚŝƌĚ�ŝŶ�ƚŚĞ�ƌĞƐĞĂƌĐŚ�ŽĨ�
,ŝůƚƌŽƉ�;ϭϵϵϵͿ͘

ZĞůĂƟŽŶƐ
͚ZĞůĂƟŽŶƐ͛�ĂƌĞ�ĂůƐŽ�ĚŝƐĐƵƐƐĞĚ� ŝŶ�Ăůů� ŝŶĐůƵĚĞĚ�ƉƵďůŝĐĂƟŽŶƐ͘�^ƵďͲǀĂƌŝĂďůĞ� ͚ƐŽĐŝĂů� ĐůŝŵĂƚĞͬ�ǁŽƌŬ�ĐƵůƚƵƌĞͬ�
ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ͛� ŝƐ� ƌĂŶŬĞĚ�ĂƐ�ŶƵŵďĞƌ�ŽŶĞ� ŝŶ� ƚǁŽ�ŽĨ� ƚŚĞ� ƌĞƐŽƵƌĐĞƐ� ;�ĞƌƚŚŽŶ�Ğƚ� Ăů͕͘� ϮϬϬϱ͖�,ŝůƚƌŽƉ͕�
ϭϵϵϵͿ͘�KƚŚĞƌ�ŽŌĞŶ�ĚŝƐĐƵƐƐĞĚ�ƐƵďͲǀĂƌŝĂďůĞƐ�ĂƌĞ�ƚŚĞ�ƌĞůĂƟŽŶ�ǁŝƚŚ�͚ĐŽůůĞĂŐƵĞƐ͛�ĂŶĚ�ǁŝƚŚ�͚ďŽƐƐͬ�ŵĂŶĂŐĞƌͬ�
ƐƵƉĞƌŝŽƌƐ͛� ;dĂďůĞ�ϭͿ͘��Ŷ�ĞǆƚĞŶƐŝǀĞ�ŶƵŵďĞƌ�ŽĨ� ƌĞůĂƟŽŶƐ�ƌĞůĂƚĞĚ�ƐƵďͲǀĂƌŝĂďůĞƐ�ĂƌĞ� ůŝƐƚĞĚ�ĂŶĚ�ƚĞƐƚĞĚ� �Ăƚ�
ĚŝīĞƌĞŶƚ�ƐƚĂŐĞƐ�ŽĨ�ƚŚĞ�ƌĞĐƌƵŝƟŶŐ�ƉƌŽĐĞƐƐ�ŝŶ�Ă�ƐƚƵĚǇ�ĐŽŶĚƵĐƚĞĚ�ďǇ�hŐŐĞƌƐůĞǀ�Ğƚ�Ăů͘�;ϮϬϭϮͿ͘

ZĞĂů��ƐƚĂƚĞ�ĂŶĚ�tŽƌŬ��ŶǀŝƌŽŶŵĞŶƚ
�ĂƐĞĚ�ŽŶ�ƚŚŝƐ�ůŝƚĞƌĂƚƵƌĞ�ƐƚƵĚǇ͕ �ƌĞĂů�ĞƐƚĂƚĞ�ďĂƌĞůǇ�ƉůĂǇƐ�Ă�ƌŽůĞ�ŝŶ�ůŝƚĞƌĂƚƵƌĞ�ŽŶ�ĞŵƉůŽǇĞĞ�ĂƩƌĂĐƟŽŶ͘�KŶůǇ�
ĂƩƌĂĐƟŽŶ� ĨĂĐƚŽƌ� >ŽĐĂƟŽŶ� ǁĂƐ� ĨŽƵŶĚ� ŝŶ� ƐŽŵĞ� ůŝƚĞƌĂƚƵƌĞ� ŽŶ� ĞŵƉůŽǇĞĞ� ĂƩƌĂĐƟŽŶ� ;�ŚĂŵďĞƌƐ͕� ϭϵϵϴ͖�
hŐŐĞƌƐůĞǀ� Ğƚ� Ăů͕͘� ϮϬϭϮ͖� ZĂŵƉů͕� ϮϬϭϰͿ͕� ĂŶĚ� ƐŽŵĞ�ǁŽƌŬƉůĂĐĞ� ƌĞůĂƚĞĚ� ĂƐƉĞĐƚƐ� ƐƵĐŚ� ĂƐ� ͚ŶŝĐĞ� ƐĞĂƟŶŐ͕͛ �
͚ƉĞƌƐŽŶĂů�ŽĸĐĞ͕͛ �͚ŐŽŽĚ�ǀŝĞǁ͛�ǁĞƌĞ�ŵĞŶƟŽŶĞĚ�;tŽŶŐ�Ğƚ�Ăů͕͘�ϮϬϭϳͿ͘�KŶůǇ�ƚŚĞ��/W��ƌĞƉŽƌƚ�ŽŶ�͚ZĞƐŽƵƌĐĞ�
ĂŶĚ�dĂůĞŶƚ�WůĂŶŶŝŶŐ͛�ĞǆƉůŝĐŝƚůǇ�ĚŝƐĐƵƐƐĞƐ�ƚŚĞ�ŝŶŇƵĞŶĐĞ�ŽĨ�ƚŚĞ�͚WŚǇƐŝĐĂů�ǁŽƌŬƉůĂĐĞ͛͘ �

tŽƌŬ��ŶǀŝƌŽŶŵĞŶƚ��ƩƌĂĐƟŽŶ�sĂƌŝĂďůĞƐ
dĂďůĞ� Ϯ� ƉƌĞƐĞŶƚƐ� ƚŚĞ� ǁŽƌŬ� ĞŶǀŝƌŽŶŵĞŶƚ� � ƌĞůĂƚĞĚ� ĂƩƌĂĐƟŽŶ� ǀĂƌŝĂďůĞƐ� ĨŽƵŶĚ� ĨƌŽŵ� ƚŚĞ� ƌĞĂů� ĞƐƚĂƚĞ͕�
facility and workplace literature. In this paper, the discussed variables on employee preferences are 
ĞŵƉŚĂƐŝƐĞĚ͕�ƐŝŶĐĞ�ƉƌĞĨĞƌĞŶĐĞƐ͕�ĂĐĐŽƌĚŝŶŐ�ƚŽ�ZŽƚŚĞ�;ϮϬϭϭͿ͕�ŚĂǀĞ�Ă�ƐƚƌŽŶŐ�ƌĞůĂƟŽŶƐŚŝƉ�ǁŝƚŚ�ĂƩƌĂĐƟŽŶ͘�
dŚĞ�ǀĂƌŝĂďůĞƐ�ĐĂŶ�ďĞ�ĚŝǀŝĚĞĚ� ŝŶƚŽ�ĨŽƵƌ�ŵĂŝŶ�ĐĂƚĞŐŽƌŝĞƐ�;ďĂƐĞĚ�ŽŶ�ZŽƚŚĞ͕�ϮϬϭϭͿ͗�>ŽĐĂƟŽŶ͕�^ĞƌǀŝĐĞƐ�Θ�
&ĂĐŝůŝƟĞƐ͕��ƵŝůĚŝŶŐ͕�tŽƌŬƉůĂĐĞ͘�

DŽƐƚ�ƐƚƵĚŝĞƐ͕�ǁŚŝĐŚ� ĨŽĐƵƐ�ŽŶ� ƚŚĞ� ƌĞůĂƟŽŶ�ďĞƚǁĞĞŶ�ƉĞŽƉůĞ�ĂŶĚ� ƚŚĞ�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ͕�ĞǆĂŵŝŶĞ� ƚŚĞ�
ĐŽŶƐĞƋƵĞŶĐĞƐ� ĂŶĚ� ŝŵƉĂĐƚ� ŽĨ� ƐƉĞĐŝĮĐ� ǁŽƌŬ� ĞŶǀŝƌŽŶŵĞŶƚ� ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ� ŽŶ� ĞŵƉůŽǇĞĞ� ďĞŚĂǀŝŽƵƌ͕ �
ƐĂƟƐĨĂĐƟŽŶ͕�ƉƌŽĚƵĐƟǀŝƚǇ�ĂŶĚ�ǁĞůůͲďĞŝŶŐ�;Ğ͘Ő͕͘�'ŝƵůŝĂŶŝ�Θ�^ĐŽƉůůŝƟ͕�ϮϬϬϵ͖�ZŽƚŚĞ͕�ϮϬϭϭͿ͘�&Žƌ�ĞǆĂŵƉůĞ͕�ŝŶ�
ƚŚĞ�ƌĞƐĞĂƌĐŚ�ŽĨ��ƉƉĞůͲDĞƵůĞŶďƌŽĞŬ�Θ�&ĞŝũƚƐ�;ϮϬϬϳͿ͕�ϱϭ��Z��ĂƐƉĞĐƚƐ�ĂƌĞ�ƉƌĞƐĞŶƚĞĚ�ƚŚĂƚ�ĂƌĞ�ƉƌŽǀĞŶ�ƚŽ�
ŚĂǀĞ�ĂŶ�ĞīĞĐƚ�ŽŶ�ŽƌŐĂŶŝƐĂƟŽŶĂů�ƉĞƌĨŽƌŵĂŶĐĞ͘��Ŷ�ĂŶĂůǇƐŝƐ�ŽŶ�ƐĂƟƐĨĂĐƟŽŶ�ǁŝƚŚ�ŵĂŶǇ�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ�
ĂƐƉĞĐƚƐ�ƚŚĂƚ�ĂƌĞ�ĚŝǀŝĚĞĚ�ŝŶƚŽ�ĨĞĂƚƵƌĞƐ�ĂŶĚ�ĨĂĐŝůŝƟĞƐ�ŝƐ�ĐŽŶĚƵĐƚĞĚ�ďǇ��ƉƉĞůͲDĞƵůĞŶďƌŽĞŬ�Ğƚ�Ăů͘�;ϮϬϭϱͿ͘�/Ŷ�
ĂĚĚŝƟŽŶ͕�ƚŚĞ�ĞīĞĐƚ�ŽĨ�ĚĞƐŬ�ŽǁŶĞƌƐŚŝƉ�ŽŶ�ĞŵƉůŽǇĞĞ�ƐĂƟƐĨĂĐƟŽŶ͕�ƉƌŽĚƵĐƟǀŝƚǇ�ĂŶĚ�ŚĞĂůƚŚ�ŝƐ�ƌĞƐĞĂƌĐŚĞĚ�
ďǇ�<ŝŵ�Ğƚ�Ăů͘�;ϮϬϭϲͿ͘

/Ŷ�ĐŽŶƚƌĂĚŝĐƟŽŶ�ƚŽ�ƌĞƐĞĂƌĐŚ�ƚŚĂƚ� ĨŽĐƵƐĞƐ�ŽŶ�ƐĂƟƐĨĂĐƟŽŶ͕� ƚŚĞ�ƌĞƐĞĂƌĐŚ�ŽĨ�ZŽƚŚĞ�Ğƚ�Ăů͘� ;ϮϬϭϭͿ� ŝƐ�ŵŽƐƚ�
ĐŽŵƉĂƌĂďůĞ�ƚŽ�ƚŚĞ�ƚŽƉŝĐ�ŽĨ�ƚŚŝƐ�ƚŚĞƐŝƐ͕�ĂƐ�ŝƚ�ĨŽĐƵƐĞƐ�ŽŶ�ƉƌĞĨĞƌĞŶĐĞƐ�;ZŽƚŚĞ͕�Ğƚ�Ăů͕͘�ϮϬϭϭͿ͘�/Ŷ�ŚĞƌ�ůŝĐĞŶƟĂƚĞ�
ƚŚĞƐŝƐ͕�ƐŚĞ�ĚŝƐƟŶŐƵŝƐŚĞƐ�ϭϵ�ĨĂĐƚŽƌƐ�ƚŚĂƚ�ĐŽŶƐŝƐƚ�ŽĨ�ϳϯ�ĂƩƌŝďƵƚĞƐ͘�/Ŷ�Ă�ƉƵďůŝĐĂƟŽŶ�ŽĨ�ZŽƚŚĞ͕��ĞŝũĞƌ�Θ�sĂŶ�
ĚĞƌ�sŽŽƌĚƚ� ;ϮϬϭϭͿ͕� ƚŚĞ�ŵŽƐƚ� ŝŵƉŽƌƚĂŶƚ�ĂƐƉĞĐƚƐ�ŽĨ� ƚŚĞ�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ�ĂƌĞ�ĞǆĂŵŝŶĞĚ�ďǇ�ĞǆƉůŽƌŝŶŐ�
ƐŝŵŝůĂƌŝƟĞƐ�ĂŶĚ�ĚŝƐƐŝŵŝůĂƌŝƟĞƐ�ĐŽŶĐĞƌŶŝŶŐ�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ�ƉƌŝŽƌŝƟĞƐ�ŽĨ�&ŝŶŶŝƐŚ�ĂŶĚ��ƵƚĐŚ�ŽĸĐĞ�ƵƐĞƌƐ͘�
dŚĞ�ƌĂŶŬ�ŽƌĚĞƌ�ŽĨ�ƚŚĞ�ŵŽƐƚ�ŝŵƉŽƌƚĂŶƚ�ĂƩƌŝďƵƚĞƐ�ĂĐĐŽƌĚŝŶŐ�ƚŽ�ƚŚĞ��ƵƚĐŚ�ŽĸĐĞ�ƵƐĞƌƐ�ĐĂŶ�ďĞ�ĨŽƵŶĚ�ŝŶ�
Table 2.
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dĂďůĞ�Ϯ�tŽƌŬ��ŶǀŝƌŽŶŵĞŶƚ�sĂƌŝĂďůĞƐ�ĨƌŽŵ�>ŝƚĞƌĂƚƵƌĞ
;�ǆ�с�ĚŝƐĐƵƐƐĞĚ�ŝŶ�ƚŚĞ�ƌĞĨĞƌĞŶĐĞ͕�ŶƵŵďĞƌ�с��ƚŚĞ�ƌĂŶŬŝŶŐ�ŽĨ�ƚŚĞ�ǀĂƌŝĂďůĞ�ǁŚĞŶ�ĂǀĂŝůĂďůĞͿ͘��

CATEGORIES SUB CATEGORIES WORK ENVIRONMENT VARIABLES A
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5*
*

Ki
m

 e
t a

l.,
 2

01
6

Image of area X
LOCATION GENERAL Safety and cleanliness of area X

Central location X
Accessibility general 3

ACCESSIBILITY Accessibility by car X
Accessibility by public transport X
Accessibility by walking/ bike X
Proximity of nature X

PROXIMITY Proximity restaurants/ cafetarias/ bars X 6
OF Proximity leisure and culture services X

FACILITIES Proximity bank, post, healthcare X
Proximity fitness center X
Proximity kindergarten X
Proximity physioterapist X
General facilities (management) 12 7

SERVICES Practical/ hospitality services X 5
AND Lobby/ reception X

FACILITIES Parking places (car, motorbike, bicycle) X
ICT (services) X 10 2
Work related services X
Shower and changing facilities X 2
Storage space 18 4 X
Coffee, tea, other refreshment facilities 1
Restaurant offering in the building X
Overall building X 17 X

BUILDING GENERAL Building image/ appearance/ aesthetics X X 16
Building layout X
Networking opportunities in the building X
Health and safety provisions 4
Cleanliness 3
(Adjustability of) indoor climate X X 4

CLIMATE Lightning/ day light X 11 5 X
Temperature X 3 X
Air control 8 X
Acoustics/ noise 13 7 X
Material properties (e.g. reflection, isolation) X
Floor layout X

WORKPLACE GENERAL Interior design 9 10
Choice of workplace X X
Amount of workspace/ density X
Room booking systems 14
Opportunities for remote working 8 9
Openness and transparency of environment 15
Influence on workplace development X 19

TYPES Variety in workspace types 7 17
Meeting places X 6
Social/ informal places X 13 X
Open places X
Innovative places X

INDIVIDUAL Individual workplace layout X
WORKPLACE Functionallity and comfort/ ergonomics of workplace X 1

Personalisation of work area 15 X
(Comfort of) furnishing 1 X
Possibility to adjust workplace X X 11 X

CONTACT Privacy X 6 12 ?
Concentration X 2 ?
Accessbility/ interaction on workfloor X 14 5 16 X
Opportunities to communicate 5
Environment supports collaboration X X

OTHER Space supports organisational image and values X
Environmental impact X

Preferences
Importance
Satisfaction
Variables that do not apply to knowledge workers are not mentioned
Variables that are from their nature not able to have an influence on employee attraction are not mentioned
*Focused on facilities.
**Focused on features. 
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Z�^��Z�,�D�d,K�K>K'z�
dŚŝƐ�ƌĞƐĞĂƌĐŚ�ĨŽůůŽǁƐ�Ă�ŵŝǆĞĚ�ŵĞƚŚŽĚ�ƌĞƐĞĂƌĐŚ�ĂƉƉƌŽĂĐŚ͘�/Ŷ�ĞǆƉůŽƌĂƚŽƌǇ�ƐĞƋƵĞŶƟĂů�ĚĞƐŝŐŶ͕�ĂĐĐŽƌĚŝŶŐ�
ƚŽ��ƌĞƐǁĞůů�;ϮϬϬϯͿ͕�ƋƵĂůŝƚĂƟǀĞ�ĚĂƚĂ�ĂŶĚ�ƌĞůĂƚĞĚ�ĂŶĂůǇƐŝƐ�ĂƌĞ�ƵƐĞĚ�ƚŽ�ďƵŝůĚ�ĂŶĚ�ĚĞǀĞůŽƉ�ƚŚĞ�ƋƵĂŶƟƚĂƟǀĞ�
ĚĂƚĂ�ĐŽůůĞĐƟŽŶ�ƉŚĂƐĞ͘

�ĂƚĂ�ĐŽůůĞĐƟŽŶ�ƉƌĞƉĂƌĂƟŽŶ
/Ŷ�ƚŚŝƐ�ƌĞƐĞĂƌĐŚ͕�ƚŚĞ�ůŝƚĞƌĂƚƵƌĞ�ƐƚƵĚŝĞƐ�ĂŶĚ�ƋƵĂůŝƚĂƟǀĞ�ŝŶƚĞƌǀŝĞǁƐ�ǁĞƌĞ�ĐŽŶĚƵĐƚĞĚ�ƚŽ�ƉƌŽǀŝĚĞ�ĂŶ�ŝŶƉƵƚ�
ĨŽƌ� ƚŚĞ�ƋƵĂŶƟƚĂƟǀĞ�ƋƵĞƐƟŽŶŶĂŝƌĞ͘� ϭϬ� ƐĞŵŝͲƐƚƌƵĐƚƵƌĞĚ� ŝŶƚĞƌǀŝĞǁƐ�ǁĞƌĞ�ĚŽŶĞ�ǁŝƚŚ�,Z͕�Z��ĂŶĚ�ŽƚŚĞƌ�
ĞǆƉĞƌƚƐ� ƚŽ� ŝĚĞŶƟĨǇ�Ă�ǀĂůŝĚ� ƐĞƚ�ŽĨ� ǀĂƌŝĂďůĞƐ� ĨŽƌ� ƚŚĞ�ƋƵĞƐƟŽŶŶĂŝƌĞ͘�dŚĞ�ϭϬ� ŝŶƚĞƌǀŝĞǁĞĞƐ�ǁĞƌĞ� ƐĞůĞĐƚĞĚ�
ďĂƐĞĚ�ŽŶ�ƉƵƌƉŽƐŝǀĞ�ƐĂŵƉůŝŶŐ�ƚŽ�ĐŽǀĞƌ�Ă�ǀĂƌŝĞƚǇ�ŽĨ�ƌĞůĞǀĂŶƚ�ƉĞƌƐƉĞĐƟǀĞƐ͘�dŚĞ�ŝŶƚĞƌǀŝĞǁƐ�ǁĞƌĞ�ƐƚƌƵĐƚƵƌĞĚ�
ŝŶƚŽ�ƚŚƌĞĞ�ƉĂƌƚƐ͘�&ŝƌƐƚ͕�ƚŚĞ�ŝŶƚĞƌǀŝĞǁĞĞƐ�ǁĞƌĞ�ĂƐŬĞĚ�ƚŽ�ůŝƐƚ�ƚŚĞ�ĮǀĞ�ŵŽƐƚ�ŝŶŇƵĞŶƟĂů�ĂƩƌŝďƵƚĞƐ�ĨƌŽŵ�ƚŚĞ�
ĞŵƉůŽǇĞĞ�ƉĞƌƐƉĞĐƟǀĞ�ǁŚĞŶ� ĐŽŶƐŝĚĞƌŝŶŐ� Ă� ƉŽƚĞŶƟĂů� ĞŵƉůŽǇĞƌ͘ � /Ŷ� ƚŚĞ� ƐĞĐŽŶĚ�ƉĂƌƚ͕� ƚŚĞ� ŝŶƚĞƌǀŝĞǁĞĞƐ�
were asked to do the same but only focusing on the work environment. In the last part, the interviewees 
ƌĞĐĞŝǀĞĚ�Ă�ůŝƐƚ�ŽĨ�ĂƩƌŝďƵƚĞƐ�ďĂƐĞĚ�ŽŶ�ƚŚĞ�ůŝƚĞƌĂƚƵƌĞ�ƐƚƵĚŝĞƐ�ƚŽ�ĮŶĂůŝƐĞ�ƚŚĞŝƌ�ůŝƐƚƐ͘�

dĂďůĞƐ�ϯ�ĂŶĚ�ϰ�ƉƌĞƐĞŶƚƐ�ƚŚĞ�ĮŶĂů�ĂƩƌĂĐƟŽŶ�ĨĂĐƚŽƌƐ�ƚŚĂƚ�ĂƌĞ�ƵƐĞĚ�ŝŶ�ƚŚĞ�ƋƵĞƐƟŽŶŶĂŝƌĞ͘�

dĂďůĞ�ϯ��ŵƉůŽǇĞĞ��ƩƌĂĐƟŽŶ�sĂƌŝĂďůĞ�^ĞůĞĐƟŽŶ͘ 

dĂďůĞ�ϰ�ZĞĂů��ƐƚĂƚĞ�sĂƌŝĂďůĞ�^ĞůĞĐƟŽŶ͘ 

�ĂƚĂ�ĐŽůůĞĐƟŽŶ
dŚĞ�ŽŶůŝŶĞ�ƐƵƌǀĞǇ�ǁĂƐ�ĚŝƐƚƌŝďƵƚĞĚ�ĂŵŽŶŐ�;ƚŽͲďĞͲͿŬŶŽǁůĞĚŐĞ�ǁŽƌŬĞƌƐ� ŝŶĐůƵĚŝŶŐ�ĞŵƉůŽǇĞĚ�ŬŶŽǁůĞĚŐĞ�
workers and students. The inclusion of both groups provides insights into whether having experience 
ǁŝƚŚ�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚƐ�ƉƌŽǀŝĚĞƐ�ĚŝīĞƌĞŶƚ�ƉƌĞĨĞƌĞŶĐĞƐ͘� /Ŷ�ƚŽƚĂů�ϯϲϴ�ƌĞƐƉŽŶƐĞƐ�ǁĞƌĞ�ƌĞĐĞŝǀĞĚ͘�^ŽŵĞ�
ďĂĐŬŐƌŽƵŶĚ�;Ğ͘Ő͘�ĚĞŵŽŐƌĂƉŚŝĐͿ�ŝŶĨŽƌŵĂƟŽŶ�ŽĨ�ƚŚĞ�ƌĞƐƉŽŶĚĞŶƚƐ͕�ĂůƐŽ�ƵƐĞĚ�ŝŶ�ƚŚĞ�ĂŶĂůǇƐŝŶŐ͕�ŝƐ�ƉƌĞƐĞŶƚĞĚ�
in Table 5. 

dĂďůĞ�ϱ��ĂƚĂ��ĞƐĐƌŝƉƟŽŶ 
^ŽĐŝŽͲĚĞŵŽŐƌĂƉŚŝĐ�
ƉĞƌƐƉĞĐƟǀĞƐ

^Ƶď�'ƌŽƵƉƐ� ^ĂŵƉůĞ� ^ŝǌĞ�
;nͿ

Current Status Employed 279

Student 89
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'ĞŶĚĞƌ Women 188
Men ϭϰϬ

'ĞŶĞƌĂƟŽŶƐ �ĂďǇ��ŽŽŵĞƌƐ�;ϭϵϰϲ�ʹ�ϭϵϲϰͿ 13
'ĞŶĞƌĂƟŽŶ�y�;ϭϵϲϱ�ʹ�ϭϵϳϵͿ 68
DŝůůĞŶŶŝĂůƐ�;ϭϵϴϬ�ʹ�ϭϵϵϴͿ Ϯϰϳ

Years of Work Expe-
rience

<1 28
ϭ�ʹ�ϯ 58
ϯ�ʹ�ϳ� ϰϭ
ϳ�ʹ�ϭϱ� 67
>15 85

Total dataset Respondents 368

dŽ�ĂƐƐĞƐƐ�ƚŚĞ�ƌĞƉƌĞƐĞŶƚĂƟǀĞŶĞƐƐ�ŽĨ�ƚŚĞ�ƌĞƐĞĂƌĐŚ�ƐĂŵƉůĞ�ĨŽƌ�ƚŚĞ�ƉŽƉƵůĂƟŽŶ�ŽĨ��ƵƚĐŚ�ŬŶŽǁůĞĚŐĞ�ǁŽƌŬĞƌƐ�
the data is compared with data from CBS Statline. The CBS data used for the comparison relates to the 
ŚŝŐŚĞƌ� ĞĚƵĐĂƚĞĚ� ǁŽƌŬŝŶŐ� ƉŽƉƵůĂƟŽŶ͘� dŚĞ� ĐŽŵƉĂƌŝƐŽŶƐ� ŝŶĚŝĐĂƚĞƐ� ĂŶ� ŽǀĞƌƌĞƉƌĞƐĞŶƚĂƟŽŶ� ŽĨ� ^ƚƵĚĞŶƚƐ͕�
DŝůůĞŶŶŝĂůƐ�ĂŶĚ��ĂďǇ��ŽŽŵĞƌƐ�ŝŶ�ƚŚĞ�ƌĞƐĞĂƌĐŚ�ƐĂŵƉůĞ�ǁŚŝĐŚ�ŝƐ�ƚĂŬĞŶ�ŝŶƚŽ�ĂĐĐŽƵŶƚ�ǁŚĞŶ�ŝŶƚĞƌƉƌĞƟŶŐ��ƚŚĞ�
results.

�ŶĂůǇƐŝŶŐ�ŵĞƚŚŽĚƐ
/Ŷ�ƚŚŝƐ�ƐƚƵĚǇ͕ �ƚǁŽ�ŵƵůƟ�ĐƌŝƚĞƌŝĂ�ĂŶĂůǇƐŝƐ�ŵĞƚŚŽĚƐ�ĂƌĞ�ĐŽŵďŝŶĞĚ͗�ƚŚĞ�ŚŝĞƌĂƌĐŚŝĐĂů�ǀĂůƵĞ�ƚƌĞĞ�ŵĞƚŚŽĚ͕�ĂŶĚ�
ĚŝƐƚƌŝďƵƚĞĚ�ǁĞŝŐŚƚ�ĂůůŽĐĂƟŽŶ�ƚŚĂƚ�ƉƌŽǀŝĚĞƐ�ĐĂůĐƵůĂďůĞ�ĚĂƚĂ�ŽĨ�ƚŚĞ�ĐŽŶƐƚĂŶƚ�ƐƵŵ�ŵĞƚŚŽĚ͘�dŚŝƐ�ĐŽŵďŝŶĞĚ�
ŵĞƚŚŽĚ�ŝƐ�ďĂƌĞůǇ�ƵƐĞĚ�ŝŶ�ƌĞƐĞĂƌĐŚ͘�,ŽǁĞǀĞƌ͕ �Ă�ƐŝŵŝůĂƌ�ŵĞƚŚŽĚ�ŝƐ�ƵƐĞĚ�ŝŶ�ƚŚĞ�ƌĞƐĞĂƌĐŚ�ŽĨ�<ŽĚĂůŝ�Ğƚ�Ăů͕͘�
;ϮϬϬϵͿ͕�ďǇ�ƵƐŝŶŐ�ƚŚĞ�ŶĂŵĞ͗�͚ĂŶĂůǇƟĐĂů�ŚŝĞƌĂƌĐŚǇ�ĐŽŶƐƚĂŶƚ�ƐƵŵ�ŵĞƚŚŽĚ͛͘͟

/Ŷ�ƚŚĞ�ƋƵĞƐƟŽŶŶĂŝƌĞ͕�ƚŚĞ�ƌĞƐƉŽŶĚĞŶƚƐ�ǁĞƌĞ�ĂƐŬĞĚ�ƚŽ�ĚŝǀŝĚĞ�ϭϬϬ�ƉŽŝŶƚƐ�ŽǀĞƌ�Ă�ůŝƐƚ�ŽĨ�ǀĂƌŝĂďůĞƐ�ĂĐĐŽƌĚŝŶŐ�
ƚŚĞŝƌ�ŝŶŇƵĞŶĐĞ�ŽŶ�ŽƌŐĂŶŝƐĂƟŽŶĂů�ĂƩƌĂĐƟŽŶ�ďǇ�ĂƐŬŝŶŐ�ƚŚĞŵ͗�͞ ,Žǁ�ŵƵĐŚ�ŝŶŇƵĞŶĐĞ�ĚŽ�ƚŚĞ�ĨŽůůŽǁŝŶŐ�ĨĂĐƚŽƌƐ�
ŚĂǀĞ�ŽŶ�ǇŽƵƌ�ĐŚŽŝĐĞ�ĨŽƌ�Ă�ŶĞǁ�ũŽď͍͘͟ ����ŵƵůƟͲĐƌŝƚĞƌŝĂ�ŵĞƚŚŽĚ�ŝŶ�ǁŚŝĐŚ�ĂůůŽĐĂƚĞĚ�ƉŽŝŶƚƐ�ƐƵŵ�ƵƉ�ƚŽ�Ă�ĐĞƌƚĂŝŶ�
ĐŽŶƐƚĂŶƚ�ŶƵŵďĞƌ�ŝƐ�ĐĂůůĞĚ�Ă��ŽŶƐƚĂŶƚ�^Ƶŵ�ŵĞƚŚŽĚ�;�ŚĂǇĞƐ͕�ϭϵϲϬ͖�<ŽĚĂůŝ͕�WƌĂƐĂĚ�DŝƐŚƌĂ͕��ŶĂŶĚ͕�ϮϬϬϵͿ͘͟

ZĞƉĞĂƚĞĚ�ŵĞĂƐƵƌĞƐ��EKs��ŝƐ�ƵƐĞĚ�ƚŽ�ĂŶĂůǇƐĞ�ƚŚĞ�ĚĂƚĂ͘�ZĞƉĞĂƚĞĚ�ŵĞĂƐƵƌĞƐ��EKs��ŝƐ�ƚŚĞ�ĂƉƉƌŽƉƌŝĂƚĞ�
ŵĞƚŚŽĚ�ǁŚĞŶ�ŵĞĂƐƵƌĞŵĞŶƚƐ�ĂƌĞ�ŵĂĚĞ�ŽŶ�ĚŝīĞƌĞŶƚ� ůĞǀĞůƐ͕�ĂƐ� ŝƐ� ƚŚĞ�ĐĂƐĞ� ŝŶ�ƚŚĞ�ĞŵƉůŽǇĞĚ�ǀĂůƵĞ�ƚƌĞĞ�
research design in this study. Repeated measures is a parametrical test and therefore the data should 
ŵĞĞƚ�ƚŚĞ�ĂƐƐƵŵƉƟŽŶƐ�ĨŽƌ�ƉĂƌĂŵĞƚƌŝĐĂů�ƚĞƐƚƐ͕�ƐƵĐŚ�ĂƐ͗�ĚĂƚĂ�ŵĞĂƐƵƌĞĚ�Ăƚ�ŝŶƚĞƌǀĂů�Žƌ�ƌĂƟŽ�ůĞǀĞů͕�ŶŽƌŵĂů�
ĚŝƐƚƌŝďƵƚĞĚ�ĚĂƚĂ͕�ŚŽŵŽŐĞŶĞŝƚǇ�ŽĨ�ǀĂƌŝĂŶĐĞ�ĂŶĚ�ŝŶĚĞƉĞŶĚĞŶƚ�ŽďƐĞƌǀĂƟŽŶƐ͘�/Ĩ�ƚĞƐƚ�ŝŶĚŝĐĂƚĞĚ�ƚŚĂƚ�ŽŶĞ�Žƌ�
ŵŽƌĞ�ŽĨ�ƚŚĞ�ĂƐƐƵŵƉƟŽŶ�ĂƌĞ�ŶŽƚ�ŵĞƚ�ƚŚŝƐ�ŝƐ�ĚŝƐĐƵƐƐĞĚ�ŝŶ�ƚŚĞ�ƌĞƐƵůƚ�ƐĞĐƟŽŶ͘�

dŚĞ�ĂŶĂůǇƐŝƐ�ŝƐ�ĚŝǀŝĚĞĚ�ŝŶ�ƚǁŽ�ƐƚĞƉƐ͘�&ŝƌƐƚ�ƚŚĞ�ƐĂŵƉůĞ�ŝƐ�ĂŶĂůǇƐĞĚ�ďǇ�Ă�ƌĞƉĞĂƚĞĚ�ŵĞĂƐƵƌĞƐ��EKs�͕�ĂŶĚ�ŝĨ�
the test results indicate that the variables are not rated equally the second step is performed. The second 
ƐƚĞƉ�ĐŽŶƐŝƐƚ�ŽĨ�Ă�ƉĂŝƌǁŝƐĞ�ĐŽŵƉĂƌŝƐŽŶ�ŽĨ�ƚŚĞ�ǀĂƌŝĂďůĞƐ�ƚŽ�ĚĞƚĞƌŵŝŶĞ�ǁŚŝĐŚ�ǀĂƌŝĂďůĞƐ�ĂƌĞ�ƌĂƚĞĚ�ƐŝŐŶŝĮĐĂŶƚůǇ�
ŚŝŐŚĞƌ�ƚŚĂŶ�ƚŚĞ�ŽƚŚĞƌƐ͘�&ŝŐƵƌĞ�ϭ�ŝůůƵƐƚƌĂƚĞƐ�ƚŚĞ�ĂƉƉůŝĞĚ�ƐƚĂƟƐƟĐĂů�ƚĞƐƚƐ�ƉƌŽĐĞĚƵƌĞ͘

&ŝŐƵƌĞ�ϭ��ƉƉůŝĞĚ�ƐƚĂƟƐƟĐĂů�ƚĞƐƚ�ƉƌŽĐĞĚƵƌĞ͘
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Z�^h>d^
dŚĞ�ǀĂůƵĞ�ƚƌĞĞ�ƉƌĞƐĞŶƚƐ�ƚŚĞ�ŵĞĂŶƐ�ĂŶĚ�ƐƚĂŶĚĂƌĚ�ĚĞǀŝĂƟŽŶƐ�ŽĨ�ƚŚĞ�ŵĂŝŶ�ĂƩƌĂĐƟŽŶ�ĐĂƚĞŐŽƌŝĞƐ�;ůĞǀĞů�ϭͿ�
ĂŶĚ�ƐƵďͲĐĂƚĞŐŽƌŝĞƐ�;ůĞǀĞůƐ�Ϯ�Θ�ϯͿ͘

Although,  tŽƌŬ��ŶǀŝƌŽŶŵĞŶƚ��ŝƐ�ƌĂŶŬĞĚ�Ăƚ�ƚŚĞ�ƐĞĐŽŶĚ�ůŽǁĞƐƚ�ƉůĂĐĞ�ĂŵŽŶŐ�ƚŚĞ�ŵĂŝŶ�ĂƩƌĂĐƟŽŶ�ǀĂƌŝĂďůĞƐ�
ŽŶ�ůĞǀĞů�ŽŶĞ�;ŵĞĂŶ�ϭϰ�ŝŶ�&ŝŐƵƌĞ�ϮͿ͕�ŝƚ�ŝƐ�ŚŝŐŚůǇ�ĐŽŵƉĂƌĂďůĞ�ǁŝƚŚ�ƚŚĞ�ŵĞĂŶƐ�ŽĨ�ƚŚĞ�ŽƚŚĞƌ�ǀĂƌŝĂďůĞƐ͗�ŝƚ�ŝƐ�
ŽĨ�ƐŝŵŝůĂƌ�ŝŶŇƵĞŶĐĞ�ĂƐ�ƚŚĞ�ŽƚŚĞƌ�ŵĂŝŶ�ĞŵƉůŽǇĞĞ�ĂƩƌĂĐƟŽŶ�ǀĂƌŝĂďůĞƐ͘�&ƵƌƚŚĞƌŵŽƌĞ͕�ǁŚĞŶ�ƐŽůĞůǇ�ĂƐŬŝŶŐ�
ƚŚĞ�ƌĞƐƉŽŶĚĞŶƚƐ�ĂďŽƵƚ�ƚŚĞ�ŝŶŇƵĞŶĐĞ�ŽĨ�ƚŚĞ�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ�;ǁŝƚŚŽƵƚ�ƉƌĞƐĞŶƟŶŐ�ŽƚŚĞƌ�ǀĂƌŝĂďůĞƐͿ͕�ƚŚĞ�
ƌĞƐƉŽŶĚĞŶƚƐ�ǀĂůƵĞĚ�ƚŚĞ�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ�ǀĞƌǇ�ŚŝŐŚ�ǁŝƚŚ�ĂŶ�ĂǀĞƌĂŐĞ�ƐĐŽƌĞ�ŽĨ�ϱϮ�ĚĞŐƌĞĞ�ŽĨ�ŝŶŇƵĞŶĐĞ�ŽŶ�
Ă�ϭϬϬͲƉŽŝŶƚ�ƐĐĂůĞ͘�dŚĞ�tŽƌŬ��ŶǀŝƌŽŶŵĞŶƚ͕�ƚŚĞƌĞĨŽƌĞ͕�ŝƐ�ƌĞŐĂƌĚĞĚ�ĂƐ�ĂŶ�ŝŵƉŽƌƚĂŶƚ��ŵƉůŽǇĞĞ��ƩƌĂĐƟŽŶ�
factor, although other factors take priority over Work Environment they do not dominate as commonly 
is assumed. 

The results on the 2nd�ůĞǀĞů�ŝŶĚŝĐĂƚĞ�ƚŚĂƚ�ƚŚĞ�͚>ŽĐĂƟŽŶ͛�ĂŶĚ�͚tŽƌŬƉůĂĐĞ͛�ĂƌĞ�ĐŽŶƐŝĚĞƌĞĚ�ƚŚĞ�ŵŽƐƚ�ŝŵƉŽƌƚ-
ĂŶƚ�ĨĂĐƚŽƌƐ�ŝŶ�ƌĞŐĂƌĚ�ƚŽ�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ͘�dŚĞ�ŚŝŐŚ�ƌĂƟŶŐƐ�ŽĨ�'ĞŽŐƌĂƉŚŝĐĂů�ůŽĐĂƟŽŶ�ĂŶĚ��ĐĐĞƐƐŝďŝůŝƚǇ�
;ϯrd�ůĞǀĞůͿ�ŝŶĚŝĐĂƚĞ�ƚŚĂƚ�ĐŽŵŵƵƟŶŐ�ƟŵĞ�ŝƐ�ĂŶ�ŝŵƉŽƌƚĂŶƚ�ĐŽŶƐŝĚĞƌĂƟŽŶ�ĨŽƌ�ŬŶŽǁůĞĚŐĞ�ĞŵƉůŽǇĞĞƐ͘�dŚĞ�
tŽƌŬƉůĂĐĞ�ƐƵďͲǀĂƌŝĂďůĞƐ�;ϯrd�ůĞǀĞůͿ�ĂƌĞ�ƌĂƚĞĚ�ƌĞůĂƟǀĞůǇ�ƐŝŵŝůĂƌ͕ �ĂůƚŚŽƵŐŚ͕�ZĞŵŽƚĞ�tŽƌŬŝŶŐ�ĂŶĚ��ŵŽƵŶƚ�
ŽĨ�ůŝŐŚƚ�ĂƌĞ�ƌĂƚĞĚ�ƐŝŐŶŝĮĐĂŶƚůǇ�ŚŝŐŚĞƌ�ƚŚĂŶ�ƚŚĞ�ŽƚŚĞƌ�ĨĂĐƚŽƌƐ͘�

&ŝŐƵƌĞ�Ϯ�sĂůƵĞ�dƌĞĞ�ZĞƐƵůƚƐ

�KE�>h^/KE^
�ŽŵƉĂŶŝĞƐ�ĂƌĞ�ĐŽŵƉĞƟŶŐ�ĨŽƌ�ƚŚĞ�ŵŽƐƚ�ƐƵŝƚĂďůĞ�ĞŵƉůŽǇĞĞƐ�ǁŝƚŚŝŶ�͚ ƚŚĞ�ǁĂƌ�ĨŽƌ�ƚĂůĞŶƚ͛�ĂŶĚ�ĂƌĞ�ƉƌŝŽƌŝƟƐŝŶŐ�
ĞŵƉůŽǇĞĞ�ĂƩƌĂĐƟŽŶ�ǁŝƚŚŝŶ�ƚŚĞŝƌ�ŽǀĞƌĂůů�ďƵƐŝŶĞƐƐ�ƐƚƌĂƚĞŐŝĞƐ͘��Ɛ�ŝƚ�ŝƐ�ĂƐƐƵŵĞĚ�ƚŚĂƚ�ƌĞĂů�ĞƐƚĂƚĞ�ĂŶĚ�ƌĞůĂƚĞĚ�
ǁŽƌŬ� ĞŶǀŝƌŽŶŵĞŶƚƐ� ʹ� ĐŽŶƐŝƐƟŶŐ� ŽĨ� Ă� ǁŝĚĞ� ƌĂŶŐĞ� ŽĨ� ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ� ŽŶ� ůŽĐĂƟŽŶ͕� ƐĞƌǀŝĐĞ� Θ� ĨĂĐŝůŝƟĞƐ͕�
ďƵŝůĚŝŶŐ͕�ĂŶĚ�ǁŽƌŬƉůĂĐĞ� ůĞǀĞů�ʹ� �ŚĂǀĞ�Ă�ƉŽƐŝƟǀĞ� ŝŶŇƵĞŶĐĞ�ŽŶ�ĞŵƉůŽǇĞĞ�ĂƩƌĂĐƟŽŶ͕�ĐŽŵƉĂŶŝĞƐ� ŝŶǀĞƐƚ�
ŝŶ� ƚŚĞŝƌ�ǁŽƌŬ� ĞŶǀŝƌŽŶŵĞŶƚƐ� ŝŶ� ĂŶ� ĂƩĞŵƉƚ� ƚŽ� ĂƩƌĂĐƚ� ƚŚĞŝƌ� ĞŵƉůŽǇĞĞ� ƚĂƌŐĞƚ� ŐƌŽƵƉ͘� dŚĞ�ŵĂŝŶ� Ăŝŵ�ŽĨ�
ƚŚŝƐ�ƉĂƉĞƌ�ǁĂƐ�ƚŽ�ĚĞƚĞƌŵŝŶĞ�ƚŚĞ�ƌĞůĂƟǀĞ�ŝŵƉŽƌƚĂŶĐĞ�ŽĨ�ƚŚĞ�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ�ĂŶĚ�ŝƚƐ͛�ŵŽƐƚ�ŝŵƉŽƌƚĂŶƚ�
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ĂƐƉĞĐƚƐ�ŝŶ�ŽƌŐĂŶŝƐĂƟŽŶĂů�ĂƩƌĂĐƟǀĞŶĞƐƐ�ĨŽƌ�ƉŽƚĞŶƟĂů�ĞŵƉůŽǇĞĞƐ͘�

dŚĞ�;ǀĂůƵĞͲƚƌĞĞͿ�ƐƵƌǀĞǇ�ƌĞƐƵůƚƐ�ŝŶĚŝĐĂƚĞ�ƚŚĂƚ�Social Climate followed by ZĞǁĂƌĚƐ�ĂƌĞ�ƚŚĞ�ŵŽƐƚ�ŝŶŇƵĞŶƟĂů�
ĨĂĐƚŽƌƐ�ĨŽƌ�ĞŵƉůŽǇĞĞ�ĂƩƌĂĐƟŽŶ͘��ůƚŚŽƵŐŚ, the Work Environment was ranked only at the second lowest 
ƉůĂĐĞ͕�ƚŚĞ�ƌĞůĂƟǀĞ�ŝŵƉŽƌƚĂŶĐĞ�ŽĨ�ƚŚĞ�tŽƌŬ��ŶǀŝƌŽŶŵĞŶƚ�ŝƐ�ƐƟůů�ĐŽŶƐŝĚĞƌĞĚ�ƐƵďƐƚĂŶƟĂů͗�ƚŚĞ�ĚŝīĞƌĞŶĐĞ�
ǁŝƚŚ�ŽƚŚĞƌ�ĨĂĐƚŽƌƐ�ƐƵĐŚ�ĂƐ�͚ƌĞǁĂƌĚƐ͛�ĂŶĚ�͚ƐŽĐŝĂů�ĐůŝŵĂƚĞ͛�ŝƐ�ŶŽƚ�ĂƐ�ďŝŐ�ĂƐ�ŽŶĞ�ŵŝŐŚƚ�ĞǆƉĞĐƚ�ĐŽŶƐŝĚĞƌŝŶŐ͕�
the typically overruling importance of these factors. 

��ĚƌĂǁďĂĐŬ�ŽĨ�ƚŚĞ�ĞŵƉůŽǇĞĚ�ƐƚĂƚĞĚ�ƉƌĞĨĞƌĞŶĐĞƐ�ƐƵƌǀĞǇ�ŝƐ�ƚŚĂƚ�ŝƚ�ŝƐ�ďĂƐĞĚ�ŽŶ�ƚŚĞ�ĂƐƐƵŵƉƟŽŶ�ƚŚĂƚ�ƚŚĞ�
respondents are going to make the same choice as they would do in reality, which is not always the case 
;Ğ͘Ő͕͘�>ŽƵǀŝĞƌĞ�Ğƚ�Ăů͕͘�ϮϬϬϬͿ͘���ƐŽĐŝĂů�ĚĞƐŝƌĂďŝůŝƚǇ�ďŝĂƐ͕�ĨŽƌ�ĞǆĂŵƉůĞ͕�ŵŝŐŚƚ�ĞǆŝƐƚ�ŝŶ�ƌĞŐĂƌĚ�ƚŽ�͞ZĞǁĂƌĚƐ͟�
ĂƐ�ƌĞƐƉŽŶĚĞŶƚƐ�ŵŝŐŚƚ�ĂŶƐǁĞƌ�ƚŚŝƐ�ƋƵĞƐƟŽŶƐ�ŝŶ�Ă�ŵĂŶŶĞƌ�ƚŚĂƚ�ǁŝůů�ďĞ�ǀŝĞǁĞĚ�ĨĂǀŽƵƌĂďůǇ�ďǇ�ŽƚŚĞƌƐ͘�&Ƶƌ-
ƚŚĞƌŵŽƌĞ͕�ƚŚĞ�ŽǀĞƌƌĞƉƌĞƐĞŶƚĂƟŽŶ�ŽĨ�ƚŚĞ�ǇŽƵŶŐĞƌ�ŐĞŶĞƌĂƟŽŶƐ�ŽĨ�ŬŶŽǁůĞĚŐĞ�ǁŽƌŬĞƌƐ�ŝŶ�ƚŚĞ�ƐĂŵƉůĞ�ƐŝǌĞ�
ůŝŵŝƚƐ�ƚŚĞ�ŐĞŶĞƌĂůŝƐĂďŝůŝƚǇ�ƚŽ�ƐŽŵĞ�ĞǆƚĞŶƚ͘�dŚĞ�ƌĞƉŽƌƚĞĚ�ƌĞƐƵůƚƐ�ŵŝŐŚƚ͕�ƚŚĞƌĞĨŽƌĞ͕�ďĞ�ŵŽƌĞ�ƌĞƉƌĞƐĞŶƚĂƟǀĞ�
ĨŽƌ�ƚŚĞ�ŐĞŶĞƌĂƟŽŶ�ŽĨ�ǇŽƵŶŐ�ĂŶĚ�ĨƵƚƵƌĞ�ŬŶŽǁůĞĚŐĞ�ǁŽƌŬĞƌƐ�ƚŚĂŶ�ŽƚŚĞƌ�ŐƌŽƵƉƐ͘���ůĂƌŐĞƌ�ƐĂŵƉůĞ�ƐŝǌĞ�ŝƐ�
required to analyse if heterogeneous preferences among groups of knowledge workers exist.

dŚŝƐ�ƌĞƐĞĂƌĐŚ�ƉƌŽǀŝĚĞƐ�Ă�ĐůĞĂƌ�ŝŶĚŝĐĂƟŽŶ�ƚŚĂƚ�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ�ŚĂƐ�Ă�ƐƵďƐƚĂŶƟĂů�ŝŶŇƵĞŶĐĞ�ŽŶ�ŬŶŽǁů-
ĞĚŐĞ�ǁŽƌŬĞƌƐ͛�ũŽď�ĐŚŽŝĐĞ�ĚĞĐŝƐŝŽŶͲŵĂŬŝŶŐ͕�ŝ͘Ğ͕͘�ƚŚĞ�ŝŶŇƵĞŶĐĞ�ŽĨ�ƚŚĞ�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ�ŝƐ�ƐŝŵŝůĂƌ�ƚŽ�ƚŚĞ�
ŽƚŚĞƌ�ŵĂŝŶ�ĂƩƌĂĐƟŽŶ�ĨĂĐƚŽƌƐ͘�dŚŝƐ�ŵĞĂŶƐ�ƚŚĂƚ�ĂŶ�ŽĸĐĞ�ƐŚŽƵůĚ�ĐŽǀĞƌ�ƚŚĞ�ĚŝīĞƌĞŶƚ�ĂƐƉĞĐƚƐ�ŽĨ�ƚŚĞ�ǁŽƌŬ�
ĞŶǀŝƌŽŶŵĞŶƚ�ƚŽ�ŽīĞƌ�͚ƐŽŵĞƚŚŝŶŐ�ĨŽƌ�ĞǀĞƌǇŽŶĞ͛�ŝĨ�ƌĞĂů�ĞƐƚĂƚĞ�ĂŶĚ�ƌĞůĂƚĞĚ�ǁŽƌŬƉůĂĐĞ�ŝƐ�ƵƐĞĚ�ĂƐ�Ă�ƐƚƌĂƚĞŐŝĐ�
ĂƐƐĞƚ�ƚŽ�ĂƩƌĂĐƚ�ĞŵƉůŽǇĞĞƐ͘�/Ŷ�ƚŚĞ�ĨƵƚƵƌĞ͕�ŝƚ�ǁŽƵůĚ�ďĞ�ŝŶƚĞƌĞƐƟŶŐ�ƚŽ�ĨƵƌƚŚĞƌ�ƐƚƵĚǇ�ǁŚĂƚ�ƚŚĞƐĞ�ĂƐƉĞĐƚƐ�
ǁŽƵůĚ�ďĞ͘��ƌĞ�ŐĞŶĞƌĂƟŽŶƐ�ĂƩƌĂĐƚĞĚ�ďǇ�ĚŝīĞƌĞŶƚ�ĂƩƌŝďƵƚĞƐ�ĂŶĚ�ŚŽǁ�ĚŽ�ƚŚĞ�ǁŽƌŬ�ĞǆƉĞƌŝĞŶĐĞ�ĂŶĚ�ůŝĨĞ�
ƐŝƚƵĂƟŽŶ�ŝŵƉĂĐƚ�ŽŶ�ǁŚĂƚ�ŝƐ�ƉĞƌĐĞŝǀĞĚ�ĂƩƌĂĐƟǀĞ͍

��<EKt>��'�D�Ed^
dŚŝƐ�ƉĂƉĞƌ�ŝƐ�ďĂƐĞĚ�ŽŶ�Ă�DĂƐƚĞƌ Ɛ͛�ƚŚĞƐŝƐ�ŽĨ�^ŚƵůǇ�dŚĞŵĂŶƐ�ĞŶƟƚůĞĚ�͞dŚĞ�/ŶŇƵĞŶĐĞ�ŽĨ�tŽƌŬ��ŶǀŝƌŽŶŵĞŶƚƐ�
ŽŶ��ŵƉůŽǇĞĞ��ƩƌĂĐƟŽŶ͗�/ĚĞŶƟĨǇŝŶŐ�ƚŚĞ�ƌŽůĞ�ŽĨ�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚƐ�ŝŶ�ĞŶŚĂŶĐŝŶŐ�ĐŽŵƉĞƟƟǀĞ�ĂĚǀĂŶƚĂŐĞ�
within the war for talent͟� Ăƚ� &ĂĐƵůƚǇ� ŽĨ� �ƌĐŚŝƚĞĐƚƵƌĞ� ĂŶĚ� ƚŚĞ� �Ƶŝůƚ� �ŶǀŝƌŽŶŵĞŶƚ͕� �ĞůŌ�hŶŝǀĞƌƐŝƚǇ� ŽĨ�
dĞĐŚŶŽůŽŐǇ�;:ĂŶƵĂƌǇ�ϮϬϮϬͿ͘

Z�&�Z�E��^
�ƉƉĞůͲDĞƵůĞŶďƌŽĞŬ͕�Z͕͘�Θ�&ĞŝũƚƐ͕��͘�;ϮϬϬϳͿ͘��Z��ĞīĞĐƚƐ�ŽŶ�ŽƌŐĂŶŝǌĂƟŽŶĂů�ƉĞƌĨŽƌŵĂŶĐĞ͗�ŵĞĂƐƵƌĞŵĞŶƚ�

tools for management. :ŽƵƌŶĂů�ŽĨ��ŽƌƉŽƌĂƚĞ�ZĞĂů��ƐƚĂƚĞ.
Appel-Meulenbroek͕�Z͕͘�<ĞŵƉĞƌŵĂŶ͕��͘��͘��͘�D͕͘�ǀĂŶ�^ƵƐĂŶƚĞ͕�W͘ ͕�Θ�,ŽĞŶĚĞƌǀĂŶŐĞƌ͕ �:͘�'͘�;ϮϬϭϱ͕�

:ƵŶĞͿ͘��ŝīĞƌĞŶĐĞƐ�ŝŶ�ĞŵƉůŽǇĞĞ�ƐĂƟƐĨĂĐƟŽŶ�ŝŶ�ŶĞǁ�ǀĞƌƐƵƐ�ƚƌĂĚŝƟŽŶĂů�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚƐ͘�
In WƌŽĐĞĞĚŝŶŐƐ�ŽĨ�ƚŚĞ��ƵƌŽƉĞĂŶ�&ĂĐŝůŝƚǇ�DĂŶĂŐĞŵĞŶƚ��ŽŶĨĞƌĞŶĐĞ��&D��ϮϬϭϱ͕�'ůĂƐŐŽǁ͕�ϭͲϯ�:ƵŶĞ.

�ƌŵƐƚƌŽŶŐ͕�D͘�;ϮϬϬϲͿ͘���ŚĂŶĚďŽŽŬ�ŽĨ�ŚƵŵĂŶ�ƌĞƐŽƵƌĐĞ�ŵĂŶĂŐĞŵĞŶƚ�ƉƌĂĐƟĐĞ͘�<ŽŐĂŶ�WĂŐĞ�WƵďůŝƐŚĞƌƐ͘
�ĞĞĐŚůĞƌ͕ �^͘�ĂŶĚ�tŽŽĚǁĂƌĚ͕�/͘�͘�;ϮϬϬϵͿ�dŚĞ�ŐůŽďĂů�͞ǁĂƌ�ĨŽƌ�͞ƚĂůĞŶƚ͕͟ �:ŽƵƌŶĂů�ŽĨ�/ŶƚĞƌŶĂƟŽŶĂů�DĂŶĂŐĞ-

ŵĞŶƚ͕�sŽů͘�ϭϱ�EŽ�ϯ͕�ƉƉ͘�ϮϳϯͲϮϴϱ͘
�ĞƌƚŚŽŶ͕�W͘ ͕��ǁŝŶŐ͕�D͘�ĂŶĚ�,ĂŚ͕�>͘>͘�;ϮϬϬϱͿ͘��ĂƉƟǀĂƟŶŐ�ĐŽŵƉĂŶǇ͗�ĚŝŵĞŶƐŝŽŶƐ�ŽĨ�ĂƩƌĂĐƟǀĞŶĞƐƐ�ŝŶ�

employer branding, /ŶƚĞƌŶĂƟŽŶĂů�:ŽƵƌŶĂů�ŽĨ��ĚǀĞƌƟƐŝŶŐ͕�Ϯϰ͕�ϭϱϭͲϳϮ͘
�ĞůůŽƵ͕�s͘ ͕��ŚĂŶŝŽƚĂŬŝƐ͕�/͕͘�<ĞŚĂŐŝĂƐ͕�/͕͘�Θ�ZŝŐŽƉŽƵůŽƵ͕�/͘�;ϮϬϭϱͿ͘��ŵƉůŽǇĞƌ�ďƌĂŶĚ�ŽĨ�ĐŚŽŝĐĞ͗�ĂŶ�ĞŵƉůŽǇĞĞ�

ƉĞƌƐƉĞĐƟǀĞ͘�:ŽƵƌŶĂů�ŽĨ��ƵƐŝŶĞƐƐ��ĐŽŶŽŵŝĐƐ�ĂŶĚ�DĂŶĂŐĞŵĞŶƚ, 16;ϲͿ͕�ϭϮϬϭͲϭϮϭϱ͘
�Ğ��ƌƵǇŶĞ͕��͘�ĂŶĚ�'ĞƌƌŝƚƐĞ͕��͘�;ϮϬϭϴͿ��ǆƉůŽƌŝŶŐ�ƚŚĞ�ĨƵƚƵƌĞ�ǁŽƌŬƉůĂĐĞ͗�ƌĞƐƵůƚƐ�ŽĨ�ƚŚĞ�ĨƵƚƵƌĞƐ�ĨŽƌƵŵ�ƐƚƵĚǇ͕ �

:ŽƵƌŶĂů�ŽĨ��ŽƌƉŽƌĂƚĞ�ZĞĂů��ƐƚĂƚĞ͕�sŽů͘�ϮϬ�EŽ͘�ϯ͕�ƉƉ͘�ϭϵϲͲϮϭϯ͘
��^͘�;ϮϬϭϴĂͿ͘�ZĞĐŽƌĚĂĂŶƚĂů�ƐŶĞůŐƌŽĞŝĞŶĚĞ�ďĞĚƌŝũǀĞŶ͘�ZĞƚƌŝĞǀĞĚ�ŽŶ�ϬϯͲϬϰͲϮϬϭϵ�ĨƌŽŵ�ŚƩƉƐ͗ͬͬǁǁǁ͘ĐďƐ͘Ŷůͬ

ŶůͲŶůͬŶŝĞƵǁƐͬϮϬϭϴͬϯϯͬƌĞĐŽƌĚĂĂŶƚĂůͲƐŶĞůŐƌŽĞŝĞŶĚĞͲďĞĚƌŝũǀĞŶ�
�ŚĂŵďĞƌƐ͕��͕͘�&ŽƵůŽŶ͕�D͕͘�,ĂŶĚĮĞůĚͲ:ŽŶĞƐ͕�,͕͘�,ĂŶŬŝŶ͕�^͘�ĂŶĚ�DŝĐŚĂĞůƐ�///͕��͕͘�;ϭϵϵϴͿ͘�dŚĞ�ǁĂƌ�ĨŽƌ�

talent. dŚĞ�DĐ<ŝŶƐĞǇ�YƵĂƌƚĞƌůǇ͕�ϯ͕�ϰϰʹϱϳ͘
�/W��;ϮϬϭϳͿ͘�^ƵƌǀĞǇ�ZĞƉŽƌƚ͗�ZĞƐŽƵƌĐŝŶŐ�ĂŶĚ�dĂůĞŶƚ�WůĂŶŶŝŶŐ�ϮϬϭϳ. London: CIPD.
�ƌĞƐǁĞůů͕�:͘t͘�;ϮϬϬϯͿ�ZĞƐĞĂƌĐŚ�ĚĞƐŝŐŶ͗�ƋƵĂůŝƚĂƟǀĞ͕�ƋƵĂŶƟƚĂƟǀĞ͕�ĂŶĚ�ŵŝǆĞĚ�ŵĞƚŚŽĚƐ�ĂƉƉƌŽĂĐŚĞƐ͕�Ϯ͘�ĞĚ͘�

ĞĚ͘�^�'�͕�dŚŽƵƐĂŶĚƐ�KĂŬƐ͘
'ŝƵůŝĂŶŝ͕�D͘s͘ �Θ�^ĐŽƉĞůůŝƟ͕�D͕͘�ϮϬϬϵ͘��ŵƉŝƌŝĐĂů�ƌĞƐĞĂƌĐŚ�ŝŶ�ĞŶǀŝƌŽŶŵĞŶƚĂů�ƉƐǇĐŚŽůŽŐǇ͗�WĂƐƚ͕�ƉƌĞƐĞŶƚ͕�

and future. Journal of Environmental Psychology͕�Ϯϵ;ϯͿ͕�ϯϳϱͲϯϴϲ͘
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,ĞĂƚŚĞƌ��͘��ĂƌůĞ͕�;ϮϬϬϯͿ�Η�ƵŝůĚŝŶŐ�Ă�ǁŽƌŬƉůĂĐĞ�ŽĨ�ĐŚŽŝĐĞ͗�hƐŝŶŐ�ƚŚĞ�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ�ƚŽ�ĂƩƌĂĐƚ�ĂŶĚ�
retain top talent", :ŽƵƌŶĂů�ŽĨ�&ĂĐŝůŝƟĞƐ�DĂŶĂŐĞŵĞŶƚ͕�Ϯ;ϯͿ͕�ƉƉ͘ϮϰϰͲϮϱϳ͘
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Timo Savolainen1�ĂŶĚ�<ĂŝƐĂ��ŝƌŽ2

��^dZ��d
�ĂĐŬŐƌŽƵŶĚ� ĂŶĚ� Ăŝŵ� ʹ� Inclusive learning environments are more 
common today in Finland than before. Students of special needs are 
ƚĂŬŝŶŐ�ƉĂƌƚ�ƚŽ�ƚŚĞ�ŶŽƌŵĂů�ĐƵƌƌŝĐƵůƵŵ͕�ǁŚŝĐŚ�ĐŽŶĐůƵĚĞƐ�ƚŽ�ƚŚĞ�ƌĞĚƵĐƟŽŶ�
ŽĨ�ƐƉĞĐŝĂů�ĞĚƵĐĂƟŽŶ�ŐƌŽƵƉƐ�ĂŶĚ�ĨĂĐŝůŝƟĞƐ͘�dŚĞ�ŝĚĞĂ�ďĞŚŝŶĚ�ŝŶĐůƵƐŝŽŶ�ŝƐ�
ƚŽ�ƌĞŵŽǀĞ�Ăůů�ďĂƌƌŝĞƌƐ�ůŝŵŝƟŶŐ�ƚŚĞ�ƉĂƌƟĐŝƉĂƟŽŶ�ƚŽ�ƐƚƵĚŝĞƐ�ĂŶĚ�ĞůŝŵŝŶĂƚĞ�
Ăůů� ĨŽƌŵƐ� ŽĨ� ĚŝƐĐƌŝŵŝŶĂƟŽŶ� ŝŶ� ƚŚĞ� ůĞĂƌŶŝŶŐ� ĞŶǀŝƌŽŶŵĞŶƚ� ;hE�^�K�
ϮϬϭϵͿ͘�dŚŝƐ�ďƌŝŶŐƐ�ĐŚĂůůĞŶŐĞƐ�ĨŽƌ�ĞǆĂŵƉůĞ�ƚŽ�ƐƚƵĚĞŶƚƐ�ǁŝƚŚ�ĚŝĂŐŶŽƐĞ�ŽĨ�
ĂƵƟƐŵ�ƐƉĞĐƚƌƵŵ�ĚŝƐŽƌĚĞƌ�;�^�Ϳ�ďĞĐĂƵƐĞ�ŵĂŶǇ�ŽĨ�ƚŚĞŵ�ŚĂǀĞ�ƐĞŶƐŽƌǇ�
ĂďŶŽƌŵĂůŝƟĞƐ͘�dŚĞ�ĂƌƟĐůĞ�ĂŝŵƐ�ƚŽ�ĮŶĚ�ŽƵƚ�ƚŚĞ�ŵĂũŽƌ�ƌŝƐŬƐ�ŽĨ�ŝŶĐůƵƐŝǀĞ�
physical learning environments and what can be done in order to make 
that environment safe, secure and usable for all its users. 
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ZĞƐƵůƚƐ�ʹ�dŚĞ�ŵĂŝŶ�ĮŶĚŝŶŐ�ŽĨ�ƚŚŝƐ�ƌĞƐĞĂƌĐŚ�ǁĂƐ�ƚŚĂƚ�ŵĂŶǇ�ƐƚƵĚĞŶƚƐ�ŚĂǀĞ�ƐĞŶƐŽƌǇ�ĂďŶŽƌŵĂůŝƟĞƐ͕�ǁŚŝĐŚ�
is one of the main reasons why for example soundproof classrooms are important. For the same reason, 
there is a need for rooms where students can study individually. Dedicated spaces for dedicated tasks 
ƐĞĞŵƐ�ĂůƐŽ�ƚŽ�ďĞ�ŝŵƉŽƌƚĂŶƚ�ĨƌŽŵ�ƚŚĞ�ƐĂĨĞƚǇ�ĂŶĚ�ƐĞĐƵƌŝƚǇ�ƉĞƌƐƉĞĐƟǀĞ͘
KƌŝŐŝŶĂůŝƚǇ� ;ŝĨ� ĂƉƉůŝĐĂďůĞͿ� ʹ� ^ƚƵĚŝĞƐ� ŽĨ� ƚŚĞ� ůĞĂƌŶŝŶŐ� ĞŶǀŝƌŽŶŵĞŶƚ� ŽŌĞŶ� ĨŽĐƵƐ� ŽŶ� ƚŚĞ� ŶĞĞĚƐ� ŽĨ� ƚŚĞ�
ƐƚƵĚĞŶƚƐ�ǁŚŽ�ŚĂǀĞ�ŶŽ�ůĞĂƌŶŝŶŐ�ĚŝƐĂďŝůŝƟĞƐ�ƐƵĐŚ�ĂƐ��^�͘�dŚĞƌĞ�ŚĂƐ�ŶŽƚ�ďĞĞŶ�ŵĂŶǇ�ƌĞƐĞĂƌĐŚĞƐ�ŽŶ�ƚŚĞ�
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the inclusive physical learning environment.
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on this issue. Some people say that special needs students should not be transferred to normal teaching. 
KƚŚĞƌƐ�ƚŚŝŶŬ�ƚŚĂƚ�ƚŚŝƐ�ŝƐ�ƐŽŵĞƚŚŝŶŐ�ƚŚĂƚ�ƐŚŽƵůĚ�ďĞ�ĚŽŶĞ�ŝŶ�ŽƌĚĞƌ�ƚŽ�ŵĂŬĞ�ŝƚ�ƉŽƐƐŝďůĞ͘�;>ƂŶŶƌŽƚŚ�ϮϬϭϲ͘Ϳ�
dŚŝƐ�ƉĂƉĞƌ�ĨŽĐƵƐ�ŽŶ�ƚŽ�ƚŚĞ�&ŝŶŶŝƐŚ�ĞĚƵĐĂƟŽŶ�ƐǇƐƚĞŵ͕�ǁŚŝĐŚ�ŝƐ�ŵŽǀŝŶŐ�ƚŽǁĂƌĚƐ�ŝŶĐůƵƐŝŽŶ͘��ůƚŚŽƵŐŚ�ƚŚĞ�
ƚŽƉŝĐ�ŝƐ�ŶĂƟŽŶĂů�ŝŶ�ŶĂƚƵƌĞ͕�ŝƚ�ƉƌŽǀŝĚĞƐ�ŝŶƚĞƌĞƐƟŶŐ�ŝŶĨŽƌŵĂƟŽŶ�ƚŽ�ƚŚĞ�ŝŶƚĞƌŶĂƟŽŶĂů�ƉĞƌƐƉĞĐƟǀĞ͘���ůŝƩůĞ�
&ŝŶŶŝƐŚ�ĂŶĚ�ŝŶƚĞƌŶĂƟŽŶĂů�ƌĞƐĞĂƌĐŚ�ŚĂƐ�ďĞĞŶ�ĚŽŶĞ�ŽŶ�ƚŚŝƐ�ƐƵďũĞĐƚ�ĨƌŽŵ�ƚŚĞ�ƉĞƌƐƉĞĐƟǀĞ�ŽĨ�ƐĂĨĞƚǇ�ĂŶĚ�
ƐĞĐƵƌŝƚǇ�ŝŶ�ƚŚĞ�ŝŶĐůƵƐŝǀĞ�ƉŚǇƐŝĐĂů�ůĞĂƌŶŝŶŐ�ĞŶǀŝƌŽŶŵĞŶƚ͘�dŚŝƐ�ƌĞƉŽƌƚ�ƚƌŝĞƐ�ƚŽ�ŐŝǀĞ�Ă�ŚŽůŝƐƟĐ�ĨƌĂŵĞǁŽƌŬ�ĨŽƌ�
safe and secure physical learning environment in the case where all students including special needs 
students study at the same classes mixed with each other. 

Ϸ�>ĂƵƌĞĂ�hŶŝǀĞƌƐŝƚǇ�ŽĨ��ƉƉůŝĞĚ�^ĐŝĞŶĐĞƐ͕�ƟŵŽ͘ƐĂǀŽůĂŝŶĞŶΛůĂƵƌĞĂ͘Į
ϸ�>ĂƵƌĞĂ�hŶŝǀĞƌƐŝƚǇ�ŽĨ��ƉƉůŝĞĚ�^ĐŝĞŶĐĞƐ
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This study gives a general view of the importance of the learning environments and the issues that can 
ďĞ�ĂƌŝƐĞŶ�ǁŚĞŶ�ŵŽƌĞ�ƐƉĞĐŝĂů�ƐƚƵĚĞŶƚƐ�ĂƌĞ�ŝŶĐůƵĚĞĚ�ŝŶƚŽ�Ă�ŶŽƌŵĂů�ĐƵƌƌŝĐƵůƵŵ͘�^ĞŶƐŽƌǇ�ĂďŶŽƌŵĂůŝƟĞƐ͕�
ǁŚŝĐŚ�ĂƌĞ�ǀĞƌǇ�ĐŽŵŵŽŶ�ǁŝƚŚ��^��ƉĞŽƉůĞ͕�ƉŽƐĞ�Ă�ĐŚĂůůĞŶŐĞ�ƚŽ�Ăůů�ƐĐŚŽŽů�ĂĐƟǀŝƟĞƐ͕�ĞƐƉĞĐŝĂůůǇ�ǁŚĞŶ�ƚŚĞ�
ĨĂĐŝůŝƟĞƐ�ŚĂǀĞ�Ă�ůŽƚ�ŽĨ�ƉĞŽƉůĞ�ĂŶĚ�ŶŽŝƐĞ�ĂƌŽƵŶĚ͘�dŚŝƐ�ƌĞƐĞĂƌĐŚ�ǁŝůů�ůŽŽŬ�Ăƚ�ůĞĂƌŶŝŶŐ�ĞŶǀŝƌŽŶŵĞŶƚƐ�ĨƌŽŵ�
ƐĂĨĞƚǇ�ĂŶĚ�ƐĞĐƵƌŝƚǇ�ƉĞƌƐƉĞĐƟǀĞ͘�

dŚĞ�ƌĞƐĞĂƌĐŚ�ƋƵĞƐƟŽŶƐ�ŽĨ�ƚŚŝƐ�ƐƚƵĚǇ�ĂƌĞ�ĂƐ�ĨŽůůŽǁƐ͗
• What are the challenges or dangers faced in the special needs learning environments from the 

ƐĐŚŽŽů Ɛ͛�ƐƚĂī�ƉĞƌƐƉĞĐƟǀĞ͍�
• How can these challenges be avoided or reduced by changing physical learning environment?

EĞǆƚ͕�ǁĞ�ǁŝůů�ŐŽ�ĚĞĞƉĞƌ�ŝŶ�ƚŽ�ƚŚĞ�ůŝƚĞƌĂƚƵƌĞ�ŝŶ�ŽƌĚĞƌ�ƚŽ�ŐĞƚ�ďĞƩĞƌ�ŽǀĞƌǀŝĞǁ�ĂŶĚ�ƵŶĚĞƌƐƚĂŶĚŝŶŐ�ĂďŽƵƚ�ƚŚĞ�
ŝƐƐƵĞƐ�ƚŚĂƚ�ĐŽƵůĚ�ĞīĞĐƚ�ŽŶ�ůĞĂƌŶŝŶŐ�ĞŶǀŝƌŽŶŵĞŶƚƐ͘

>/d�Z�dhZ��^dh�z�
/Ŷ� ŽƌĚĞƌ� ƚŽ� ƵŶĚĞƌƐƚĂŶĚ� ƚŚĞ� ƐƉĞĐŝĮĐƐ� ŽĨ� ƐƉĞĐŝĂů� ĞĚƵĐĂƟŽŶĂů� ŝŶƐƟƚƵƟŽŶƐ͕� ŽŶĞ�ŵƵƐƚ� ĮƌƐƚ� ĐŽŶƐŝĚĞƌ� ƚŚĞ�
ůĞĂƌŶŝŶŐ�ĞŶǀŝƌŽŶŵĞŶƚƐ͕�ĂƵƟƐŵ�ƐƉĞĐƚƌƵŵ�ĂŶĚ�ĞĚƵĐĂƟŽŶĂů�ƐĂĨĞƚǇ�ĂŶĚ�ƐĞĐƵƌŝƚǇ�;^Θ^Ϳ�Ăƚ�Ă�ŐĞŶĞƌĂů�ůĞǀĞů͘�
�ĚƵĐĂƟŽŶĂů� ^Θ^�ŚĂƐ�ŚĂƌĚůǇ�ďĞĞŶ� ƐƚƵĚŝĞĚ�ďĞĨŽƌĞ͘�dŚĞƌĞ�ĂƌĞ�ŽŶůǇ� ƚǁŽ�ĚŽĐƚŽƌĂů�ĚŝƐƐĞƌƚĂƟŽŶƐ�ŵĂĚĞ� ŝŶ�
&ŝŶůĂŶĚ� ĨƌŽŵ� ĂŶ� ŽƌŐĂŶŝƐĂƟŽŶĂů� ƐĂĨĞƚǇ� ĂŶĚ� ƐĞĐƵƌŝƚǇ� ƉĞƌƐƉĞĐƟǀĞ͘� >ĞĂƌŶŝŶŐ� ĞŶǀŝƌŽŶŵĞŶƚƐ� ĂƌĞ� ƵƐƵĂůůǇ�
ƐƚƵĚŝĞĚ�ĨƌŽŵ�ƚŚĞ�ƉĞƌƐƉĞĐƟǀĞ�ŽĨ�ƚŚĞ�ƐƚƵĚĞŶƚ�ĨŽůůŽǁŝŶŐ�ƚŚĞ�ŶŽƌŵĂů�ĐƵƌƌŝĐƵůƵŵ͘�dŚĞƌĞ�ĂƌĞ�ŚĂƌĚůǇ�ĂŶǇ�ŶĞǁ�
ĚŽĐƚŽƌĂů�ĚŝƐƐĞƌƚĂƟŽŶƐ�ĨƌŽŵ�ƚŚĞ�ƐƉĞĐŝĂů�ŶĞĞĚƐ�ƉŚǇƐŝĐĂů�ůĞĂƌŶŝŶŐ�ĞŶǀŝƌŽŶŵĞŶƚ�ƉĞƌƐƉĞĐƟǀĞ�ĂŶĚ�ƚŚĞ�ŵŽƐƚ�
ŶĞǁĞƐƚ�ƌĞƐĞĂƌĐŚ�ŽŶ�ƚŚĞ�ƐƵďũĞĐƚ�ŝƐ�ƌĞůĂƚĞĚ�ƚŽ�ƚŚĞ�ƵƐĞ�ŽĨ�ǀŝƌƚƵĂů�Žƌ�ŝŶĨŽƌŵĂƟŽŶ�ƚĞĐŚŶŽůŽŐǇ�ĂƐ�Ă�ůĞĂƌŶŝŶŐ�
ĞŶǀŝƌŽŶŵĞŶƚ� ŝŶ� ŐĞŶĞƌĂů͘� hƟůŝƐŝŶŐ� ǀŝƌƚƵĂů� ƚĞĐŚŶŽůŽŐǇ� ĂŶĚ� ŽƚŚĞƌ� ĐŽŵƉƵƟŶŐ� ĚĞǀŝĐĞƐ� ǁŝůů� ĞǆĐůƵĚĞ� Ăůů�
students who cannot read, speak and write. It also excludes learners who have challenging behaviours 
ĚƵĞ�ƚŽ�ƐĞŶƐŽƌǇ�ƐƟŵƵůŝ͕�ǁŚŝĐŚ�ŝŶ�ƉƌĂĐƟĐĞ�ǁŝůů�ŵĞĂŶ�ƚŚĂƚ͕�ĚŝīĞƌĞŶƚ�ĚĞǀŝĐĞƐ�ǁŝůů�ŶŽƚ�ǁŝƚŚƐƚĂŶĚ�ĞǀĞƌǇĚĂǇ�
ƵƐĞ͘�/Ŷ�ƚŚĞ�h<͕�ƚŚĞƌĞ�ŚĂƐ�ďĞĞŶ�ĚŽŶĞ�ƐŽŵĞ�ƌĞƐĞĂƌĐŚ�ǁŚĂƚ�ƚŚĞ�ĐůĂƐƐƌŽŽŵ�ƐŚŽƵůĚ�ůŽŽŬ�ůŝŬĞ�ĨŽƌ�ƐƚƵĚĞŶƚƐ�
ǁŝƚŚ��^�͘�&Žƌ�ĞǆĂŵƉůĞ͕�DĐ�ůůŝƐƚĞƌ�;ϮϬϬϴͿ͕�ŝŶ�ŚĞƌ�ĂƌƟĐůĞ͕�ĚŝƐĐƵƐƐĞƐ�ĂďŽƵƚ�ƚŚĂƚ͘�dŚĞ�ƐƉĞĐŝĮĐƐ�ŽĨ�ƚŚĞ�ĂƵƟƐŵ�
spectrum disorder have been extensively studied, but its impact on safety and security has been limited. 
EĞǆƚ͕�ƚŚŝƐ�ĂƌƟĐůĞ�ĚĞůǀĞƐ�ŝŶƚŽ�ůĞĂƌŶŝŶŐ�ĞŶǀŝƌŽŶŵĞŶƚƐ͕��^��ĐŚĂůůĞŶŐĞƐ͕�ĂŶĚ�ĞĚƵĐĂƟŽŶĂů�ŝŶƐƟƚƵƟŽŶ Ɛ͛�ƐĂĨĞƚǇ�
and security.

>ĞĂƌŶŝŶŐ�ĞŶǀŝƌŽŶŵĞŶƚƐ
dƌĂĚŝƟŽŶĂůůǇ͕ � ůĞĂƌŶŝŶŐ�ĞŶǀŝƌŽŶŵĞŶƚƐ�ĐĂŶ�ďĞ�ĚŝǀŝĚĞĚ�ŝŶƚŽ�ĨŽƵƌ�ƉĂƌƚƐ͗�ƉƐǇĐŚŽůŽŐŝĐĂů͕�ƐŽĐŝĂů͕�ƉĞĚĂŐŽŐŝĐĂů�
ĂŶĚ�ƉŚǇƐŝĐĂů͘�dŚĞ�ƉƐǇĐŚŽůŽŐŝĐĂů�ůĞĂƌŶŝŶŐ�ĞŶǀŝƌŽŶŵĞŶƚ�ĐŽŶƚĂŝŶƐ�ƚŚĞ�ĂƚŵŽƐƉŚĞƌĞ�ŽĨ�ƚŚĞ�ůĞĂƌŶŝŶŐ�ƐŝƚƵĂƟŽŶ͘�
The social environment includes teachers, students, friends and all networks that support learning 
and interact with each other. The pedagogical environment includes topics related to teaching design, 
such as teaching methods and the choice of teaching materials. Physical learning environments are all 
ƉůĂĐĞƐ�ǁŚĞƌĞ�ƚĞĂĐŚŝŶŐ�ĂŶĚ�ůĞĂƌŶŝŶŐ�ƚĂŬĞ�ƉůĂĐĞ͘�;WŝŝƐƉĂŶĞŶ�ϮϬϬϴ͕�ϭϴͲϮϰ͘Ϳ�dŚĞ�ďƌĞĂŬĚŽǁŶ�ŽĨ�ƚŚĞ�ůĞĂƌŶŝŶŐ�
ĞŶǀŝƌŽŶŵĞŶƚ�ŝŶ�ƚŚŝƐ�ƐƚƵĚǇ�ŝƐ�ŵŽĚĞůĞĚ�ŽŶ�ƚŚĂƚ�ŽĨ�WŝŝƐƉĂŶĞŶ Ɛ͛�;ϮϬϬϴͿ�ĚŝƐƐĞƌƚĂƟŽŶ͕�ǁŚŝĐŚ�ĐŽŵďŝŶĞƐ�ƚŚĞ�
ƉƐǇĐŚŽůŽŐŝĐĂů� ĂŶĚ� ƐŽĐŝĂů� ĞŶǀŝƌŽŶŵĞŶƚƐ� ďĞĐĂƵƐĞ� ƚŚĞǇ�ŵĂǇ� ŚĂǀĞ� Ă� ƐƚƌŽŶŐ� ŝŶŇƵĞŶĐĞ� ŽŶ� ŽŶĞ� ĂŶŽƚŚĞƌ͘ �
WŝŝƐƉĂŶĞŶ� ;ϮϬϬϴͿ� ŵĞŶƟŽŶƐ� ŝŶ� ŚĞƌ� ĚŽĐƚŽƌĂů� ĚŝƐƐĞƌƚĂƟŽŶ� ƚŚĂƚ� Ă� ŐŽŽĚ� ůĞĂƌŶŝŶŐ� ĞŶǀŝƌŽŶŵĞŶƚ� ŝƐ� ƐĂĨĞ͘�
However, she does not talk more about safety or security in her work.

/Ŷ�ƚŚĞ�ƌĞƐĞĂƌĐŚ�ŽŶ�ƚŚĞ�ůĞĂƌŶŝŶŐ�ĞŶǀŝƌŽŶŵĞŶƚ͕�ƚŚĞ�ĞŵƉŚĂƐŝƐ�ŝƐ�ƵƐƵĂůůǇ�ŽŶ�͚ŶŽƌŵĂů�ůĞĂƌŶŝŶŐ�ĞŶǀŝƌŽŶŵĞŶƚƐ͛�
ĂŶĚ� ƚĞĐŚŶŽůŽŐǇ͘ � &Žƌ� ĞǆĂŵƉůĞ͕� �ƵǀŝŶĞŶ� ;ϮϬϭϱͿ� ĚŝƐĐƵƐƐĞƐ� ƚĞĐŚŶŽůŽŐǇ� ĂŶĚ� ĚŝƐƚĂŶĐĞ� ůĞĂƌŶŝŶŐ� ŝŶ� ŚŝƐ�
ĚŝƐƐĞƌƚĂƟŽŶ͘� <ƵƵƐŝŬŽƌƉŝ� ;ϮϬϭϮͿ� ĚĞĂůƐ�ǁŝƚŚ� ƚŚĞ� ĨƵƚƵƌĞ� ƉŚǇƐŝĐĂů� ůĞĂƌŶŝŶŐ� ĞŶǀŝƌŽŶŵĞŶƚ͕�ǁŚŝĐŚ� ŝŶĐůƵĚĞƐ�
ǀĂƌŝŽƵƐ� ŽŶůŝŶĞ� ƐŽůƵƟŽŶƐ͕� ƐƚƵĚĞŶƚ� ƐĞůĨͲĚŝƌĞĐƚĞĚŶĞƐƐ� ĂŶĚ� ĐŽůůĂďŽƌĂƟǀĞ� ƚĞĂĐŚŝŶŐ� ŵĞƚŚŽĚƐ͘� WŝŝƐƉĂŶĞŶ�
;ϮϬϬϴͿ͕�ŽŶ�ƚŚĞ�ŽƚŚĞƌ�ŚĂŶĚ͕�ĚŝƐĐƵƐƐĞƐ�ƚŚĞ�ůĞĂƌŶŝŶŐ�ĞŶǀŝƌŽŶŵĞŶƚ�ŵŽƌĞ�ďƌŽĂĚůǇ�ĨƌŽŵ�ƚŚĞ�ƉĞƌƐƉĞĐƟǀĞ�ŽĨ�Ă�
ŐŽŽĚ�ůĞĂƌŶŝŶŐ�ĞŶǀŝƌŽŶŵĞŶƚ͕�ǁŚŝĐŚ�ŚĂƐ�ĂůƐŽ�ďĞĞŶ�ŽŶĞ�ŽĨ�ƚŚĞ�ƐƚĂƌƟŶŐ�ƉŽŝŶƚƐ�ĨŽƌ�ƚŚŝƐ�ƌĞƐĞĂƌĐŚ͘�sĞůůŽŶĞŶ͕�
<ćƌŶć� ĂŶĚ� sŝƌŶĞƐ� ;ϮϬϭϯ͕� ϭϳϬͿ� ŚĂǀĞ� ĞǆƉůŽƌĞĚ� ŚŽǁ� ƚĞĐŚŶŽůŽŐǇ� ĐĂŶ� ƐƚƌĞŶŐƚŚĞŶ� ƚŚĞ� ĂƵƟƐŵ� ƐƉĞĐƚƌƵŵ�
ŽĨ� ƐƚƵĚĞŶƚƐ� ŝŶ� ƚŚĞŝƌ� ŽǁŶ�ǁĂǇ�ŽĨ� ůĞĂƌŶŝŶŐ� ĂŶĚ� ƚŚƵƐ� ŚŝŐŚůŝŐŚƚ� ƚŚĞŝƌ� ƐƚƌĞŶŐƚŚƐ͘�EƵŝŬŬŝŶĞŶ� ;ϮϬϬϵͿ� ĚĞĂůƐ�
ĞǆƚĞŶƐŝǀĞůǇ�ǁŝƚŚ�ƐĐŚŽŽů�ďƵŝůĚŝŶŐ�ĂŶĚ�ǁĞůůͲďĞŝŶŐ�ŝŶ�ĚŝīĞƌĞŶƚ�ƚǇƉĞƐ�ŽĨ�ůĞĂƌŶŝŶŐ�ĞŶǀŝƌŽŶŵĞŶƚƐ͘�KŶĞ�ŽĨ�ŚĞƌ�
ĐŽŶĐůƵƐŝŽŶƐ� ŝƐ�ƚŚĂƚ�ƚŚĞ�ĞǆƉĞƌŝĞŶĐĞ�ŽĨ�ƐĞĐƵƌŝƚǇ�ĂŶĚ�ƐĂĨĞƚǇ� ŝƐ� ŝŶŇƵĞŶĐĞĚ�ďǇ�ƚŚĞ�ŽƉƉŽƌƚƵŶŝƟĞƐ�ƉƌŽǀŝĚĞĚ�
ďǇ�ƚŚĞ�ůĞĂƌŶŝŶŐ�ĞŶǀŝƌŽŶŵĞŶƚ�ƚŽ�ŵĂŶĂŐĞ�ĞǀĞƌǇĚĂǇ�ůŝĨĞ�ĂŶĚ�ƚŽ�ƐĐŚĞĚƵůĞ�ƟŵĞ͘�DŝŶŬŬŝŶĞŶ�;ϮϬϭϱͿ͕�ŝŶ�ƚƵƌŶ͕�
ĞǆĂŵŝŶĞƐ�ĐŚŝůĚ�ǁĞůůͲďĞŝŶŐ�ĨƌŽŵ�ďŽƚŚ�Ă�ƉƐǇĐŚŽůŽŐŝĐĂů�ĂŶĚ�Ă�ƐŽĐŝĂů�ƉĞƌƐƉĞĐƟǀĞ͘�̂ ŚĞ�ĐŚĂƌƚƐ�ƚŚĞ�ŝŵƉŽƌƚĂŶĐĞ�
of social support when a student is depressed and how bullying is associated with it. 
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�ŚĂůůĞŶŐĞƐ�ŽĨ��^�
dŚĞ�ĂďŶŽƌŵĂů�ƐĞŶƐŽƌǇ�ĂŶĚ�ƉĞƌĐĞƉƟŽŶ�ĂďŝůŝƟĞƐ�ĂƐƐŽĐŝĂƚĞĚ�ǁŝƚŚ�ƚŚĞ�ƵŶĚĞƌůǇŝŶŐ�ƉƌŽďůĞŵ�ŽĨ�ƉĞŽƉůĞ�ǁŝƚŚ�
ĂƵƟƐŵ�ŚĂǀĞ�ďĞĞŶ�ƚŚĞ�ƐƵďũĞĐƚ�ŽĨ�ŵƵĐŚ�ƌĞƐĞĂƌĐŚ�ŝŶ�ƌĞĐĞŶƚ�ĚĞĐĂĚĞƐ�;�ŽŐĚĂƐŚŝŶĂ�ϮϬϬϯ͖��ĞůĂĐĂƚŽ�ϭϵϵϱ͖�
<ŽŽƚǌ͕�DĂƌŝŶĞůůŝ�ĂŶĚ��ŽŚĞŶ�ϭϵϴϮ͖�ZŝŵůĂŶĚ�ϭϵϲϰͿ͘�^ĞŶƐŽƌǇ�ĂŶĚ�ƉĞƌĐĞƉƚƵĂů�ƉƌŽďůĞŵƐ�ĐĂŶ�ůĞĂĚ�ƚŽ�ƚǇƉŝĐĂů�
ďĞŚĂǀŝŽƵƌƐ�ƚŚĂƚ�ŝŶĐůƵĚĞ�ĂŶŐĞƌ�ĂƩĂĐŬƐ͕�ƐĞůĨͲŚĂƌŵ�ĂŶĚ�ǁŝƚŚĚƌĂǁĂů͘�dŚĞƐĞ�ďĞŚĂǀŝŽƵƌƐ�ŵĂŬĞ�ůŝĨĞ�ĞĂƐŝĞƌ�ĨŽƌ�
ƚŚĞ�ĂƵƟƐƟĐ�ƉĞŽƉůĞ͕�ďƵƚ�ŵĂŬĞ�ŝƚ�ŵŽƌĞ�ĚŝĸĐƵůƚ�ĨŽƌ�ƚŚĞŵ�ĂĐƚ�ĂƐ�ŝŶĚĞƉĞŶĚĞŶƚůǇ�ĂƐ�ƉŽƐƐŝďůĞ�ŝŶ�ƚŚĞ�ĨƵƚƵƌĞ͘�
;�ŽŐĚĂƐŚŝŶĂ�ϮϬϬϯ͖�^ǌĞĚŐĂ�ĂŶĚ�,ŽŬŬĂŶĞŶ�ϮϬϬϵ͘Ϳ��ĐĐŽƌĚŝŶŐ�ƚŽ��ĞůĐĂƚŽ�;ϭϵϵϱ͕�ϴϬͲϴϰͿ͕�ĚŝƐŽƌĚĞƌƐ�ŽĨ�ƚŚĞ�
sensory canals can be divided into three parts, which are hyper, hypo and white noise. Hypertension 
ƌĞĨĞƌƐ�ƚŽ�ƐĞŶƐŽƌǇ�ŚǇƉĞƌƐĞŶƐŝƟǀŝƚǇ͘ �,ǇƉŽ�ŵĞĂŶƐ�ƚŚĂƚ�ƚŚĞ�ƐĞŶƐŽƌǇ�ƐŝŐŶĂůƐ�ĂƌĞ�ŶŽƚ�ƉƌŽƉĞƌůǇ�ƚƌĂŶƐŵŝƩĞĚ͘�
tŚŝƚĞ� ŶŽŝƐĞ͕� ŽŶ� ƚŚĞ� ŽƚŚĞƌ� ŚĂŶĚ͕� ŵĞĂŶƐ� ƚŚĂƚ� ƚŚĞ� ƐĞŶƐŽƌǇ� ƐǇƐƚĞŵ� ĚŽĞƐ� ŶŽƚ� ĨƵŶĐƟŽŶ� ďĞĐĂƵƐĞ� ŝƚ� ŝƐ�
ĚŝƐƚƵƌďĞĚ�ďǇ�ƚŚĞ�ďŽĚǇ Ɛ͛�ŽǁŶ�ĨƵŶĐƟŽŶŝŶŐ͕�ĐĂƵƐŝŶŐ�Ă�ďĂĐŬŐƌŽƵŶĚ�ŶŽŝƐĞ͘�;�ĞĐĂůƚŽ�ϭϵϵϱ͕�ϴϬͲϴϰ͘Ϳ��ďŽƵƚ�ϴϬ�
ƉĞƌĐĞŶƚ�ŽĨ�ƉĞŽƉůĞ�ǁŝƚŚ�ĂƵƟƐŵ�ŚĂǀĞ�ŝŶƚĞůůĞĐƚƵĂů�ĚŝƐĂďŝůŝƟĞƐ�;<ĂƐŬŝ͕�DĂŶŶŝŶĞŶ�ĂŶĚ�WŝŚŬŽ�ϮϬϬϵ͕�ϭϬϳͿ͘�&ƌŽŵ�
ƚŚĞ� ŝŶƚĞƌŝŽƌ�ĚĞƐŝŐŶ�ƉĞƌƐƉĞĐƟǀĞ͕� ƐĞŶƐŽƌǇ�ƉƌŽďůĞŵƐ� ĐƌĞĂƚĞƐ� ŝƚƐ�ŽǁŶ�ĐŚĂůůĞŶŐĞƐ͘� dŚŝƐ� ŝƐ� ƚƌƵĞ�ĞƐƉĞĐŝĂůůǇ�
nowadays, because the trend in teaching is inclusion, where the idea is that all students or pupils study 
ĂŶĚ�ƵƐĞ�ƚŚĞ�ƐĂŵĞ�ĨĂĐŝůŝƟĞƐ�Ăƚ�ƚŚĞ�ƐĂŵĞ�ƟŵĞ͘

^ĂĨĞƚǇ�ĂŶĚ�^ĞĐƵƌŝƚǇ�ŽĨ�ƚŚĞ�ĞĚƵĐĂƟŽŶĂů�ŝŶƐƟƚƵƟŽŶƐ
Safety can be seen as a state being safe away from danger. We are talking about safety when something 
ƵŶŝŶƚĞŶƟŽŶĂů� ŚĂƉƉĞŶƐ� ƚŚĂƚ� ĐĂŶ� ŚĂƌŵ� Žƌ� ĚĂŵĂŐĞ� ƐŽŵĞďŽĚǇ� Žƌ� ƐŽŵĞƚŚŝŶŐ� /Ŷ� ŽƚŚĞƌ� ǁŽƌĚƐ͕� ƐĂĨĞƚǇ�
ŵĞĂƐƵƌĞƐ� ĂƌĞ� ĂĐƟŽŶƐ� ƚŚĂƚ� ƉƌŽƚĞĐƚ� ƉĞŽƉůĞ͕� ƉƌŽƉĞƌƚǇ͕ � ƌĞƉƵƚĂƟŽŶ� ĨƌŽŵ�ĚĂŶŐĞƌŽƵƐ� Žƌ� ŽƚŚĞƌ� ƵŶǁĂŶƚĞĚ�
ƐŝƚƵĂƟŽŶƐ͘�;DĂƌƟŬĂŝŶĞŶ�ϮϬϭϲ͕�ϮϮ͘Ϳ

^ĞĐƵƌŝƚǇ�ĐĂŶ�ďĞ�ƐĞĞŶ�ŵĞĂƐƵƌĞƐ�ĂŐĂŝŶƐƚ�ĂŶ� ŝŶƚĞŶƟŽŶĂů�ĂŶĚ�ǀŝŽůĞŶƚ�ĂƩĂĐŬ�ĂŶĚ�ĚĂŶŐĞƌ͕ �ǁŚŝĐŚ� ůĞĂĚƐ� ƚŽ�
ŝŶũƵƌǇ�ŚĂƌŵ�Žƌ�ĚĂŵĂŐĞ͘�dŚŽƐĞ�ƐĞĐƵƌŝƚǇ�ĂĐƟŽŶƐ�ĂƌĞ�ŵĂĚĞ�ƚŽ�ŵĂŬĞ�ƐƵƌĞ�ŽĨ�ƚŚĞ�ƐĂĨĞƚǇ�ŽĨ�Ă�ƉĞƌƐŽŶ�Žƌ�Ă�
ďƵŝůĚŝŶŐ�Žƌ�Ă�ĐŽƵŶƚƌǇ͘ ��;DĂƌƟŬĂŝŶĞŶ�ϮϬϭϲ͕�ϮϮ͘Ϳ��ĐĐŽƌĚŝŶŐ�ƚŽ�^&^Ͳ/^K�ϮϴϬϬϬ�;ϮϬϭϮ͕�ϭϭͿ�ƐĞĐƵƌŝƚǇ��ĐĂŶ�ďĞ�
ƐĞĞŶ�ĂƐ�ƚŚĞ�ƌĞƐŝƐƚĂŶĐĞ�ƚŽ�ĂŶ�ŝŶƚĞŶƟŽŶĂů͕�ƵŶĂƵƚŚŽƌŝǌĞĚ�ĂĐƚ�ƚŚĂƚ�ŝƐ�ŝŶƚĞŶĚĞĚ�ƚŽ�ĐĂƵƐĞ�ŚĂƌŵ�Žƌ�ĚĂŵĂŐĞ�
;^&^Ͳ/^K�ϮϴϬϬϬ͗ϮϬϭϮ͕�ϭϭͿ͘

dŚĞ�ďĂƐŝƐ�ĨŽƌ�ƚŚĞ�ƐĂĨĞƚǇ�ĂŶĚ�ƐĞĐƵƌŝƚǇ�ŽĨ�ǀŽĐĂƟŽŶĂů�ƐĐŚŽŽůƐ�ĐĂŶ�ďĞ�ĨŽƵŶĚ�ĨƌŽŵ��ŚĂƉƚĞƌ�ϴϬ͕�̂ ĞĐƟŽŶ�ϵ�ŽĨ�ƚŚĞ�
�Đƚ�ŽŶ�sŽĐĂƟŽŶĂů��ĚƵĐĂƟŽŶ�ĂŶĚ�dƌĂŝŶŝŶŐ�;ϱϯϭͬϮϬϭϳͿ͕�ǁŚŝĐŚ�ƐƚĂƚĞƐ�ƚŚĂƚ�ĞǀĞƌǇŽŶĞ�ŚĂƐ�͞ ƚŚĞ�ƌŝŐŚƚ�ƚŽ�Ă�ƐĂĨĞ�
ĂŶĚ�ƐĞĐƵƌĞ�ƐƚƵĚǇ�ĞŶǀŝƌŽŶŵĞŶƚ͘͟ �dŚĞ��ĂƐŝĐ��ĚƵĐĂƟŽŶ��Đƚ�;ϲϮϴͬϭϵϵϴͿ�ĂůƐŽ�ĞŵƉŚĂƐŝƐĞƐ�ĞǀĞƌǇŽŶĞ Ɛ͛�ƌŝŐŚƚ�
ƚŽ�Ă�ƐĂĨĞ�ĂŶĚ�ƐĞĐƵƌĞ�ƐƚƵĚǇ�ĞŶǀŝƌŽŶŵĞŶƚ͘�^ĂĨĞƚǇ�ŝƐ�Ă�ŵƵůƟĚŝŵĞŶƐŝŽŶĂů�ĐŽŶĐĞƉƚ͕�ǁŚŝĐŚ�ŵĞĂŶƐ�ƚŚĂƚ�ŝƚ�ĐĂŶ�
ďĞ�ƐƵďũĞĐƟǀĞ�Žƌ�ŽďũĞĐƟǀĞ�;>Ğǀć�ϮϬϬϯ͕�ϯϭͲϯϱͿ͘�dŚĞ�ĂƌĞĂƐ�ŽĨ�ŽƌŐĂŶŝƐĂƟŽŶĂů�ƐĂĨĞƚǇ�ĂŶĚ�ƐĞĐƵƌŝƚǇ�ŝŶĐůƵĚĞ͗�
͞ϭ�ŽĐĐƵƉĂƟŽŶĂů�ŚĞĂůƚŚ�ĂŶĚ�ƐĂĨĞƚǇ͕ �ϮͿ�ŝŶĨŽƌŵĂƟŽŶ�ƐĞĐƵƌŝƚǇ͕ �ϯͿ�ĐƌŝŵĞ�ƉƌĞǀĞŶƟŽŶ͕�ϰͿ�ĞŶǀŝƌŽŶŵĞŶƚĂů�ƐĂĨĞƚǇ͕ �
ϱͿ�ƉƌĞŵŝƐĞƐ�ƐĞĐƵƌŝƚǇ͕ �ϲͿ�ĐŽŶƟŶŐĞŶĐǇ�ƉůĂŶŶŝŶŐ͕�ϳͿ�ƉĞƌƐŽŶĂů�ƐĞĐƵƌŝƚǇ͕ �ϴͿ�ƌĞƐĐƵĞ�ŽƉĞƌĂƟŽŶƐ͕�ϵͿ�ƐĂĨĞƚǇ�ĂŶĚ�
ƐĞĐƵƌŝƚǇ�ŽĨ�ƉƌŽĚƵĐƟŽŶ�ĂŶĚ�ŽƉĞƌĂƟŽŶƐ�ĂŶĚ�ϭϬͿ�ƐĞĐƵƌŝƚǇ�ŽĨ�ŽƉĞƌĂƟŽŶƐ�ĂďƌŽĂĚ͘�dŚĞ�ĂƐƐĞƚƐ͕�ƐƵĐŚ�ĂƐ�ŝŵĂŐĞ͕�
ƉĞƌƐŽŶƐ͕� ŝŶĨŽƌŵĂƟŽŶ͕� ŵĂƚĞƌŝĂů� ĂŶĚ� ĞŶǀŝƌŽŶŵĞŶƚ͕� ŝŶĐůƵĚŝŶŐ� ůĞĂƌŶŝŶŐ� ĞŶǀŝƌŽŶŵĞŶƚ͕� ĂƌĞ� ƉƌŽƚĞĐƚĞĚ� ďǇ�
ŵĞĂŶƐ�ŽĨ�ŽƌŐĂŶŝǌĂƟŽŶĂů�^ĂĨĞƚǇ�ĂŶĚ�^ĞĐƵƌŝƚǇ�DĂŶĂŐĞŵĞŶƚ͘͟ � ;DĂƌƟŬĂŝŶĞŶ�ϮϬϭϲ͕�ϰϮͿ͘�dŚŝƐ�ŵĞĂŶƐ�ƚŚĂƚ�
ƚŚĞ�ĞĚƵĐĂƟŽŶĂů�ĂŶĚ�ƚŚĞ�ŽƌŐĂŶŝƐĂƟŽŶĂů�ƐĂĨĞƚǇ�ĂŶĚ�ƐĞĐƵƌŝƚǇ�ĐŽŶĐĞƉƚ�ĂƌĞ�ĂůŵŽƐƚ�ƚŚĞ�ƐĂŵĞ͘�dŚĞ�ĚŝīĞƌĞŶĐĞ�
ŝƐ�ƚŚĂƚ�ĞĚƵĐĂƟŽŶĂů�ƐĂĨĞƚǇ�ĂŶĚ�ƐĞĐƵƌŝƚǇ�ŚĂƐ�ŽŶĞ�ŵŽƌĞ�ĂŶŐůĞ͕�ǁŚŝĐŚ�ŝƐ�ƚŚĞ�ƐƚƵĚĞŶƚ�ĐĂƌĞ�ƚŚĂƚ�ƉƌŽŵŽƚĞƐ�
ůĞĂƌŶŝŶŐ�ĂŶĚ�ďĂůĂŶĐĞĚ�ĚĞǀĞůŽƉŵĞŶƚ͘�;tĂŝƟŶĞŶ�ϮϬϭϭ͕�ϲϱ͘Ϳ

dŚŝƐ�ŵĞĂŶƐ�ƚŚĂƚ͕�ĨƌŽŵ�ĂŶ�ŽƌŐĂŶŝƐĂƟŽŶĂů�ƉĞƌƐƉĞĐƟǀĞ�ĞĚƵĐĂƟŽŶĂů�ƐĂĨĞƚǇ�ĂŶĚ�ƐĞĐƵƌŝƚǇ�ŝƐ�ƋƵĂůŝƚǇ�ǁŽƌŬ͘�/ƚ�ŝƐ�
ƌŝƐŬ�ŵĂŶĂŐĞŵĞŶƚ�ĂŶĚ�ĞŶƐƵƌŝŶŐ�ƚŚĂƚ�ƚŚĞ�ƐĐŚŽŽů Ɛ͛�ŽƉĞƌĂƟŽŶ�ŝƐ�ŶŽƚ�ĚŝƐƚƵƌďĞĚ͘�/ƚ�ĐĂŶ�ďĞ�ŵĂŶĂŐĞĚ�ƚŚƌŽƵŐŚ�
ĚŝīĞƌĞŶƚ�ƐǇƐƚĞŵƐ͘��;<ĞƌŬŽ�ϮϬϬϭ͖�DĂƌƟŬĂŝŶĞŶ�ϮϬϭϲ͖�DŽůĂƌŝƵƐ�ϮϬϭϲ͖�>ĂŶŶĞ�ϮϬϬϳ͖�>Ğǀć�ϮϬϬϯ͖�̂ ŝŵŽůĂ�ϮϬϬϱ͖�
dĂŶŶŝŶĞŶ�ϮϬϬϴ�ĂŶĚ�tĂŝƟŶĞŶ�ϮϬϭϭ͘Ϳ͘�,ŽǁĞǀĞƌ͕ �ŝƚ�ƐŚŽƵůĚ�ďĞ�ŶŽƚĞĚ�ƚŚĂƚ�ŵĂŶĂŐĞŵĞŶƚ�ƐǇƐƚĞŵƐ�ƐƵĐŚ�ĂƐ�
ƚŚĞ�ŽĐĐƵƉĂƟŽŶĂů�ƐĂĨĞƚǇ�ƐǇƐƚĞŵ�/^K�ϰϱϬϬϭ�ĚŽ�ŶŽƚ�ŶĞĐĞƐƐĂƌŝůǇ�ŐƵĂƌĂŶƚĞĞ�ƐĂĨĞƚǇ� ;'ŚĂŚƌĂŵŝ�ϮϬϭϲ͕�ϲϳͿ͘�
'ŚĂŚƌĂŵŝ�;ϮϬϭϲͿ�ĂŶĚ�tƌŝƚŚ�ĂŶĚ�^ŝŐƵƌĚƐƐŽŶ�;ϮϬϬϴͿ�ƐĞĞ�ƐĂĨĞƚǇ�ĐƵůƚƵƌĞ�ĂƐ�ĂŶ�ŝŵƉŽƌƚĂŶƚ�ĚƌŝǀŝŶŐ�ĨŽƌĐĞ�ĨŽƌ�
achieving a safe work environment. Therefore, it can be assumed that the learning environment of an 
ĞĚƵĐĂƟŽŶĂů�ŝŶƐƟƚƵƟŽŶ�ǁŝůů�ŶŽƚ�ďĞ�ƐĂĨĞ�ĂŶĚ�ƐĞĐƵƌĞ�ďǇ�Ă�ŵĞƌĞ�ŽĐĐƵƉĂƟŽŶĂů�ƐĂĨĞƚǇ�ƐǇƐƚĞŵ͕�ďƵƚ�ŝƚ�ǁŝůů�ĂůƐŽ�
ƌĞƋƵŝƌĞ�ŽƚŚĞƌ�ƚŚŝŶŐƐ͕�ƐƵĐŚ�ĂƐ�Ă�ŐŽŽĚ�ŝŶƚĞƌĂĐƟǀĞ�ƐĂĨĞƚǇ�ĐƵůƚƵƌĞ�ĂŶĚ�Ă�ƐĂĨĞ�ƉŚǇƐŝĐĂů�ĞŶǀŝƌŽŶŵĞŶƚ͘

�� ƐĂĨĞƚǇ� ĐƵůƚƵƌĞ� ŝƐ� ƉĂƌƚ� ŽĨ� ĂŶ� ŽƌŐĂŶŝƐĂƟŽŶĂů� ĐƵůƚƵƌĞ� ƚŚĂƚ� ůĞĂĚƐ� ƚŽ� Ă� ĐĞƌƚĂŝŶ� ǁĂǇ� ŽĨ� ǁŽƌŬŝŶŐ� ƐĂĨĞůǇ͘ �
;ZĞŝŵĂŶ�ϮϬϬϬ͕�ϴ͖�EŝůƐĞŶ�ϮϬϭϮ͖�ZƵƵŚŝůĞŚƚŽ�ĂŶĚ�sŝůƉƉƵůĂ�ϮϬϬϬ͕�ϭϮͲϭϲͿ͘�KƌŐĂŶŝƐĂƟŽŶĂů�ĐƵůƚƵƌĞ�ŚĂƐ�ƚŚƌĞĞ�
ĐŽŵƉŽŶĞŶƚƐ͗�ĂƌƚĞĨĂĐƚƐ͕�ĞǆƉƌĞƐƐĞĚ�ǀĂůƵĞƐ͕�ĂŶĚ�ĨƵŶĚĂŵĞŶƚĂů�ĂƐƐƵŵƉƟŽŶƐ�;^ĐŚĞŝŶ�ϮϬϬϰ͕�ϮϱͿ͘�tĂŝƟŶĞŶ�
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;ϮϬϭϭ͕�ϮϬϴͿ�ĚĞĮŶĞƐ�ƐĐŚŽŽů�ƐĂĨĞƚǇ�ĐƵůƚƵƌĞ�ĂƐ�Ă�ůĂǇĞƌĞĚ�ƉŚĞŶŽŵĞŶŽŶ�ŝŶ�ǁŚŝĐŚ�ĞǀĞƌǇŽŶĞ�ĞŶŐĂŐĞƐ�ŝŶ�ƚŚĞŝƌ�
ŽǁŶ�ĂĐƟǀŝƟĞƐ͘��ĐĐŽƌĚŝŶŐ�ƚŽ�>ŝŶĚĨŽƌƐ�ĂŶĚ�^ŽŵĞƌŬŽƐŬŝ�;ϮϬϭϲ͕�ϲͿ͕�ƚŚĞ�ƐĂĨĞƚǇ�ĐƵůƚƵƌĞ�ŽĨ�ĂŶ�ŝŶƐƟƚƵƟŽŶ�ŝƐ�ĂŶ�
ŝŶƚĞƌĂĐƟǀĞ�ĂĐƟǀŝƚǇ� ŝŶ�Ă� ůĞĂƌŶŝŶŐ�ĞŶǀŝƌŽŶŵĞŶƚ�ĂŝŵĞĚ�Ăƚ�ƉƌŽŵŽƟŶŐ�ǁĞůůďĞŝŶŐ�ĂŶĚ�ƐĂĨĞƚǇ�;>ŝŶĚĨŽƌƐ�ĂŶĚ�
^ŽŵĞƌŬŽƐŬŝ�ϮϬϭϲ͕�ϲͿ͘

Z�^��Z�,�D�d,K�K>K'z�
dŚĞ�ƉƌŝŵĂƌǇ�ĚĂƚĂ� ŝŶ� ƚŚŝƐ�ĂƌƟĐůĞ�ŚĂƐ�ďĞĞŶ�ŽďƚĂŝŶĞĚ�ƚŚƌŽƵŐŚ� ŝŶƚĞƌǀŝĞǁƐ�ǁŝƚŚ�ǀŽĐĂƟŽŶĂů� ƐƉĞĐŝĂů�ŶĞĞĚƐ�
ĞĚƵĐĂƟŽŶ�ƚĞĂĐŚĞƌƐ͕�ĐŽŽƌĚŝŶĂƚŽƌ�ĂŶĚ�ƉĞƌƐŽŶĂů�ĐĂƌĞ�ĂƐƐŝƐƚĂŶƚƐ�Ăƚ�ŽŶĞ�ŽĨ�ƚŚĞ�&ŝŶůĂŶĚ Ɛ͛�ďŝŐŐĞƐƚ�sŽĐĂƟŽŶĂů�
Special Collage. 

dŚĞ� ƐƚƵĚǇ� ǁĂƐ� ĐŽŶĚƵĐƚĞĚ� ĂƐ� Ă� ƋƵĂůŝƚĂƟǀĞ� ŝŶƚĞƌǀŝĞǁ� ƐƚƵĚǇ͘ � dŚĞ� ƚĂƌŐĞƚ� ŐƌŽƵƉ� ŽĨ� ƚŚĞ� ŝŶƚĞƌǀŝĞǁ� ǁĂƐ�
ĞŵƉůŽǇĞĞƐ�ŽĨ�ǀŽĐĂƟŽŶĂů�ƐƉĞĐŝĂů�ĐŽůůĞŐĞ͘���ƚŽƚĂů�ŽĨ��ϱ�ƉĞŽƉůĞ�ǁĞƌĞ�ŝŶƚĞƌǀŝĞǁĞĚ͘�dŚĞ�ŝŶƚĞƌǀŝĞǁ�ǁĂƐ�ĐŚŽƐĞŶ�
ĂƐ� ƚŚĞ�ŵĞƚŚŽĚ�ŽĨ�ĚĂƚĂ� ĐŽůůĞĐƟŽŶ�ďĞĐĂƵƐĞ� ŝƚ� ŝƐ� Ă�ŇĞǆŝďůĞ�ŵĞƚŚŽĚ�ĂŶĚ�ƉƌŽǀŝĚĞƐ� ŝŶͲĚĞƉƚŚ� ŝŶĨŽƌŵĂƟŽŶ�
;,ŝƌƐŝũćƌǀŝ�Ğƚ�Ăů͘�ϮϬϬϵ͕�ϮϬϰͲϮϬϳ�͖��ƐŬŽůĂ�Θ�^ƵŽƌĂƚĂ͘�ϮϬϬϴ͖�'ŚĂƵƌŝ�Θ�'ƌƆŶŚĂƵŐ�ϮϬϭϬͿ͘��Ǉ�ŝƚƐ�ǀĞƌǇ�ŶĂƚƵƌĞ͕�
ƚŚŝƐ� ŝŶƚĞƌǀŝĞǁ�ǁĂƐ� ƐĞŵŝͲƐƚƌƵĐƚƵƌĞĚ͕�ǁŝƚŚ� ŽƉĞŶͲĞŶĚĞĚ� ƋƵĞƐƟŽŶƐ͘� dŚĞ� ŝŶƚĞƌǀŝĞǁƐ�ǁĞƌĞ� ƌĞĐŽƌĚĞĚ� ĂŶĚ�
ƚƌĂŶƐĐƌŝƉƚ͘�dŚĞ�ĂŶĂůǇƐŝƐ�ŽĨ�ƚŚĞ�ŵĂƚĞƌŝĂů�ǁĂƐ�ŐƵŝĚĞĚ�ďǇ�Ă�ĐŽŵƉůĞƚĞĚ�ŵŽĚĞů�ĐŽŶƐŝƐƟŶŐ�ŽĨ�tĂŝƟŶĞŶ Ɛ͛�;ϮϬϭϭͿ�
school safety and security aspects and other theory of safety management, safety culture, ASD and 
ůĞĂƌŶŝŶŐ�ĞŶǀŝƌŽŶŵĞŶƚ͘�dŚĞ�ĂŶĂůǇƐŝƐ� ůŽŽŬĞĚ�ĨŽƌ�ƐŝŵŝůĂƌŝƟĞƐ�ƚŚĂƚ�ƌĞĐƵƌ͘ �dŚĞ�ŝŶƚĞƌǀŝĞǁƐ�ǁĞƌĞ�ĐŽŵƉůĞƚĞůǇ�
anonymous and the interviewer was an outsider. This way it was easier for the interviewee to trust and 
ƚĞůů�ĂďŽƵƚ�Ă�ƐĞŶƐŝƟǀĞ�ƐĞĐƵƌŝƚǇ�ĂŶĚ�ƐĂĨĞƚǇ�ƐŝƚƵĂƟŽŶƐ͘��Ɛ�Ă�ƌĞƐƵůƚ͕�ŵŽƌĞ�ƌĞůŝĂďůĞ�ĚĂƚĂ�ĂŶĚ͕�Ăƚ�ƚŚĞ�ƐĂŵĞ�ƟŵĞ͕�
ĚĞĞƉĞƌ� ŝŶĨŽƌŵĂƟŽŶ�ǁĂƐ�ŽďƚĂŝŶĞĚ͕�ǁŚŝĐŚ�ĂůůŽǁĞĚ�ƚŽ�ŐĞƚ�Ă�ŵŽƌĞ�ĐŽŵƉƌĞŚĞŶƐŝǀĞ�ƉŝĐƚƵƌĞ�ŽĨ�ƚŚĞ�ƐĂĨĞƚǇ�
ĂŶĚ�ƐĞĐƵƌŝƚǇ�ƉŚĞŶŽŵĞŶŽŶ͘�EĞǆƚ�ŝŶ�ƚŚŝƐ�ĂƌƟĐůĞ͕�ǁĞ�ŐŽ�ƚŚƌŽƵŐŚ�ǁŚĂƚ�ŬŝŶĚ�ƐĐŚŽŽů�ƚŚĞ�ŝŶƚĞƌǀŝĞǁĞĞƐ�ǁŽƌŬ�
ĂŶĚ�ŚŽǁ�ƚŚĞ�ŝŶƚĞƌǀŝĞǁ�ǁĂƐ�ĐŽŶĚƵĐƚĞĚ͘��ƚ�ƚŚĞ�ĞŶĚ�ŽĨ�ƉĂƌĂŐƌĂƉŚ�ĮǀĞ͕�ǁĞ�ŐŽ�ƚŚƌŽƵŐŚ�ƚŚĞ�ƌĞƐƵůƚƐ�ŽĨ�ƚŚĞ�
interview.

sŽĐĂƟŽŶĂů��ŽůůĞŐĞ�;ƐƉĞĐŝĂů�ĞĚƵĐĂƟŽŶ�ŝŶƐƟƚƵƟŽŶͿ
sŽĐĂƟŽŶĂů��ŽůůĞŐĞ�ƉƌŽǀŝĚĞƐ�ƐĞƌǀŝĐĞ�ĨŽƌ�ŝŶĚŝǀŝĚƵĂůƐ�ǁŚŽ�ŶĞĞĚ�ƐƉĞĐŝĂů�ŶĞĞĚƐ�ĞĚƵĐĂƟŽŶ͕�ŝŶĚŝǀŝĚƵĂů�ƐƵƉƉŽƌƚ�
and guidance in their studies and employment. There are many reasons for the need of support. These 
ƌĞĂƐŽŶƐ�ĂƌĞ�ĨŽƌ�ĞǆĂŵƉůĞ͕�ŚĞĂůƚŚ͕� ůĞĂƌŶŝŶŐ�ĚŝĸĐƵůƟĞƐ͕�ĂŶĚ�ƐŽĐŝĂů�Žƌ�ƉƐǇĐŚŽůŽŐŝĐĂů�ĐŚĂůůĞŶŐĞƐ͘�DŽƐƚ�ŽĨ�
ƚŚĞ�ƐƚƵĚĞŶƚƐ�ĂƌĞ�ƐƚƵĚǇŝŶŐ�ŝŶ�ŽƌĚĞƌ�ƚŽ�ŐĞƚ�ƉƌŽĨĞƐƐŝŽŶĂů�ƋƵĂůŝĮĐĂƟŽŶ�ĐĞƌƟĮĐĂƚĞ͘�,ŽǁĞǀĞƌ͕ �ƐŽŵĞ�ŽĨ�ƚŚĞŵ�
are studying and training for work and independent living. In Finland, these studies are called TELMA-
ƐƚƵĚŝĞƐ�ĂŶĚ�ƚŚĞǇ�ĂƌĞ�ŝŶƚĞŶĚĞĚ�ĨŽƌ�ƐƚƵĚĞŶƚƐ�ǁŝƚŚ�Ă�ǁŝĚĞƌ�ƌĂŶŐĞ�ŽĨ�ƐƉĞĐŝĂů�ŶĞĞĚƐ͘�hƐƵĂůůǇ�ƚŚĞƐĞ�ƐƚƵĚĞŶƚƐ�
ŚĂǀĞ�ŵƵůƟƉůĞ� ĚŝĂŐŶŽƐĞƐ� ŝŶĐůƵĚŝŶŐ� �^�͕�ŵĞŶƚĂů� ĚŝƐĂďŝůŝƚǇ� ĂŶĚ� ƚŚĞǇ� ŚĂǀĞ� ĐŚĂůůĞŶŐŝŶŐ� ďĞŚĂǀŝŽƵƌ͘ � dŚĞ�
ŝŶĚŝǀŝĚƵĂůƐ�ǁŚŽ�ǁĞƌĞ�ŝŶƚĞƌǀŝĞǁĞĚ�ĨŽƌ�ƚŚŝƐ�ĂƌƟĐůĞ�ǁĞƌĞ�ǁŽƌŬŝŶŐ�ǁŝƚŚ�d�>D��ƐƚƵĚĞŶƚƐ͘�

^ĞůĞĐƟŽŶ�ŽĨ�ƚŚĞ�ŝŶƚĞƌǀŝĞǁĞĞƐ�ĂŶĚ�/ŶƚĞƌǀŝĞǁ�ƉƌŽĐĞƐƐ
The selected school has about 1000 students and about 100 of them has diagnose for ASD. Many 
students whom have ASD diagnose have also other diagnoses. This leads to the need for a special 
ƐƵƉƉŽƌƚ�ĂŵŽŶŐ�ƚŚĞ�ƚĂƌŐĞƚ�ƐƚƵĚĞŶƚƐ͘�dŚĞ�ŝŶƚĞƌǀŝĞǁĞĞƐ�ǁĞƌĞ�ƐĞůĞĐƚĞĚ�ĂŵŽŶŐ�ĞĚƵĐĂƟŽŶĂů�ƐƚĂī͕�ǁŚŽ�ǁŽƌŬ�
with people with ASD and other diagnoses for example psychiatric diseases and mental handicap. In 
the selected school, the number of the target students was approx. 50 meaning sample classes of 5. 
KŶĞ�ĞĚƵĐĂƟŽŶĂů�ƐƚĂī�ŵĞŵďĞƌ�ĨƌŽŵ�ĞĂĐŚ�ŽĨ�ƚŚĞ�ϱ�ĐůĂƐƐĞƐ�ǁĂƐ�ĂƐŬĞĚ�ĨŽƌ�ƚŚĞ�ŝŶƚĞƌǀŝĞǁ͘�dŽ�ĐŽǀĞƌ�Ă�ǀĂƌŝĞƚǇ�
ŽĨ�ǀŝĞǁƐ͕�ƉĞŽƉůĞ�ǁŝƚŚ�Ă�ĚŝīĞƌĞŶƚ�ǁŽƌŬ�ĞǆƉĞƌŝĞŶĐĞ�ĂŶĚ�ĞĚƵĐĂƟŽŶĂů�ďĂĐŬŐƌŽƵŶĚ�ǁĞƌĞ�ƐĞůĞĐƚĞĚ�ĨŽƌ�ƚŚĞ�
interview. The work experience of the interviewees varied between 30 years and 1.5 years. Two of them 
were special needs teachers. One was coordinator and two were personal care assistants. This was the 
ƌĞĂƐŽŶ�ǁŚǇ�ĮǀĞ�ƉĞŽƉůĞ�ǁĞƌĞ�ŝŶƚĞƌǀŝĞǁĞĚ�ĂŶĚ�ǁŚǇ�ƋƵĂŶƟƚĂƟǀĞ�ŵĞƚŚŽĚƐ�ǁĞƌĞ�ŶŽƚ�ĐŽŶƐŝĚĞƌĞĚ�ĨŽƌ�ƚŚŝƐ�
research. 

dĂďůĞ�ϭ�The selected Interviewees. 
/ŶƚĞƌǀŝĞǁĞĞ :Žď�ƟƚůĞ �ƵƌĂƟŽŶ�ŽĨ�ƚŚĞ�ŝŶƚĞƌǀŝĞǁĞĞ�;ŵŝŶͿ

Interviewee A Special needs teacher 69 min

Interviewee B Coordinator ϰϱ�ŵŝŶ

Interviewee C Special needs teacher ϰϯ�ŵŝŶ

Interviewee D Personal care assistant 36 min

Interviewee E Personal care assistant 35 min
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The interviews were conducted in two weeks and it took from 69 to 35 minutes for the interviewees 
ƚŽ�ĂŶƐǁĞƌ�ƚŚĞŵ�ĂƐ�ŝƚ�ĐĂŶ�ďĞ�ƐĞĞŶ�ĨƌŽŵ�ƚĂďůĞ�ϭ͘��ǀĞƌǇ�ŝŶƚĞƌǀŝĞǁ�ǁĂƐ�ĮƌƐƚ�ƌĞĐŽƌĚĞĚ�ĂŶĚ�ƚŚĞŶ�ƚƌĂŶƐĐƌŝƉƚ͘�
�ĞĨŽƌĞ�ƚŚĞ�ĂĐƚƵĂů�ŝŶƚĞƌǀŝĞǁ͕�ŝŶƚĞƌǀŝĞǁĞĞƐ�ƌĞĂĚ�ƚŚĞ�ƋƵĞƐƟŽŶƐ�ĂŶĚ�ƚŚĞǇ�ĂƐŬĞĚ�ŝĨ�ƚŚĞƌĞ�ǁĂƐ�ĂŶǇ�ƚĞƌŵƐ�ƚŚĂƚ�
ƚŚĞǇ�ĚŝĚ�ŶŽƚ�ƵŶĚĞƌƐƚĂŶĚ͘�dŚĞ�ƋƵĞƐƟŽŶƐ�ǁĞƌĞ�ďĂƐĞĚ�ŽŶ�ƚŚĞ�ůŝƚĞƌĂƚƵƌĞ�ƐƚƵĚǇ�ĂďŽǀĞ͘���ŌĞƌ�ƚƌĂŶƐĐƌŝƉƟŽŶ�
ƌĞƐĞĂƌĐŚĞƌ�ƐĞĂƌĐŚĞĚ�ĨŽƌ�ĐŽŵŵŽŶ�ŝƐƐƵĞƐ�ƚŚĂƚ�ƌĂŝƐĞĚ�ĨƌŽŵ�ƚŚĞ�ƚĞǆƚ͘��ŌĞƌ�ƚŚĞ�ĮŌŚ�ŝŶƚĞƌǀŝĞǁ�ƐĂƚƵƌĂƟŽŶ�
ƉŽŝŶƚ�ǁĂƐ� ƌĞĂĐŚĞĚ͘�tŚĞŶ�Ăůů� ƚŚĞ� ƌĞĐŽƌĚŝŶŐƐ�ǁĞƌĞ�ǁƌŝƩĞŶ�ĚŽǁŶ͕� ƚŚĞ� ƌĞƐĞĂƌĐŚĞƌ�ǁĞŶƚ� ƚŚĞŵ�ƚŚƌŽƵŐŚ�
ĂŐĂŝŶ�ĂŶĚ�ĨŽƵŶĚ�ƐŝŵŝůĂƌŝƟĞƐ�ƚŚĂƚ�ĐĂŶ�ďĞ�ĨŽƵŶĚ�ĨƌŽŵ�ŵŽƐƚ�ŽĨ�ƚŚĞ�ƚƌĂŶƐĐƌŝƉƚ�ĚŽĐƵŵĞŶƚƐ͘�EĞǆƚ͕�ƚŚĞ�ĂƌƟĐůĞ�
will present the results.     

Z�^h>d^
dŚĞ�ƌĞƐĞĂƌĐŚ�ĨŽĐƵƐĞĚ�ŽŶ�ůĞĂƌŶŝŶŐ�ĞŶǀŝƌŽŶŵĞŶƚƐ�ŽĨ�ƐƉĞĐŝĂů�ŶĞĞĚƐ�ĞĚƵĐĂƟŽŶ͘�dŚĞ�ůĞĂƌŶŝŶŐ�ĞŶǀŝƌŽŶŵĞŶƚƐ�
ǁĞƌĞ�ĚŝǀŝĚĞĚ�ŝŶƚŽ�ƚŚƌĞĞ�ĚŝīĞƌĞŶƚ�ƉĂƌƚƐ�ĂĐĐŽƌĚŝŶŐ�ƚŽ�WŝŝƐƉĂŶĞŶ Ɛ͛�;ϮϬϬϴͿ�ĚŽĐƚŽƌĂů�ĚŝƐƐĞƌƚĂƟŽŶ͗�ƉĞĚĂŐŽŐŝĐĂů͕�
physical and psychological learning environment. Psychological learning environment is included into a 
ƐŽĐŝĂů� ůĞĂƌŶŝŶŐ� ĞŶǀŝƌŽŶŵĞŶƚ� ;WŝŝƐƉĂŶĞŶ�ϮϬϬϴͿ͘� /ŶƚĞƌǀŝĞǁƐ� ƌĞǀĞĂůĞĚ� ƚŚĂƚ� ĚĂŶŐĞƌŽƵƐ� ƐŝƚƵĂƟŽŶƐ�ƵƐƵĂůůǇ�
ŽĐĐƵƌ�ǁŚĞŶ�ƉĞŽƉůĞ�ĚŽ�ŶŽƚ�ŚĂǀĞ�ŐŽŽĚ�ƐĂĨĞƚǇ�ŝŶƐƚƌƵĐƟŽŶƐ͕�ƚŽŽ�ŵĂŶǇ�ƐƚƵĚĞŶƚƐ�ĂƌĞ�Ăƚ�ƚŚĞ�ƐĂŵĞ�ƟŵĞ�ŝŶ�
a same place or too many employees are on a sick leave. The most common reasons for challenging 
ďĞŚĂǀŝŽƵƌƐ�ĂƌĞ�ĨŽƌ�ĞǆĂŵƉůĞ�ďŝƟŶŐ͕�ŚŝƫŶŐ�ĂŶĚ�ƌƵŶŶŝŶŐ�ĂƌŽƵŶĚ͘�dŚŝƐ�ŵĂǇ�ďĞ�ĚƵĞ�ƚŽ�ƐƚƵĚĞŶƚƐ͛�ƐĞŶƐŽƌǇ�
problems. 

KŶĞ�ƐƉĞĐŝĂů�ŶĞĞĚƐ�ƚĞĂĐŚĞƌ�ĚĞƐĐƌŝďĞĚ�ƚŚŝƐ�ďĞƐƚ�ďǇ�ƐĂǇŝŶŐ�͚��ůŽƚ�ŽĨ�ƉĞŽƉůĞ�ĂŶĚ�Ă�ďŝŐ�ĐƌŽǁĚ͕�ůŽƚ�ŽĨ�ƉĞŽƉůĞ�
ĐŽŵĞƐ�ŝŶ�Ăƚ�ƚŚĞ�ƐĂŵĞ�ƟŵĞ�ĂŶĚ�Ă�ůŽƚ�ŽĨ�ƉĞŽƉůĞ�ŝŶ�ƚŚĞ�ƐĂŵĞ�ĐŽƌƌŝĚŽƌ͕ �ďŽƚŚ�ƐƚƵĚĞŶƚƐ�ĂŶĚ�ƐƚĂī͙�/Ĩ�ǇŽƵ�ĂƌĞ�
ƚŚŝŶŬŝŶŐ�ĂďŽƵƚ�ƐĞŶƐŽƌǇ�ƉƌŽďůĞŵƐ͕�ƐŽŵĞŽŶĞ�ŚĂƐ�ǀĞƌǇ�ƐƚƌŽŶŐ�ƉĞƌĨƵŵĞƐ�ĂŶĚ�ůŽƵĚ�ǀŽŝĐĞ�Žƌ�ƐŽ͕�ƚŚĞ�ůŽƵĚŶĞƐƐ�
ĂŶĚ�ƐƚƵƩĞƌŝŶŐ͕�ǁŚĞŶ�ƐŽŵĞďŽĚǇ�ŝƐ�ĐŽƵŐŚŝŶŐ͘͘͘�/ƚ�ŵĂǇ�ĂŶŶŽǇ�ĂŶĚ�ƚŚĞŶ�ŝĨ�ǇŽƵ�ĂƌĞ�ŝŶ�Ă�ƟŐŚƚ�ƐƉĂĐĞ͙�/ƚ�ĐĂŶ�
ĐĂƵƐĞ�ŵĂŶǇ�ƉƌŽďůĞŵƐ�͚;/ŶƚĞƌǀŝĞǁĞĞ��Ϳ͘�

dŚĞ�ĐŽŽƌĚŝŶĂƚŽƌ�ŵĞŶƟŽŶĞĚ�ƚŚĂƚ͗� ͚tĞůů�ĐŚĂůůĞŶŐĞƐ͘͘͘�dŚĞƌĞ�ŚĂǀĞ�ďĞĞŶ�ĐŚĂůůĞŶŐĞƐ� ŝŶ�ƚŚĞ� ůĂƐƚ�ĐŽƵƉůĞ�ŽĨ�
ǇĞĂƌƐ͙�DĂǇďĞ�ƚŚĞ�ŝŶĂĚĞƋƵĂĐǇ�ŽĨ�ƚŚĞ�ĐůĂƐƐƌŽŽŵƐ�ĂŶĚ�ŵĂǇďĞ�Ă�ďŝƚ�ŽĨ�ĂŵďŝŐƵŝƚǇ�Žƌ�ŵĂǇďĞ�ƚŚĞ�ĨĂĐŝůŝƟĞƐ�
ŚĂƐ� ŶŽƚ� ďĞĞŶ� ƌĞĂůůǇ� ŐŽŽĚ� ͚;/ŶƚĞƌǀŝĞǁĞĞ��Ϳ͘� ,Ğ� ĂůƐŽ� ƐĂŝĚ� ƚŚĂƚ� ͚dŚĞƌĞ� ŝƐ� ƚŚĞŶ� ũƵƐƚ� ƉŚǇƐŝĐĂů� ǀŝŽůĞŶĐĞ� Žƌ�
ƚŚƌĞĂƚĞŶŝŶŐ�ƐŝƚƵĂƟŽŶƐ�ƚŚĂƚ�ĂīĞĐƚƐ�ďŽƚŚ�ƚŚĞ�ƐƚĂī�ĂŶĚ�ƐƚƵĚĞŶƚƐ͛͘

tŚĞŶ�ƚŚĞ�ƌĞƐĞĂƌĐŚĞƌ�ĂƐŬĞĚ�ǁŚĂƚ�ĐŚĂůůĞŶŐĞƐ�Žƌ�ŚĂǌĂƌĚƐ�ŚĂǀĞ�ǇŽƵ�ĞǆƉĞƌŝĞŶĐĞĚ�Žƌ�ƐĞĞŶ�ŝŶ�ƚŚĞ�ůĞĂƌŶŝŶŐ�
environments. The other special needs teacher said�͚WĞƌŚĂƉƐ�ƚŚĞ�ĐŚĂůůĞŶŐĞƐ�Žƌ�ŝŶĐŝĚĞŶƚƐ�ĂƌĞ�ƌĞůĂƚĞĚ�ƚŽ�
ƐƚƵĚĞŶƚ�ďĞŚĂǀŝŽƵƌ͕ �ƉƌŽǀŽŬŝŶŐ�ŽƚŚĞƌƐ�ĂŶĚ�ǁŚĞŶ�ƐƚƵĚĞŶƚ Ɛ͛�ŽǁŶ�ƐĞůĨͲĐŽŶƚƌŽů�ŝƐ�ůŽƐƚ�ƵŶǁĂŶƚĞĚ�ƐŝƚƵĂƟŽŶƐ�ĐĂŶ�
ŽĐĐƵƌ�ƚŚĂƚ�ǁŝůů�ŚĂǀĞ�ĂīĞĐƚ�ƚŽ�ƚŚĞ�ƉĞƌƐŽŶŶĞů�Žƌ�ƚŚĞ�ĞŶǀŝƌŽŶŵĞŶƚ͛͘ �;/ŶƚĞƌǀŝĞǁĞĞ��Ϳ͘

�ŽƚŚ�WĞƌƐŽŶĂů�ĐĂƌĞ�ĂƐƐŝƐƚĂŶƚƐ�ĂůƐŽ�ƐĂŝĚ�ƚŚĂƚ�ŝŵƉƌŽƉĞƌ�ĨĂĐŝůŝƟĞƐ�ĂƌĞ�Ă�ďŝŐ�ƉƌŽďůĞŵ͘�>ĂĐŬ�ŽĨ�ƚƌĂŝŶŝŶŐ�ĂŶĚ�
ŝŶƐƚƌƵĐƟŽŶƐ�ŝƐ�Ă�ƉƌŽďůĞŵĂƟĐ�ĂŶĚ�ƚŚĞƌĞ�ĂƌĞ�ŶŽ�ŝŶĚŝǀŝĚƵĂů�ƐƚƵĚǇŝŶŐ�ĨĂĐŝůŝƟĞƐ�Žƌ�ƚŚĞǇ�ĂƌĞ�ŶŽƚ�ƐƵŝƚĂďůĞ�ĨŽƌ�ƚŚĞ�
ƉƵƌƉŽƐĞ͘��ǀĞƌǇ�ŝŶƚĞƌǀŝĞǁĞĞ�ŵĞŶƟŽŶĞĚ�ƚŚĂƚ�ŝĨ�ƚŚĞ�ĐůĂƐƐƌŽŽŵ�ŚĂƐ�ƚŽŽ�ŵĂŶǇ�ĚŝīĞƌĞŶƚ�ŬŝŶĚ�ŽĨ�ŝƚĞŵƐ�ŶŽƚ�ŝŶ�
ŽƌĚĞƌ�Žƌ�ĨŽƌ�ĞǆĂŵƉůĞ͕�ƐŚĞůǀĞƐ�ĂƌĞ�ŶŽƚ�ĂƩĂĐŚĞĚ�ƚŽ�ƚŚĞ�ǁĂůů�ĂŶĚ�ŝƚ�ŵĂǇ�ĐĂƵƐĞ�ĚĂŶŐĞƌŽƵƐ�ƐŝƚƵĂƟŽŶƐ�ǁŚĞŶ�
students get nervous and are running around in a classroom. Students may also throw items towards 
ŽƚŚĞƌ�ƐƚƵĚĞŶƚƐ�Žƌ�ƐƚĂī�;/ŶƚĞƌǀŝĞǁĞĞ��͕�͕�͕��ĂŶĚ��͘Ϳ��ůů�ŽĨ�ƚŚĞ�ŝŶƚĞƌǀŝĞǁĞĞƐ�;/ŶƚĞƌǀŝĞǁĞĞ��͕�͕�͕��ĂŶĚ��Ϳ�
ŵĞŶƟŽŶĞĚ�ĂďŽƵƚ�ǀŝŽůĞŶĐĞ�ŽŶĞ�ǁĂǇ�Žƌ�ŽƚŚĞƌ͕ �ǁŚŝĐŚ�ŝƐ�ĐĂƵƐĞĚ�ƵƐƵĂůůǇ�ŝĨ�ƌŽƵƟŶĞ�ďƌĞĂŬƐ�ĚŽǁŶ�Žƌ�ƚŚĞƌĞ�ŝƐ�
ƚŽŽ�ŵƵĐŚ�ŶŽŝƐĞ�Žƌ�ƉĞŽƉůĞ�ŝŶ�Ă�ƐĂŵĞ�ƉůĂĐĞ�Ăƚ�ƚŚĞ�ƐĂŵĞ�ƟŵĞ͘�dŚĂƚ�ŝƐ�ƚŚĞ�ƌĞĂƐŽŶ�ǁŚǇ�ŝƚ�ŝƐ�ŝŵƉŽƌƚĂŶƚ�ƚŚĂƚ�
students school day begins with a calm manner.

tŚĞŶ�/ŶƚĞƌǀŝĞǁĞĞƐ�ǁĞƌĞ�ĂƐŬĞĚ�ĂďŽƵƚ͗�͚tŚĂƚ�ƐĂĨĞƚǇ�ŝƐƐƵĞƐ�ƐŚŽƵůĚ�ďĞ�ĂĚĚƌĞƐƐĞĚ�ŝĨ�ǇŽƵƌ�ƐƚƵĚĞŶƚƐ�ǁŚŽ�
ŚĂǀĞ� �^�� ĚŝĂŐŶŽƐĞ� ĂƌĞ� ƚƌĂŶƐĨĞƌƌĞĚ� ƚŽ� ĨŽůůŽǁ� Ă� ŶŽƌŵĂů� ĐƵƌƌŝĐƵůƵŵ͍͛� �ǀĞƌǇ� ŝŶƚĞƌǀŝĞǁĞĞ� ƐƚƌĞƐƐĞĚ� ƚŚĞ�
ŝŵƉŽƌƚĂŶĐĞ�ŽĨ�ĨĂĐŝůŝƚǇ�ĂŶĚ�ǁŚĂƚ�ŝƚ�ŝƐ�ƵƐĞĚ�ĨŽƌ͘ �^ƚƌƵĐƚƵƌĞ�ǁĂƐ�ĐŽŶƐŝĚĞƌĞĚ�ŝŵƉŽƌƚĂŶƚ�ĂƐ�ǁĞůů͘�;/ŶƚĞƌǀŝĞǁĞĞ�
�͕�͕�͕��ĂŶĚ��͘Ϳ�dŚĞ�ŝŵƉŽƌƚĂŶĐĞ�ŽĨ�ŐƵŝĚĞůŝŶĞƐ�ĂŶĚ�ŝŶĚŝǀŝĚƵĂů�ŶĞĞĚƐ�ŽĨ�ƚŚĞ�ƐƚƵĚĞŶƚƐ�ǁĂƐ�Ă�ĐŽŵŵŽŶ�ƚŚĞŵĞ�
ŝŶ�ĞǀĞƌǇ�ŝŶƚĞƌǀŝĞǁƐ͘�;/ŶƚĞƌǀŝĞǁĞĞ��͕�͕�͕��ĂŶĚ��Ϳ͘�

One teacher said:͛�tĞůů͕�ƉĞŽƉůĞ�ƐŚŽƵůĚ�ƉĂǇ�ĂƩĞŶƟŽŶ�ƚŽ�ŝŶĚŝǀŝĚƵĂů�ĨĂĐŝůŝƟĞƐ͘�KŶĞ�ƐŚŽƵůĚ�ŚĂǀĞ�ƉůĂĐĞ�ǁŚĞƌĞ�
ƚŽ�ŐŽ�ĂŶĚ�ŐĞƚ�Ă�ƌŝĚ�ŽĨ�ƐƚƌĞƐƐ�ǁŚĞŶ�ŽŶĞ�ŶĞĞĚƐ�ƚŽ͘�/Ŷ�ĂĚĚŝƟŽŶ�ƚŽ�ƚŚĂƚ͕�ǇŽƵ�ŶĞĞĚ�ƚŽ�ŚĂǀĞ�ƐŵĂůůĞƌ�ŐƌŽƵƉƐ͘�
dŚĞƌĞ�ƐŚŽƵůĚ�ŶŽƚ�ďĞ�ƚŽŽ�ŵƵĐŚ�ŶŽŝƐĞ͕�ĨƵƌŶŝƚƵƌĞ�ĂŶĚ�ĞǀĞƌǇƚŚŝŶŐ�ŚĂƐ�ƚŽ�ďĞ�ƐĞůĞĐƚĞĚ�ŝŶ�ĂǁĂǇ͕�ǁŚŝĐŚ�ŵĂŬĞƐ�
ŝƚ�ŚĂƌĚ�ƚŽ�ƌƵŵďůĞ͘�dŚĞ�ǁĂůůƐ�ƐŚŽƵůĚ�ŶŽƚ�ĞĐŚŽ͘�^ŽƵŶĚƉƌŽŽĮŶŐ�ŝƐ�ŝŵƉŽƌƚĂŶƚ͘�^ŽŵĞ�ĐůĂƐƐĞƐ�ƐŚŽƵůĚ�ŚĂǀĞ�ĨŽƌ�
ĞǆĂŵƉůĞ�ĐŚĂŝƌƐ�ĂŶĚ�ŽƚŚĞƌ�ĨƵƌŶŝƚƵƌĞ�ƚŚĂƚ�ĐĂŶŶŽƚ�ŵĂŬĞ�ŶŽŝƐĞ͘�dŚĞ�ďŝŐŐĞƐƚ�ƚŚŝŶŐ�ŝƐ�ƚŚĞ�ƐŝǌĞ�ŽĨ�ƚŚĞ�ƚĞĂĐŚŝŶŐ�
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ŐƌŽƵƉ�ĂŶĚ�ƚŚĞŶ�ǇŽƵ�ƐŚŽƵůĚ�ŚĂǀĞ�ƐƚĂī�ǁŚŽ�ŚĂǀĞ�ǁŽƌŬ�ĞǆƉĞƌŝĞŶĐĞ�ǁŝƚŚ�ƉĞŽƉůĞ�ǁŚŽ�ŚĂƐ��^��ĚŝĂŐŶŽƐĞ͛͘ ��
;/ŶƚĞƌǀŝĞǁĞĞ��Ϳ͘

dŚĞ�ŽƚŚĞƌ�ƚĞĂĐŚĞƌ�ŵĞŶƟŽŶĞĚ͗͛�tĞůů͕�ƉƌŽďĂďůǇ�ũƵƐƚ�ƚŚĂƚ�ǇŽƵ�ƐŚŽƵůĚ�ƚĂŬĞ�ŝŶƚŽ�ĂĐĐŽƵŶƚ�ƚŚĞ�ŚŽǁ�ƚŚĞ�ĨĂĐŝůŝƟĞƐ�
ĂƌĞ�ďƵŝůƚ͘�dŚĞƌĞ�ƐŚŽƵůĚ�ŶŽƚ�ďĞ�ĨĂĐŝůŝƟĞƐ�ƚŚĂƚ�ĐĂƵƐĞ�ƚŽŽ�ŵĂŶǇ�ƐƟŵƵůŝ͘�dŚĞ�ĞŶǀŝƌŽŶŵĞŶƚ�ƐŚŽƵůĚ�ďĞ�ĐĂůŵ�ŶŽƚ�
ƚŽŽ�ŵƵĐŚ�ƉĞŽƉůĞ�ǁĂůŬŝŶŐ�ĂƌŽƵŶĚ͘�dŚĞ�ĂĐƚƵĂů�ƉůĂĐĞ�ƐŚŽƵůĚ�ďĞ�ĞĂƐǇ�ƚŽ�ǁĂůŬ�ĂƌŽƵŶĚ�ĂŶĚ�ƚŚĞƌĞ�ƐŚŽƵůĚ�ďĞ�
ĐůĞĂƌ�ƐŝŶŐƐ�ǁŚĞƌĞ�ĞǀĞƌǇƚŚŝŶŐ�ŝƐ͘�dŚĞŶ�ŽŶĞ�ƐŚŽƵůĚ�ƉůĂŶ�ĂĚǀĂŶĐĞ�ŚŽǁ�ŵƵĐŚ�ƐƉĞĐŝĂů�ŶĞĞĚƐ�ƐƚƵĚĞŶƚ�ŶĞĞĚƐ�
ƐƵƉƉŽƌƚ�ĂŶĚ�ŐƵŝĚĂŶĐĞ͘�WĞŽƉůĞ�ǁŚŽ�ǁŽƌŬ�Ăƚ�ƐĐŚŽŽů�ƐŚŽƵůĚ�ŚĂǀĞ�ŬŶŽǁůĞĚŐĞ�ŽĨ�ƚŚĞ�ŶĞĞĚƐ�ŽĨ�ƚŚĞ�ĂƵƟƐŵ�
ƐƉĞĐƚƌƵŵ�ƐƚƵĚĞŶƚ͛͘ �;/ŶƚĞƌǀŝĞǁĞĞ��Ϳ͘

The coordinator said that:͛�tĞůů͕� ƚŚĂƚ Ɛ͛� ǇĞĂŚ�ŽĨ� ĐŽƵƌƐĞ� ŝƚ Ɛ͛� ƚŚĞ� ƐŽĐŝĂů� ƐŝĚĞ�ŽĨ� ƚŚĞ�ĂƵƟƐŵ͘�dŚĞ�ďŝŐŐĞƐƚ�
ĐŚĂůůĞŶŐĞ�ŝŶ�ŐĞŶĞƌĂů�ŝƐ�ƚŚĞŝƌ�ŽǁŶ�ďĞŚĂǀŝŽƵƌĂů�ƐƚƌƵĐƚƵƌĞƐ͕�ǁŚŝĐŚ�ŝƐ�ƉƌĞƩǇ�ŚĂƌĚ�ƚŽ�ĐŚĂŶŐĞ�ĂŶĚ�ƚŚĂƚ�ŵĂŬĞƐ�
ŝƚ�ŚĂƌĚ�ĨŽƌ�ƚŚĞŵ�ƚŽ�ĨŽůůŽǁ�Ă�ŶŽƌŵĂů�ŐĞŶĞƌĂů�ĐƵƌƌŝĐƵůƵŵ͘�zŽƵ�ƐŚŽƵůĚ�ďĞ�ĂďůĞ�ƚŽ�ďĞ�ŇĞǆŝďůĞ͕�ŝŶĚŝǀŝĚƵĂůŝƐĞ�
ƚƌƵĞ�ƚĞĂĐŚŝŶŐ͕�ĂŶĚ�ĂůƐŽ�ŚĂǀĞ�ƐƚƌŽŶŐ�ĐůĞĂƌ�ƐƚƌƵĐƚƵƌĞ�ĨŽƌ�ƚŚĞ�ĂƵƟƐƟĐ�ƐƚƵĚĞŶƚƐ͘�/Ŷ�ŽƚŚĞƌ�ǁŽƌĚƐ͕�ŝƚ�ŝƐ�ƚƌƵůǇ�
ŝŶĚĞƉĞŶĚĞŶƚ�ĂŶĚ�;ƉĂƵƐĞͿ͘�,Žǁ�ƐŚŽƵůĚ�ƐĂǇ�ŝƚ͘��̂ Ž͕�ŽŶĞ�ĐŽƵůĚ�ƐĂǇ�ŝĨ�ĂŶ�ĂƵƟƐƟĐ�ƉĞƌƐŽŶ�ůĞĂƌŶƐ�ƚŽ�ĚŽ�ƐŽŵĞƚŚŝŶŐ�
ŝŶ�Ă�ĐĞƌƚĂŝŶ�ƉůĂĐĞ�ƚŚĞŶ�ŚĞ�Žƌ�ƐŚĞ�ŵĂǇ�ŶŽƚ�ďĞ�ĂďůĞ�ƚŽ�ĚŽ�ƚŚĞ�ƐĂŵĞ�ƚŚŝŶŐ�ŝŶ�ĂŶŽƚŚĞƌ�ƉůĂĐĞ�ĂŶĚ�ŝĨ�ƚŚĞƌĞ�ŝƐ�ŶŽ�
ĐůĞĂƌ�ƐƚƌƵĐƚƵƌĞ�ƚŚĂƚ�ǁŚĞƌĞ�ƐŽŵĞƚŚŝŶŐ�ŝƐ�ĚŽŶĞ�ƚŚĞŶ�ŝƚ�ŵĂǇ�ƌŝƐĞ�ƐŽŵĞ�ĐŚĂůůĞŶŐĞƐ͘�͛�;/ŶƚĞƌǀŝĞǁĞĞ��Ϳ͘�dĂďůĞ�
2 will show what kind of challenges are most common according to these interviews. 

dĂďůĞ�Ϯ�Most common challenges. 
:Žď�ƉŽƐŝƟŽŶ �ŚĂůůĞŶŐĞƐ�ŝŶ�WŚǇƐŝĐĂů�>ĞĂƌŶŝŶŐ�

�ŶǀŝƌŽŶŵĞŶƚ��
�ŚĂůůĞŶŐĞƐ�
ŝŶ�DĞŶƚĂůͬ
^ŽĐŝĂů�>ĞĂƌŶŝŶŐ�
�ŶǀŝƌŽŶŵĞŶƚ

�ŚĂůůĞŶŐĞƐ�ŝŶ�WĞĚĂŐŽŐŝĐĂů�
>ĞĂƌŶŝŶŐ��ŶǀŝƌŽŶŵĞŶƚ

sŽĐĂƟŽŶĂů�
special teacher 
;/ŶƚĞƌǀŝĞǁĞĞ��Ϳ

EŽƚ�ĞŶŽƵŐŚ�ŝŶĚŝǀŝĚƵĂů�ƐƚƵĚǇŝŶŐ�ĨĂĐŝůŝƟĞƐ͕�Žƌ�
they are impropriate
^ĞŶƐŽƌǇ��ďŶŽƌŵĂůŝƟĞƐ�;ŶŽŝƐĞ͕�ƐŵĞůůͿ

sŝŽůĞŶĐĞ�;ŬŝĐŬŝŶŐ͕�
punching, throwing 
ŝƚĞŵƐͿ

EŽƚ�ĞŶŽƵŐŚ�ƟŵĞ�ƚŽ�ƉůĂŶ͘
Not enough training and 
ĞĚƵĐĂƟŽŶ͘

Coordinator
;/ŶƚĞƌǀŝĞǁĞĞ��Ϳ

EŽƚ�ĞŶŽƵŐŚ�ŝŶĚŝǀŝĚƵĂů�ƐƚƵĚǇŝŶŐ�ĨĂĐŝůŝƟĞƐ�Žƌ�ƚŚĞǇ�
are impropriate.

sŝŽůĞŶĐĞ�;WŚǇƐŝĐĂů�ĂŶĚ�
DĞŶƚĂů�ǀŝŽůĞŶĐĞͿ

EŽƚ�ĞŶŽƵŐŚ�ƟŵĞ�ĨŽƌ�ƉůĂŶŶŝŶŐ�
ĂŶĚ�ŶŽ�ƐƉĞĐŝĂů�ĨĂĐŝůŝƟĞƐ�ĨŽƌ�ŝƚ͘

sŽĐĂƟŽŶĂů�
special teacher
;/ŶƚĞƌǀŝĞǁĞĞ��Ϳ

EŽƚ�ĞŶŽƵŐŚ�ŝŶĚŝǀŝĚƵĂů�ƐƚƵĚǇŝŶŐ�ĨĂĐŝůŝƟĞƐ�Žƌ�ƚŚĞǇ�
are impropriate.
^ĞŶƐŽƌǇ��ďŶŽƌŵĂůŝƟĞƐ�;ŶŽŝƐĞͿ͘

sŝŽůĞŶĐĞ�;^ƚƵĚĞŶƚƐ�
ƚŚƌŽǁ�ŝƚĞŵƐͿ

Planning.
Materials.

Personal care 
assistant
;/ŶƚĞƌǀŝĞǁĞĞ��Ϳ

EŽƚ�ĞŶŽƵŐŚ�ŝŶĚŝǀŝĚƵĂů�ƐƚƵĚǇŝŶŐ�ĨĂĐŝůŝƟĞƐ�Žƌ�ƚŚĞǇ�
are impropriate.

sŝŽůĞŶĐĞ�;ŶĞĞĚ�
for self-defence 
ŝŶƐƚƌƵĐƟŽŶƐͿ

WŽŽƌ�ƉůĂŶŶŝŶŐ�ĂŶĚ�ĞǆĞĐƵƟŽŶ͘

Personal care 
assistant 
;/ŶƚĞƌǀŝĞǁĞĞ��Ϳ

EŽƚ�ĞŶŽƵŐŚ�ŝŶĚŝǀŝĚƵĂů�ƐƚƵĚǇŝŶŐ�ĨĂĐŝůŝƟĞƐ�Žƌ�ƚŚĞǇ�
are impropriate.
Poor quality of air.
Items are not locked inside of shelves.

sŝŽůĞŶĐĞ�;ƐƚƵĚĞŶƚƐ�
ƚŚƌŽǁƐ�ŝƚĞŵƐͿ

WŽŽƌ�ƉůĂŶŶŝŶŐ�ĂŶĚ�ĞǆĞĐƵƟŽŶ͘
No good teaching materials.

dŚĞƌĞ�ǁĞƌĞ�ĂůƐŽ�ĞǆĐĞƉƟŽŶƐ�ƚŚĂƚ�ǁĞƌĞ�ŵĞŶƟŽŶĞĚ�ŽŶůǇ�ŽŶĐĞ�ŝŶ�ƚŚĞƐĞ�ŝŶƚĞƌǀŝĞǁƐ͘�/ŶƚĞƌǀŝĞǁĞĞ���ŵĞŶƟŽŶĞĚ�
ƚŚĂƚ�ƚŚĞƌĞ�ŚĂǀĞ�ďĞĞŶ�ƐŽŵĞ�ƚŚĞŌƐ͘�/ƚ�ŝƐ�ĞĂƐǇ�ĨŽƌ�ƉĞŽƉůĞ�ǁŚŽ�ĂƌĞ�ŶŽƚ�ƐƚĂī�ŵĞŵďĞƌƐ�ƚŽ�ŐŽ�ŝŶ�ĂŶĚ�ƐƚĞĂů͘�
;/ŶƚĞƌǀŝĞǁĞĞ���ĂŶĚ��Ϳ͘�KŶĞ�ŝŶƚĞƌǀŝĞǁĞĞ�ŵĞŶƟŽŶĞĚ�ƚŚĂƚ�,Z�ĂŶĚ�ŵĂŶĂŐĞŵĞŶƚ�ĚĞƉĂƌƚŵĞŶƚ�ƐŚŽƵůĚ�ĂůƐŽ�
ďĞ�ŵŽƌĞ�ĐĂƌĞĨƵů�ǁŚĞŶ�ƚŚĞǇ�ŚŝƌĞ�ŶĞǁ�ƐƚĂī�Žƌ�ůĞƚ�ƐŽŵĞŽŶĞ�ŐŽ͘�;/ŶƚĞƌǀŝĞǁĞĞ��Ϳ͘

&ƌŽŵ� ƚŚĞ� ŽƌŐĂŶŝƐĂƟŽŶĂů� ^Θ^� ƉĞƌƐƉĞĐƟǀĞ͕�ŵŽƐƚ� ĐŽŵŵŽŶ� ĐŚĂůůĞŶŐĞƐ� ŽĐĐƵƌ�ǁŚĞŶ� ƉĞƌƐŽŶŶĞů� ƐĞĐƵƌŝƚǇ�
ĂŶĚ�ŽĐĐƵƉĂƟŽŶĂů�ƐĂĨĞƚǇ�ĂƌĞ�ĞŶĚĂŶŐĞƌĞĚ͘��ǀĞƌǇ�ŝŶƚĞƌǀŝĞǁĞĞ�ƐĂŝĚ�ƚŚĂƚ�ƚŚĞƌĞ�ƐŚŽƵůĚ�ďĞ�ŐŽŽĚ�ŝŶƐƚƌƵĐƟŽŶƐ�
ǁŚĂƚ�ƚŽ�ĚŽ�ŝŶ�Ă�ĚŝĸĐƵůƚ�ĂŶĚ�ĚĂŶŐĞƌŽƵƐ�ƐŝƚƵĂƟŽŶƐ�;�͕�͕�͕��ĂŶĚ��Ϳ͘�dŚŝƐ�ĐŽƵůĚ�ƌĂŝƐĞ�Ă�ƉƌŽďůĞŵ�ǁŚĞŶ�ĨŽƌ�
ĞǆĂŵƉůĞ�ƚŚĞƌĞ�ŝƐ�Ă�ĮƌĞ�ĂůĂƌŵ�ŽŶ͘�

According to interviewees, the following things should be considered when one tries to reduce or avoid 
ĐŚĂůůĞŶŐĞƐ�ďǇ�ĐŚĂŶŐŝŶŐ�ƉŚǇƐŝĐĂů� ůĞĂƌŶŝŶŐ�ĞŶǀŝƌŽŶŵĞŶƚ� ŝĨ� ƐƉĞĐŝĂů�ŶĞĞĚƐ�ƐƚƵĚĞŶƚƐ�ĂƌĞ�ĂƩĞŶĚŝŶŐ�ƚŽ� ƚŚĞ�
normal curriculum:

• �ůĞĂƌ�ƐƚƌƵĐƚƵƌĞ͕�ǁŚĂƚ�ƐƚƵĚĞŶƚƐ�ĂŶĚ�ƐƚĂī�ĂƌĞ�ĚŽŝŶŐ�ĞǀĞƌǇ�ĚĂǇ͍�;^ƚƵĚĞŶƚƐ�ǁŝƚŚ��^��ĚŽ�ŶŽƚ�ƵƐƵĂůůǇ�
ǁĂŶƚ�ƚŽ�ĚŝīĞƌ�ĨƌŽŵ�ĚĂŝůǇ�ƌŽƵƟŶĞƐͿ͘
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• ZŽƵƟŶĞ�ŝŶ�ƵƐŝŶŐ�ĨĂĐŝůŝƟĞƐ͘�;WĞŽƉůĞ�ǁŝƚŚ��^��ŵĂǇ�ŐĞƚ�ŶĞƌǀŽƵƐ�ŝĨ�ƐĂŵĞ�ŬŝŶĚ�ŽĨ�ĂƐƐŝŐŶŵĞŶƚƐ�ĂƌĞ�ŶŽƚ�
ĚŽŶĞ�ŝŶ�Ă�ƐĂŵĞ�ƉůĂĐĞͿ͘

• dŚĞƌĞ�ƐŚŽƵůĚ�ďĞ�Ă�ƉůĂĐĞ�ǁŚĞƌĞ�ƐƚƵĚĞŶƚ�ĐĂŶ�ŐŽ�ƚŽ�ĐĂůŵ�ĚŽǁŶ�Žƌ�ƐƚƵĚǇ�ŝŶĚĞƉĞŶĚĞŶƚůǇ͘ �;dŚĞ�ůĞƐƐŽŶ�
ĐĂŶ�ĐŽŶƟŶƵĞ�ŶŽƌŵĂůůǇ�ŝŶ�ƚŚĞ�ĐůĂƐƐƌŽŽŵ͘�^ƚƵĚĞŶƚ�ǁŚŽ�ŚĂƐ�ĚŝĸĐƵůƟĞƐ�ƚŽ�ƉĂƌƟĐŝƉĂƚĞ�ŐƌŽƵƉ�ůĞƐƐŽŶ�ŝŶ�
ƚŚĂƚ�ŵŽŵĞŶƚ�ĐĂŶ�ƐƟůů�ůĞĂƌŶ�ƐĂŵĞ�ƐƵďũĞĐƚ�ŝŶĚŝǀŝĚƵĂůůǇ͘ Ϳ

• &ĞǁĞƌ�ĨƵƌŶŝƚƵƌĞ�ŝƐ�ďĞƩĞƌ͘ �;dŚĞŶ�ƚŚĞƌĞ�ŝƐ�Ă�ƐŵĂůůĞƌ�ƉƌŽďĂďŝůŝƚǇ�ƚŽ�ƐƚƵŵďůĞ�ŝĨ�ƐŽŵĞŽŶĞ�ĚĞĐŝĚĞƐ�ƚŽ�ƐƚĂƌƚ�
ƌƵŶŶŝŶŐ�ĂŶĚ�ĨĞǁĞƌ�ĨƵƌŶŝƚƵƌĞ�ŵĂǇ�ĂůƐŽ�ĐƌĞĂƚĞ�ĐĂůŵĞƌ�ĂƚŵŽƐƉŚĞƌĞ͘Ϳ

• Furniture that makes less noise if they are changed from place to place or furniture that are too 
ĐŽŵƉůŝĐĂƚĞĚ� ƚŽ�ŵŽǀĞ� ĂƌŽƵŶĚ͘� ;>ĞƐƐ� ŶŽŝƐĞ�ŵĂŬĞƐ� ĂƚŵŽƐƉŚĞƌĞ� ĐĂůŵĞƌ� ĂŶĚ� ŝĨ� ĨƵƌŶŝƚƵƌĞ� ĐĂŶŶŽƚ� ďĞ�
ƐŚŝŌĞĚ�Ͳ�ƚŚĞǇ�ĐĂŶŶŽƚ�ďĞ�ƚŚƌŽǁŶ�Ăƚ�ŽƚŚĞƌ�ƐƚƵĚĞŶƚƐ�ĂŶĚ�ƐƚĂī͘Ϳ�

• &ĂĐŝůŝƟĞƐ�ƐŚŽƵůĚ�ďĞ�ďƵŝůƚ�ŝŶ�Ă�ǁĂǇ�ƚŚĂƚ�ŝƚ�ƚĂŬĞƐ�ŝŶƚŽ�ĂĐĐŽƵŶƚ�ƐĞŶƐŽƌǇ�ĂďŶŽƌŵĂůŝƟĞƐ͘�;dŽŽ�ŵƵĐŚ�ŶŽŝƐĞ͕�
ůŝŐŚƚ�ĞƚĐ͘�ŵĂǇ�ĐĂƵƐĞ�ƐƚƵĚĞŶƚƐ�ƚŽ�ŐĞƚ�ŶĞƌǀŽƵƐ�ŝĨ�ƚŚĞǇ�ŚĂǀĞ�ƐĞŶƐŽƌǇ�ĂďŶŽƌŵĂůŝƟĞƐ͘Ϳ

&ƌŽŵ� ŽƌŐĂŶŝƐĂƟŽŶĂů� ƉĞƌƐƉĞĐƟǀĞ͕� ŝƚ� ŝƐ� ǀĞƌǇ� ŝŵƉŽƌƚĂŶƚ� ƚŚĂƚ� ƚŚĞƌĞ� ĂƌĞ� ĞŶŽƵŐŚ� ĐŽŵƉĞƚĞŶƚ� ĞŵƉůŽǇĞĞƐ͕�
ǁŚŽ�ŚĂǀĞ�Ă�ŐŽŽĚ�ƵŶĚĞƌƐƚĂŶĚŝŶŐ�ŽĨ�ƐƉĞĐŝĂů�ŶĞĞĚƐ�ĞĚƵĐĂƟŽŶ�ĂŶĚ��^��ĂƐ�ǁĞůů͕�ĂƐ�ŚŽǁ�ƚŽ�ĂĐƚ�ŝŶ�ĐƌŝƐŝƐ�Žƌ�
ĐŚĂůůĞŶŐŝŶŐ�ƐŝƚƵĂƟŽŶƐ�ƚŚĂƚ�ŵĂǇ� ůĞĂĚ�ƚŽ�ǀŝŽůĞŶĐĞ͘���ƉŚǇƐŝĐĂů� ůĞĂƌŶŝŶŐ�ĞŶǀŝƌŽŶŵĞŶƚ͕�ǁŚŝĐŚ� ŝŶĐůƵĚĞƐ�Ăůů�
ƚŚĞ�ĨĂĐŝůŝƟĞƐ�ĂŶĚ�ŽƵƚĚŽŽƌ�ƐƉŽƚƐ�ǁŚĞƌĞ�ƚŚĞ�ƚĞĂĐŚŝŶŐ�ƚĂŬĞƐ�ƉůĂĐĞ͕�ŚĂƐ�Ă�ďŝŐ�ƌŽůĞ�ŝŶ�ŵŝƟŐĂƟŶŐ�ƚŚŽƐĞ�ƌŝƐŬƐ͘

Z��KDD�E��d/KE^
From the results of these interviews and literature review, it can be said that the physical learning 
ĞŶǀŝƌŽŶŵĞŶƚ�ŚĂƐ�ĂŶ�ŝŵƉŽƌƚĂŶƚ�ƌŽůĞ�ŝŶ�ƐĂĨĞƚǇ�ĂŶĚ�ƐĞĐƵƌŝƚǇ�ĨŽƌ�ĞĚƵĐĂƟŽŶĂů�ŝŶƐƟƚƵƟŽŶƐ͘�DŽƐƚ�ŝŵƉŽƌƚĂŶƚ�ŝƐ�
ƚŚĂƚ�ƚŚĞ�ĨĂĐŝůŝƟĞƐ�ŚĂǀĞ�ƉůĂĐĞƐ�Žƌ�ƐŝůĞŶƚ�ƌŽŽŵƐ�ǁŚĞƌĞ�ƐƚƵĚĞŶƚƐ�ĐĂŶ�ŐŽ�ƚŽ�ĐĂůŵ�ĚŽǁŶ�Žƌ�ĚŽ�ƚŚĞ�ĂƐƐŝŐŶŵĞŶƚƐ�
ŝŶĚŝǀŝĚƵĂůůǇ�ǁŝƚŚŽƵƚ�ĂŶǇ�ĚŝƐƚƵƌďĂŶĐĞ͘��ůů�ĨĂĐŝůŝƟĞƐ�ƐŚŽƵůĚ�ďĞ�ďƵŝůƚ�ŝŶ�Ă�ǁĂǇ�ƚŚĂƚ�ƚŚĞǇ�ĚŽ�ŶŽƚ�ĐĂƵƐĞ�ƐĞŶƐŽƌǇ�
overload, which includes smells, noise, too bright light etc. All materials should be impact resistant, 
especially windows. Every classroom should have meaning that usually do not change because it 
helps students who have ASD to structure their school day. Proposals for managing inclusive learning 
environment are as follows:

• Reducing the amount of loose items or locking them.
• Avoiding student contact with hard surfaces especially windows and use of protected glass.
• Time planning in a such a way, the students with ASD can come a bit later or sooner than rest of the 

students, in order to avoid noise and crowds.
• Flexible classroom design and corridors, in order to easily create silent and private spaces.
• &ŝǆĞĚ�ĐůĂƐƐ�ƌŽŽŵ�ƐĞƫŶŐ�ŝŶ�Ă�ƐĞŶƐĞ͕�ƚŚĞ�ƐƚƵĚĞŶƚƐ�ĂůǁĂǇƐ�ĞŶƚĞƌ�ƚŚĞ�ƐŝŵŝůĂƌ�ƐƉĂĐĞ͘
• Dedicated spaces for dedicated tasks, keeping them always the same.
• �ǀŽŝĚŝŶŐ�ĐŚĂŶŐĞƐ�ŝŶ�ŐĞŶĞƌĂů͕�ǁŚĞƚŚĞƌ�ŝƚ� ŝƐ�ƟŵĞ͕�ƐƉĂĐĞ�Žƌ�ƉĞĚĂŐŽŐŝĐĂů�ĚĞĐŝƐŝŽŶƐ͘�/Ĩ�ƚŚĞǇ�ĚŽ�ŽĐĐƵƌ�

ŐŝǀŝŶŐ͕�ƚŚĞ�ƐƚƵĚĞŶƚƐ�ƟŵĞ�ƚŽ�ĂĚũƵƐƚ�ĂŶĚ�ŝŶĨŽƌŵ�ĞĂƌůǇ�ĂŶĚ�ƐůŽǁůǇ͘

Overall, the most important design principal is consistency. Whether its sensory consistency, such as 
colours, sounds or smells or pedagogical consistency, any kind of change will disrupt the everyday 
ůĞĂƌŶŝŶŐ�ĞŶǀŝƌŽŶŵĞŶƚ�ĂŶĚ�ƚŚƵƐ�ƚŚĞ�ƐĂĨĞƚǇ�ŽĨ�ƚŚĞ�ƐƚĂī�ĂŶĚ�ƚŚĞ�ƐƚƵĚĞŶƚƐ͘

�KE>h^/KE^
dŚĞ�ǁŽƌůĚ� ŽĨ� ĞĚƵĐĂƟŽŶ� ŝƐ� ĐƵƌƌĞŶƚůǇ� ŝŶ� Ă� ƐƚĂƚĞ� ŽĨ� ƚƌĂŶƐŝƟŽŶ͘� ^ƉĞĐŝĂů� ŶĞĞĚƐ� ƐƚƵĚĞŶƚƐ� ĂƌĞ� ŝŶĐƌĞĂƐŝŶŐůǇ�
ŝŶǀŽůǀĞĚ�ŝŶ�ƌĞŐƵůĂƌ�ĐƵƌƌŝĐƵůƵŵ͘�/Ŷ�ƚŚĞ�ƐƉĞĐŝĂů�ĞĚƵĐĂƟŽŶĂů�ŝŶƐƟƚƵƟŽŶƐ͕�ĐŚĂůůĞŶŐĞƐ�ƐƵĐŚ�ĂƐ�ƚŚĞ�ƚŽŽ�ůĂƌŐĞ�
ƐƚƵĚǇ�ŐƌŽƵƉƐ�ĂŶĚ� ŝŶĂƉƉƌŽƉƌŝĂƚĞ� ĨĂĐŝůŝƟĞƐ�ŚĂǀĞ�ĐƌĞĂƚĞĚ�ĐŚĂůůĞŶŐĞƐ� ĨŽƌ� ƚŚĞ�ŽǀĞƌĂůů�^Θ^�ŽĨ� ƚŚĞ� ůĞĂƌŶŝŶŐ�
ĞŶǀŝƌŽŶŵĞŶƚ͘�dŚŝƐ�ŝƐ�ŝŵƉŽƌƚĂŶƚ�ƚŽ�ŬŶŽǁ͕�ĂƐ�ƚŚĞ�̂ Θ^�ŶĞĞĚƐ�ŽĨ�ĞĚƵĐĂƟŽŶĂů�ŝŶƐƟƚƵƟŽŶƐ�ǁŝůů�ĐŚĂŶŐĞ�ǁŝƚŚ�ƚŚĞ�
inclusion. Based on the results of these studies, it can be said that the outlook of learning environment 
ƐŚŽƵůĚ�ďĞ�ĂĚĚƌĞƐƐĞĚ͘�dŚŝƐ�ĐĂŶ�ŝŵƉƌŽǀĞ�ƚŚĞ�ƐĂĨĞƚǇ�ĂŶĚ�ǁĞůůͲďĞŝŶŐ�ŽĨ�Ăůů�ƐƚƵĚĞŶƚƐ�ĂŶĚ�ĞĚƵĐĂƟŽŶĂů�ƐƚĂī�ŝŶ�
ƚŚĞ�ĐŚĂŶŐŝŶŐ�ĮĞůĚ�ŽĨ�ĞĚƵĐĂƟŽŶ͘�dŚĞ�ŵŽƐƚ�ĞīĞĐƟǀĞ�ĂŶĚ�ƉĞƌŵĂŶĞŶƚ�ǁĂǇƐ�ƚŽ�ŵŝƟŐĂƚĞ�ƌŝƐŬƐ�ŝƐ�ƚŽ�ŵĂŬĞ�ƚŚĞ�
ƉŚǇƐŝĐĂů�ůĞĂƌŶŝŶŐ�ĞŶǀŝƌŽŶŵĞŶƚ�ĂƐ�ƐĂĨĞ�ĂƐ�ƉŽƐƐŝďůĞ�ǁŝƚŚ�Ă�ŐŽŽĚ�ƉůĂŶŶŝŶŐ�ĂŶĚ�ƐƚĂŶĚĂƌĚŝƐĞĚ�ƵƐĞ�ŽĨ�ĨĂĐŝůŝƟĞƐ�
that takes into account sensory and perceptual problems.

This research gives an overview about what kind of things are important in the inclusive physical 
ůĞĂƌŶŝŶŐ�ĞŶǀŝƌŽŶŵĞŶƚ͘�dŚĞ�ŬĞǇ�ƌĞƐƵůƚƐ�ĨƌŽŵ�ƚŚĞ�ĐŚĂůůĞŶŐĞƐ�ŽĨ�ůĞĂƌŶŝŶŐ�ĞŶǀŝƌŽŶŵĞŶƚ�ƉĞƌƐƉĞĐƟǀĞ�ĂƌĞ�ůĂĐŬ�
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ŽĨ�ŝŶĚŝǀŝĚƵĂů�ƐƚƵĚǇŝŶŐ�ĨĂĐŝůŝƟĞƐ�ĂŶĚ�ƐĞŶƐŽƌǇ�ĂďŶŽƌŵĂůŝƟĞƐ͘�KŶĞ�ŽĨ�ƚŚĞ�ŵĂŝŶ�ƌĞĂƐŽŶ�ĨŽƌ�ĐŚĂůůĞŶŐĞƐ�ŝŶ�ƚŚĞ�
ƉŚǇƐŝĐĂů� ůĞĂƌŶŝŶŐ�ĞŶǀŝƌŽŶŵĞŶƚƐ� ŝƐ�ŶŽŝƐĞ�ƉŽůůƵƟŽŶ͘�dŚĞ�ŵĂŝŶ�ĐŚĂůůĞŶŐĞƐ� ŝŶ� ƚŚĞ�ŵĞŶƚĂůͬƐŽĐŝĂů� ůĞĂƌŶŝŶŐ�
ĞŶǀŝƌŽŶŵĞŶƚ�ƐĞĞŵƐ�ƚŽ�ďĞ�ůŝŶŬĞĚ�ƚŽ�ƚŚĞ�ǀŝŽůĞŶĐĞ�ĂŶĚ�ƚŽ�ƚŚĞ�ƐĞŶƐŽƌǇ�ĂďŶŽƌŵĂůŝƟĞƐ͘�&ƌŽŵ�ƉĞĚĂŐŽŐŝĐĂů�
ůĞĂƌŶŝŶŐ� ĞŶǀŝƌŽŶŵĞŶƚ� ƉĞƌƐƉĞĐƟǀĞ� ůĂĐŬ� ŽĨ� ƐƚƵĚǇ�ŵĂƚĞƌŝĂů� ĂŶĚ�ƟŵĞ� ĨŽƌ� ƉůĂŶŶŝŶŐ� ůĞƐƐŽŶ� ĂƌĞ� ƚŚĞ�ŵĂŝŶ�
concerns. 

KŶĞ�ǁĂǇ�ƚŚĞƐĞ�ĐŚĂůůĞŶŐĞƐ�ĐĂŶ�ďĞ�ĂǀŽŝĚĞĚ�Žƌ�ƌĞĚƵĐĞĚ�ĨƌŽŵ�ƚŚĞ�ƉŚǇƐŝĐĂů�ůĞĂƌŶŝŶŐ�ĞŶǀŝƌŽŶŵĞŶƚ�ƉĞƌƐƉĞĐƟǀĞ�
are reducing the amount of loose items or locking them. The other is to avoid students to contact with 
ŚĂƌĚ�ƐƵƌĨĂĐĞƐ�ĞƐƉĞĐŝĂůůǇ�ǁŝŶĚŽǁƐ�ĂŶĚ�ƵƐĞ�ƉƌŽƚĞĐƚĞĚ�ŐůĂƐƐ͘�dŚŝƌĚ͕�ŝƐ�ŚĂǀŝŶŐ�Ă�ŇĞǆŝďůĞ�ĐůĂƐƐƌŽŽŵ�ĚĞƐŝŐŶ�
ĂŶĚ�ĐŽƌƌŝĚŽƌƐ�ŝŶ�ŽƌĚĞƌ�ƚŽ�ĐƌĞĂƚĞ�ƐŝůĞŶƚ�ĂŶĚ�ƉƌŝǀĂƚĞ�ƐƉĂĐĞƐ͘�&ŝǆĞĚ�ĐůĂƐƐƌŽŽŵ�ƐĞƫŶŐ�ĂŶĚ�ĚĞĚŝĐĂƚĞĚ�ƐƉĂĐĞƐ�
ĨŽƌ�ĚĞĚŝĐĂƚĞĚ�ƚĂƐŬƐ� ŝƐ�Ă�ŐŽŽĚ�ǁĂǇ�ƚŽ�ĐƌĞĂƚĞ�ƌŽƵƟŶĞƐ�ĂŶĚ�ĞĂƐĞ�ƐƚƌĞƐƐ�ďĞĐĂƵƐĞ�ƚŚĞŶ�ƚŚĞ�ƐƚƵĚĞŶƚƐ�ĐĂŶ�
ĂůǁĂǇƐ�ĞŶƚĞƌ�ƚŽ�ƚŚĞ�ĨĂŵŝůŝĂƌ�ƐƉĂĐĞ͘��ǀŽŝĚŝŶŐ�ĐŚĂŶŐĞƐ�ŝŶ�ŐĞŶĞƌĂů͕�ǁŚĞƚŚĞƌ�ŝƚ�ŝƐ�ƟŵĞ͕�ƐƉĂĐĞ�Žƌ�ƉĞĚĂŐŽŐŝĐĂů�
ĚĞĐŝƐŝŽŶƐ�ƐĞĞŵƐ�ƚŽ�ŵĂŬĞ�ƐĐŚŽŽů�ĚĂǇ�ƐĂĨĞƌ͘ �/Ĩ�ĐŚĂŶŐĞƐ�ĚŽ�ŽĐĐƵƌ͕ �ŽŶĞ�ŵĂǇ�ĂƌŐƵĞ�ƚŚĂƚ�ďǇ�ŐŝǀŝŶŐ�ƟŵĞ�ƚŽ�
ƚŚĞ�ƐƚƵĚĞŶƚƐ�ĂŶĚ�ƐƚĂī�ǁŝůů�ŵŝƟŐĂƚĞ�ƚŚĞ�ƌŝƐŬƐ�ĂŶĚ�ŵĂŬĞ�ƚŚĞ�ůĞĂƌŶŝŶŐ�ĞŶǀŝƌŽŶŵĞŶƚ�ƐĂĨĞƌ͘ �DŽƌĞ�ƟŵĞ�ŚĞůƉƐ�
ƐƚĂī�ƚŽ�ĐŚĂŶŐĞ�ƚŚĞ�ƉŚǇƐŝĐĂů�ůĞĂƌŶŝŶŐ�ĞŶǀŝƌŽŶŵĞŶƚ�ƐĞƫŶŐ�ƚŽ�ďĞ�ůĞƐƐ�ƐƚƌĞƐƐĨƵů�ƚŽ�ĂŶĚ�ĨŽƌ�ƐƚƵĚĞŶƚƐ�ŝƚ�ŐŝǀĞƐ�
a moment to understand what tasks are included to the school day agenda.

We suggest that more research should be made. The next approach could be arranging a workshop with 
ĂƌĐŚŝƚĞĐƚƐ͕�ŝŶƚĞƌŝŽƌ�ĚĞƐŝŐŶĞƌƐ͕�^Θ^�ƉƌŽĨĞƐƐŝŽŶĂůƐ͕�ĂŶĚ�ĞĚƵĐĂƟŽŶĂů�ĞǆƉĞƌƚƐ͘��ŌĞƌ�ƚŚĞ�ǁŽƌŬƐŚŽƉƐ͕�Ă�ŵŽƌĞ�
ĂĐĐƵƌĂƚĞ�ĚĞƐŝŐŶ�ƉƌŽƉŽƐĂů�ĐŽƵůĚ�ďĞ�ŵĂĚĞ�ĂŶĚ�ŝƚƐ�ĨƵŶĐƟŽŶĂůŝƚǇ�ĐŽƵůĚ�ďĞ�ƚĞƐƚĞĚ͘
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ƌĞůĂƚĞĚ�ĂƐƉĞĐƚƐ�ƚŚĂƚ�ŝŶŇƵĞŶĐĞ�ƚŚĞ�ŚŽƐƉŝƚĂůŝƚǇ�ĞǆƉĞƌŝĞŶĐĞ�ŽĨ�ƚŚĞŝƌ�ŐƵĞƐƚƐ�
ĂƌĞ�ŝĚĞŶƟĮĞĚ͘

DĞƚŚŽĚƐ�ͬ�DĞƚŚŽĚŽůŽŐǇ�ʹ&ŽƵƌ�ĐĂƐĞƐ�ƐƚƵĚŝĞƐ�ǁĞƌĞ�ƉĞƌĨŽƌŵĞĚ͗�Ă�ĐŽŶĨĞƌĞŶĐĞ�ĐĞŶƚƌĞ͕�Ă�ƉƵďůŝĐ�ƐǁŝŵŵŝŶŐ�
pool, a public library, and a railway company. Methods used were literature review, combined with 
ŽďƐĞƌǀĂƟŽŶƐ͕�ƐƵƌǀĞǇƐ�ĂŶĚ�ŝŶƚĞƌǀŝĞǁƐ͘�
ZĞƐƵůƚƐ�ʹdŚĞ�ƌĞƐƵůƚƐ�ƐŚŽǁ�ǁŚĂƚ�ŶŽŶǀĞƌďĂů�ĞŵƉůŽǇĞĞ�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�ĐŽŶƚƌŝďƵƚĞ�ƚŽ�ƚŚĞ�ĚŝƐƟŶĐƟǀĞ�ĨĂĐƚŽƌƐ�
of hospitality, ŝŶǀŝƟŶŐ, care and comfort. Smiling, having eye-contact, nodding and an open and relaxed 
ďŽĚǇ�ƉŽƐƚƵƌĞ�ĂƌĞ�ƌĞůĂƚĞĚ�ƚŽ�Ăůů�ĨĂĐƚŽƌƐ͘�'ƌĞĞƟŶŐ�ƐĞĞŵƐ�ƚŽ�ďĞ�ƐƉĞĐŝĮĐĂůůǇ�ƌĞůĂƚĞĚ�ƚŽ�͚ŝŶǀŝƟŶŐ͕͛ �ƐŚĂŬŝŶŐ�
hands to ŝŶǀŝƟŶŐ and care͕�Ă�ǁĞůůͲŐƌŽŽŵĞĚ�ĂŶĚ�ƌĞĐŽŐŶŝǌĂďůĞ�ĂƉƉĞĂƌĂŶĐĞ�ƚŽ�͚ŝŶǀŝƟŶŐ͛�ĂŶĚ�͚ĐŽŵĨŽƌƚ͕͛ �ĂŶĚ�
ǀŝƐŝďůĞ�ƉƌĞƐĞŶĐĞ�ŽĨ�ƐƚĂī�ƚŽ�comfort͘�dŚĞƐĞ�ŝŶƐŝŐŚƚƐ�ŽīĞƌ�ĨĂĐŝůŝƚǇ�ŵĂŶĂŐĞƌƐ�ƚŚĞ�ŽƉƉŽƌƚƵŶŝƚǇ�ƚŽ�ƐƚĞĞƌ�ŽŶ�
ƚŚĞ�ĞǆƉĞƌŝĞŶĐĞ�ŽĨ�ƉĂƌƟĐƵůĂƌ�ĐŽŵƉŽŶĞŶƚƐ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ͘ �
WƌĂĐƟĐĂů�ŝŵƉůŝĐĂƟŽŶƐ�ʹ�Although further research is needed to further validate the results, the present 
ƉĂƉĞƌ�ƐŚŽǁƐ�ƚŚĂƚ�ŝƚ�ŝƐ�ƉŽƐƐŝďůĞ�ƚŽ͕�ŶĞǆƚ�ƚŽ�ŵĞĂƐƵƌŝŶŐ�ƚŚĞ�ŚŽƐƉŝƚĂůŝƚǇ�ĞǆƉĞƌŝĞŶĐĞĚ�ďǇ�ĐƵƐƚŽŵĞƌƐ͕�ŝĚĞŶƟĨǇ�
ĐŽŶĐƌĞƚĞ�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�ŽĨ�ĞŵƉůŽǇĞĞ�ďĞŚĂǀŝŽƵƌ�ƚŚĂƚ�ƉĞŽƉůĞ�ĂƐƐŽĐŝĂƚĞ�ǁŝƚŚ�ŚŽƐƉŝƚĂůŝƚǇ͘ �dŚŝƐ�ĨĂĐŝůŝƚĂƚĞƐ�
ĨĂĐŝůŝƚǇ�ŵĂŶĂŐĞƌƐ�ƚŽ�ŵĂŶĂŐĞ�ƚŚĞ�ŚŽƐƉŝƚĂůŝƚǇ�ƉĞƌĨŽƌŵĂŶĐĞ�ŽĨ�ƐĞƌǀŝĐĞ�ŽƌŐĂŶŝƐĂƟŽŶƐ͘
dǇƉĞ�ŽĨ�ƉĂƉĞƌ�ʹ�ZĞƐĞĂƌĐŚ�ƉĂƉĞƌ͘ �

<�ztKZ�^
,ŽƐƉŝƚĂůŝƚǇ͕ �ĐƵƐƚŽŵĞƌ�ĞǆƉĞƌŝĞŶĐĞ͕�ŚƵŵĂŶ�ƚŽƵĐŚ͕�ĐĂƌĞ͕�ĐŽŵĨŽƌƚ͕�ŝŶǀŝƟŶŐ͘

/EdZK�h�d/KE
People like to feel at ease, in private as well as in service environments. The service industry is well 
ĂǁĂƌĞ� ƚŚĂƚ� ƚŚĞŝƌ� ĐƵƐƚŽŵĞƌƐ� ĂƉƉƌĞĐŝĂƚĞ� ƚŚĞ� ĞǆƉĞƌŝĞŶĐĞ� ŽĨ� ƉůĞĂƐĂŶƚ� ĂŶĚ� ĂƉƉƌŽƉƌŝĂƚĞ� ƐĞŶƐĂƟŽŶƐ� ƚŚĂƚ�
makes them feel welcome and comfortable. Not the service itself, but the way the service is delivered 
ĚĞƚĞƌŵŝŶĞƐ�ǁŚĞƚŚĞƌ�ĐƵƐƚŽŵĞƌƐ�ĐŽŶŶĞĐƚ� ƚŽ�ĂŶ�ŽƌŐĂŶŝƐĂƟŽŶ͘�dŚĞƌĞĨŽƌĞ͕� ƐĞƌǀŝĐĞ�ƉƌŽǀŝĚĞƌƐ�ŶĞĞĚ� ƚŽ�ďĞ�
competent in the provision of hospitality. 

dĂƐĐŝ�ĂŶĚ�^ĞŵƌĂĚ�;ϮϬϭϲͿ�ĚŝƐƟŶŐƵŝƐŚ�ĨŽƵƌ�ůĂǇĞƌƐ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ͘ �>ĂǇĞƌ�ϭ�ĐŽŶĐĞƌŶƐ�ƚŚĞ�ƉƌŽǀŝƐŝŽŶ�ŽĨ�ďĂƐŝĐ�
ŶĞĞĚƐ� ;Ğ͘Ő͘� ƚŚĞ� ƉƌŽǀŝƐŝŽŶ� ŽĨ� ĨŽŽĚ͕� ĚƌŝŶŬ͕� ƐŚĞůƚĞƌ͕ � ĂŶĚ�ŚǇŐŝĞŶĞͿ͘� >ĂǇĞƌ� Ϯ� ŝƐ� ĂďŽƵƚ� ĞŶƚĞƌƚĂŝŶŵĞŶƚ� ;Ğ͘Ő͘�
ds͕�ƉŽŽů͕�ƉůĂǇŐƌŽƵŶĚͿ͘�>ĂǇĞƌ�ϯ�ĐŽŶĐĞƌŶƐ�ƚŚĞ�ƉƌŽǀŝƐŝŽŶ�ŽĨ�ƐĞƌǀŝĐĞƐ͕�ƐƵĐŚ�ĂƐ�ŚŽƵƐĞŬĞĞƉŝŶŐ�ŵĂŝŶƚĞŶĂŶĐĞ�
ĂŶĚ�ĨƌŽŶƚ�ŽĸĐĞ͘�&ŝŶĂůůǇ͕ � ůĂǇĞƌ�ϰ� ŝƐ�ĂďŽƵƚ�ƚĂŬŝŶŐ�ĐĂƌĞ�ŽĨ�ŶĞĞĚƐ�ďǇ�ƐĞƌǀŝŶŐ�ǁŝƚŚ�ŚŽƐƉŝƚĂďůĞŶĞƐƐ͘�&ĂĐŝůŝƚǇ�
ŵĂŶĂŐĞŵĞŶƚ�ŚĂƐ�ĂůƌĞĂĚǇ�ďĞĞŶ�ƉĂǇŝŶŐ�ĂƩĞŶƟŽŶ�ƚŽ�ƚŚĞ�ĮƌƐƚ�ƚŚƌĞĞ�ůĂǇĞƌƐ͘�,ŽǁĞǀĞƌ͕ �ŽīĞƌŝŶŐ�ƉƌŽĚƵĐƚƐ�ĂŶĚ�
ƐĞƌǀŝĐĞƐ�ŝŶ�Ă�ŚŽƐƉŝƚĂďůĞ�ǁĂǇ�ŝƐ�ƐƟůů�Ă�ĐŚĂůůĞŶŐĞ͘�dŚĞ�ůĂƐƚ�ĚĞĐĂĚĞƐ�ƚŚĞ�ŝŶƚĞƌĞƐƚ�ŝŶ�ĐƵƐƚŽŵĞƌ�ĞǆƉĞƌŝĞŶĐĞ�
ǁŝƚŚŝŶ� ƚŚĞ�ĮĞůĚ� ĨĂĐŝůŝƚǇ�ŵĂŶĂŐĞŵĞŶƚ�ŚĂƐ� ŝŶĐƌĞĂƐĞĚ� ;Ğ͘Ő͘��ŽĞŶĞŶ�Θ�&ĞůƚĞŶ͕�ϮϬϭϰͿ͕� ĂůƐŽ� ŝŶ� ƌĞůĂƟŽŶ� ƚŽ�
ŚŽƐƉŝƚĂůŝƚǇ�ƌĞůĂƚĞĚ�ĂƐƉĞĐƚƐ�ƐƵĐŚ�ĂƐ�ĐŽƵƌƚĞƐǇ�;�ĂŶĚǇ͕ �ϮϬϬϯͿ͘

Ϸ�,ŽƐƉŝƚĂůŝƚǇ��ƵƐŝŶĞƐƐ�^ĐŚŽŽů͕�^ĂǆŝŽŶ�hŶŝǀĞƌƐŝƚǇ�ŽĨ��ƉƉůŝĞĚ�^ĐŝĞŶĐĞƐ͕��ŶƐĐŚĞĚĞ͕�dŚĞ�EĞƚŚĞƌůĂŶĚƐ͕�
ĞͲŵĂŝů͗�ƌ͘ ƉŝũůƐΛƐĂǆŝŽŶ͘Ŷů�
2�,ŽƐƉŝƚĂůŝƚǇ��ƵƐŝŶĞƐƐ�^ĐŚŽŽů͕�^ĂǆŝŽŶ�hŶŝǀĞƌƐŝƚǇ�ŽĨ��ƉƉůŝĞĚ�^ĐŝĞŶĐĞƐ͕��ŶƐĐŚĞĚĞ͕�dŚĞ�EĞƚŚĞƌůĂŶĚƐ
³ ,ŽƐƉŝƚĂůŝƚǇ��ƵƐŝŶĞƐƐ�^ĐŚŽŽů͕�^ĂǆŝŽŶ�hŶŝǀĞƌƐŝƚǇ�ŽĨ��ƉƉůŝĞĚ�^ĐŝĞŶĐĞƐ͕��ŶƐĐŚĞĚĞ͕�dŚĞ�EĞƚŚĞƌůĂŶĚƐ
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,ŽǁĞǀĞƌ͕ �ǁŚĞŶ�ŝƐ�ƐĞƌǀŝĐĞ�ƐƚĂī�ĞǆƉĞƌŝĞŶĐĞĚ�ĂƐ�ŚŽƐƉŝƚĂďůĞ͍�KƉĞƌĂƟŽŶĂůŝƐĂƟŽŶ�ŽĨ�ŚŽƐƉŝƚĂďůĞ�ƐĞƌǀŝĐĞ�ƐƚĂī�
ŚĂƐ�ƌĞƐƵůƚĞĚ�ŝŶ�ƐĞǀĞƌĂů�ĚŝƐƟŶŐƵŝƐŚŝŶŐ�ĚŝŵĞŶƐŝŽŶƐ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ�;�ƌŝĸŶ�Θ�DĂŐŚǌŝ͕�ϮϬϭϮ͖��ůĂŝŶ�Θ�>ĂƐŚůĞǇ͕ �
ϮϬϭϰ͖�WŝũůƐ͕�'ƌŽĞŶ͕�'ĂůĞƚǌŬĂ�Θ�WƌƵǇŶ͕�ϮϬϭϳ͖�dĂƐĐŝ�Θ�^ĞŵƌĂĚ͕�ϮϬϭϲͿ͘�,ŽǁĞǀĞƌ͕ �ŝŶ�ŽƌĚĞƌ�ƚŽ�ŝŵƉƌŽǀĞ�ƚŚĞ�
ŚŽƐƉŝƚĂůŝƚǇ�ƉƌŽǀŝĚĞĚ�ďǇ�ƐĞƌǀŝĐĞ�ƐƚĂī͕�ŽƌŐĂŶŝƐĂƟŽŶƐ�ŶĞĞĚ�ƚŽ�ŬŶŽǁ�ǁŚĂƚ�ƐƉĞĐŝĮĐ�ĞŵƉůŽǇĞĞ�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�
ŝŶŇƵĞŶĐĞ�ƚŚĞ�ĞǆƉĞƌŝĞŶĐĞ�ŽĨ�ƚŚĞƐĞ�ǀĂƌŝŽƵƐ�ŚŽƐƉŝƚĂůŝƚǇ�ĚŝŵĞŶƐŝŽŶƐ͘�,ŽǁĞǀĞƌ͕ �ǁĞ�ŽŌĞŶ�ĚŽ�ŶŽƚ�ŐĞƚ�ŵƵĐŚ�
ĨƵƌƚŚĞƌ�ƚŚĂŶ�͚ŬĞĞƉ�ƐŵŝůŝŶŐ͛�ĂŶĚ� ͚ƐŚĂŬŝŶŐ�ŚĂŶĚƐ͛͘ �^Ž�ĨĂƌ͕ �ĂĐĂĚĞŵŝĐ�ƌĞƐĞĂƌĐŚ�ŚĂƐ�ǇŝĞůĚĞĚ� ůŝƩůĞ�ĐŽŶĐƌĞƚĞ�
insights in this area. 
 
WŝũůƐ�Ğƚ�Ăů͘� ;ϮϬϭϳͿ�ŚĂǀĞ�ĚĞǀĞůŽƉĞĚ�Ă�ŚŽůŝƐƟĐ�ƐĐĂůĞ� ƚŽ�ŵĞĂƐƵƌĞ�ŚŽǁ�ƉĞŽƉůĞ�ĞǆƉĞƌŝĞŶĐĞ� ƚŚĞ�ŚŽƐƉŝƚĂůŝƚǇ�
and its underlying dimensions care, comfort and ŝŶǀŝƟŶŐ. /ŶǀŝƟŶŐ�ƌĞĨĞƌƐ�ƚŽ�ƚŚĞ�ĞǆƉĞƌŝĞŶĐĞ�ŽĨ�ŝŶǀŝƟŶŐ͕�
openness and freedom, care is about experiencing empathy, servitude and acknowledgement, and 
comfort refers to feeling at ease, relaxed and comfortable. The scale was developed and validated in 
ǀĂƌŝŽƵƐ�ƚǇƉĞƐ�ŽĨ�ŽƌŐĂŶŝƐĂƟŽŶƐ͕�Ğ͘Ő͘�ŚŽƚĞů͕�ŚŽƐƉŝƚĂů͕�ƉƵďůŝĐ�ƚƌĂŶƐƉŽƌƚ͕�ĐĂƚĞƌŝŶŐ�;WŝũůƐ�Ğƚ�Ăů͕͘�ϮϬϭϳͿ͘�,ŽǁĞǀĞƌ͕ �
what makes that we experience care, comfort and ŝŶǀŝƟŶŐ͍�dŚŝƐ�ŚĂƐ�ŶŽƚ�ǇĞƚ�ďĞĞŶ�ĐŽŶĐƌĞƟƐĞĚ͘�/Ŷ�ƚŚŝƐ�
ƉĂƉĞƌ͕ � ƚŚŝƐ� ŚŽƐƉŝƚĂůŝƚǇ�ŵŽĚĞů� ŚĂƐ� ďĞĞŶ� ƵƐĞĚ� ƚŽ� ŽƉĞƌĂƟŽŶĂůŝƐĞ� ƚŚĞ� ĞǆƉĞƌŝĞŶĐĞ� ŽĨ� ŚŽƐƉŝƚĂůŝƚǇ� ĨƵƌƚŚĞƌ͘ �
&ŽƵƌ�ĚŝīĞƌĞŶƚ� ƚǇƉĞƐ�ŽĨ�ƐĞƌǀŝĐĞ�ŽƌŐĂŶŝƐĂƟŽŶƐ�ƐŚĂƌĞĚ�ƚŚĞ�Ăŝŵ�ƚŽ� ŝŵƉƌŽǀĞ�ƚŚĞ�ŚŽƐƉŝƚĂůŝƚǇ�ƉĞƌĨŽƌŵĂŶĐĞ�
of their employees. This paper presents four case studies on improving the experience of hospitality 
ďǇ� ŝĚĞŶƟĨǇŝŶŐ� ĂƐƉĞĐƚƐ� ŽĨ� ƚŚĞ� human touch͕� ďǇ� ƵŶĐŽǀĞƌŝŶŐ� ĐŽŶĐƌĞƚĞ� ĞŵƉůŽǇĞĞ� ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ� ƚŚĂƚ�
ĐŽŶƚƌŝďƵƚĞ�ƚŽ�ƉĞŽƉůĞ Ɛ͛�ĞǆƉĞƌŝĞŶĐĞ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ�ŝŶ�ƐĞƌǀŝĐĞ�ĞŶǀŝƌŽŶŵĞŶƚƐ͘

>/d�Z�dhZ��^dh�z
hŶƟů�ƌĞĐĞŶƚůǇ͕ �ǁĞ�ŚĂĚ�ůŝƩůĞ�ŬŶŽǁůĞĚŐĞ�ĂďŽƵƚ�ƚŚĞ�ŵĞĂŶŝŶŐ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ�ĨŽƌ�ƐĞƌǀŝĐĞ�ŐƵĞƐƚƐ͘�,ŽǁĞǀĞƌ͕ �
ƚŚĞ�ŐƌŽǁŝŶŐ�ĂĐĂĚĞŵŝĐ�ĂƩĞŶƟŽŶ�ƚŽ�ƚŚĞ�ŵĞĂŶŝŶŐ�ŽĨ�ƚŚĞ�ĐŽŶĐĞƉƚ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ� ŝƐ�ŐƌĂĚƵĂůůǇ�ĚĞĐƌĞĂƐŝŶŐ�
the knowledge gap on this topic. Academics have addressed the meaning of the concept of hospitality, 
ƉƌĞĚŽŵŝŶĂŶƚůǇ�ŝŶ�ƚŚĞ�ĐŽŶƚĞǆƚ�ŽĨ�ƚŚĞ�ŚŽƐƉŝƚĂůŝƚǇ�ďƵƐŝŶĞƐƐ͕�ƐƵĐŚ�ĂƐ�ŚŽƚĞůƐ�Žƌ�ƌĞƐƚĂƵƌĂŶƚƐ�;�ƌŝĸŶ�Θ�DĂŐŚǌŝ͕�
ϮϬϭϮ͖��ƌŝĸŶ͕�DĂŐŚǌŝ͕�^ŽŽŶ�Θ��ůĂŵ͕�ϮϬϭϴ͖�dĂƐĐŝ�Θ�^ĞŵƌĂĚ͕�ϮϬϭϲͿ͕�ďƵƚ�ďĞĐĂƵƐĞ�ŽĨ�ƚŚĞ�ŐƌŽǁŝŶŐ�ŝŶƚĞƌĞƐƚ�
ŝŶ�ŚŽƐƉŝƚĂůŝƚǇ�ŽƵƚƐŝĚĞ�ƚŚĞ�ŚŽƐƉŝƚĂůŝƚǇ�ďƵƐŝŶĞƐƐ�ƌĞĐĞŶƚůǇ�ĂůƐŽ�ĨŽƌ�ƚŚĞ�ƐĞƌǀŝĐĞ�ƐĞĐƚŽƌ�ŝŶ�ŐĞŶĞƌĂů�;WŝũůƐ�Ğƚ�Ăů͘�
ϮϬϭϳͿ͘�dŚĞ�ĨŽĐƵƐ�ŝŶ�ƚŚĞ�ůŝƚĞƌĂƚƵƌĞ�ŝƐ�ŵŽƐƚůǇ�ŽŶ�ŚŽƐƉŝƚĂďůĞ�ƐĞƌǀŝĐĞ�ƐƚĂī�ďĞŚĂǀŝŽƵƌ͕ �ďǇ�ŝĚĞŶƟĨǇŝŶŐ�ƐĞƉĂƌĂƚĞ�
dimensions of hospitality.
 
In conceptualising and measuring customer experience, some authors only use experience-related 
ǀĂƌŝĂďůĞƐ�ƚŽ�ĚĞĮŶĞ�ƚŚĞ�ĞǆƉĞƌŝĞŶĐĞ�;,ĞŝĚĞ�Θ�'ƌƆŶŚĂƵŐ͕�ϮϬϬϵ͖�WŝũůƐ�Ğƚ�Ăů͘�ϮϬϭϳ͖�dĂƐĐŝ�Θ�^ĞŵƌĂĚ͕�ϮϬϭϲͿ͘�
KƚŚĞƌƐ�ĂůƐŽ� ŝŶĐůƵĚĞ� ƐĞƌǀŝĐĞ�ĂƐƉĞĐƚƐ� ƚŚĂƚ� ŝŶŇƵĞŶĐĞ� ƚŚĞ�ĞǆƉĞƌŝĞŶĐĞ� ;�ƌŝĸŶ�Θ�DĂŐŚǌŝ͕� ϮϬϭϮ͖��ƌƵŶŶĞƌͲ
^ƉĞƌĚŝŶ�Θ�WĞƚĞƌƐ͕�ϮϬϬϵ͖�>ĂĚĞŝƌĂ͕��ŽƐƚĂ�Θ�^ĂŶƟŶŝ͕�ϮϬϭϯ͖�^ůĊƩĞŶ͕�DĞŚŵĞƚŽŐůƵ͕�^ǀĞŶƐƐŽŶ͕�Θ�^ǀčƌŝ͕�ϮϬϬϵͿ͘�
,ŽǁĞǀĞƌ͕ � ƚŚĞǇ� ŽŌĞŶ� ĐŽŵďŝŶĞ� ĚŝīĞƌĞŶƚ� ůĞǀĞůƐ� ŽĨ� ĐŽŶĐƌĞƟŽŶ͕� ǁŝƚŚŽƵƚ�ŵĂŬŝŶŐ� Ă� ĚŝƐƟŶĐƟŽŶ� ďĞƚǁĞĞŶ�
experience-related variables that concern feelings of the customer, and concrete aspects of the service 
ĚĞůŝǀĞƌǇ�ƚŚĂƚ�ŝŶŇƵĞŶĐĞ�ƚŚĞ�ĐƵƐƚŽŵĞƌ�ĞǆƉĞƌŝĞŶĐĞ͘�
 
Scales that incorporate both aspects related to the physical environment and aspects related to social 
ŝŶƚĞƌĂĐƟŽŶ�ŽŌĞŶ� ŝĚĞŶƟĨǇ�ƐĞƌǀŝĐĞ�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ� ĨŽƌ�ƚŚĞ�ƉŚǇƐŝĐĂů�ĐŽŵƉŽŶĞŶƚ͕�ƐƵĐŚ�ĂƐ� ůŝŐŚƟŶŐ͕�ĐŽůŽƵƌ͕ �
scent and sound, whereas they use experience-related items for the social component, such as friendly, 
ŚĞůƉĨƵů͕�ĞŵƉĂƚŚǇ�ĂŶĚ�ƌĞƐƉŽŶƐŝǀĞŶĞƐƐ�;�ƌƵŶŶĞƌͲ^ƉĞƌĚŝŶ�Θ�WĞƚĞƌƐ͕�ϮϬϬϵ͖�>ĂĚĞŝƌĂ�Ğƚ�Ăů͕͘�ϮϬϭϯ͖�^ůĊƩĞŶ�Ğƚ�
Ăů͕͘�ϮϬϬϵͿ͘�&ƵƌƚŚĞƌŵŽƌĞ͕�ŝŶ�ƚŚĞŝƌ�ŚŽƐƉŝƚĂůŝƚǇ�ƐĐĂůĞ�ĨŽƌ�ŚŽƚĞůƐ͕��ƌŝĸŶ�Θ�DĂŐŚǌŝ�;ϮϬϭϮͿ�ĂůƐŽ�ƵƐĞ�Ă�ŵŝǆƚƵƌĞ�ŽĨ�
ĞǆƉĞƌŝĞŶĐĞͲƌĞůĂƚĞĚ�ŝƚĞŵƐ�;Ğ͘Ő͘�͚ŐŝǀŝŶŐ�Ă�ǁĂƌŵ�ǁĞůĐŽŵĞ͕͛ �͚ƚƌĞĂƚĞĚ�ĂƐ�Ă�ĨƌŝĞŶĚ͛�ĂŶĚ�͚ĐĂƌĞ�ĨŽƌ�ƚŚĞŝƌ�ŐƵĞƐƚƐ͛Ϳ�
ĂŶĚ�ƐĞƌǀŝĐĞ�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�;Ğ͘Ő͘�͚ƚŚĞ�ŚŽƚĞů�ƐƚĂī�ŐĂǀĞ�ŵĞ�ĂƵƚŚĞŶƟĐ�ƐŵŝůĞƐ�Ăůů�ƚŚĞ�ƟŵĞ͕͛ �͚ƚŚĞ�ŚŽƚĞů�ƐƚĂī�
ŬŶĞǁ�ŵǇ�ŶĂŵĞ�ĂŶĚͬŽƌ�ŶĂƟŽŶĂůŝƚǇ͕͛ �ĂŶĚ�͚ ƚŚĞ�ŚŽƚĞů�ƐƚĂī�ŵĂĚĞ�ĞǇĞ�ĐŽŶƚĂĐƚ�ǁŝƚŚ�ŵĞ�ĚƵƌŝŶŐ�ĐŽŶǀĞƌƐĂƟŽŶƐ͛Ϳ͘�
 
dŚĞ�ƌĞƐĞĂƌĐŚ�ƉƌĞƐĞŶƚĞĚ�ŝŶ�ƚŚŝƐ�ƉĂƉĞƌ�ĐůĞĂƌůǇ�ĚŝƐƟŶŐƵŝƐŚĞƐ�ďĞƚǁĞĞŶ�ƚŚĞ�ƉĞƌĐĞƉƟŽŶ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ�ĂŶĚ�
ƚŚĞ�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�ŽĨ�ĞŵƉůŽǇĞĞƐ�ƚŚĂƚ�ǁŝůů�ŝŶŇƵĞŶĐĞ�;ĚŝŵĞŶƐŝŽŶƐ�ŽĨͿ�ƚŚĞ�ĞǆƉĞƌŝĞŶĐĞ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ͘ �dŚĞƐĞ�
ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�ĂƌĞ�ƚŚĞ�ŚƵŵĂŶŝĐ�ĐůƵĞƐ�ŝŶ��ĞƌƌǇ͕ �tĂůů�ĂŶĚ��ĂƌďŽŶĞ Ɛ͛�ĚŝīĞƌĞŶƟĂƟŽŶ�ŽĨ�ĨĂĐƚŽƌƐ�ƚŚĂƚ�ŝŶŇƵĞŶĐĞ�
ĐƵƐƚŽŵĞƌƐ͛�ƐĞƌǀŝĐĞ�ĞǆƉĞƌŝĞŶĐĞ͘��ĞƐŝĚĞƐ�ĨƵŶĐƟŽŶĂů�ĐůƵĞƐ�;ĐĂůĐƵůĂƟǀĞ�ƋƵĂůŝƚǇ�ƉĞƌĐĞƉƟŽŶƐͿ�ƚŚĞǇ�ĚŝƐƟŶŐƵŝƐŚ�
ĞŵŽƟŽŶĂů�ƉĞƌĐĞƉƟŽŶƐ�ŽĨ�ƋƵĂůŝƚǇ͕ �ƐƵďĚŝǀŝĚĞĚ�ŝŶ�ŚƵŵĂŶŝĐ�ĐůƵĞƐ�;ƌĞůĂƚĞĚ�ƚŽ�ĞŵƉůŽǇĞĞƐ͛�ďĞŚĂǀŝŽƵƌͿ�ĂŶĚ�
ŵĞĐŚĂŶŝĐ� ĐůƵĞƐ� ;ƐĞŶƐŽƌǇ� ŝŶĨŽƌŵĂƟŽŶͿ͘� dŚĞƐĞ� ĞŵŽƟŽŶĂů� ĐůƵĞƐ�ŵĂǇ� ďĞ� ŶŽƟĐĞĚ� ĐŽŶƐĐŝŽƵƐůǇ͕ � ďƵƚ� ƚŚĞǇ�
ĂůƐŽ�ŝŶŇƵĞŶĐĞ�ŽŶĞ Ɛ͛�ƉĞƌĐĞƉƟŽŶƐ�ŽŶ�Ă�ƐƵďĐŽŶƐĐŝŽƵƐ�ůĞǀĞů�;�ĞƌƌǇ͕ �tĂůů�ĂŶĚ��ĂƌďŽŶĞ͕�ϮϬϬϲͿ͘�tŚĂƚ͕�ƚŚĞŶ͕�
ĂƌĞ�ƉŽƚĞŶƟĂů�ĞŵƉůŽǇĞĞ�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�ŝŶŇƵĞŶĐŝŶŐ�ƚŚĞ�ĞǆƉĞƌŝĞŶĐĞ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ͍�dŚĞ�ƐƚƵĚŝĞƐ�ĨŽĐƵƐ�ŽŶ�
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ŶŽŶǀĞƌďĂů�ĐŽŵŵƵŶŝĐĂƟŽŶ͕�ǁŚŝĐŚ�ĂĐĐŽƵŶƚƐ� ĨŽƌ�ŶĞĂƌůǇ�ϳϬ�ƉĞƌĐĞŶƚ�ŽĨ�Ăůů�ĐŽŵŵƵŶŝĐĂƟŽŶ�;�ĂƌŶƵŵ�ĂŶĚ�
tŽůŶŝĂŶƐŬǇ͕ �ϭϵϴϵͿ͘
 
^ƵŶĚĂƌĂŵ�ĂŶĚ�tĞďƐƚĞƌ� ;ϮϬϬϬͿ� ƐƚĂƚĞ� ƚŚĂƚ� ŶŽŶǀĞƌďĂů� ĂƐƉĞĐƚƐ� ŽĨ� ĞŵƉůŽǇĞĞͲĐƵƐƚŽŵĞƌ� ŝŶƚĞƌĂĐƟŽŶƐ� ĂƌĞ�
ƌĞůĂƟǀĞůǇ� ƵŶĞǆƉůŽƌĞĚ� ŝŶ� ƚŚĞ� ƐĞƌǀŝĐĞ� ĂŶĚ� ŵĂƌŬĞƟŶŐ� ůŝƚĞƌĂƚƵƌĞ͕� ĚĞƐƉŝƚĞ� ŝƚƐ� ŝŵƉŽƌƚĂŶĐĞ� ƌĞŐĂƌĚŝŶŐ� ƚŚĞ�
outcome of service encounters. It is also hardly researched in facility management. Nonverbal behaviour 
ŚĞůƉƐ�ĐŽŵŵƵŶŝĐĂƟŽŶ�ďĞĐŽŵĞ�ŵĞĂŶŝŶŐĨƵů�ĂŶĚ�ƐƵĐĐĞƐƐĨƵů�;/ƐůĂŵ�Θ�<ŝƌŝůůŽǀĂ͕�ϮϬϮϬͿ͘�/ƚ�ĂůƐŽ�ĐŽŶƚƌŝďƵƚĞƐ͕�
ĂŵŽŶŐƐƚ�ŽƚŚĞƌƐ͕�ƚŽ�ŚŽƐƉŝƚĂůŝƚǇͲƌĞůĂƚĞĚ�ƉĞƌĐĞƉƟŽŶƐ�ŽĨ�ĐŽƵƌƚĞƐǇ�;&ŽƌĚ͕�ϭϵϵϱͿ�ĂŶĚ�ŝŶƚĞƌƉĞƌƐŽŶĂů�ǁĂƌŵƚŚ�
;�ĂǇĞƐ͕�ϭϵϳϮͿ͘��ĚĚŝƟŽŶĂůůǇ͕ �'ĂďŽƩ�ĂŶĚ�,ŽŐŐ�;ϮϬϬϬͿ�ƐƚƌĞƐƐ�ƚŚĞ�ŝŵƉŽƌƚĂŶĐĞ�ŽĨ�ŶŽŶǀĞƌďĂů�ĐŽŵŵƵŶŝĐĂƟŽŶ�
ŝŶ�ƐĞƌǀŝĐĞ�ĞǀĂůƵĂƟŽŶ͕�ďĞĐĂƵƐĞ�ŝŶƚĞƌƉĞƌƐŽŶĂů�ŝŶƚĞƌĂĐƟŽŶƐ�ĂƌĞ�ĞƐƐĞŶƟĂů�ŝŶ�ƐĞƌǀŝĐĞƐ͘�EŽŶǀĞƌďĂů�ďĞŚĂǀŝŽƵƌ�
furthermore contributes to the alignment between customers and frontline service employees by 
ĞǆƉƌĞƐƐŝǀĞ�ƐŝŵŝůĂƌŝƚǇ�ŝŶ�ŶŽŶǀĞƌďĂů�ĐŽŵŵƵŶŝĐĂƟŽŶ�;>ŝŵ͕�>ĞĞ͕�Θ�&ŽŽ͕�ϮϬϭϳͿ͘

EŽŶǀĞƌďĂů�ĐŽŵŵƵŶŝĐĂƟŽŶ�ŝŶĐůƵĚĞƐ�ďŽĚǇ�ŵŽǀĞŵĞŶƚ͕�ƚŽŶĞ�ŽĨ�ǀŽŝĐĞ�ĂŶĚ�ĂƉƉĞĂƌĂŶĐĞ�;�ĞƌƌǇ�Ğƚ�Ăů͕�ϮϬϬϲ͖�
^ƵŶĚĂƌĂŵ�Θ�tĞďƐƚĞƌ͕ �ϮϬϬϬͿ͘��ŽĚǇ�ŵŽǀĞŵĞŶƚƐ�ĐŽŶĐĞƌŶ�ĂƐƉĞĐƚƐ�ƐƵĐŚ�ĂƐ�ďŽĚǇ�ŽƌŝĞŶƚĂƟŽŶ�;Ğ͘Ő͘�ƌĞůĂǆĞĚ�
Žƌ�ŽƉĞŶ�ƉŽƐƚƵƌĞͿ͕�ĞǇĞ�ĐŽŶƚĂĐƚ͕�ŶŽĚĚŝŶŐ͕�ŚĂŶĚƐŚĂŬŝŶŐ͕�ĂŶĚ�ƐŵŝůŝŶŐ͘�dŚĞ� ůŝƚĞƌĂƚƵƌĞ�ƐƵŐŐĞƐƚƐ�ƚŚĂƚ�ďŽĚǇ�
movements of employees can induce feelings of hospitality. Smiling, for example, induces interpersonal 
ǁĂƌŵƚŚ�;�ĂǇĞƐ͕�ϭϵϳϮͿ�ĂŶĚ�ĐƵƐƚŽŵĞƌ�ƐĂƟƐĨĂĐƟŽŶ�;'ƌĂŶĚĞǇ͕ �&ŝƐŬ͕�DĂƫůĂ͕�:ĂŶƐĞŶ͕�Θ�^ŝĚĞŵĂŶ͕�ϮϬϬϱͿ͘��ǇĞ�
ĐŽŶƚĂĐƚ�ůŝŶŬƐ�ƚŽ�ůŝŬĞĂďŝůŝƚǇ͕ �ďĞůŝĞǀĂďŝůŝƚǇ�;�ĞĞďĞ͕�ϭϵϴϬͿ�ĂŶĚ�ĂƐƐƵƌĂŶĐĞ�;DĂŐŶŝŶŝ͕��ĂŬĞƌ�Θ�<ĂƌĂŶĚĞ͕�ϮϬϭϯͿ͘ 
 
dŚĞ�ƚŽŶĞ�ŽĨ�ǀŽŝĐĞ�ŝŶĐůƵĚĞƐ�ǀŽĐĂů�ƉŝƚĐŚ͕�ǀŽĐĂů�ůŽƵĚŶĞƐƐ�Žƌ�ĂŵƉůŝƚƵĚĞ͕�ƉŝƚĐŚ�ǀĂƌŝĂƟŽŶ͕�ƉĂƵƐĞƐ͕�ĂŶĚ�ŇƵĞŶĐǇ�
ŽĨ�ƐƉĞĞĐŚ͘��ĂƐĞĚ�ŽŶ�ƚŚĞƐĞ�ƐƉĞĞĐŚ�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ͕�ƚǁŽ�ĐŽŵŵƵŶŝĐĂƟŽŶ�ƐƚǇůĞƐ�ĐĂŶ�ďĞ�ĚŝƐƟŶŐƵŝƐŚĞĚ͘���
ĐŽŶǀĞƌƐĂƟŽŶĂů�ƐƚǇůĞ�ŝƐ�ĐŚĂƌĂĐƚĞƌŝƐĞĚ�ďǇ�ůŽǁĞƌ�ƉŝƚĐŚ͕�ƐůŽǁĞƌ�ƌĂƚĞ͕�ůŽǁĞƌ�ƚŽ�ŵŽĚĞƌĂƚĞ�ǀŽůƵŵĞ͕�ĂŶĚ�ůĞƐƐ�
ŝŶŇĞǆŝŽŶ͖�ƚŚŝƐ�ƐƚǇůĞ�ŝƐ�ĂƐƐŽĐŝĂƚĞĚ�ǁŝƚŚ�ƚƌƵƐƚǁŽƌƚŚŝŶĞƐƐ͕�ŬŝŶĚŶĞƐƐ͕�ǁĂƌŵƚŚ͕�ĨƌŝĞŶĚůŝŶĞƐƐ͕�ĂŶĚ�ƉůĞĂƐĂŶƚŶĞƐƐ͘�
In contrast, a public speaking style is characterised by higher pitch, faster, high vocal intensity and 
ŚŝŐŚĞƌ� ŝŶŇĞǆŝŽŶ� ;^ƵŶĚĂƌĂŵ� Θ�tĞďƐƚĞƌ͕ � ϮϬϬϬͿ͖� ƚŚŝƐ� ƐƚǇůĞ� ŝƐ� ĂƐƐŽĐŝĂƚĞĚ� ǁŝƚŚ� ĚǇŶĂŵŝƐŵ͕� ĚŽŵŝŶĂŶĐĞ͕�
ĂŶĚ�ĐŽŵƉĞƚĞŶĐĞ�;WĞĂƌĐĞ�ĂŶĚ��ŽŶŬůŝŶ͕�ϭϵϳϭͿ͘���ĐŽŶǀĞƌƐĂƟŽŶĂů�ƐƚǇůĞ�ŝƐ�ƉƌŽďĂďůǇ�ĞǆƉĞƌŝĞŶĐĞĚ�ĂƐ�ŵŽƌĞ�
ŚŽƐƉŝƚĂďůĞ�ƚŚĂŶ�Ă�ƉƵďůŝĐ�ĐŽŶǀĞƌƐĂƟŽŶ�ƐƚǇůĞ͘�
 
WŚǇƐŝĐĂů� ĂƉƉĞĂƌĂŶĐĞ� ƌĞƉƌĞƐĞŶƚƐ� ƐƉĞĐŝĮĐ� ŝŶĨŽƌŵĂƟŽŶ� ƌĞŐĂƌĚŝŶŐ�Ă�ƉĞƌƐŽŶ Ɛ͛� ŐƌŽŽŵŝŶŐ�ĂŶĚ�ĚƌĞƐƐ� ĐŽĚĞƐ�
;�ƌĞǇƚĞŶďĂĐŚ�;ϮϬϬϭͿ͕�ĐŝƚĞĚ� ŝŶ� /ƐůĂŵ�Θ�<ŝƌŝůůŽǀĂ͕�ϮϬϮϬͿ͘��ŽŵƉĂŶǇ�ĐůŽƚŚĞƐ�ƉƌŽǀŝĚĞ�ĂŶ� ŝĚĞŶƟƚǇ�ǁŝƚŚ�ƚŚĞ�
ŽƌŐĂŶŝƐĂƟŽŶ͕� ĂŶĚ� ĂůƐŽ� ĞŶŚĂŶĐĞƐ� ƚŚĞ� ĂƉƉĞĂƌĂŶĐĞ� ŽĨ� ƚŚĞ� ĞŵƉůŽǇĞĞƐ͘� &Žƌ� ĞǆĂŵƉůĞ͕� ƐĞǀĞƌĂů� ƐĞƌǀŝĐĞ�
ĐŽŵƉĂŶŝĞƐ� ŚĂǀĞ�ŵĂŶŝƉƵůĂƚĞĚ� ƚŚĞ� ĐůŽƚŚŝŶŐ� ŽĨ� ĞŵƉůŽǇĞĞƐ� ƚŽ� ĚĞƚĞƌŵŝŶĞ� ƚŚĞ�ŵŽƐƚ� ĞīĞĐƟǀĞ� ƐƚǇůĞ� ĂŶĚ�
ǁĂǇ�ŽĨ�ĚƌĞƐƐŝŶŐ�ĐŽŶĐĞƌŶŝŶŐ�ƚŚĞ�ĞŵƉůŽǇĞĞ Ɛ͛�ƉĞƌĐĞƉƟŽŶ�ŽĨ�ƚŚĞ�ĐƵƐƚŽŵĞƌ Ɛ͛�ƉƌŽĨĞƐƐŝŽŶĂůŝƐŵ�;^ƵŶĚĂƌĂŵ�Θ�
tĞďƐƚĞƌ͕ �ϮϬϬϬͿ͘

�ƐƉĞĐƚƐ�ŽĨ�ŶŽŶͲǀĞƌďĂů�ĐŽŵŵƵŶŝĐĂƟŽŶ�ŵĂǇ�ďĞ�ƌĞƐĞĂƌĐŚĞĚ�ďǇ�ŽďƐĞƌǀŝŶŐ�ĂƵƚŚĞŶƟĐ�ĞŵƉůŽǇĞĞ�ďĞŚĂǀŝŽƵƌ�
ĂŶĚ� ĞŵƉůŽǇĞĞͲĐƵƐƚŽŵĞƌ� ŝŶƚĞƌĂĐƟŽŶ͕� ĐŽŵƉůĞŵĞŶƚĞĚ� ďǇ� ƐƵƌǀĞǇƐ� Žƌ� ŝŶƚĞƌǀŝĞǁ� ƚŽ� ŽďƚĂŝŶ� ŝŶƐŝŐŚƚ� ŝŶƚŽ�
ĐƵƐƚŽŵĞƌƐ͛�;ĐŽŶƐĐŝŽƵƐͿ�ĞǀĂůƵĂƟŽŶ�ŽĨ�ƚŚŝƐ�ďĞŚĂǀŝŽƵƌ�;ZĂĨĂĞůŝ�Θ�^ƵƩŽŶ͕�ϭϵϵϬ͖�>ŝŶ�Θ�>ŝŶ͕�ϮϬϭϳͿ͘��Ɛ�ďŽƚŚ�
ďĞŚĂǀŝŽƵƌ�ĂŶĚ�ĞǀĂůƵĂƟŽŶ�ƚŚĞƌĞŽĨ�ŵĂǇ�ďĞ�ŝŶŇƵĞŶĐĞĚ�ďǇ�ĐŽŶƚĞǆƚ͕�Ă�ǀĂƌŝĞƚǇ�ŽĨ�ĐĂƐĞƐ�ĂƌĞ�ŶĞĞĚĞĚ�ƚŽ�ĂůůŽǁ�
ŐĞŶĞƌĂůŝƐĂƟŽŶ�ŽĨ�ƌĞƐƵůƚƐ͘
 
dŚĞƌĞĨŽƌĞ͕�ƚŚŝƐ�ƉĂƉĞƌ�ƉƌĞƐĞŶƚƐ�ĨŽƵƌ�ĐĂƐĞ�ƐƚƵĚŝĞƐ�ʹ�ƌĞƉƌĞƐĞŶƟŶŐ�ĨŽƵƌ�ĚŝīĞƌĞŶƚ�ĐŽŶƚĞǆƚƐ�Ͳ� ŝŶǀĞƐƟŐĂƟŶŐ�
ƐĞƌǀŝĐĞ�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�ŽĨ�ďĞŚĂǀŝŽƵƌ�ŽĨ�ƐĞƌǀŝĐĞ�ĞŵƉůŽǇĞĞƐ�ƌĞůĂƚĞĚ�ƚŽ�ŚŽƐƉŝƚĂůŝƚǇ�ƉƌŽǀŝƐŝŽŶ͕�ƵƐŝŶŐ�ďŽƚŚ�
ŽďƐĞƌǀĂƟŽŶ�ĂŶĚ�ĞŝƚŚĞƌ�ŝŶƚĞƌǀŝĞǁƐ�Žƌ�ƐƵƌǀĞǇƐ͘

��^��KE�͗��KE&�Z�E�����EdZ��
�ŽŶƚĞǆƚ�ĂŶĚ�Ăŝŵ�
dŚĞ�ĐŽŶĨĞƌĞŶĐĞ�ĐĞŶƚƌĞ�ĨĂĐŝůŝƚĂƚĞƐ�ƉĞŽƉůĞ�ŵĞĞƟŶŐ�ĞĂĐŚ�ŽƚŚĞƌ͘ �/ƚ�ŽīĞƌƐ�ƌŽŽŵƐ�ĂŶĚ�ĨĂĐŝůŝƟĞƐ�ĨƌŽŵ�ƐŵĂůů�
ŵĞĞƟŶŐƐ�ƚŽ�ůĂƌŐĞ�ĐŽŶĨĞƌĞŶĐĞƐ͕�ĂŶĚ�ĂĐĐŽŵŵŽĚĂƚĞƐ�ŵŽƌĞ�ƚŚĂŶ�ϴϬϬϬ�ŵĞĞƟŶŐƐ�ĂŶĚ�ĐŽŶĨĞƌĞŶĐĞƐ�ƉĞƌ�ǇĞĂƌ͘ �
dŚĞ� ƚŽƚĂů� ŇŽŽƌ� ƐƉĂĐĞ� ŝƐ� ϭϬϬ͘ϬϬϬ͕� ƚŚĞ�ŶƵŵďĞƌ�ŽĨ� ǀŝƐŝƚŽƌƐ�ƉĞƌ� ǇĞĂƌ� ŝƐ� Ϯ͘ϱ�ŵŝůůŝŽŶ͘� dŚĞ� ƐƚƵĚǇ�ĂŝŵĞĚ� ƚŽ�
ĞǆƉůŽƌĞ�ǁŚĂƚ�ŶŽŶǀĞƌďĂů�ĞŵƉůŽǇĞĞ�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�ŝŶŇƵĞŶĐĞ�ƚŚĞ�ŚŽƐƉŝƚĂůŝƚǇ�ƚŚĂƚ�ŝƐ�ĞǆƉĞƌŝĞŶĐĞĚ�ďǇ�ĐůŝĞŶƚƐ�
of the conference centre.

DĞƚŚŽĚ
dŚĞ�ŵĞƚŚŽĚ�ĐŽŶƐŝƐƚĞĚ�ŽĨ�ƐƚƌƵĐƚƵƌĞĚ�ŽďƐĞƌǀĂƟŽŶƐ�ĂŶĚ�ŝŶƚĞƌǀŝĞǁƐ͘�&ŝƌƐƚůǇ͕ �ĚƵƌŝŶŐ�ĮǀĞ�ĚĂǇƐ͕�ϰϲ�ƐƚƌƵĐƚƵƌĞĚ�
ŽďƐĞƌǀĂƟŽŶƐ�ŽĨ�ŶŽŶǀĞƌďĂů�ďĞŚĂǀŝŽƵƌ�ŽĨ� ŝŶƚĞƌĂĐƟŽŶƐ�ďĞƚǁĞĞŶ�ĞŵƉůŽǇĞĞƐ�ĂŶĚ�ĐŽŶƚĂĐƚ�ƉĞƌƐŽŶƐ�ŽĨ�ƚŚĞ�
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ĐůŝĞŶƚƐ�ŽĨ�ŵĞĞƟŶŐƐ�ĂŶĚ�ĐŽŶĨĞƌĞŶĐĞƐ�ǁĞƌĞ�ƉĞƌĨŽƌŵĞĚ͘�^ĞĐŽŶĚůǇ͕ �ϭϲ�ŝŶƚĞƌǀŝĞǁƐ�ǁĞƌĞ�ŚĞůĚ�;ϴ�ĐůŝĞŶƚƐ�ŽĨ�
ƐŵĂůů�ŵĞĞƟŶŐƐ�ĂŶĚ�ϴ�ĐůŝĞŶƚƐ�ŽĨ�ĐŽŶĨĞƌĞŶĐĞƐͿ�ƚŽ�ĚŝƐĐƵƐƐ�ƚŚĞ�ŚŽƐƉŝƚĂůŝƚǇ�ƚŚĞǇ�ĞǆƉĞƌŝĞŶĐĞĚ�ĂŶĚ�ƚŚĞŝƌ�ŝĚĞĂƐ�
ĨŽƌ�ŝŵƉƌŽǀĞŵĞŶƚ�ŽĨ�ƚŚĞ�ŚŽƐƉŝƚĂůŝƚǇ�ŽīĞƌĞĚ�ďǇ�ƚŚĞ�ŽƌŐĂŶŝƐĂƟŽŶ͘�dŚĞ�ĨĂĐƚŽƌƐ�ŝŶǀŝƟŶŐ, care and comfort of 
ƚŚĞ�ĞǆƉĞƌŝĞŶĐĞ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ�;WŝũůƐ�Ğƚ�Ăů͘�ϮϬϭϳͿ�ĨŽƌŵĞĚ�ƚŚĞ�ďĂƐŝƐ�ĨŽƌ�ƚŚĞ�ŝŶƚĞƌǀŝĞǁƐ͘�dŚĞ�ŝŶƚĞƌǀŝĞǁƐ�ǁĞƌĞ�
ĂŶĂůǇƐĞĚ�ƵƐŝŶŐ�ŽƉĞŶ�ĂŶ�ĂǆŝĂů�ĐŽĚŝŶŐ�;�ƌŽǁŶ�Θ��ůĂƌŬ͕�ϮϬϬϲͿ͘

ZĞƐƵůƚƐ
dŚĞ�ŽďƐĞƌǀĂƟŽŶƐ�ƌĞǀĞĂůĞĚ�ƚŚĂƚ�ŵŽƐƚ�ĞŵƉůŽǇĞĞƐ�ƐŚŽǁĞĚ�Ă�ĨŽƌǁĂƌĚ�ďŽĚǇ�ůĞĂŶ�;ŶсϯϳͿ͕�ĂŶĚ�Ă�ƌĞůĂǆĞĚ�;ŶсϯϳͿ�
ĂŶĚ�ŽƉĞŶ�;ŶсϮϲͿ�ƉŽƐƚƵƌĞ͘�&ƵƌƚŚĞƌŵŽƌĞ͕�ƚŚĞ�ŵĂũŽƌŝƚǇ�ŽĨ�ƚŚĞ�ĞŵƉůŽǇĞĞƐ�;ŶсϮϳͿ�ƵƐĞĚ�ƚŚĞ�ĐŽŶǀĞƌƐĂƟŽŶĂů�
ƐƚǇůĞ�ŽĨ�ƐƉĞĞĐŚ�;ůŽǁĞƌ�ƉŝƚĐŚ͕�ƐůŽǁĞƌ�ƌĂƚĞ͕�ůŽǁĞƌ�ƚŽ�ŵŽĚĞƌĂƚĞ�ǀŽůƵŵĞͿ͕�ǁŚŝĐŚ�ĂĐĐŽƌĚŝŶŐ�ƚŽ�ƚŚĞ�ůŝƚĞƌĂƚƵƌĞ�
ŝƐ�ƌĞůĂƚĞĚ�ŚŽƐƉŝƚĂůŝƚǇ͘ �,ŽǁĞǀĞƌ͕ �ŽƚŚĞƌ�ĞŵƉůŽǇĞĞƐ�ƐŚŽǁĞĚ�Ă�ƉƵďůŝĐ�ƐƉĞĂŬŝŶŐ�ƐƚǇůĞ� ;ŚŝŐŚĞƌ�ƉŝƚĐŚ͕� ĨĂƐƚĞƌ�
ƌĂƚĞ͕�ŚŝŐŚ�ĨŽĐĂů�ŝŶƚĞŶƐŝƚǇͿ�Žƌ�ƐŚŽǁĞĚ�Ă�ůĞƐƐ�ŽƉĞŶ�ďŽĚǇ�ƉŽƐƚƵƌĞ�;ŶсϭϲͿ͘��ŵƉůŽǇĞĞƐ�ƌĞŐƵůĂƌůǇ�ĚŝĚ�ŶŽƚ�ƐŵŝůĞ�
;ŶсϮϳͿ�ĂŶĚ�ƐŚŽǁĞĚ�ůŝŵŝƚĞĚ�ĞǇĞ�ĐŽŶƚĂĐƚ�;ŶсϯϲͿ͘�dŚƵƐ͕�ƚŚĞ�ŽďƐĞƌǀĂƟŽŶƐ�ƉƌŽǀŝĚĞĚ�ŶŽŶǀĞƌďĂů�ĞŵƉůŽǇĞĞ�
ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ� ƚŚĂƚ� ĂƌĞ� ĞǆƉĞĐƚĞĚ� ƚŽ� ďĞ� ĞǆƉĞƌŝĞŶĐĞĚ� ĂƐ� ŚŽƐƉŝƚĂďůĞ͕� ďƵƚ� ĂůƐŽ� ŶŽŶǀĞƌďĂů� ĞŵƉůŽǇĞĞ�
ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�ƚŚĂƚ�ĂƌĞ�ĞǆƉĞĐƚĞĚ�ƚŽ�ďĞ�ĞǆƉĞƌŝĞŶĐĞĚ�ĂƐ�ůĞƐƐ�ŚŽƐƉŝƚĂďůĞ͘
 
dŚĞ�ƌĞƐƵůƚƐ�ŽĨ�ƚŚĞ�ŝŶƚĞƌǀŝĞǁƐ�ĐŽŶĮƌŵ�ƚŚĞ�ĮŶĚŝŶŐƐ�ŽĨ�ƚŚĞ�ŽďƐĞƌǀĂƟŽŶƐ͖�ƚŚĞ�ĞŵƉůŽǇĞĞƐ�ǁĞƌĞ�ƉĞƌĐĞŝǀĞĚ�
as reasonably hospitable, but there is room for improvement. According to the clients, hospitable 
hosts recognise their guests, shake hands, look friendly, communicate openly and transparently and 
ĂƌĞ� ĂǀĂŝůĂďůĞ� ;ŝŶǀŝƟŶŐ� ĨĂĐƚŽƌͿ͘� &ƵƌƚŚĞƌŵŽƌĞ͕� ŚŽƐƉŝƚĂďůĞ� ŚŽƐƚƐ� ƚŚŝŶŬ� ĂůŽŶŐ� ǁŝƚŚ� ƚŚĞ� ĐƵƐƚŽŵĞƌ͕ � ŬŶŽǁ�
ƚŚĞŝƌ� ƐƚĂŶĚĂƌĚƐ�ĂŶĚ�ƉƌĞĨĞƌĞŶĐĞƐ͕� ƚĂŬĞ�ǁŽƌŬ�Žī� ĐƵƐƚŽŵĞƌ Ɛ͛� ŚĂŶĚƐ͕� ĂƌĞ�ƉƌŽĂĐƟǀĞ�ĂŶĚ� ƐŽůǀĞ�ƉƌŽďůĞŵƐ�
ŝŵŵĞĚŝĂƚĞůǇ�;care�ĨĂĐƚŽƌͿ͘�&ŝŶĂůůǇ͕ �Ă�ŚŽƐƉŝƚĂďůĞ�ŚŽƐƚ�ŐŝǀĞƐ�ƚŚĞ�ĐƵƐƚŽŵĞƌ�ƚŚĞ�ĨĞĞůŝŶŐ�ƚŚĂƚ�ƚŚŝŶŐƐ�ĂƌĞ�ŐŽŝŶŐ�
ǁĞůů͕�ŝƐ�ǀŝƐŝďůǇ�ƉƌĞƐĞŶƚ�ĂŶĚ�ƉƌŽǀŝĚĞƐ�ĨĞĞĚďĂĐŬ�ŽŶ�ĐŚĂŶŐĞƐ�;comfort�ĨĂĐƚŽƌͿ͘�

�ŽŶĐůƵƐŝŽŶƐ
KǀĞƌĂůů͕� Ăƚ� ƚŚĞ� ĐŽŶĨĞƌĞŶĐĞ� ĐĞŶƚƌĞ͕� ƚŚĞ� ƌŝŐŚƚ� ŬŝŶĚ� ŽĨ� ƌĞĐĞƉƟŽŶ� ĂŶĚ� ƌĞĐŽŐŶŝƟŽŶ� ĂƌĞ� ĞƐƐĞŶƟĂů͘� �ůŝĞŶƚƐ�
appreciate it to be recognised based on prior visits, in person and also by knowledge regarding their 
ĚĞŵĂŶĚƐ� ĂŶĚ� ƉƌĞĨĞƌĞŶĐĞƐ� ;comfort� ĨĂĐƚŽƌͿ͘� �Ɛ� ƚŽ� ŶŽŶǀĞƌďĂů� ĐŽŵŵƵŶŝĐĂƟŽŶ͕� ĂĐĐŽƌĚŝŶŐ� ƚŽ� ĐůŝĞŶƚƐ͕�
recognising guests, looking friendly, shaking hands and being available contributes to their experience 
ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ͘ �dŚĞƐĞ�ŶŽŶǀĞƌďĂů�ĞŵƉůŽǇĞĞ�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�ĂƌĞ�ƉƌĞĚŽŵŝŶĂŶƚůǇ�ƌĞůĂƚĞĚ�ƚŽ�ƚŚĞ�ŝŶǀŝƟŶŐ factor 
of the experience of hospitality.

DŽƌĞŽǀĞƌ͕ � ƚŚĞ� ƉƌŽĂĐƟǀŝƚǇ� ŽĨ� ĞŵƉůŽǇĞĞƐ� ŝƐ� ƚŚĞ� ŬĞǇ� ƚŽ� Ă�ŵŽƌĞ� ŚŽƐƉŝƚĂďůĞ� ŽƌŐĂŶŝƐĂƟŽŶ� ;care� ĨĂĐƚŽƌͿ͘�
&ƵƌƚŚĞƌŵŽƌĞ͕�Ă�ĐŽŶǀĞƌƐĂƚŝŽŶĂů�ƐƚǇůĞ�ŽĨ�ƐƉĞĞĐŚ�;ůŽǁĞƌ�ƉŝƚĐŚ͕�ƐůŽǁĞƌ�ƌĂƚĞ͕� ůŽǁĞƌ�ƚŽ�ŵŽĚĞƌĂƚĞ�ǀŽůƵŵĞͿ�
is recommended, because this is known to communicate kindness, warmth, friendliness and 
ƚƌƵƐƚǁŽƌƚŚŝŶĞƐƐ� ;WĞĂƌĐĞ� Θ� �ŽŶŬůŝŶ͕� ϭϵϳϭͿ͘� �ůƐŽ͕� ŝŶĐŝĚĞŶƚĂů� ƚŽƵĐŚ� ŵĂǇ� ŚĞůƉ� ƚŽ� ĨƵƌƚŚĞƌ� ĞŶŚĂŶĐĞ� ƚŚĞ�
ŚŽƐƉŝƚĂůŝƚǇ͘ �dŽŐĞƚŚĞƌ�ƚŚŝƐ� ŝƐ�ĞǆƉĞĐƚĞĚ�ƚŽ� ůĞĂĚ�ƚŽ�Ă� ĨĞĞůŝŶŐ�ŽĨ�ďĞŝŶŐ�ǁĞůĐŽŵĞ�;ŝŶǀŝƟŶŐͿ͕� ĨĞĞůŝŶŐ�ƌĞůĂǆĞĚ�
;comfortͿ�ďĞŝŶŐ�ƚĂŬĞŶ�ĐĂƌĞ�ŽĨ�ĂŶĚ�ĂĐŬŶŽǁůĞĚŐĞŵĞŶƚ�;careͿ͘

��^��dtK͗�WƵďůŝĐ�ƐǁŝŵŵŝŶŐ�ƉŽů�
�ŽŶƚĞǆƚ�ĂŶĚ�Ăŝŵ
The aim of this case study was to examine the hospitality of an indoor public swimming pool. The 
ƐǁŝŵŵŝŶŐ�ƉŽŽů�ŽīĞƌƐ�ƐǁŝŵŵŝŶŐ�ůĞƐƐŽŶƐ͕�ǁĂƚĞƌ�ƐƉŽƌƚƐ͕�ĂŶĚ�ƌĞĐƌĞĂƟŽŶĂů�ƐǁŝŵŵŝŶŐ͘�/ƚ�ǁĂƐ�ŝŶǀĞƐƟŐĂƚĞĚ�
ǁŚĂƚ�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�ŽĨ�ŶŽŶǀĞƌďĂů�ĞŵƉůŽǇĞĞ�ďĞŚĂǀŝŽƵƌ�ŝŶŇƵĞŶĐĞ�ĐƵƐƚŽŵĞƌƐ͛�ĞǆƉĞƌŝĞŶĐĞ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ͘

DĞƚŚŽĚ
dŚĞ�ƐƚƵĚǇ�ĐŽŶƐŝƐƚĞĚ�ŽĨ�ƐƚƌƵĐƚƵƌĞĚ�ŽďƐĞƌǀĂƟŽŶƐ�ĂƐ�ǁĞůů�ĂƐ�Ă�ƐƵƌǀĞǇ͘ �dŚĞ�ŽďƐĞƌǀĂƟŽŶƐ�ĨŽĐƵƐĞĚ�ŽŶ�ƚŚĞ�
ŶŽŶͲǀĞƌďĂů� ďĞŚĂǀŝŽƵƌ� ŽĨ� ĞŵƉůŽǇĞĞƐ� ŝŶ� ŝŶƚĞƌĂĐƟŽŶ� ǁŝƚŚ� ƌĞĐƌĞĂƟŽŶĂů� ƐǁŝŵŵĞƌƐ� ĂŶĚ� ƉĂƌƟĐŝƉĂŶƚƐ� ŽĨ�
ƐǁŝŵŵŝŶŐ�ůĞƐƐŽŶƐ͕�ďŽƚŚ�Ăƚ�ƚŚĞ�ƌĞĐĞƉƟŽŶ�ĂŶĚ�Ăƚ�ƚŚĞ�ƐǁŝŵŵŝŶŐ�ƉŽŽů͘�ϱϯ�ŝŶƚĞƌĂĐƟŽŶƐ�ďĞƚǁĞĞŶ�ĞŵƉůŽǇĞĞƐ�
ĂŶĚ� ǀŝƐŝƚŽƌƐ�ǁĞƌĞ�ŽďƐĞƌǀĞĚ͗� Ϯϲ� ĐŽŶĐĞƌŶĞĚ� ƌĞĐƌĞĂƟŽŶĂů� ƐǁŝŵŵĞƌƐ� ĂŶĚ�Ϯϳ� ĐŚŝůĚƌĞŶ� ƚŚĂƚ� ƚŽŽŬ�ƉĂƌƚ� ŝŶ�
ƐǁŝŵŵŝŶŐ�ůĞƐƐŽŶƐ�ĂŶĚ�ƚŚĞŝƌ�ƉĂƌĞŶƚƐ͘��ƩĞŶƟŽŶ�ŚĂƐ�ďĞĞŶ�ƉĂŝĚ�ƚŽ�ƐƉĞĞĐŚ�;ƉŝƚĐŚ͕�ƉĂƵƐĞƐ͕�ĐůĂƌŝƚǇͿ͕�ƉŽƐƚƵƌĞ�
;ƌĞůĂǆĞĚ͕�ŽƉĞŶ�ƉŽƐƚƵƌĞ͕�ŶŽĚĚŝŶŐ�ĂŶĚ�ĞǇĞ�ĐŽŶƚĂĐƚͿ�ĂŶĚ�ĂƉƉĞĂƌĂŶĐĞ�;ŐƌŽŽŵŝŶŐͿ͘�

EĞǆƚ͕�Ă� ƐƵƌǀĞǇ�ǁĂƐ�ĐŽŶĚƵĐƚĞĚ�ĂŵŽŶŐ�ďŽƚŚ� ƌĞĐƌĞĂƟŽŶĂů� ƐǁŝŵŵĞƌƐ�ĂŶĚ�ƉĂƌĞŶƚƐ�ŽĨ� ĐŚŝůĚƌĞŶ� ƚŚĂƚ�ŚĂĚ�
ƐǁŝŵŵŝŶŐ� ůĞƐƐŽŶƐ͕� ƚŽ� ŵĞĂƐƵƌĞ� ƚŚĞ� ĞǆƉĞƌŝĞŶĐĞ� ŽĨ� ŚŽƐƉŝƚĂůŝƚǇ� ƵƐŝŶŐ� ƚŚĞ� �,ͲƐĐĂůĞ� ;WŝũůƐ� Ğƚ� Ăů͘� ϮϬϭϳͿ͕�
measuring the degree to which respondents experienced the factors ŝŶǀŝƟŶŐ� ;Ğ͘Ő͘� ŽƉĞŶŶĞƐƐ� ĂŶĚ�
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ĨƌĞĞĚŽŵͿ͕�care�;Ğ͘Ő͘�ĞŵƉĂƚŚǇ�ĂŶĚ�ĂĐŬŶŽǁůĞĚŐĞŵĞŶƚͿ�ĂŶĚ�comfort�;Ğ͘Ő͘�ĨĞĞůŝŶŐ�ƌĞůĂǆĞĚ�ĂŶĚ�ĨĞĞůŝŶŐ�Ăƚ�
ĞĂƐĞͿ͘��&ƵƌƚŚĞƌŵŽƌĞ͕�ƌĞƐƉŽŶĚĞŶƚƐ�ĞǀĂůƵĂƚĞĚ�ƚŚĞ�ĐŽŶƚĂĐƚ�ǁŝƚŚ�ƐƚĂī�ĚƵƌŝŶŐ�ƚŚĞŝƌ�ůĂƐƚ�ǀŝƐŝƚ�ŽŶ�ŶŽŶǀĞƌďĂů�
ĞŵƉůŽǇĞĞ�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�;ƚŚĞ�ƐĂŵĞ�ĂƐƉĞĐƚƐ�ĂƐ�ƵƐĞĚ�ŝŶ�ƚŚĞ�ŽďƐĞƌǀĂƟŽŶͿ͘�WĂƌƟĐŝƉĂŶƚƐ�ǁĞƌĞ�ĨƵƌƚŚĞƌ�ĂƐŬĞĚ�
to select three factors of non-verbal behaviour of employees that, in their opinion, contribute most to a 
ŚŽƐƉŝƚĂďůĞ�ĞǆƉĞƌŝĞŶĐĞ͘���ƚŽƚĂů�ŽĨ�Ϯϰϱ�ƋƵĞƐƟŽŶŶĂŝƌĞƐ�ǁĞƌĞ�ĐŽůůĞĐƚĞĚ�;ϭϵϵ�ƌĞĐƌĞĂƟŽŶĂů�ƐǁŝŵŵĞƌƐ�ĂŶĚ�ϰϲ�
ƉĂƌĞŶƚƐ�ŽĨ�ĐŚŝůĚƌĞŶ�ƚŚĂƚ�ŚĂĚ�ƐǁŝŵŵŝŶŐ�ůĞƐƐŽŶƐͿ͕�ĐŽůůĞĐƚĞĚ�ďŽƚŚ�Ăƚ�ƚŚĞ�ůŽĐĂƟŽŶ�ĂŶĚ�ǀŝĂ�ŝŶƚĞƌŶĞƚ͘

ZĞƐƵůƚƐ
dŚĞ�ŽďƐĞƌǀĂƟŽŶƐ�ƐŚŽǁĞĚ�ƚŚĂƚ�ĞŵƉůŽǇĞĞƐ�ŐĞŶĞƌĂůůǇ�ƐŚŽǁĞĚ�ĂŶ�ŽƉĞŶ�ƉŽƐƚƵƌĞ͕�ŶŽĚĚĞĚ�ĂŶĚ�ƐŚŽǁĞĚ�ĞǇĞ�
ĐŽŶƚĂĐƚ͘� dǁŽ� ĂĚĚŝƟŽŶĂů� ĂƐƉĞĐƚƐ� ĞŵĞƌŐĞĚ� ĨƌŽŵ� ƚŚĞ�ŽďƐĞƌǀĂƟŽŶƐ͘� dŚĞ�ĮƌƐƚ� ĨĂĐƚŽƌ� ĐŽŶĐĞƌŶĞĚ� ĐŽŶƚĂĐƚ�
ǁŝƚŚ�ĐŚŝůĚƌĞŶ͘�ZĞĐĞƉƟŽŶŝƐƚƐ�ŵĂŝŶůǇ�ƚĂůŬĞĚ�ƚŽ�ƚŚĞ�ƉĂƌĞŶƚƐ͕�ďƵƚ�ƉĂŝĚ�ůŝƩůĞ�Žƌ�ŶŽ�ĂƩĞŶƟŽŶ�ƚŽ�ƚŚĞ�ĐŚŝůĚƌĞŶ�
ǁŚŽ�ĐĂŵĞ�ĨŽƌ�ƚŚĞ�ƐǁŝŵŵŝŶŐ�ůĞƐƐŽŶƐ͘�dŚĞ�ƐĞĐŽŶĚ�ĂƐƉĞĐƚ�ĐŽŶĐĞƌŶĞĚ�ĐůŽƚŚŝŶŐ͘��ǀĞƌǇ�ƌĞĐĞƉƟŽŶŝƐƚ�ǁŽƌĞ�
ĐŽŵƉĂŶǇ�ĐůŽƚŚŝŶŐ͕�ďƵƚ�ƚŚĞ�ĐŽŵƉĂŶǇ�ůŽŐŽ�ǁĂƐ�ŽŌĞŶ�ŶŽƚ�ǀŝƐŝďůĞ͕�ĨŽƌ�ĞǆĂŵƉůĞ�ďĞĐĂƵƐĞ�Ă�ũĂĐŬĞƚ�ŽǀĞƌ�Ă�ƐŚŝƌƚ�
Žƌ�Ă�ũĂĐŬĞƚ�ǁŽƌŶ�ŽƉĞŶ͕�ŚŝĚŝŶŐ�ƚŚĞ�ůŽŐŽ͘

dŚĞ�ƌĞƐƵůƚƐ�ŽĨ�ƚŚĞ�ƐƵƌǀĞǇ�ƐŚŽǁĞĚ�ƚŚĂƚ�ƚŚĞ�ŚŽƐƉŝƚĂůŝƚǇ�ŐĞŶĞƌĂůůǇ�ƐĐŽƌĞĚ�ƐĂƟƐĨĂĐƚŽƌŝůǇ�;ĂǀĞƌĂŐĞ�ƐĐŽƌĞ�ϯ͘ϱ�
ŽŶ�Ă�ƐĐĂůĞ�ŽĨ�ϭ�ƚŽ�ϱͿ͘�,ŽǁĞǀĞƌ͕ �ƚŚĞ�ĞǆƉĞƌŝĞŶĐĞ�ŽĨ�ƚŚĞ�ƚŚƌĞĞ�ŚŽƐƉŝƚĂůŝƚǇ�ĨĂĐƚŽƌƐ�ǀĂƌŝĞĚ͗�ĨŽƌ� ŝŶǀŝƟŶŐ and 
comfort�ƚŚĞ�ĞǆƉĞƌŝĞŶĐĞ�ǁĂƐ�ƌĞůĂƟǀĞůǇ�ŚŝŐŚ�;ŵĞĂŶ�ǀĂůƵĞƐ�ǁĞƌĞ�ƌĞƐƉĞĐƟǀĞůǇ�ϯ͘ϵ�ĂŶĚ�ϰ͘ϬͿ͕�ǁŚĞƌĞĂƐ�ƚŚĞ�
experience of care�ƐĐŽƌĞƐ�ůŽǁĞƌ�;ŵĞĂŶ�ƐĐŽƌĞ�ϯ͘ϭͿ͘��ŶĂůǇƐŝƐ�ŽĨ�ǀĂƌŝĂŶĐĞ�;�EKs�Ϳ�ƐŚŽǁĞĚ�ŶŽ�ĚŝīĞƌĞŶĐĞƐ�ŝŶ�
ƚŚĞ�ƐĐŽƌĞƐ�ďĞƚǁĞĞŶ�ƌĞĐƌĞĂƟŽŶĂů�ƐǁŝŵŵĞƌƐ�ĂŶĚ�ƉĂƌĞŶƚƐ�ŽĨ�ĐŚŝůĚƌĞŶ�ƉĂƌƟĐŝƉĂƟŶŐ�ŝŶ�ƐǁŝŵŵŝŶŐ�ůĞƐƐŽŶƐ͘�/Ŷ�
ĂĚĚŝƟŽŶ͕�ǀŝƐŝƚŽƌƐ�ŝŶĚŝĐĂƚĞĚ�ĞǇĞ�ĐŽŶƚĂĐƚ͕�ĂŶ�ŽƉĞŶ�ƉŽƐƚƵƌĞ͕�ĐůĞĂƌ�ƐƉĞĞĐŚ�ĂŶĚ�Ă�ǁĞůůͲŐƌŽŽŵĞĚ�ĂƉƉĞĂƌĂŶĐĞ�
ĂƐ�ƚŚĞ�ŵŽƐƚ�ŝŵƉŽƌƚĂŶƚ�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�ĨŽƌ�Ă�ŚŽƐƉŝƚĂďůĞ�ĞǆƉĞƌŝĞŶĐĞ͘�dŽ�ĞǆĂŵŝŶĞ�ǁŚĞƚŚĞƌ�ƚŚĞƐĞ�ĞǆƉůŝĐŝƚ�
ŝŶĚŝĐĂƟŽŶƐ�ĂůƐŽ�ĞŵĞƌŐĞĚ�ĨƌŽŵ�ƚŚĞŝƌ�ƌĞƐƉŽŶƐĞ�ƉĂƩĞƌŶƐ͕�ĐŽƌƌĞůĂƟŽŶ�ĂŶĂůǇƐŝƐ�ǁĂƐ�ƉĞƌĨŽƌŵĞĚ͘�

dĂďůĞ�ϭ�ƐŚŽǁƐ�ƚŚĞ�ĐŽƌƌĞůĂƟŽŶƐ�ďĞƚǁĞĞŶ�ƚŚĞ�ƐĐŽƌĞƐ�ŽŶ�ƚŚĞ�ĂďŽǀĞͲŵĞŶƟŽŶĞĚ�ĞŵƉůŽǇĞĞ�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�
ďĂƐĞĚ�ŽŶ�ƚŚĞ�ĂŶĂůǇƐŝƐ�ŽĨ�ƚŚĞŝƌ�ůĂƐƚ�ǀŝƐŝƚ͕�ĂŶĚ�ƚŚĞ�ƐĐŽƌĞƐ�ŽŶ�ƚŚĞ�ŚŽƐƉŝƚĂůŝƚǇ�ĨĂĐƚŽƌƐ͘��ĂĐŚ�ĐŚĂƌĂĐƚĞƌŝƐƟĐ�ǁĂƐ�
ƐŝŐŶŝĮĐĂŶƚůǇ�ĐŽƌƌĞůĂƚĞĚ�ǁŝƚŚ�ƚŚĞ�ĨĂĐƚŽƌƐ�ŽĨ�ƚŚĞ�ŚŽƐƉŝƚĂůŝƚǇ�ĞǆƉĞƌŝĞŶĐĞ�;ƉфϬ͘ϬϭͿ͘�,ŽǁĞǀĞƌ͕ �ƚŚĞ�ĐŽƌƌĞůĂƟŽŶƐ�
with the care� ĨĂĐƚŽƌ� ŝƐ� ůŽǁĞƌ�ƚŚĂŶ�ǁŝƚŚ�ƚŚĞ�ŽƚŚĞƌ�ĨĂĐƚŽƌƐ͘�&ƵƌƚŚĞƌŵŽƌĞ͕�ƚŚĞ�ŶŽŶͲǀĞƌďĂů�ĨĂĐƚŽƌƐ�;ŽƉĞŶ�
ƉŽƐƚƵƌĞ͕� ĞǇĞ� ĐŽŶƚĂĐƚ͕� ĂƉƉĞĂƌĂŶĐĞ� ĂŶĚ� ŶŽĚĚŝŶŐͿ� ƐŚŽǁĞĚ� ŚŝŐŚĞƌ� ĐŽƌƌĞůĂƟŽŶ� ƚŚĂŶ� ƚŚĞ� ǀĞƌďĂů� ĨĂĐƚŽƌƐ�
;ĐůĂƌŝƚǇ�ŽĨ�ƐƉĞĞĐŚ͕�ƉŝƚĐŚ�ĂŶĚ�ƉĂƵƐĞͿ͘�&ƵƌƚŚĞƌŵŽƌĞ͕�ďĞƐŝĚĞƐ�ĞǇĞ�ĐŽŶƚĂĐƚ͕�ŽƉĞŶ�ƉŽƐƚƵƌĞ͕�ĂƉƉĞĂƌĂŶĐĞ�ĂŶĚ�
clarity of speech, which visitors indicated to be important for being hospitable, also a relaxed posture 
ĂŶĚ�ŶŽĚĚŝŶŐ�ŚĂǀĞ�Ă�ĐŽŶƐŝĚĞƌĂďůĞ�ĐŽŶƚƌŝďƵƟŽŶ�ƚŽ�ƉĞŽƉůĞ Ɛ͛�ĞǆƉĞƌŝĞŶĐĞ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ͘

&ŝŶĂůůǇ͕ �ďŽƚŚ�ƚŚĞ�ĚĂƚĂ�ĨƌŽŵ�ƚŚĞ�ŽďƐĞƌǀĂƟŽŶƐ�ĂŶĚ�ƚŚĞ�ƐƵƌǀĞǇ�ƐŚŽǁĞĚ�ƚŚĂƚ�ƐŚĂŬŝŶŐ�ŚĂŶĚƐ�ǁŝƚŚ�ĞŵƉůŽǇĞĞƐ�
ŚĂƌĚůǇ�ĞǀĞƌ�ŚĂƉƉĞŶƐ͘�ZĞƐƉŽŶĚĞŶƚƐ�ĨƵƌƚŚĞƌŵŽƌĞ�ĚŝĚ�ŶŽƚ�ŝŶĚŝĐĂƚĞ�ƐŚĂŬŝŶŐ�ŚĂŶĚƐ�ĂƐ�ŝŵƉŽƌƚĂŶƚ�;ŽŶůǇ�ϭϯ�
ŽĨ�ƚŚĞ�Ϯϰϱ�ƌĞƐƉŽŶĚĞŶƚƐͿ͘�,ŽǁĞǀĞƌ͕ ��ŶĂůǇƐŝƐ�ŽĨ�ǀĂƌŝĂŶĐĞ�;�EKs�Ϳ�ƐŚŽǁĞĚ�Ă�ƐŝŐŶŝĮĐĂŶƚ�ĞīĞĐƚ�ŽĨ�ƐŚĂŬŝŶŐ�
ŚĂŶĚƐ�ŽŶ�ƚŚĞ�ĞǆƉĞƌŝĞŶĐĞ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ�;&�;ϭ͕ϮϰϯͿсϭϬ͕ϱϮ͕�Ɖф͘ϬϭͿ͕�ǁŚĞƌĞďǇ�ƚŚĞ�ŵĞĂŶ�ƐĐŽƌĞ�ŽŶ�ƚŚĞ�ŽǀĞƌĂůů�
ĞǆƉĞƌŝĞŶĐĞ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ�ǁĂƐ�ϰ͘ϭϳ�ĨŽƌ�ƚŚĞ�ƌĞƐƉŽŶĚĞŶƚƐ�ƐŚĂŬŝŶŐ�ŚĂŶĚ�ĂƐ�ŽƉƉŽƐĞĚ�ƚŽ�ϯ͘ϰϳ�ĨŽƌ�ƉĞŽƉůĞ�ŶŽƚ�
shaking hands. 

dĂďůĞ�ϭ�WĞĂƌƐŽŶ�ĐŽƌƌĞůĂƟŽŶƐ�ďĞƚǁĞĞŶ�ĞŵƉůŽǇĞĞ�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�ĂŶĚ�ƚŚĞ�ŚŽƐƉŝƚĂůŝƚǇ�ĨĂĐƚŽƌƐ͘
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/ŶǀŝƟŶŐ ͘ϰϮ .50 ͘ϰϳ ͘ϰϴ ͘ϰϳ .32 .37 .20

Care .32 ͘ϰϮ ͘ϰϯ .28 ͘ϰϮ .18 .32 .19

Comfort .39 ͘ϰϱ ͘ϰϰ ͘ϰϳ ͘ϰϭ .26 .29 .18

�ŽŶĐůƵƐŝŽŶƐ
/Ŷ�Ă�ƐǁŝŵŵŝŶŐ�ƉŽŽů͕�ĂŶ�ŽƉĞŶ�ĂŶĚ�ƌĞůĂǆĞĚ�ƉŽƐƚƵƌĞ͕�ĞǇĞ�ĐŽŶƚĂĐƚ͕�ŶŽĚĚŝŶŐ͕�ƐŚĂŬŝŶŐ�ŚĂŶĚƐ͕�ƉĂǇŝŶŐ�ĂƩĞŶƟŽŶ�
ƚŽ� ĐŚŝůĚƌĞŶ� ĂŶĚ� Ă� ǁĞůůͲŐƌŽŽŵĞĚ� ĂƉƉĞĂƌĂŶĐĞ� ďĞŚĂǀŝŽƵƌ� ƐĞĞŵ� ƚŽ� ďĞ� ƉĂƌƟĐƵůĂƌůǇ� ŝŵƉŽƌƚĂŶƚ� ĨŽƌ� ƚŚĞ�
ĞǆƉĞƌŝĞŶĐĞ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ͘ �dŽ�ŝŵƉƌŽǀĞ�ƚŚĞ�ĞǆƉĞƌŝĞŶĐĞ�ŽĨ�ƐƉĞĐŝĮĐĂůůǇ�ƚŚĞ�care factor, which showed room 
for improvement, the public swimming pool could best focus on a relaxed and open posture, nodding 
ĂŶĚ�ƉŽƐƐŝďůǇ�ŝŶƚƌŽĚƵĐŝŶŐ�ƐŚĂŬŝŶŐ�ŚĂŶĚƐ͘�/Ŷ�ůŝŶĞ�ǁŝƚŚ��ĞƌƌǇ�Ğƚ�Ăů͘�;ϮϬϬϲͿ͕�ƚŚĞ�ƐƚƵĚǇ�ĂĚĚŝƟŽŶĂůůǇ�ƐŚŽǁƐ�ƚŚĞ�
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ǀĂůƵĞ�ŽĨ�ŶŽƚ�ŽŶůǇ�ĂƐŬŝŶŐ�ƉĞŽƉůĞ�ĞǆƉůŝĐŝƚůǇ�ĂďŽƵƚ�ĞŵƉůŽǇĞĞ�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�ƚŚĂƚ�ŝŶŇƵĞŶĐĞ�ƚŚĞ�ĞǆƉĞƌŝĞŶĐĞ�
ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ͕ �ďƵƚ�ĂůƐŽ�ŵĞĂƐƵƌĞ�ŝŵƉůŝĐŝƚůǇ�ƚŚĞ�ƌĞůĂƟŽŶƐŚŝƉƐ͘�

��^��d,Z��͗�Wh�>/��>/�Z�Zz�
�ŽŶƚĞǆƚ�ĂŶĚ�Ăŝŵ
dŚŝƐ�ƉƵďůŝĐ�ůŝďƌĂƌǇ͕ �ƐŝŶĐĞ�ϮϬϭϴ�ůŽĐĂƚĞĚ�ŝŶ�ŝƚƐ�ŶĞǁ�ϰ�ƐƚŽƌĞǇ�ďƵŝůĚŝŶŐ͕�ŽīĞƌƐ�ďŽŽŬƐ�ĂŶĚ��s� Ɛ͕͛�ĂƐ�ǁĞůů�ĂƐ�
ĞĚƵĐĂƟŽŶĂů�ĂŶĚ�ĐƵůƚƵƌĂů�ĐŽƵƌƐĞƐ͘�dŚĞ�ƐĞƚͲƵƉ�ŽĨ�ƚŚŝƐ�ĐĂƐĞ�ƐƚƵĚǇ�ŝƐ�ĐŽŵƉĂƌĂďůĞ�ǁŝƚŚ�ƚŚĞ�ƐƚƵĚǇ�ŝŶ�ƚŚĞ�ƉƵďůŝĐ�
ƐǁŝŵŵŝŶŐ�ƉŽŽů͘�/ƚ�ĨŽĐƵƐƐĞĚ�ŽŶ�ǁŚĂƚ�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�ŽĨ�ŶŽŶǀĞƌďĂů�ĞŵƉůŽǇĞĞ�ďĞŚĂǀŝŽƵƌ�ŝŶŇƵĞŶĐĞ�ǀŝƐŝƚŽƌƐ͛�
experience of hospitality in a public library.

DĞƚŚŽĚ
dŚĞ�ŵĞƚŚŽĚ�ĐŽŶƐŝƐƚĞĚ�ŽĨ�ďŽƚŚ�ƐƚƌƵĐƚƵƌĞĚ�ŽďƐĞƌǀĂƟŽŶƐ�ĂŶĚ�Ă�ƐƵƌǀĞǇ͘ �̂ ƉƌĞĂĚ�ŽǀĞƌ�ĮǀĞ�ĚĂǇƐ͕�Ϯϱ�ŝŶƚĞƌĂĐƟŽŶƐ�
ďĞƚǁĞĞŶ�ƐƚĂī�ĂŶĚ�ǀŝƐŝƚŽƌƐ�ǁĞƌĞ�ŽďƐĞƌǀĞĚ�ŝŶ�ƚŚĞ�ĐĞŶƚƌĂů�ŚĂůů�ŽĨ�ƚŚĞ�ůŝďƌĂƌǇ͘ ��ƩĞŶƟŽŶ�ŚĂƐ�ďĞĞŶ�ƉĂŝĚ�ƚŽ�
eye-contact, smiling, open and relaxed posture, appearance, introducing oneself, shaking hands and the 
use of technical language. Next, a survey was conducted to measure the experience of hospitality using 
ƚŚĞ��,ͲƐĐĂůĞ�;WŝũůƐ�Ğƚ�Ăů͕͘�ϮϬϭϳͿ͘�&ƵƌƚŚĞƌŵŽƌĞ͕�ŝƚ�ǁĂƐ�ĂƐƐĞƐƐĞĚ�ǁŚŝĐŚ�ĞŵƉůŽǇĞĞ�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�;ƚŚĞ�ƐĂŵĞ�
ĂƐƉĞĐƚƐ�ĂƐ�ƵƐĞĚ�ŝŶ�ƚŚĞ�ŽďƐĞƌǀĂƟŽŶͿ�ǀŝƐŝƚŽƌƐ�ĮŶĚ�ŵŽƐƚ�ŝŵƉŽƌƚĂŶƚ�ĨŽƌ�Ă�ŚŽƐƉŝƚĂďůĞ�ĞǆƉĞƌŝĞŶĐĞ͘���ƚŽƚĂů�ŽĨ�
ϭϬϬ�ĐŽŵƉůĞƚĞĚ�ƋƵĞƐƟŽŶŶĂŝƌĞƐ�ǁĞƌĞ�ĐŽůůĞĐƚĞĚ�ŽŶ�ƚŚĞ�ƐƉŽƚ͘

ZĞƐƵůƚƐ
dŚĞ� ƌĞƐƵůƚƐ�ŽĨ� ƚŚĞ�ŽďƐĞƌǀĂƟŽŶƐ� ƐŚŽǁĞĚ� ƚŚĂƚ� ƚŚĞ�ƉŽƐƚƵƌĞ�ŽĨ� ƚŚĞ�ĞŵƉůŽǇĞĞƐ�ǁĂƐ�ŐĞŶĞƌĂůůǇ�ŽƉĞŶ�ĂŶĚ�
ƌĞůĂǆĞĚ� ;Ϯϯ�ŽĨ� ƚŚĞ�Ϯϱ�ŽďƐĞƌǀĂƟŽŶƐͿ͘�KŶůǇ� ŝŶ�ĞŝŐŚƚ�ŽĨ� ƚŚĞ�ŽďƐĞƌǀĂƟŽŶƐ� ƚŚĞ�ĞŵƉůŽǇĞĞƐ�ƐŵŝůĞĚ�ĐůĞĂƌůǇ͕ �
ĂŶĚ�ŝŶ�ĂŶŽƚŚĞƌ�ĮǀĞ�ĐĂƐĞƐ�ƚŽ�Ă�ůŝŵŝƚĞĚ�ĞǆƚĞŶƚ͘�DŽƐƚůǇ�ǀŝƐŝƚŽƌƐ�ŝŶŝƟĂůŝƐĞĚ�ƚŚĞ�ĐŽŶƚĂĐƚ�;Ϯϭ�ŽďƐĞƌǀĂƟŽŶƐͿ͕�
ĞǀĞŶ�ƚŚŽƵŐŚ�ŝŶ�ŵŽƐƚ�ĐĂƐĞƐ�ŝƚ�ǁĂƐ�ĐůĞĂƌ�ƚŚĂƚ�ƚŚĞ�ǀŝƐŝƚŽƌ�ŚĂĚ�Ă�ƋƵĞƐƟŽŶ�Žƌ�ĚŝĚ�ŶŽƚ�ŬŶŽǁ�ǁŚĞƌĞ�ƚŽ�ŐŽ͘�
Furthermore, it was observed that employees did not introduce themselves or shook hands. Finally, in 
ϭϬ�ŽƵƚ�ŽĨ�Ϯϱ�ŽďƐĞƌǀĂƟŽŶƐ͕�ƚŚĞ�ĞŵƉůŽǇĞĞƐ�ůŽŽŬĞĚ�ƵƉ�ƐŽŵĞƚŚŝŶŐ�ŝŶ�ƚŚĞ�ĐŽŵƉƵƚĞƌ͕ �ǁŚŝĐŚ�ƉƌĞǀĞŶƚĞĚ�ƚŚĞŵ͕�
Ăƚ�ůĞĂƐƚ�ƉĂƌƟĂůůǇ͕ �ĨƌŽŵ�ŵĂŬŝŶŐ�ĞǇĞ�ĐŽŶƚĂĐƚ͘�

In line with the results in the public swimming pool, the results of the survey showed, that the public 
library was perceived as ŝŶǀŝƟŶŐ and comfortable� ;ďŽƚŚ�ĂǀĞƌĂŐĞ� ƐĐŽƌĞƐ�ŽĨ� ϰ͘ϯ�ŽŶ�Ă� ƐĐĂůĞ�ŽĨ� ϭ� ƚŽ�ϱͿ͕�
whereas care�ƐĐŽƌĞĚ�ůĞƐƐ�ǁĞůů�;ĂǀĞƌĂŐĞ�ƐĐŽƌĞ�Ϯ͘ϵͿ͘�sŝƐŝƚŽƌƐ�ĨĞůƚ�ƚŚĂƚ�ƚŚĞ�ůŝďƌĂƌǇ�ƐŚŽǁĞĚ�ŶŽ�ƌĞĂů�ŝŶƚĞƌĞƐƚ�
and showed limited effort to help them. Concerning the importance of the nonverbal behaviour of 
ƚŚĞ� ĞŵƉůŽǇĞĞƐ͕� ǀŝƐŝƚŽƌƐ� ĐŽŶƐŝĚĞƌĞĚ� ͚Ă� ƐŵŝůĞ͕͛ � ͚ĂŶ�ŽƉĞŶ�ďŽĚǇ�ƉŽƐƚƵƌĞ͕͛ � ͚ĞǇĞ� ĐŽŶƚĂĐƚ͕͛ � ͚Ă�ǁĞůůͲŐƌŽŽŵĞĚ�
ĂƉƉĞĂƌĂŶĐĞ͛�ĂŶĚ�Ă�͚ƌĞůĂǆĞĚ�ďŽĚǇ�ƉŽƐƚƵƌĞ͛�ƚŽ�ďĞ�ƚŚĞ�ŵŽƐƚ�ŝŵƉŽƌƚĂŶƚ�ĂƐƉĞĐƚƐ�ĨŽƌ�ďĞŝŶŐ�ŚŽƐƉŝƚĂďůĞ͘��ĂƐĞĚ�
ŽŶ� ƚŚĞ� ŽďƐĞƌǀĂƚŝŽŶƐ͕� ĞƐƉĞĐŝĂůůǇ� ƐŵŝůŝŶŐ� ĂŶĚ� ĞǇĞ� ĐŽŶƚĂĐƚ� ĐĂŶ� ďĞ� ŝŵƉƌŽǀĞĚ͘� �ŽƌƌĞůĂƟŽŶ� ĂŶĂůǇƐŝƐ� ǁĂƐ�
performed to examine to what degree the nonverbal behaviour of employees was related to the three 
ŚŽƐƉŝƚĂůŝƚǇ�ĨĂĐƚŽƌƐ͘�dĂďůĞ�Ϯ�ƐŚŽǁƐ�ƚŚĞ�ƐŝŐŶŝĮĐĂŶƚ�ĐŽƌƌĞůĂƟŽŶƐ�ďĞƚǁĞĞŶ�ƚŚĞ�ƐĐŽƌĞƐ�ŽŶ�ƚŚĞ�ĨĂĐƚŽƌƐ͛�ŝŶǀŝƟŶŐ͕͛ �
͚ĐĂƌĞ͛�ĂŶĚ�͚ĐŽŵĨŽƌƚ͕͛ �ĂŶĚ�ƚŚĞ�ƐĐŽƌĞƐ�ŽŶ�ƚŚĞ�ĞŵƉůŽǇĞĞ�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ͘�KǀĞƌĂůů͕�ƚŚĞ�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�ƌĂƚĞĚ�ĂƐ�
ŵŽƐƚ�ŝŵƉŽƌƚĂŶƚ�ĨŽƌ�ƚŚĞ�ŚŽƐƉŝƚĂůŝƚǇ�ǁĞƌĞ�ŝŶ�ůŝŶĞ�ǁŝƚŚ�ƚŚĞ�ƌĞƐƵůƚƐ�ĨƌŽŵ�ƚŚĞ�ĐŽƌƌĞůĂƟŽŶ�ĂŶĂůǇƐŝƐ͘�

dĂďůĞ�Ϯ�^ŝŐŶŝĮĐĂŶƚ�WĞĂƌƐŽŶ�ĐŽƌƌĞůĂƟŽŶƐ�ďĞƚǁĞĞŶ�ŚŽƐƉŝƚĂůŝƚǇ�ĨĂĐƚŽƌƐ�ĂŶĚ�ĞŵƉůŽǇĞĞ�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ͘�
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/ŶǀŝƟŶŐ ͘ϰϮ ͘ϰϴ .36 .37 .36 .29 - -

Care .30 .28 .36 ͘ϰϮ .28 ͘ϰϮ ͘Ϯϰ ͘ϰϰ

Comfort ͘ϰϰ .39 .21 .32 - - - -

�ŽŶĐůƵƐŝŽŶƐ
^ŝŵŝůĂƌ� ƚŽ� ƚŚĞ� ƐŝƚƵĂƟŽŶ� Ăƚ� ƚŚĞ� ĐŽŶĨĞƌĞŶĐĞ� ĐĞŶƚƌĞ͕� ŝŶĐƌĞĂƐŝŶŐ� ƚŚĞ� ƉƌŽĂĐƟǀĞ� ďĞŚĂǀŝŽƵƌ� ŽĨ� ƐƚĂī�ǁŽƵůĚ�
ŝŵƉƌŽǀĞ�ƚŚĞ�ůŝďƌĂƌǇ Ɛ͛�ŚŽƐƉŝƚĂůŝƚǇ�ƉĞƌĨŽƌŵĂŶĐĞ͘��dŚŝƐ�ĐĂŶ�ďĞ�ĂĐŚŝĞǀĞĚ�ďǇ�ƐƚĂī�ŝŶŝƟĂůŝƐŝŶŐ�ƚŚĞ�ĐŽŶƚĂĐƚ�ǁŝƚŚ�
ǀŝƐŝƚŽƌƐ͕�ŝŶƚƌŽĚƵĐŝŶŐ�ƚŚĞŵƐĞůǀĞƐ�ĂŶĚ�ŽīĞƌŝŶŐ�ĞǆƉůŝĐŝƚ�ŚĞůƉ͘�dŚĞ�ŶŽŶǀĞƌďĂů�ďĞŚĂǀŝŽƵƌ�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�ƚŚĂƚ�
seem most important for experiencing hospitality are eye contact, smiling, an open and relaxed body 
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posture, a well-groomed appearance. Introducing shaking hands and the use of language that visitors 
ĐĂŶ�ĞĂƐŝůǇ�ƵŶĚĞƌƐƚĂŶĚ�ǁŽƵůĚ�ĞƐƉĞĐŝĂůůǇ�ƉŽƐŝƟǀĞůǇ�ŝŶŇƵĞŶĐĞ�ƉĞŽƉůĞ Ɛ͛�ĞǆƉĞƌŝĞŶĐĞ�ŽĨ�ĐĂƌĞ͕�ƚŚĞ�ŚŽƐƉŝƚĂůŝƚǇ�
factor that showed the most room for improvement.

��^��&KhZ͗�Z�/>t�z��KDW�Ez�
�ŽŶƚĞǆƚ�ĂŶĚ�Ăŝŵ
The Netherlands Railway company transports about a million people per day, and focusses both on 
ĨƵŶĐƟŽŶĂů�ĂƐƉĞĐƚƐ�ŽĨ�ƚƌĂŝŶ�ƚƌĂǀĞů�ĂŶĚ�ŽŶ�ƉĂƐƐĞŶŐĞƌƐ͛�ĞǆƉĞƌŝĞŶĐĞ͘ The aim of this study was to examine 
the role of behaviour of train conductors on the experience of hospitality of train passengers. 

DĞƚŚŽĚ
Firstly, twenty 15-minute interviews were held with train passengers, both business and leisure 
ƉĂƐƐĞŶŐĞƌƐ͕�ƚŽ�ĞǆƉůŽƌĞ�ǁŚĂƚ�ďĞŚĂǀŝŽƵƌ�ŽĨ�ƚƌĂŝŶ�ĐŽŶĚƵĐƚŽƌƐ� ŝŶŇƵĞŶĐĞƐ�ƚŚĞ�ŚŽƐƉŝƚĂůŝƚǇ�ƉĞƌĨŽƌŵĂŶĐĞ�ŽĨ�
the a railway company. The results formed input for the online survey, which was completed by 277 
ŵĞŵďĞƌƐ�ŽĨ�ƚŚĞ�ĐƵƐƚŽŵĞƌ�ƉĂŶĞů�ŽĨ�EĞƚŚĞƌůĂŶĚƐ�ZĂŝůǁĂǇƐ��ŽŵƉĂŶǇ͘ �dŚĞ�ƐƵƌǀĞǇ�ĂŝŵĞĚ�ƚŽ�ŝĚĞŶƟĨǇ�ǁŚĂƚ�
ďĞŚĂǀŝŽƵƌ�ŽĨ�ƚƌĂŝŶ�ĐŽŶĚƵĐƚŽƌƐ�ƉŽƐŝƟǀĞůǇ�ŝŶŇƵĞŶĐĞƐ�ƚŚĞ�ŚŽƐƉŝƚĂůŝƚǇ�ĞǆƉĞƌŝĞŶĐĞĚ�ďǇ�ƚƌĂŝŶ�ƉĂƐƐĞŶŐĞƌƐ͘

ZĞƐƵůƚƐ
The results of the interviews showed that train passengers experience hospitality when the conductor 
ŝƐ� ĨƌŝĞŶĚůǇ͕ � ƉĂƟĞŶƚ͕� ƐŽůƵƟŽŶͲŽƌŝĞŶƚĞĚ͕� ĐŚĞĞƌĨƵů� ĂŶĚ� ĞŶĞƌŐĞƟĐ͘� &ƵƌƚŚĞƌŵŽƌĞ͕� Ă� ƚƌĂŝŶ� ĐŽŶĚƵĐƚŽƌ� ŝƐ�
ĐŽŶƐŝĚĞƌĞĚ�ŚŽƐƉŝƚĂďůĞ�ǁŚĞŶ�ƐŵŝůŝŶŐ͕�ǁĞĂƌŝŶŐ�Ă�ƵŶŝĨŽƌŵ͕�ŐƌĞĞƟŶŐ͕�ŵĂŬŝŶŐ�ũŽŬĞƐ͕�ďĞŝŶŐ�ǀŝƐŝďůǇ�ƉƌĞƐĞŶƚ�ďǇ�
walking along in the train and addressing undesirable behaviour of fellow passengers. Messages via the 
ŝŶƚĞƌĐŽŵ�ĂƌĞ�ĐŽŶƐŝĚĞƌĞĚ�ƚŽ�ďĞ�ŚŽƐƉŝƚĂďůĞ�ŝĨ�ĞǆƚƌĂ�ŝŶĨŽƌŵĂƟŽŶ�ŝƐ�ŐŝǀĞŶ�ĂŶĚ�ŝĨ�ƚŚĞ�ƌĞƉŽƌƟŶŐ�ŝƐ�ĂůƐŽ�ĚŽŶĞ�
in English for foreign passengers.

The results of the survey showed that, according to business and leisure passengers, friendliness, 
ŐƌĞĞƟŶŐ͕�ǀŝƐŝďůĞ�ƉƌĞƐĞŶĐĞ͕�ĂĚĚƌĞƐƐŝŶŐ�ƵŶĚĞƐŝƌĂďůĞ�ďĞŚĂǀŝŽƵƌ�ŽĨ�ĨĞůůŽǁ�ƉĂƐƐĞŶŐĞƌƐ�ĂŶĚ�ǁĞĂƌŝŶŐ�Ă�ƵŶŝĨŽƌŵ�
ĂƌĞ�ƚŚĞ�ŵŽƐƚ�ŝŶŇƵĞŶƟĂů�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�ŽĨ�ĐŽŶĚƵĐƚŽƌƐ�ĨŽƌ�Ă�ŚŽƐƉŝƚĂďůĞ�ĞǆƉĞƌŝĞŶĐĞ͘�dŚĞ�ƐƵƌǀĞǇ�ĂĚĚŝƟŽŶĂůůǇ�
ƐŚŽǁĞĚ�ƚŚĂƚ�ƚŚĞ�ƚǇƉĞ�ŽĨ�ŝŶƚĞƌĐŽŵ�ŵĞƐƐĂŐĞƐ�;ĨŽƌŵĂů�ĂŶĚ�ŝŶĨŽƌŵĂůͿ�ĂŶĚ�ĂŶ�ŽƉĞŶ�ĂŶĚ�ĂĐĐĞƐƐŝďůĞ�ĂƫƚƵĚĞ�
ŽĨ�ĐŽŶĚƵĐƚŽƌƐ�ŝŶŇƵĞŶĐĞ�ƚŚĞ�ƉĂƐƐĞŶŐĞƌƐ͛�ĞǆƉĞƌŝĞŶĐĞ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ͘ �&ƵƌƚŚĞƌŵŽƌĞ͕�Ăƚ�ĚŝīĞƌĞŶƚ�ƟŵĞƐ�ŽĨ�ƚŚĞ�
ĚĂǇ͕ �ĐĞƌƚĂŝŶ�ďĞŚĂǀŝŽƵƌ�ƐĞĞŵƐ�ƚŽ�ĐŽŶƚƌŝďƵƚĞ�ƚŽ�ĚŝīĞƌĞŶƚ�ŚŽƐƉŝƚĂůŝƚǇ�ĚŝŵĞŶƐŝŽŶƐ͘���ĨŽƌŵĂů�ĂŶŶŽƵŶĐĞŵĞŶƚ͕�
ĨŽƌ�ĞǆĂŵƉůĞ͕�ŵĂŝŶůǇ�ĂīĞĐƚƐ�ƚŚĞ�ĞǆƉĞƌŝĞŶĐĞĚ�care�ŝŶ�ƚŚĞ�ŵŽƌŶŝŶŐ�ĂŶĚ�ĂŌĞƌŶŽŽŶ͕�ďƵƚ�ĂīĞĐƚƐ�comfort in 
ƚŚĞ�ĞǀĞŶŝŶŐ͘�>ŝŬĞǁŝƐĞ͕�ĂŶ�ŽƉĞŶ�ĂŶĚ�ĂĐĐĞƐƐŝďůĞ�ĂƫƚƵĚĞ�ŽĨ�Ă�ĐŽŶĚƵĐƚŽƌ�ĐŽŶƚƌŝďƵƚĞƐ�ƚŽ�ƚŚĞ�ĨĞĞůŝŶŐ�ŽĨ�care 
ŝŶ�ƚŚĞ�ŵŽƌŶŝŶŐ�ĂŶĚ�ĂŌĞƌŶŽŽŶ͕�ďƵƚ�ƚŽ�ƚŚĞ�ĨĞĞůŝŶŐ�ŽĨ�ƐĂĨĞƚǇ�ĂŶĚ�comfort in the evening. Table 3 shows 
ƚŚĞ�ƉĞƌĐĞŶƚĂŐĞƐ�ŽĨ�ƌĞƐƉŽŶĚĞŶƚƐ�ƚŚĂƚ�ĂƐƐŽĐŝĂƚĞĚ�ƚŚĞ�ǀĂƌŝŽƵƐ�ďĞŚĂǀŝŽƵƌĂů�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�ǁŝƚŚ�ƚŚĞ�ƚŚƌĞĞ�
ŚŽƐƉŝƚĂůŝƚǇ�ĨĂĐƚŽƌƐ͕�ƐƉĞĐŝĮĞĚ�ƉĞƌ�ƉĂƌƚ�ŽĨ�ƚŚĞ�ĚĂǇ͘ �

dĂďůĞ�ϯ�dŚĞ�ƉĞƌĐĞŶƚĂŐĞƐ�ŽĨ�ƌĞƐƉŽŶĚĞŶƚƐ�ƚŚĂƚ�ĂƐƐŽĐŝĂƚĞĚ�ƚŚĞ�ǀĂƌŝŽƵƐ�ĐŽŶĚƵĐƚŽƌ�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�ǁŝƚŚ�ƚŚĞ�
ƚŚƌĞĞ�ŚŽƐƉŝƚĂůŝƚǇ�ĨĂĐƚŽƌƐ͕�ƐƉĞĐŝĮĞĚ�ƉĞƌ�ƉĂƌƚ�ŽĨ�ƚŚĞ�ĚĂǇ�;ďůĂĐŬ�х�ϱϬй͕�ŐƌĞǇ�ϯϬͲϱϬй͕�ůŝŐŚƚ�ŐƌĞǇ�ϭϬͲϯϬйͿ͘

,ŽƐƉŝƚĂůŝƚǇ�ĨĂĐƚŽƌ ^ŵ
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/ŶǀŝƟŶŐ�������ŵŽƌŶŝŶŐ · · · · ·
ĂŌĞƌŶŽŽŶ · · · · ·

evening · · · ·
Care           morning · · · · · ·

ĂŌĞƌŶŽŽŶ · · · · · ·
evening · · · · · · ·

Comfort     morning · · · · · · ·
ĂŌĞƌŶŽŽŶ · · · · · · ·

evening · · · · · · · ·
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�ĞƐŝĚĞƐ�ƚŚĞ�ĚŝīĞƌĞŶƚ�ĞīĞĐƚƐ�ŽŶ�ƚŚĞ�ŚŽƐƉŝƚĂůŝƚǇ� ĨĂĐƚŽƌƐ�ĚƵƌŝŶŐ�ƚŚĞ�ĚĂǇ͕ � ƚŚĞ�ƌĞƐƵůƚƐ�ƉƌĞƐĞŶƚĞĚ� ŝŶ�dĂďůĞ�
ϯ�ƐŚŽǁ�ƚŚĂƚ�ŐƌĞĞƟŶŐ�ĂŶĚ�ƚŚĞ�ƵƐĞ�ŽĨ�ŝŶĨŽƌŵĂů�ŵĞƐƐĂŐĞƐ�ŝƐ�ŵĂŝŶůǇ�ƌĞůĂƚĞĚ�ƚŽ�ŝŶǀŝƟŶŐ, the use of formal 
messages, wearing a uniform and an open and approachable posture is related to care, and visible 
presence, addressing undesired behaviour of fellow passengers and providing messages through the 
intercom is mainly related to comfort.

�ŽŶĐůƵƐŝŽŶ
dŽ�ŝŵƉƌŽǀĞ�ƚŚĞ�ŚŽƐƉŝƚĂůŝƚǇ�ĞǆƉĞƌŝĞŶĐĞĚ�ďǇ�ƚƌĂŝŶ�ƉĂƐƐĞŶŐĞƌƐ͕�ďĞƐƚ�ĐĂŶ�ďĞ�ĨŽĐƵƐĞĚ�ŽŶ�ĨƌŝĞŶĚůŝŶĞƐƐ͕�ŐƌĞĞƟŶŐ�
and the use of informal messages to improve the experience of ŝŶǀŝƟŶŐ, on using formal messages, 
ǁĞĂƌŝŶŐ�Ă�ŶĞĂƚ�ƵŶŝĨŽƌŵ�ĂŶĚ�ƐŚŽǁŝŶŐ�ĂŶ�ŽƉĞŶ�ĂŶĚ�ĂƉƉƌŽĂĐŚĂďůĞ�ĂƫƚƵĚĞ�ƚŽ� ŝŵƉƌŽǀĞ�ƚŚĞ�ĞǆƉĞƌŝĞŶĐĞ�
of care, and on being visibly present, address undesired behaviour of fellow passengers and providing 
messages through the intercom to increase feelings of safety and comfort. 

'�E�Z�>��KE�>h^/KE^��E���/^�h^^/KE
dŚŝƐ�ƉĂƉĞƌ�ŽīĞƌƐ�Ă� ƐƚĞƉ� ƚŽǁĂƌĚƐ�ƵŶĚĞƌƐƚĂŶĚŝŶŐ�ǁŚĂƚ�ĐŽŶĐƌĞƚĞ�ďĞŚĂǀŝŽƵƌĂů� ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�ŽĨ� ƐĞƌǀŝĐĞ�
employees lead to the experience of hospitality in service environments. Hospitality is indeed about 
smiling and shaking hands, but it is more than that. The four exploratory case studies performed in four 
ĚŝīĞƌĞŶƚ�ƚǇƉĞƐ�ŽĨ�ƐĞƌǀŝĐĞ�ĞŶǀŝƌŽŶŵĞŶƚƐ�ƐŚŽǁ�ĐŽŶƐŝĚĞƌĂďůĞ�ĐŽŶƐĞŶƐƵƐ�ĂďŽƵƚ�ǁŚĂƚ�ŶŽŶǀĞƌďĂů�ĞŵƉůŽǇĞĞ�
ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ� ŝŶĚƵĐĞ� ĨĞĞůŝŶŐƐ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ͘ � &ƵƌƚŚĞƌŵŽƌĞ͕� ƚŚĞ� ƐƚƵĚŝĞƐ�ƉƌĞƐĞŶƚĞĚ� ŝŶ� ƚŚŝƐ�ƉĂƉĞƌ�ĂƌĞ�Ă�
ĮƌƐƚ�ĂƩĞŵƉƚ�ƚŽ�ŝĚĞŶƟĨǇ�ǁŚĂƚ�ŶŽŶǀĞƌďĂů�ĞŵƉůŽǇĞĞ�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�ĐŽŶƚƌŝďƵƚĞ�ƚŽ�ƚŚĞ�ĚŝƐƟŶĐƟǀĞ�ĨĂĐƚŽƌƐ�
of hospitality, ŝŶǀŝƟŶŐ, care and comfort͘�dĂďůĞ�ϰ�ĐŽŵďŝŶĞƐ�ƚŚĞ�ŵĂŝŶ�ƌĞƐƵůƚƐ�ŽĨ� ƚŚĞ�ĨŽƵƌ�ĐĂƐĞ�ƐƚƵĚŝĞƐ�
ĂŶĚ�ƉƌŽǀŝĚĞƐ�ĂŶ�ŽǀĞƌǀŝĞǁ�ŽĨ�ƚŚĞ�ŵŽƐƚ�ƌĞůĞǀĂŶƚ�ŶŽŶǀĞƌďĂů�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�ŽĨ�ƐĞƌǀŝĐĞ�ĞŵƉůŽǇĞĞƐ͘�DŽƐƚ�
ĞŵƉůŽǇĞĞ�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�ƐĞĞŵ�ƚŽ�ŚĂǀĞ�ĂŶ�ŝŵƉĂĐƚ�ŽŶ�Ăůů�ŚŽƐƉŝƚĂůŝƚǇ�ĨĂĐƚŽƌƐ͗�ƐŵŝůŝŶŐ͕�ŚĂǀŝŶŐ�ĞǇĞͲĐŽŶƚĂĐƚ͕�
ŶŽĚĚŝŶŐ�ĂŶĚ�ĂŶ�ŽƉĞŶ�ĂŶĚ�ƌĞůĂǆĞĚ�ďŽĚǇ�ƉŽƐƚƵƌĞ͘�,ŽǁĞǀĞƌ͕ �ƚŚĞƌĞ�ĂƌĞ�ĂůƐŽ�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�ƚŚĂƚ�ƐĞĞŵ�ƚŽ�
ƐƉĞĐŝĮĐĂůůǇ�ĂīĞĐƚ�ŽŶĞ�Žƌ�ƚǁŽ�ĨĂĐƚŽƌƐ͘�'ƌĞĞƟŶŐ�ƐĞĞŵƐ�ƚŽ�ďĞ�ƐƉĞĐŝĮĐĂůůǇ�ƌĞůĂƚĞĚ�ƚŽ�ŝŶǀŝƟŶŐ, shaking hands 
to ŝŶǀŝƟŶŐ and care͕�Ă�ǁĞůůͲŐƌŽŽŵĞĚ�ĂŶĚ�ƌĞĐŽŐŶŝǌĂďůĞ�ĂƉƉĞĂƌĂŶĐĞ�ƚŽ�ŝŶǀŝƟŶŐ and comfort, and visible 
ƉƌĞƐĞŶĐĞ�ŽĨ�ƐƚĂī�ƚŽ�comfort. 

dĂďůĞ�ϰ�dŚĞ�ĂƐƐŽĐŝĂƟŽŶƐ�ďĞƚǁĞĞŶ�ĞŵƉůŽǇĞĞ�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�ĂŶĚ�ƚŚĞ�ŚŽƐƉŝƚĂůŝƚǇ�ĨĂĐƚŽƌƐ�ŝŶ�ƚŚĞ�ĨŽƵƌ�ĐĂƐĞ�
ƐƚƵĚŝĞƐ͘��ĂƐĞƐ͗�ϭс�ĐŽŶĨĞƌĞŶĐĞ�ĐĞŶƚƌĞ͕�Ϯс�ƉƵďůŝĐ�ƐǁŝŵŵŝŶŐ�ƉŽŽů͕�ϯсƉƵďůŝĐ�ůŝďƌĂƌǇ͕ �ϰсƌĂŝůǁĂǇ�ĐŽŵƉĂŶǇ͘
�ŵƉůŽǇĞĞ�ĐŚĂƌĂĐƚĞƌŝƐƟĐ ŝŶǀŝƟŶŐ �ĂƌĞ ĐŽŵĨŽƌƚ �ĂƐĞ
Smiling · · · ϯ͕�ϰ
Eye-contact · · · 2, 3

Nodding · · · 2

Open & relaxed posture · · · Ϯ͕�ϯ͕�ϰ
'ƌĞĞƟŶŐ · ϯ͕�ϰ
Shaking hands · · 2, 3

Appearance · · Ϯ͕�ϯ͕�ϰ
sŝƐŝďůĞ�ƉƌĞƐĞŶĐĞ · ϭ͕�ϰ

dŚĞƐĞ� ŝŶƐŝŐŚƚƐ� ŽīĞƌ� ĨĂĐŝůŝƚǇ� ŵĂŶĂŐĞƌƐ� ƚŚĞ� ŽƉƉŽƌƚƵŶŝƚǇ� ƚŽ� ƐƚĞĞƌ� ŽŶ� ƚŚĞ� ĞǆƉĞƌŝĞŶĐĞ� ŽĨ� ƉĂƌƟĐƵůĂƌ�
ĐŽŵƉŽŶĞŶƚƐ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ͘ ��ƌĞĂƟŶŐ�ĂŶ�ŝŶǀŝƟŶŐ experience requires employees to wear company cloths, 
smile, have eye-contact, greet customers, show an open body posture and possibly shake hands. A 
clear appearance and visible presence of employees make customers feel comfortable. To express care, 
ďĞƐŝĚĞƐ� ƚŚĞ�ŶŽŶͲǀĞƌďĂů�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�ĂůƐŽ�ŽƚŚĞƌ�ĂƐƉĞĐƚƐ�ƐĞĞŵ�ƉĂƌƟĐƵůĂƌůǇ� ƌĞůĞǀĂŶƚ͘��ĂƐĞ�ƐƚƵĚǇ�ŽŶĞ�
;ĐŽŶĨĞƌĞŶĐĞ� ĐĞŶƚƌĞͿ� ƐŚŽǁĞĚ� ƚŚĂƚ� ƉƌŽĂĐƟǀĞ� ďĞŚĂǀŝŽƵƌ͕ � Ă� ĐŽŶǀĞƌƐĂƟŽŶĂů� ƐƚǇůĞ� ŽĨ� ƐƉĞĞĐŚ͕� ƌĞĐŽŐŶŝǌŝŶŐ�
ĐƵƐƚŽŵĞƌƐ͕�ƚŚŝŶŬŝŶŐ�ĂůŽŶŐ�ǁŝƚŚ�ĐƵƐƚŽŵĞƌƐ͕�ƚĂŬŝŶŐ�ǁŽƌŬ�Žī�ƚŚĞŝƌ�ŚĂŶĚƐ�ĂŶĚ�ƐŽůǀŝŶŐ�ĐƵƐƚŽŵĞƌƐ͛�ƉƌŽďůĞŵƐ�
ƐĞĞŵ�ƚŽ�ŐŝǀĞ�ƚŚĞ�ĨĞĞůŝŶŐ�ƚŚĂƚ�ƚŚĞ�ŽƌŐĂŶŝǌĂƟŽŶ�ƚĂŬĞƐ�care ŽĨ�ƚŚĞŝƌ�ĐƵƐƚŽŵĞƌƐ͘��ĂƐĞ�ƐƚƵĚǇ�ƚŚƌĞĞ�;ůŝďƌĂƌǇͿ�
ƐŚŽǁĞĚ�ƚŚĂƚ�ŝŶ�ƚŚĞ�ůŝďƌĂƌǇ�ƚŚĞ�ĞǆƉĞƌŝĞŶĐĞ�ŽĨ�͚ĐĂƌĞ͛�ĐŽƵůĚ�ďĞ�ŝŵƉƌŽǀĞĚ�ďǇ�ŝŶŝƟĂůŝƐŝŶŐ�ƚŚĞ�ĐŽŶƚĂĐƚ�ǁŝƚŚ�
ǀŝƐŝƚŽƌƐ͕�ďǇ�ĞŵƉůŽǇĞĞƐ�ŝŶƚƌŽĚƵĐŝŶŐ�ƚŚĞŵƐĞůǀĞƐ�ĂŶĚ�ŽīĞƌŝŶŐ�ĞǆƉůŝĐŝƚ�ŚĞůƉ͘

�ůƚŚŽƵŐŚ� ŵƵůƟƉůĞ� ĐĂƐĞ� ƐƚƵĚŝĞƐ� ŝŶ� ǀĂƌŝŽƵƐ� ƐĞƌǀŝĐĞ� ĞŶǀŝƌŽŶŵĞŶƚƐ� ǁĞƌĞ� ƉĞƌĨŽƌŵĞĚ͕� ŵŝǆĞĚ� ŵĞƚŚŽĚ�
ǁĞƌĞ�ƵƐĞĚ�ĂŶĚ�Ă�ĐŽŵďŝŶĂƟŽŶ�ŽĨ�ĞǆƉůŝĐŝƚ�ĂŶĚ�ŝŵƉůŝĐŝƚ�ŵĞĂƐƵƌĞŵĞŶƚƐ�ǁĞƌĞ�ĚŽŶĞ͕�ĨƵƌƚŚĞƌ�ǀĂůŝĚĂƟŽŶ�ŽĨ�
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ƚŚĞ� ĐŽŶƚƌŝďƵƟŽŶ�ŽĨ� ƚŚĞ� ǀĂƌŝŽƵƐ� ďĞŚĂǀŝŽƵƌĂů� ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ� ŽĨ� ƐĞƌǀŝĐĞ� ĞŵƉůŽǇĞĞƐ� ŶĞĞĚƐ� ƚŽ� ďĞ� ĚŽŶĞ͘�
YƵĂŶƟƚĂƟǀĞ�ƐƚƵĚŝĞƐ͕�ĨŽƌ�ĞǆĂŵƉůĞ�ĞǆƉĞƌŝŵĞŶƚĂů�ƌĞƐĞĂƌĐŚ͕�ǁŝůů�ŚĞůƉ�ƚŽ�ĨƵƌƚŚĞƌ�ŝŶǀĞƐƟŐĂƚĞ�ƚŚĞ�ƌĞůĂƟŽŶƐ�
ďĞƚǁĞĞŶ�ĞŵƉůŽǇĞĞ�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�ĂŶĚ�ŚŽƐƉŝƚĂůŝƚǇ�ĨĂĐƚŽƌƐ͕�ĂŶĚ�ĂůƐŽ�ƚŽ�ĞƐƚĂďůŝƐŚ�ĐĂƵƐĂů�ƌĞůĂƟŽŶƐŚŝƉƐ͘�

,ŽǁĞǀĞƌ͕ �ƚŚĞ�ƉƌĞƐĞŶƚ�ƉĂƉĞƌ�ƐŚŽǁƐ�ƚŚĂƚ�ŝƚ�ŝƐ�ƉŽƐƐŝďůĞ�ƚŽ�ŝĚĞŶƟĨǇ�ĐŽŶĐƌĞƚĞ�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�ŽĨ�ĞŵƉůŽǇĞĞ�
behaviour that people associate with hospitality, which facilitate facility managers to manage the human 
touch�ŽĨ�ƐĞƌǀŝĐĞ�ŽƌŐĂŶŝƐĂƟŽŶƐ͘�&ĂĐŝůŝƚǇ�ŵĂŶĂŐĞŵĞŶƚ�ŝƐ�ŶŽƚ�ŽŶůǇ�ĂďŽƵƚ�ĚĞůŝǀĞƌŝŶŐ�ƚŚĞ�ƌŝŐŚƚ�ƐĞƌǀŝĐĞ͕�ďƵƚ�
ĂůƐŽ�ĂďŽƵƚ�ĚĞůŝǀĞƌŝŶŐ�ŝƚ�ŝŶ�ƚŚĞ�ƌŝŐŚƚ�ǁĂǇ�;dĂƐĐŝ�Θ�̂ ĞŵƌĂĚ͕�ϮϬϭϲͿ͘�&ĂĐŝůŝƚǇ�ŵĂŶĂŐĞŵĞŶƚ�ƐƚĂī�ƚŚĂƚ�ŝƐ�ŝŶǀŽůǀĞĚ�
ŝŶ�ĐƵƐƚŽŵĞƌ�ĐŽŶƚĂĐƚ�ƐŚŽƵůĚ�ďĞ�ƚƌĂŝŶĞĚ�ĂŶĚ�ŵŽƟǀĂƚĞĚ�ƚŽ�ƵƐĞ�ĂƉƉƌŽƉƌŝĂƚĞ�ŶŽŶͲǀĞƌďĂů�ĐŽŵŵƵŶŝĐĂƟŽŶ͘�
&ĂĐŝůŝƚǇ�ŵĂŶĂŐĞƌƐ�ŵĂǇ� ƵƐĞ� ƚŚĞ� ƌĞƐƵůƚƐ� ŽĨ� ƚŚŝƐ� ƉĂƉĞƌ� ƚŽ� ƐĞůĞĐƚ� ƐƚĂī� ĨŽƌ� ĨƌŽŶƚ� ůŝŶĞ� ƚĂƐŬƐ͗� ŝƚ� ƐŚŽǁƐ� ƚŚĞ�
ŝŵƉŽƌƚĂŶĐĞ�ŽĨ�ĂƉƉĞĂƌĂŶĐĞ�ĂŶĚ�;ŚŽƐƉŝƚĂďůĞͿ�ďĞŚĂǀŝŽƵƌ�ŝŶ�ŝŶƚĞƌĂĐƟŽŶƐ�ďĞƚǁĞĞŶ�ƐƚĂī�ĂŶĚ�ĐƵƐƚŽŵĞƌƐ͘�dŚĞ�
ĐĂƐĞƐ�ŵĂǇ�ĂůƐŽ�ďĞ�ƵƐĞĚ�ĂƐ�ĞǆĂŵƉůĞƐ�ŝŶ�ƐƚĂī�ƚƌĂŝŶŝŶŐ�ĂŶĚ�ŝŶ�ĐƵƐƚŽŵĞƌ�ƐƵƌǀĞǇƐ͘�

�ĐŬŶŽǁůĞĚŐĞŵĞŶƚƐ
dŚĞ� ĂƵƚŚŽƌƐ� ƚŚĂŶŬ�tĞŶĚǇ� ZŝďďĞƌŝŶŬ͕� :ŽĐŚĞŵ� ZŽďďĞŶ͕� dŚŽŵĂƐ�DŽŶƟũŶ� ĂŶĚ� ZĞŶĠĞ� WĞŶƌŝƐ� ĨŽƌ� ƚŚĞŝƌ�
ĐŽŶƚƌŝďƵƟŽŶ�ƚŽ�ƚŚĞ�ƉĞƌĨŽƌŵĂŶĐĞ�ŽĨ�ƚŚĞ�ĐĂƐĞ�ƐƚƵĚŝĞƐ͘

Z�&�Z�E��^
�ƌŝĸŶ͕� �͕͘� Θ�DĂŐŚǌŝ͕� �͘� ;ϮϬϭϮͿ͘� �� ƉƌĞůŝŵŝŶĂƌǇ� ƐƚƵĚǇ� ŽŶ� ĐƵƐƚŽŵĞƌ� ĞǆƉĞĐƚĂƟŽŶƐ� ŽĨ� ŚŽƚĞů� ŚŽƐƉŝƚĂůŝƚǇ͗�

/ŶŇƵĞŶĐĞƐ�ŽĨ�ƉĞƌƐŽŶĂů�ĂŶĚ�ŚŽƚĞů�ĨĂĐƚŽƌƐ͘�/ŶƚĞƌŶĂƟŽŶĂů�:ŽƵƌŶĂů�ŽĨ�,ŽƐƉŝƚĂůŝƚǇ�DĂŶĂŐĞŵĞŶƚ͕�ϯϭ;ϭͿ͕�
ϭϵϭʹϭϵϴ͘�ŚƩƉ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϭϬϭϲͬũ͘ŝũŚŵ͘ϮϬϭϭ͘Ϭϰ͘ϬϭϮ

�ƌŝĸŶ͕��͕͘�DĂŐŚǌŝ͕��͕͘�^ŽŽŶ͕� :͕͘�Θ��ůĂŵ͕�^͘�^͘� ;ϮϬϭϴͿ͘��ǆƉůŽƌŝŶŐ�ƚŚĞ� /ŶŇƵĞŶĐĞ�ŽĨ�,ŽƐƉŝƚĂůŝƚǇ�ŽŶ�'ƵĞƐƚ�
^ĂƟƐĨĂĐƟŽŶ�ŝŶ�>ƵǆƵƌǇ�,ŽƚĞů�^ĞƌǀŝĐĞƐ͘��ͲZĞǀŝĞǁ�ŽĨ�dŽƵƌŝƐŵ�ZĞƐĞĂƌĐŚ͕�ϭϱ;ϭͿ͕�ϭʹϮϬ͘

�ĂƌŶƵŵ͕��͕͘�Θ�tŽůŶŝĂŶƐŬǇ͕ �E͘�;ϭϵϴϵͿ͘�dĂŬŝŶŐ�ĐƵĞƐ�ĨƌŽŵ�ďŽĚǇ�ůĂŶŐƵĂŐĞ͛͘ �DĂŶĂŐĞŵĞŶƚ�ZĞǀŝĞǁ͕�ϲ, 59-60. 
�ĂŶĚǇ͕ �E͘�;ϮϬϬϬͿ͘�^ĞƫŶŐ�ƐĞƌǀŝĐĞ�ƐƚĂŶĚĂƌĚƐ͗�Ă�ƐƚƌƵĐƚƵƌĞĚ�ĂƉƉƌŽĂĐŚ�ƚŽ�ĚĞůŝǀĞƌŝŶŐ�ŽƵƚƐƚĂŶĚŝŶŐ�ĐƵƐƚŽŵĞƌ�

service for the facility manager. :ŽƵƌŶĂů�ŽĨ�&ĂĐŝůŝƟĞƐ�DĂŶĂŐĞŵĞŶƚ͕�ϭ;ϰͿ͕�ϯϮϮʹϯϯϲ͘
�ĂǇĞƐ͕� D͘�͘� ;ϭϵϳϮͿ͘� �ĞŚĂǀŝŽƌĂů� ĐƵĞƐ� ŽĨ� ŝŶƚĞƌƉĞƌƐŽŶĂů� ǁĂƌŵƚŚ͘� :ŽƵƌŶĂů� ŽĨ� �ŽŶƐƵůƟŶŐ� ĂŶĚ� �ůŝŶŝĐĂů�

WƐǇĐŚŽůŽŐǇ͕�ϯϵ�;ϮͿ͕�ϯϯϯͲϯϯϵ͘�
�ĞĞďĞ͕� ^͘�͘� ;ϭϵϴϬͿ͘� �īĞĐƚƐ� ŽĨ� ĞǇĞ� ĐŽŶƚĂĐƚ� ĂŶĚ� ǀŽĐĂů� ŝŶŇĞĐƟŽŶ�ƵƉŽŶ� ĐƌĞĚŝďŝůŝƚǇ� ĂŶĚ� ĐŽŵƉƌĞŚĞŶƐŝŽŶ͘�

:ŽƵƌŶĂů�ŽĨ�,ƵŵĂŶ��ŽŵŵƵŶŝĐĂƟŽŶ͕�ϳͲϴ, 57-70. 
�ĞƌƌǇ͕ � >͘� >͕͘�tĂůů͕� �͘� �͕͘� �ĂƌďŽŶĞ͕� >͘W͘ � ;ϮϬϬϲͿ͘� ^ĞƌǀŝĐĞ� ĐůƵĞƐ� ĂŶĚ� ĐƵƐƚŽŵĞƌ� ĂƐƐĞƐƐŵĞŶƚ� ŽĨ� ƚŚĞ� ƐĞƌǀŝĐĞ�

ĞǆƉĞƌŝĞŶĐĞ͗�ůĞƐƐŽŶƐ�ĨƌŽŵ�ŵĂƌŬĞƟŶŐ͘��ĐĂĚĞŵǇ�ŽĨ�DĂŶĂŐĞŵĞŶƚ�WĞƌƐƉĞĐƟǀĞƐ͕�ϮϬ;ϮͿ͕�ϰϯʹϱϳ͘
�ůĂŝŶ͕�D͕͘�Θ�>ĂƐŚůĞǇ͕ ��͕͘�;ϮϬϭϰͿ͘�,ŽƐƉŝƚĂďůĞŶĞƐƐ͗�ƚŚĞ�ŶĞǁ�ƐĞƌǀŝĐĞ�ŵĞƚĂƉŚŽƌ͍��ĞǀĞůŽƉŝŶŐ�ĂŶ�ŝŶƐƚƌƵŵĞŶƚ�

ĨŽƌ�ŵĞĂƐƵƌŝŶŐ�ŚŽƐƟŶŐ͘�ZĞƐĞĂƌĐŚ�ŝŶ�,ŽƐƉŝƚĂůŝƚǇ�DĂŶĂŐĞŵĞŶƚ͕�ϰ;ϭͿ͕�ϭͲϴ͘
�ƌĂƵŶ͕�s͘ ͕�Θ��ůĂƌŬĞ͕�s͘ �;ϮϬϬϲͿ͘�hƐŝŶŐ�ƚŚĞŵĂƟĐ�ĂŶĂůǇƐŝƐ�ŝŶ�ƉƐǇĐŚŽůŽŐǇ͘�YƵĂůŝƚĂƟǀĞ�ZĞƐĞĂƌĐŚ�ŝŶ�WƐǇĐŚŽůŽŐǇ͕�

3;ϮͿ͕�ϳϳʹϭϬϭ͘�ĚŽŝ͗ϭϬ͘ϭϭϵϭͬϭϰϳϴϬϴϴϳϬϲƋƉϬϲϯŽĂ�
�ƌƵŶŶĞƌͲ^ƉĞƌĚŝŶ͕� �͕͘� WĞƚĞƌƐ͕� D͕͘� Θ� ^ƚƌŽďů͕� �͘� ;ϮϬϭϮͿ͘� /ƚ� ŝƐ� Ăůů� ĂďŽƵƚ� ƚŚĞ� ĞŵŽƟŽŶĂů� ƐƚĂƚĞ͗� DĂŶĂŐŝŶŐ�

ƚŽƵƌŝƐƚƐ͛�ĞǆƉĞƌŝĞŶĐĞƐ͘� /ŶƚĞƌŶĂƟŽŶĂů�:ŽƵƌŶĂů�ŽĨ�,ŽƐƉŝƚĂůŝƚǇ�DĂŶĂŐĞŵĞŶƚ͕�ϯϭ;ϭͿ͕�ϮϯʹϯϬ͘�ŚƩƉ͗ͬͬĚŽŝ͘
ŽƌŐͬϭϬ͘ϭϬϭϲͬũ͘ŝũŚŵ͘ϮϬϭϭ͘Ϭϯ͘ϬϬϰ

�ŽĞŶĞŶ͕��͕͘�Θ�&ĞůƚĞŶ͕�ǀŽŶ͕��͘�;ϮϬϭϰͿ͘���ƐĞƌǀŝĐĞͲŽƌŝĞŶƚĞĚ�ƉĞƌƐƉĞĐƟǀĞ�ŽĨ�ĨĂĐŝůŝƚǇ�ŵĂŶĂŐĞŵĞŶƚ͘�&ĂĐŝůŝƟĞƐ͕�
32;ϵͬϭϬͿ͕�ϱϱϰʹϱϲϰ͘�ŚƩƉ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϭϭϬϴͬ&ͲϬϵͲϮϬϭϮͲϬϬϲϴ

&ŽƌĚ͕�t͘^͘�͘�;ϭϵϵϱͿ͘��ǀĂůƵĂƟŽŶ�ŽĨ�ƚŚĞ�ŝŶĚŝƌĞĐƚ�ŝŶŇƵĞŶĐĞ�ŽĨ�ĐŽƵƌƚĞŽƵƐ�ƐĞƌǀŝĐĞ�ŽŶ�ĐƵƐƚŽŵĞƌ�ĚŝƐĐƌĞƟŽŶĂƌǇ�
ďĞŚĂǀŝŽƌ͛͘ �,ƵŵĂŶ��ŽŵŵƵŶŝĐĂƟŽŶ�ZĞƐĞĂƌĐŚ͕�ϮϮ�;ϵͿ͕�ϲϱͲϴϵ͘�

'ĂďďŽƩ͕�D͕͘�Θ�,ŽŐŐ͕�'͘�;ϮϬϬϬͿ͘��Ŷ�ĞŵƉŝƌŝĐĂů�ŝŶǀĞƐƟŐĂƟŽŶ�ŽĨ�ƚŚĞ�ŝŵƉĂĐƚ�ŽĨ�ŶŽŶͲǀĞƌďĂů�ĐŽŵŵƵŶŝĐĂƟŽŶ�
ŽŶ� ƐĞƌǀŝĐĞ� ĞǀĂůƵĂƟŽŶ͘� �ƵƌŽƉĞĂŶ� :ŽƵƌŶĂů� ŽĨ� DĂƌŬĞƟŶŐ͕� ϯϰ;ϯͬϰͿ͕� ϯϴϰʹϯϵϴ͘� ŚƩƉƐ͗ͬͬĚŽŝ͘
ŽƌŐͬϭϬ͘ϭϭϬϴͬϬϯϬϵϬϱϲϬϬϭϬϯϭϭϵϭϭ�

'ƌĂŶĚĞǇ͕ ��͘��͕͘�&ŝƐŬ͕�'͘�D͕͘�DĂƫůĂ͕��͘�^͕͘�:ĂŶƐĞŶ͕�<͘�:͕͘�Θ�^ŝĚĞŵĂŶ͕�>͘��͘�;ϮϬϬϱͿ͘�/Ɛ�͞ƐĞƌǀŝĐĞ�ǁŝƚŚ�Ă�ƐŵŝůĞ͟�
ĞŶŽƵŐŚ͍��ƵƚŚĞŶƟĐŝƚǇ�ŽĨ�ƉŽƐŝƟǀĞ�ĚŝƐƉůĂǇƐ�ĚƵƌŝŶŐ�ƐĞƌǀŝĐĞ�ĞŶĐŽƵŶƚĞƌƐ͘�KƌŐĂŶŝǌĂƟŽŶĂů��ĞŚĂǀŝŽƌ�ĂŶĚ�
,ƵŵĂŶ��ĞĐŝƐŝŽŶ�WƌŽĐĞƐƐĞƐ͕�ϵϲ;ϭͿ͕�ϯϴͲϱϱ͘�ŚƩƉ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϭϬϭϲͬũ͘ŽďŚĚƉ͘ϮϬϬϰ͘Ϭϴ͘ϬϬϮ

,ĞŝĚĞ͕� D͕͘� Θ� 'ƌŽŶŚĂƵŐ͕� <͘� ;ϮϬϬϵͿ͘� <ĞǇ� ĨĂĐƚŽƌƐ� ŝŶ� ŐƵĞƐƚƐ͛� ƉĞƌĐĞƉƟŽŶ� ŽĨ� ŚŽƚĞů� ĂƚŵŽƐƉŚĞƌĞ͘� Cornell 
,ŽƐƉŝƚĂůŝƚǇ�YƵĂƌƚĞƌůǇ͕�ϱϬ;ϭͿ͕�ϮϵͲϰϯ͘�ŚƩƉ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϭϭϳϳͬϭϵϯϴϵϲϱϱϬϴϯϮϴϰϮϬ

/ƐůĂŵ͕�D͘� ^͕͘�Θ� <ŝƌŝůůŽǀĂ͕� <͘� ;ϮϬϮϬͿ͘�EŽŶͲǀĞƌďĂů� ĐŽŵŵƵŶŝĐĂƟŽŶ� ŝŶ� ŚŽƐƉŝƚĂůŝƚǇ�Ͳ� �ƚ� ƚŚĞ� ŝŶƚĞƌƐĞĐƟŽŶ� ŽĨ�
ƌĞůŝŐŝŽŶ�ĂŶĚ�ŐĞŶĚĞƌ͘ � /ŶƚĞƌŶĂƟŽŶĂů� :ŽƵƌŶĂů� ŽĨ�,ŽƐƉŝƚĂůŝƚǇ�DĂŶĂŐĞŵĞŶƚ͕� ϴϰ͕� ϭϬϮϯϮϲ͘�ŚƩƉ͗ͬͬĚŽŝ͘
ŽƌŐͬϭϬ͘ϭϬϭϲͬũ͘ŝũŚŵ͘ϮϬϭϵ͘ϭϬϮϯϮϲ
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>ĂĚĞŝƌĂ͕� t͘� :͕͘� �ŽƐƚĂ͕� '͕͘� Θ� ^ĂŶƟŶŝ͕� &͘ � �͘� K͘� ;ϮϬϭϯͿ͘� �ĂĐŬŐƌŽƵŶĚ� ĂŶĚ� ĚŝŵĞŶƐŝŽŶƐ� ŽĨ� ĐŽŶƐƵŵƉƟŽŶ�
ĞǆƉĞƌŝĞŶĐĞ� ŝŶ� �ƌĂǌŝůŝĂŶ� ŚŽƚĞůƐ͘� dŽƵƌŝƐŵ� ĂŶĚ� ,ŽƐƉŝƚĂůŝƚǇ� ZĞƐĞĂƌĐŚ͕� ϭϮ;ϰͿ͕� ϮϭϱʹϮϮϳ͘� ŚƩƉ͗ͬͬĚŽŝ͘
ŽƌŐͬϭϬ͘ϭϭϳϳͬϭϰϲϳϯϱϴϰϭϯϱϬϮϲϲϲ

>ŝŵ͕��͘��͘��͕͘�>ĞĞ͕�z͘ �,͕͘�Θ�&ŽŽ͕�D Ͳ͘�͘�;ϮϬϭϳͿ͘�&ƌŽŶƚůŝŶĞ�ĞŵƉůŽǇĞĞƐ͛�ŶŽŶǀĞƌďĂů�ĐƵĞƐ�ŝŶ�ƐĞƌǀŝĐĞ�ĞŶĐŽƵŶƚĞƌƐ͗�
a double-edged sword. :ŽƵƌŶĂů�ŽĨ�ƚŚĞ��ĐĂĚĞŵǇ�ŽĨ�DĂƌŬĞƟŶŐ�^ĐŝĞŶĐĞ� ͕�ϰϱ͕�ϲϱϳʹϲϳϲ�ŚƩƉ͗ͬͬĚŽŝ͘
ŽƌŐͬϭϬ͘ϭϬϬϳͬƐϭϭϳϰϳͲϬϭϲͲϬϰϳϵͲϰ

>ŝŶ͕�� z͘͘ ͕�Θ�>ŝŶ͕�:͘^͘�͘�;ϮϬϭϳͿ͘�dŚĞ�ŝŶŇƵĞŶĐĞ�ŽĨ�ƐĞƌǀŝĐĞ�ĞŵƉůŽǇĞĞƐ͛�ŶŽŶǀĞƌďĂů�ĐŽŵŵƵŶŝĐĂƟŽŶ�ŽŶ�ĐƵƐƚŽŵĞƌͲ
employee rapport in the service encounter. :ŽƵƌŶĂů�ŽĨ�^ĞƌǀŝĐĞ�DĂŶĂŐĞŵĞŶƚ͕�Ϯϴ;ϭͿ͕�ϭϬϳͲϭϯϮ͘�

DĂŐŶŝŶŝ͕� s͘ � W͘ ͕� �ĂŬĞƌ͕ � D͕͘� Θ� <ĂƌĂŶĚĞ͕� <͘� ;ϮϬϭϯͿ͘� dŚĞ� ĨƌŽŶƚůŝŶĞ� ƉƌŽǀŝĚĞƌ Ɛ͛� ĂƉƉĞĂƌĂŶĐĞ͗� ��
ĚƌŝǀĞƌ� ŽĨ� ŐƵĞƐƚ� ƉĞƌĐĞƉƟŽŶƐ͘� �ŽƌŶĞůů� ,ŽƐƉŝƚĂůŝƚǇ� YƵĂƌƚĞƌůǇ͕� ϱϰ;ϰͿ͕� ϯϵϲʹϰϬϱ͘� ŚƩƉ͗ͬͬĚŽŝ͘
ŽƌŐͬϭϬ͘ϭϭϳϳͬϭϵϯϴϵϲϱϱϭϯϰϵϬϴϮϮ

WĞĂƌĐĞ͕��͘�Θ��ŽŶŬůŝŶ͕�&͘ �;ϭϵϳϭͿ͘�EŽŶǀĞƌďĂů�ǀŽĐĂůŝĐ�ĐŽŵŵƵŶŝĐĂƟŽŶ�ĂŶĚ�ƉĞƌĐĞƉƟŽŶƐ�ŽĨ�Ă��ƐƉĞĂŬĞƌ͘ �^ƉĞĞĐŚ�
DŽŶŽŐƌĂƉŚǇ͕�ϯϴ;ϴͿ͕�ϮϯϱͲϮϰϭ͘�

WŝũůƐ͕�Z͕͘�'ƌŽĞŶ͕��͘,͕͘�'ĂůĞƚǌŬĂ͕�D͕͘�Θ�WƌƵǇŶ͕�� d͘͘ ,͘�;ϮϬϭϳͿ͘�DĞĂƐƵƌŝŶŐ�ƚŚĞ�ĞǆƉĞƌŝĞŶĐĞ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ͗�ƐĐĂůĞ�
ĚĞǀĞůŽƉŵĞŶƚ� ĂŶĚ� ǀĂůŝĚĂƟŽŶ͘� /ŶƚĞƌŶĂƟŽŶĂů� :ŽƵƌŶĂů� ŽĨ� ,ŽƐƉŝƚĂůŝƚǇ� DĂŶĂŐĞŵĞŶƚ͕� ϲϳ͕� ϭϮϱʹϭϯϯ͘�
ŚƩƉ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϭϬϭϲͬũ͘ŝũŚŵ͘ϮϬϭϳ͘Ϭϳ͘ϬϬϴ.

ZĂĨĂĞůŝ͕��͕͘�Θ�^ƵƩŽŶ͕�Z͘/͘�;ϭϵϵϬͿ͘��ƵƐǇ�ƐƚŽƌĞƐ�ĂŶĚ�ĚĞŵĂŶĚŝŶŐ�ĐƵƐƚŽŵĞƌƐ͗�ŚŽǁ�ĚŽ�ƚŚĞǇ�ĂīĞĐƚ�ƚŚĞ�ĚŝƐƉůĂǇ�
ŽĨ�ƉŽƐŝƟǀĞ�ĞŵŽƟŽŶ͍��ĐĂĚĞŵǇ�ŽĨ�DĂŶĂŐĞŵĞŶƚ�:ŽƵƌŶĂů͕�ϯϯ�;ϯͿ͕�ϲϮϯͲϲϯϳ͘

^ůĊƩĞŶ͕�d͘ ͕�DĞŚŵĞƚŽŐůƵ͕�D͕͘�̂ ǀĞŶƐƐŽŶ͕�'͕͘�Θ�̂ ǀčƌŝ͕�̂ ͘�;ϮϬϬϵͿ͘��ƚŵŽƐƉŚĞƌŝĐ�ĞǆƉĞƌŝĞŶĐĞƐ�ƚŚĂƚ�ĞŵŽƟŽŶĂůůǇ�
touch customers: A case study from a winter park. DĂŶĂŐŝŶŐ�^ĞƌǀŝĐĞ�YƵĂůŝƚǇ͕�ϭϵ;ϲͿ͕�ϳϮϭʹϳϰϲ͘�
ŚƩƉ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϭϭϬϴͬϬϵϲϬϰϱϮϬϵϭϭϬϬϱϬϵϵ

^ƵŶĚĂƌĂŵ͕��͘�̂ ͕͘�Θ�tĞďƐƚĞƌ͕ ��͕͘�ϮϬϬϬ͘�;ϮϬϬϬͿ͘�dŚĞ�ƌŽůĞ�ŽĨ�ŶŽŶǀĞƌďĂů�ĐŽŵŵƵŶŝĐĂƟŽŶ�ŝŶ�ƐĞƌǀŝĐĞ�ĞŶĐŽƵŶƚĞƌƐ͘�
:ŽƵƌŶĂů�ŽĨ�^ĞƌǀŝĐĞ�DĂƌŬĞƟŶŐ͕�ϭϰ;ϱͿ͕�ϯϳϴʹϯϵϭ͘�ŚƩƉ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϭϭϬϴͬϬϴϴϳϲϬϰϬϬϭϬϯϰϭϬϬϴ

dĂƐĐŝ͕� �͘� �͘� �͕͘� Θ� ^ĞŵƌĂĚ͕� <͘� :͘� ;ϮϬϭϲͿ͘� �ĞǀĞůŽƉŝŶŐ� Ă� ƐĐĂůĞ� ŽĨ� ŚŽƐƉŝƚĂďůĞŶĞƐƐ͗� �� ƚĂůĞ� ŽĨ� ƚǁŽ�ǁŽƌůĚƐ͘�
/ŶƚĞƌŶĂƟŽŶĂů� :ŽƵƌŶĂů� ŽĨ� ,ŽƐƉŝƚĂůŝƚǇ� DĂŶĂŐĞŵĞŶƚ͕� ϱϯ͕� ϯϬʹϰϭ͘� ŚƩƉ͗ͬͬĚŽŝ͘ŽƌŐͬϭϬ͘ϭϬϭϲͬũ͘
ŝũŚŵ͘ϮϬϭϱ͘ϭϭ͘ϬϬϲ
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sĂŶ� ^ƉƌĂŶŐ͕� ,͕͘� ĂŶĚ� 'ƌŽĞŶ͕� �͘,͘� ;ϮϬϮϬͿ�
WĞƌĐĞƉƟŽŶ� ŽĨ� ,ŽƐƉŝƚĂůŝƚǇ� ĂŶĚ� ^ĂĨĞƚǇ� ĂƌĞ�
Two Sides of a Coin, In the Proceedings of 
the 19th EuroFM Research Symposium, 
�&D/�� ϮϬϮϬ͕� ϯͲϰ� :ƵŶĞ� ϮϬϮϬ͕� ŽŶůŝŶĞ�
conference.

�ŝƚĂƟŽŶ͗

WĞƌĐĞƉƟŽŶ�ŽĨ�,ŽƐƉŝƚĂůŝƚǇ�ĂŶĚ�^ĂĨĞƚǇ�ĂƌĞ�dǁŽ�^ŝĚĞƐ�ŽĨ�Ă��ŽŝŶ 

 
Hester van Sprang1 ĂŶĚ��ƌĞŶĚĂ�'ƌŽĞŶ21

��^dZ��d��
�ĂĐŬŐƌŽƵŶĚ�ĂŶĚ�Ăŝŵ�ʹ�dŚĞ�ĞŶƚƌĂŶĐĞ�ŽĨ�Ă�ďƵŝůĚŝŶŐ�ĂŶĚ�ƚŚĞ�ƌĞĐĞƉƚŝŽŶ͕�
ĂƌĞ� Ă� ͚ŵŽŵĞŶƚ� ŽĨ� ƚƌƵƚŚ͛� ;�ĂƌůǌŽŶ͕� ϭϵϴϵͿ� ĂŶĚ�ŵĂǇ� ŝŶǀŽŬĞ� ĨĞĞůŝŶŐƐ� ŽĨ�
ŚŽƐƉŝƚĂďůĞŶĞƐƐ͘� �ŽƚŚ� ƚŚĞ� ƉŚǇƐŝĐĂů� ĞŶǀŝƌŽŶŵĞŶƚ� ĂŶĚ� ƐƚĂī� ďĞŚĂǀŝŽƵƌ�
ĚĞůŝǀĞƌ� ͚ĐůƵĞƐ͛� ƚŚĂƚ� ƚŽŐĞƚŚĞƌ�ĐŽŶũƵƌĞ�ĂŶ� ŝŵĂŐĞ�ŽĨ� ;ůĂĐŬ�ŽĨͿ�ŚŽƐƉŝƚĂůŝƚǇ�
;�ĞƌƌǇ�Ğƚ�Ăů͕͘�ϮϬϬϲ͖�WŝũůƐ�Ğƚ�Ăů͕͘�ϮϬϭϳͿ͘��ĞƉĞŶĚŝŶŐ�ŽŶ�ƚŚĞ�ŽƌŐĂŶŝƐĂƟŽŶ Ɛ͛�ƌŝƐŬ�
ƉĞƌĐĞƉƟŽŶ͕� Žƌ� ŽŶ� Ă� ƉŽƐŝƟǀĞ� ŝŵĂŐĞ� ŽĨ� ŚƵŵĂŶŬŝŶĚ͕� ƚŚĞ� ĨŽĐƵƐ� ŽĨ� Ă�
ƌĞĐĞƉƟŽŶŝƐƚ� ŝƐ� ŵŽƌĞ� ŽŶ� ƚŚĞ� ďĞŶŝŐŶ� ŽŶ� Žƌ� ƚŚĞ� ŚĂƌŵĨƵů� ĂƐƉĞĐƚ� ŽĨ�
ǀŝƐŝƚŽƌƐ͕�ƌĞƐƵůƟŶŐ�ŝŶ�ƚŚĞ�ƵƐĞ�ŽĨ�ĞŝƚŚĞƌ�Ă�ŚŽƐƚ�Žƌ�Ă�ƐĞĐƵƌŝƚǇ�ŽĸĐĞƌ�Ăƚ�ƚŚĞ�
entrance.  However, the division of tasks to either the pleasing host or 
ƚŚĞ�ĐŽŶƚƌŽůůŝŶŐ�ƐĞĐƵƌŝƚǇ�ŽĸĐĞƌ�ƚŽ�Ă�ĐĞƌƚĂŝŶ�ĞǆƚĞŶƚ�ĚŝƐĂǀŽǁƐ�ƚŚĞ�ŽǀĞƌůĂƉ�
ďĞƚǁĞĞŶ�ƉĞƌĐĞƉƟŽŶ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ�ĂŶĚ�ƐĂĨĞƚǇ͘ �

DĞƚŚŽĚƐ�ͬ �DĞƚŚŽĚŽůŽŐǇ�ʹ �dŚŝƐ�ĞǆƉůŽƌĂƚŽƌǇ�ƋƵĂůŝƚĂƟǀĞ�ƐƚƵĚǇ�ĐŽŵďŝŶĞƐ�Ă�ŐƌŽƵƉ�ŝŶƚĞƌǀŝĞǁ�ǁŝƚŚ�ŵĂŶĂŐĞƌƐ�
ƌĞƐƉŽŶƐŝďůĞ�ĨŽƌ�ŚŽƐƉŝƚĂůŝƚǇ�ĂŶĚ�ƐĞĐƵƌŝƚǇ�ŝŶ�ƌĞĐĞƉƟŽŶ�ĂƌĞĂƐ�;EсϯͿ�ĂŶĚ��ƌŝƟĐĂů�/ŶĐŝĚĞŶƚƐ�ďǇ�ƐƚĂī�ĂŶĚ�ǀŝƐŝƚŽƌƐ�
;EсϲϮͿ͘�dŚĞŵĂƟĐ�ĐŽĚŝŶŐ�ǁĂƐ�ďĂƐĞĚ�ŽŶ�sŝĞƌĞŶĚĞĞůƐ�Ğƚ�Ăů͘�;ϮϬϭϴͿ�ĂŶĚ�WŝũůƐ�Ğƚ�Ăů͘�;ϮϬϭϳͿ͘��
ZĞƐƵůƚƐ�ʹ�dŚĞ�ĐƌŝƟĐĂů�ŝŶĐŝĚĞŶƚƐ�ƐŚŽǁ�ƚŚĂƚ�ŚŽƐƉŝƚĂůŝƚǇ�ĂŶĚ�ƐĂĨĞƚǇ�ĂƌĞ�ŝŶĚĞĞĚ�ƚǁŽ�ƐŝĚĞƐ�ŽĨ�Ă�ĐŽŝŶ͘�dŚŽƵŐŚ�
security measure may make people aware of risks, most people do accept these measures, provided 
ƚŚĂƚ�ƐƚĂī�ĂĐƚƐ�ŝŶ�Ă�ŚŽƐƉŝƚĂďůĞ�ǁĂǇ͘ �>ĂĐŬ�ŽĨ�ƐĞĐƵƌŝƚǇ�ŵĞĂƐƵƌĞƐ�ŵĂǇ�ŝŶĐƌĞĂƐĞ�͚ŝŶǀŝƟŶŐ͕͛ �ďƵƚ�ĚĞĐƌĞĂƐĞƐ�ƚŚĞ�
ƉĞƌĐĞƉƟŽŶ�ŽĨ�ĐĂƌĞ�ĨŽƌ�ǇŽƵƌ�ǀŝƐŝƚŽƌ͕ �ĂŶĚ�ŵĂǇ�ĐĂƵƐĞ�ƵŶĐĞƌƚĂŝŶƚǇ�ĂŶĚ�ƚŚĞƌĞďǇ�ĚĞĐƌĞĂƐĞ�ĐŽŵĨŽƌƚ͘���ĐŽƌƌĞĐƚ�
ƌŝƐŬ�ƉĞƌĐĞƉƟŽŶ͕�ŇĞǆŝďůĞ�ĂƉƉůŝĂŶĐĞ�ŽĨ�ƐĞĐƵƌŝƚǇ�ŵĞĂƐƵƌĞ͕�ĂŶĚ�Ă�ĨƌŝĞŶĚůǇ�ĂƉƉƌŽĂĐŚ�ĐŽŶŶĞĐƚ�ĂƐƉĞĐƚƐ�ŽĨ�͚ ƐĂĨĞ͛�
ĂŶĚ�͚ŚŽƐƉŝƚĂďůĞ͛͘
KƌŝŐŝŶĂůŝƚǇ�Ͳ�Research on the interrelatedness of hospitality and safety is scarce.
WƌĂĐƟĐĂů�ŝŵƉůŝĐĂƟŽŶƐ�ʹƵŶĚĞƌƐƚĂŶĚŝŶŐ�ƚŚĞ�ŝŶƚĞƌƌĞůĂƚĞĚŶĞƐƐ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ�ĂŶĚ�ƐĂĨĞƚǇ�ŵĂǇ�ůĞĂĚ�ƚŽ�ƐĞƌǀŝĐĞ�
designs that are perceived as hospitable and safe simultaneously.
dǇƉĞ�ŽĨ�ƉĂƉĞƌ�ʹƌĞƐĞĂƌĐŚ�ƉĂƉĞƌͬǀŝĞǁƉŽŝŶƚ�ƉĂƉĞƌ

<�ztKZ�^
WĞƌĐĞŝǀĞĚ�ŚŽƐƉŝƚĂůŝƚǇ͕ �ƉĞƌĐĞŝǀĞĚ�ƐĂĨĞƚǇ͕ �ƌŝƐŬ�ƉĞƌĐĞƉƟŽŶ͕�ƐĂĨĞƚǇ�ĐƵůƚƵƌĞ͕�ƌĞĐĞƉƟŽŶ͕�ďƵŝůĚŝŶŐ�ĞŶƚƌĂŶĐĞ͘

/EdZK�h�d/KE
,ŽƐƉŝƚĂůŝƚǇ� ŝƐ�Ă�ďƌŽĂĚ�ĐŽŶĐĞƉƚ�ƚŚĂƚ�ŽƌŝŐŝŶĂƚĞƐ�ĨƌŽŵ�ƚŚĞ�>ĂƟŶ�ŚŽƐƉĞƐ, meaning host, guest, as well as 
ƐƚƌĂŶŐĞƌ͘ �dŚĞ�ŽīĞƌ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ�ƌĞĐŽŐŶŝǌĞƐ�ƚŚĞ�ŵƵƚƵĂů�ŽďůŝŐĂƟŽŶƐ�ŽĨ�ƚŚĞ�ŚŽƐƚ�ĂŶĚ�ŐƵĞƐƚ�;>ĂƐŚůĞǇ�ĂŶĚ�
DŽƌƌŝƐŽŶ͕�ϮϬϭϭͿ͖�ŚŽƐƚƐ�ƚŽ�ĞŶƐƵƌĞ�ƚŚĞ�ǁĞůůďĞŝŶŐ�ŽĨ�ƚŚĞŝƌ�ŐƵĞƐƚƐ͕�ŐƵĞƐƚƐ�ƚŽ�ƌĞƐƉĞĐƚ�ƚŚĞ�ƌƵůĞƐ�ŽĨ�ƚŚĞ�ŚŽƐƚ�
ĂŶĚ� ƚŽ� ƌĞĐŝƉƌŽĐĂƚĞ� ;�ĞƌƌŝĚĂ�Θ� �ƵĨŽƵƌŵĂŶƚĞůůĞ͕� ϮϬϬϬͿ͘� dŚĞǇ� ƉŽŝŶƚ� ŽƵƚ� ƚŚĂƚ� ŚŽƐƉŝƚĂůŝƚǇ� ĞŶĐŽŵƉĂƐƐĞƐ�
the impossible pairing of the necessary openness to the other and the equally necessary exclusionary 
sovereignty.

,ŽƐƉŝƚĂůŝƚǇ�ŚĂƐ�ŽŌĞŶ�ďĞĞŶ�ƵƐĞĚ�ƚŽ�ĐŽŶƚƌŽů�ƐƚƌĂŶŐĞƌƐ�ĂŶĚ�ŽƵƚƐŝĚĞƌƐ�;�ĂŶĚĞĂ�Θ��Ă��Žů͕�ϮϬϭϮͿ͘�dŚŝƐ�ĐŽŶƚƌŽů�
ƉĞƌƐƉĞĐƟǀĞ�ƉĂƌƟĐƵůĂƌůǇ�ĂƉƉůŝĞƐ�ƚŽ�ďƵŝůĚŝŶŐ�ĞŶƚƌĂŶĐĞƐ�ĂŶĚ�ƌĞĐĞƉƟŽŶƐ͘��dŚĞ�ƌĞĐĞƉƟŽŶ�ŵĂǇ�ŝŶǀŽŬĞ�ĨĞĞůŝŶŐƐ�
ŽĨ�ŚŽƐƉŝƚĂďůĞŶĞƐƐ�ŝŶ�ŐƵĞƐƚƐ�ďƵƚ�ŵĂǇ�ĂůƐŽ�ďĞ�ƉĞƌĐĞŝǀĞĚ�ĂƐ�Ă�ďĂƌƌŝĞƌ͘ ��ĞƉĞŶĚŝŶŐ�ŽŶ�ƚŚĞ�ŽƌŐĂŶŝƐĂƟŽŶ Ɛ͛�ƌŝƐŬ�
ƉĞƌĐĞƉƟŽŶ�ĂŶĚ�ƌŝƐŬ�ĂǀĞƌƐŝŽŶ�Žƌ�ŽŶ�Ă�ƉŽƐŝƟǀĞ�ŝŵĂŐĞ�ŽĨ�ŚƵŵĂŶŬŝŶĚ͕�ƚŚĞ�ĨŽĐƵƐ�ŽĨ�ƌĞĐĞƉƟŽŶŝƐƚ�ŝƐ�ŵŽƌĞ�ŽŶ�
ƚŚĞ�ďĞŶŝŐŶ�Žƌ�ŽŶ�ƚŚĞ�ŚĂƌŵĨƵů�ĂƐƉĞĐƚ�ŽĨ�ŐƵĞƐƚƐ͕�ƌĞƐƵůƟŶŐ�ŝŶ�ƚŚĞ�ƵƐĞ�ŽĨ�ĞŝƚŚĞƌ�Ă�ŚŽƐƚ�Žƌ�Ă�ƐĞĐƵƌŝƚǇ�ŽĸĐĞƌ�
Ăƚ�ƚŚĞ�ĞŶƚƌĂŶĐĞ͘�dŚŝƐ�ĚŝǀŝƐŝŽŶ�ŽĨ�ƚĂƐŬƐ�ƚŽ�ĞŝƚŚĞƌ�ƚŚĞ�ƉůĞĂƐŝŶŐ�ŚŽƐƚ�Žƌ�ƚŚĞ�ĐŽŶƚƌŽůůŝŶŐ�ƐĞĐƵƌŝƚǇ�ŽĸĐĞƌ�ƚŽ�
Ă�ĐĞƌƚĂŝŶ�ĞǆƚĞŶƚ�ĚŝƐĂǀŽǁƐ�ƚŚĞ�ŽǀĞƌůĂƉ�ďĞƚǁĞĞŶ�ƚŚĞ�ƉĞƌĐĞƉƟŽŶ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ�ĂŶĚ�ƉĞƌĐĞƉƟŽŶ�ŽĨ�ƐĂĨĞƚǇ͘

Ϸ�,ŽƐƉŝƚĂůŝƚǇ��ƵƐŝŶĞƐƐ�^ĐŚŽŽů͕�^ĂǆŝŽŶ�hŶŝǀĞƌƐŝƚǇ�ŽĨ��ƉƉůŝĞĚ�^ĐŝĞŶĐĞƐ͕��ŶƐĐŚĞĚĞ͕�dŚĞ�EĞƚŚĞƌůĂŶĚƐ͕�ĞͲŵĂŝů͗�
h.vansprang@saxion.nl 
2�,ŽƐƉŝƚĂůŝƚǇ��ƵƐŝŶĞƐƐ�^ĐŚŽŽů͕�^ĂǆŝŽŶ�hŶŝǀĞƌƐŝƚǇ�ŽĨ��ƉƉůŝĞĚ�^ĐŝĞŶĐĞƐ͕��ŶƐĐŚĞĚĞ͕�dŚĞ�EĞƚŚĞƌůĂŶĚƐ
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^Ž͕�ƚŚĞ�ƋƵĞƐƟŽŶ�ĂƌŝƐĞƐ͗�ǁŚĞŶ�ŝƐ�ƚŚĞ�ƌĞĐĞƉƟŽŶ�ƉĞƌĐĞŝǀĞĚ�ĂƐ�ŚŽƐƉŝƚĂďůĞ�ĂŶĚͬŽƌ�ƐĂĨĞ�ďǇ�ďŽƚŚ�ŚŽƐƚƐ�ĂŶĚ�
guests?

>/d�Z�dhZ��^dh�z
,ŽƐƉŝƚĂůŝƚǇ
�ĞĮŶŝŶŐ�ŚŽƐƉŝƚĂůŝƚǇ� ŝƐ�ŶŽƚ�ĞĂƐǇ͕ �ĂƐ�ĚŝīĞƌĞŶƚ�ĚŝƐĐŝƉůŝŶĞƐ�ĂŶĚ�ƐĞĐƚŽƌƐ� ĨƌĂŵĞ�ŚŽƐƉŝƚĂůŝƚǇ� ŝŶ�ƋƵŝƚĞ�ĚŝƐƟŶĐƚ�
ǁĂǇƐ� ;>ǇŶĐŚ� Ğƚ� Ăů͕͘� ϮϬϭϭͿ͘� /Ŷ� ŝƚƐ� ƉƵƌĞ� ĨŽƌŵ͕� ŚŽƐƉŝƚĂůŝƚǇ� ŝŶǀŽůǀĞƐ� ƐĞůŇĞƐƐ� ŐŝǀŝŶŐ͕� ŚŽǁĞǀĞƌ͕ � ŝŶ� ƉƌĂĐƟĐĞ͕�
ŚŽƐƉŝƚĂůŝƚǇ�ĞŵĞƌŐĞƐ�ƚŚƌŽƵŐŚ�ƚƌĂŶƐĂĐƟŽŶƐ�ĂŶĚ�ƌĞĐŝƉƌŽĐĂů�ĂƌƌĂŶŐĞŵĞŶƚƐ�ŽĨ�ŐŝǀŝŶŐ�ĂŶĚ�ƌĞĐĞŝǀŝŶŐ�;�ĞƌƌŝĚĂ�
ĂŶĚ��ƵĨŽƵƌŵĂŶƚĞůůĞ͕�ϮϬϬϬͿ͘�,ŽƐƉŝƚĂůŝƚǇ� ŝƐ�ĂďŽƵƚ�ŐĞƐƚƵƌĞƐ�ŽĨ�ǁĞůĐŽŵŝŶŐ�ĂŶĚ�ƚŚĞ�ĐƌĞĂƟŽŶ�ŽĨ� ŝŶĐůƵƐŝǀĞ�
ƉŚǇƐŝĐĂů�ĂŶĚ�ƐǇŵďŽůŝĐ�ƐƉĂĐĞƐ�;�ŝŬĞĕ�ϮϬϬϮͿ͘��ƵƌŐĞƐƐ�;ϭϵϴϮͿ�ĚĞƐĐƌŝďĞƐ�ŚŽƐƉŝƚĂůŝƚǇ�ĂƐ�͚ ƚŚĞ�ƐŽĐŝĂů�ƌĞůĂƟŽŶƐŚŝƉ�
ĨŽƐƚĞƌĞĚ�ďǇ�ƚŚĞ�ǁĂƌŵ͕�ĨƌŝĞŶĚůǇ͕ �ǁĞůĐŽŵŝŶŐ͕�ĐŽƵƌƚĞŽƵƐ͕�ŽƉĞŶ͕�ŐĞŶĞƌŽƵƐ�ďĞŚĂǀŝŽƵƌ�ŽĨ�ƚŚĞ�ŚŽƐƚ͕�ĐƌĞĂƟŶŐ�
ƚŚĞ�ŚŽƐƉŝƚĂďůĞ�ƐŽĐŝĂů�ĞŶǀŝƌŽŶŵĞŶƚ͛͘ ��ƐƉĞĐƚƐ�ƚŚĂƚ�ĐŽŶƚƌŝďƵƚĞ�ƚŽ�ƚŚĞ�ĨĞĞůŝŶŐ�ŽĨ�ǁĞůĐŽŵĞ�ŽĨ�ƚŚĞ�ŐƵĞƐƚ�ĂƌĞ�
ĨƌŝĞŶĚůŝŶĞƐƐ͕�ŝŶǀŝƟŶŐ͕�ǁĂƌŵ͕�ŚŽŵĞͲůŝŬĞ͕�ŽƉĞŶŶĞƐƐ͕�ƐŝŶĐĞƌŝƚǇ�ĂŶĚ�ŐĞŶĞƌŽƐŝƚǇ�;�ƌŽƚŚĞƌƚŽŶ�Θ�tŽŽĚ͕�ϮϬϬϴ͖�
,ĞŵŵŝŶŐƚŽŶ͕�ϮϬϬϳ͖��ůĂƉƉ�Θ�ZŝĚŐĞ͕�ϮϬϭϲͿ͘�

�ƌŽƚŚĞƌƚŽŶ�ĂŶĚ�tŽŽĚ�;ϮϬϬϳ͕�Ɖ͘ϰϬͿ�ŝĚĞŶƟĨǇ�ƚǁŽ�ĚŽŵŝŶĂŶƚ�ƉĞƌƐƉĞĐƟǀĞƐ�ŽŶ�ŚŽƐƉŝƚĂůŝƚǇ�ŝŶ�ƐŽĐŝĂů�ƐĐŝĞŶĐĞ͗�
as a form of social and economic exchange and as a means of social control. Hospitality as a form 
ŽĨ�ĞǆĐŚĂŶŐĞ� ŝƐ�ĐŽŵŵŽŶ� ŝŶ�Ă�ďƵƐŝŶĞƐƐ�ĐŽŶƚĞǆƚ͕�ĞƐƉĞĐŝĂůůǇ� ƚŚĞ�ŚŽƐƉŝƚĂůŝƚǇ� ŝŶĚƵƐƚƌǇ͘ � >ǇŶĐŚ�Ğƚ�Ăů͘� ;ϮϬϭϭ͕�
Ɖ͘ϰͲϱͿ�ƐƚĂƚĞ�ƚŚĂƚ�ƐƵĐŚ�Ă�ĚĞĮŶŝƟŽŶ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ�ƌĞĚƵĐĞƐ�ƚŚĞ�ŝŶƚĞƌĂĐƟŽŶƐ�ďĞƚǁĞĞŶ�ŚŽƐƚƐ�ĂŶĚ�ŐƵĞƐƚƐ�ƚŽ�
ĐŽŵŵĞƌĐŝĂů�ĞǆĐŚĂŶŐĞƐ�ĂŶĚ�ƚŚĞ�ĞůĞŵĞŶƚƐ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ�ƚŽ�ĐŽŵŵŽĚŝƟĞƐ͘�>ƵŐŽƐŝ�;ϮϬϭϰͿ�ĂƌŐƵĞƐ�ƚŚĂƚ�ŝƚ�ŝƐ�
ŝŵƉŽƌƚĂŶƚ�ƚŽ�ĂǀŽŝĚ�ĐŽŶĐĞƉƚƵĂůŝƐŝŶŐ�ŚŽƐƉŝƚĂůŝƚǇ�ŽŶůǇ�ŝŶ�ƉŽƐŝƟǀĞ�ĂĐƟŽŶƐ͕�ĂƐ�ŚŽƐƉŝƚĂůŝƚǇ�ŵĂǇ�ĂůƐŽ�ďĞ�ƵƐĞĚ�
ƚŽ�ĂƐĐƌŝďĞ�ƐƚĂƚƵƐ͕�ƌĞŝŶĨŽƌĐĞ�ŚŝĞƌĂƌĐŚŝĞƐ�ĂŶĚ�;ƌĞͿĐŽŶƐƚƌƵĐƚ�ƌĞůĂƟŽŶƐŚŝƉƐ�ŽĨ�ƉŽǁĞƌ͕ �ĮƫŶŐ�ƚŚĞ�ƉĞƌƐƉĞĐƟǀĞ�
of hospitality as a means for social control. 

�ĐĐŽƌĚŝŶŐ�ƚŽ�,ĞŵŵŝŶŐƚŽŶ�;ϮϬϬϳͿ�ĂŶĚ��ƌŽƚŚĞƌƚŽŶ�Θ�tŽŽĚ�;ϮϬϬϴͿ�ƚŚĞ�ƐĞŶƐĞ�ŽĨ�ƐĂĨĞƚǇ�ŽĨ�ƚŚĞ�ŐƵĞƐƚ�ŝƐ�ŽŶĞ�
ŽĨ�ƚŚĞ�ŵŽƐƚ�ŝŵƉŽƌƚĂŶƚ�ƌĞƐƉŽŶƐŝďŝůŝƟĞƐ�ŽĨ�Ă�ŚŽƐƚ͘�WŝƩͲZŝǀĞƌƐ�ŚŝŐŚůŝŐŚƚƐ�ƚŚĞ�ŵƵƚƵĂů�ŝŵƉůŝĐĂƟŽŶ�ŽĨ�ƉŽǁĞƌ�
and welcome: the guest is necessarily at the mercy of the host, on a knife-edge between suspicion 
ĂŶĚ�ƚƌƵƐƚ� ;ϭϵϲϴ͕�ĐŝƚĞĚ� ŝŶ��ĂŶĚĞĂ�Θ��Ă��Žů͕�ϮϬϭϮ͕�ƉϱͿ͘�DĂŶǇ�ĂƵƚŚŽƌƐ�ĞŵƉŚĂƐŝǌĞ�ŚĞƌĞ�ƚŚĞ�ƌĞĐŝƉƌŽĐŝƚǇ�
ǁŚĞƌĞďǇ�ƚŚĞ�ŚŽƐƚ�ƐƚƌŝǀĞƐ�ƚŽ�ƉƌŽƚĞĐƚ�ĂŶĚ�ŬĞĞƉ�ƚŚĞ�ŐƵĞƐƚ�ƐĂĨĞ�ĂŶĚ�Ăƚ�ƚŚĞ�ƐĂŵĞ�ƟŵĞ�ƚŚĞ�ŐƵĞƐƚ�ŝƐ�͚ŽďůŝŐĞĚ͛�
ƚŽ�ďĞŚĂǀĞ�ƐĂĨĞůǇ�ĂŶĚ�ŶŽƚ�ƚŽ�ĚŽ�ĂŶǇ�ĚĂŵĂŐĞ�;<ŝŶŐ͕�ϭϵϵϱ͖��ĞƌƌŝĚĂ�Θ��ƵĨŽƵƌŵĂŶƚĞůůĞ͕�ϮϬϬϬ͖�DŽƌƌŝƐŽŶ�
Θ�K͛'ŽƌŵĂŶ͕�ϮϬϬϲ͖�>ǇŶĐŚ�Ğƚ�Ăů͕͘�ϮϬϭϭͿ͘�dŚƵƐ͕�ŚŽƐƉŝƚĂůŝƚǇ�ŝƐ�ƵƐĞĚ�ĂƐ�Ă�ŵĞĂŶ�ŽĨ�ĐŽŶƚƌŽůůŝŶŐ�͚ƉĞŽƉůĞ�ǁŚŽ�
ĂƌĞ�ĞƐƐĞŶƟĂůůǇ�ĂůŝĞŶ�ƚŽ�Ă�ƉĂƌƟĐƵůĂƌ�ƉŚǇƐŝĐĂů͕�ĞĐŽŶŽŵŝĐ�ĂŶĚ�ƐŽĐŝĂů�ĞŶǀŝƌŽŶŵĞŶƚ͛�;�ƌŽƚŚĞƌƚŽŶ�ĂŶĚ�tŽŽĚ�
ϮϬϬϳ͕�Ɖ͘ϰϬͿ͘�dŚƵƐ͕�ŚŽƐƉŝƚĂůŝƚǇ� ŝƐ�ƵƐĞĚ�ĂƐ�Ă�ŵĞĂŶ�ŽĨ�ĐŽŶƚƌŽůůŝŶŐ� ͚ƉĞŽƉůĞ�ǁŚŽ�ĂƌĞ�ĞƐƐĞŶƟĂůůǇ�ĂůŝĞŶ�ƚŽ�Ă�
ƉĂƌƟĐƵůĂƌ�ƉŚǇƐŝĐĂů͕�ĞĐŽŶŽŵŝĐ�ĂŶĚ�ƐŽĐŝĂů�ĞŶǀŝƌŽŶŵĞŶƚ͛�;�ƌŽƚŚĞƌƚŽŶ�ĂŶĚ�tŽŽĚ�ϮϬϬϴ͕�Ɖ͘ϰϬͿ͖�ƚŚĞ�ĂĐƚ�ŽĨ�
ŐŝǀŝŶŐ� ĂŶĚ� ƌĞĐĞŝǀŝŶŐ�ŽīĞƌƐ� Ă�ǁĂǇ� ƚŽ� ŶĞŐŽƟĂƚĞ� ƉŽƚĞŶƟĂůůǇ� ŚĂƌŵĨƵů� ƌĞůĂƟŽŶƐŚŝƉƐ� ďĞƚǁĞĞŶ� ŝŶĚŝǀŝĚƵĂůƐ�
ĂŶĚ�ŐƌŽƵƉƐ�;�ĂŶĚĞĂ�ĂŶĚ��Ă��Žů͕�ϮϬϭϮͿ͘�dƌĂŶƐĂĐƟŽŶƐ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ�ŵĂǇ�ŚĞůƉ�ĐƌĞĂƚĞ� ůŝŵŝŶĂů�ƐƉĂĐĞƐ� ŝŶ�
ǁŚŝĐŚ�ƚƌĂŶƐŐƌĞƐƐŝŽŶƐ�ĂƌĞ�ƉŽƐƐŝďůĞ�ĂŶĚ�ĂůƚĞƌŶĂƟǀĞ�ǀĂůƵĞƐ�ĂŶĚ�ŶŽƌŵƐ�ĐĂŶ�ďĞ�ĐƌĞĂƚĞĚ�;>ƵŐŽƐŝ͕�ϮϬϬϴ͕�ϮϬϬϵͿ͘�
>ŽĐĂƟŶŐ�ŚŽƐƉŝƚĂůŝƚǇ� ŝŶ�ƚŚŝƐ�ǁĂǇ�ŚŝŐŚůŝŐŚƚƐ�ŚŽǁ�ŚŽƐƉŝƚĂůŝƚǇ�ĂĐƚƐ�ĂƐ�Ă�ƉŽǁĞƌĨƵů�ŵĞĚŝĂƟŶŐ�ƐŽĐŝĂů�ĐŽŶƚƌŽů�
ŵĞĐŚĂŶŝƐŵ�;>ǇŶĐŚ�Ğƚ�Ăů͕͘�ϮϬϭϭͿ͘�dŚŝƐ�ƉĞƌƐƉĞĐƟǀĞ�ƐƵŝƚƐ�ŽƵƌ�ƐƚƵĚǇ�ĂƐ�ŝƚ�ŝŶĐůƵĚĞƐ�ƐĞĐƵƌŝƚǇ͘

^ĂĨĞƚǇ�ĂŶĚ�^ĞĐƵƌŝƚǇ
dŚĞ�ƵŶĚĞƌůǇŝŶŐ�ĐŽŶĐĞƉƚƐ�ŽĨ�ƐĂĨĞƚǇ�ĂŶĚ�ƐĞĐƵƌŝƚǇ�ĂƌĞ�ĐŽŵƉůĞŵĞŶƚĂƌǇ�;>ŝŶĞ�Ğƚ�Ăů͘�ϮϬϭϲͿ͖�ƐĂĨĞƚǇ�ĐĂŶŶŽƚ�ďĞ�
ĂĐŚŝĞǀĞĚ�ŝĨ�ƐĞĐƵƌŝƚǇ�ŝƐ�ŶŽƚ�ŐƵĂƌĂŶƚĞĞĚ͘�̂ ĞĐƵƌŝƚǇ�ŝƐ�ƚŚĞ�ĐŽŶĚŝƟŽŶ�ŽĨ�ďĞŝŶŐ�ƉƌŽƚĞĐƚĞĚ�ĂŐĂŝŶƐƚ�ĚĂŶŐĞƌ�Žƌ�ůŽƐƐ͕�
ǁŚŝĐŚ�ŝƐ�ĂĐŚŝĞǀĞĚ�ƚŚƌŽƵŐŚ�ƚŚĞ�ŵŝƟŐĂƟŽŶ�ŽĨ�ĂĚǀĞƌƐĞ�ĐŽŶƐĞƋƵĞŶĐĞƐ�ďǇ�ƚŚĞ�ŝŵƉůĞŵĞŶƚĂƟŽŶ�ŽĨ�Ă�ďƌŽĂĚ�
ƐƉĞĐƚƌƵŵ�ŽĨ�ĂĐĐĞƉƚĂďůĞ�ƉƌĂĐƟĐĞƐ͕�ƉƌŽĐĞĚƵƌĞƐ�ĂŶĚ�ƉƌŝŶĐŝƉůĞƐ�;�ƌŽĚĞƌ�Θ�dƵĐŬĞƌ͕ �ϮϬϭϮ͖�dĂůďŽƚ�Θ�:ĂŬĞŵĂŶ͕�
ϮϬϬϵͿ͕�ƚŽ�ĐƌĞĂƚĞ�Ă�ƐƚĂďůĞ͕�ƌĞůĂƟǀĞůǇ�ƉƌĞĚŝĐƚĂďůĞ�ĞŶǀŝƌŽŶŵĞŶƚ�ŝŶ�ǁŚŝĐŚ�ĂŶ�ŝŶĚŝǀŝĚƵĂů�Žƌ�ŐƌŽƵƉ�ŵĂǇ�ƉƵƌƐƵĞ�
ŝƚƐ�ĞŶĚƐ�ǁŝƚŚŽƵƚ�ĚŝƐƌƵƉƟŽŶ͕�ŚĂƌŵ�ĂŶĚ�ĨĞĂƌ�;&ŝƐĐŚĞƌ͕ �,ĂůŝďŽǌĞŬ�Θ�tĂůƚĞƌƐ͕�ϮϬϭϯͿ͘�^ĞĐƵƌŝƚǇ�ŵĞĂƐƵƌĞƐ�ĐĂŶ�
ďĞ�ĐůƵƐƚĞƌĞĚ�ĂĐĐŽƌĚŝŶŐ�ƚŽ�ŽƌŐĂŶŝǌĂƟŽŶĂů�ŵĞĂƐƵƌĞƐ�;ŝ͘Ğ͕͘�ƉŽůŝĐŝĞƐ͕�ƉƌŽĐĞĚƵƌĞƐ͕�ƐĞĐƵƌŝƚǇ�ƐƚĂīͿ͕�ďĞŚĂǀŝŽƵƌĂů�
ŵĞĂƐƵƌĞƐ�;ŝ͘Ğ͘�ĐƌĞĂƟŶŐ�ĂǁĂƌĞŶĞƐƐ͕�ƚƌĂŝŶŝŶŐͿ͕�ƚĞĐŚŶŝĐĂů�ŵĞĂƐƵƌĞƐ�;ŝ͘Ğ͘�ƐĞĐƵƌŝƚǇ�ĐĂŵĞƌĂ Ɛ͕͛�ŵĞƚĂů�ĚĞƚĞĐƟŽŶ�
ŐĂƚĞƐͿ͕�ĂŶĚ�ƉŚǇƐŝĐĂů�ŵĞĂƐƵƌĞƐ�;ŝ͘Ğ͘� ůŽĐŬĞĚ�ĚŽŽƌƐ͕�ĞŶƚƌĂŶĐĞ�ďĂƌƌŝĞƌƐͿ͘��ŶŽƚŚĞƌ�ĐůĂƐƐŝĮĐĂƟŽŶ�ĐŽŵŵŽŶůǇ�
used is visible versus non-visible; obtrusive versus non-obtrusive measures. 

KĐĐƵƉĂƟŽŶĂů�^ĂĨĞƚǇ�ĂŶĚ�,ĞĂůƚŚ�;K^,Ϳ�ƉƌĂĐƟĐĞƐ�ĂƌĞ�ŐĞŶĞƌĂůůǇ�ĚĞĮŶĞĚ�ĂƐ�ƚŚĞ�ƐĐŝĞŶĐĞ�ŽĨ�ƚŚĞ�ĂŶƟĐŝƉĂƟŽŶ͕�
ƌĞĐŽŐŶŝƟŽŶ͕�ĞǀĂůƵĂƟŽŶ�ĂŶĚ�ĐŽŶƚƌŽů�ŽĨ�ŚĂǌĂƌĚƐ�ĂƌŝƐŝŶŐ�ŝŶ�Žƌ�ĨƌŽŵ�ƚŚĞ�ǁŽƌŬƉůĂĐĞ�ƚŚĂƚ�ĐŽƵůĚ�ŝŵƉĂŝƌ�ƚŚĞ�
ŚĞĂůƚŚ�ĂŶĚ�ǁĞůůͲďĞŝŶŐ�ŽĨ�ǁŽƌŬĞƌƐ�Žƌ�ŚĂƌŵ�ƐƵƌƌŽƵŶĚŝŶŐ�ĐŽŵŵƵŶŝƟĞƐ�ĂŶĚ�ƚŚĞ�ĞŶǀŝƌŽŶŵĞŶƚ�;�ůůŝ͕�ϮϬϬϴͿ͘�
�ŝīĞƌĞŶĐĞƐ�ďĞƚǁĞĞŶ�ƐĞĐƵƌŝƚǇ�ĂŶĚ�ƐĂĨĞƚǇ�ůŝĞ�ŝŶ�ŶĂƚƵƌĞ�ŽĨ�ƚŚƌĞĂƚƐ�;ƐĞĐƵƌŝƚǇ͗�ĞǆƚĞƌŶĂů�ĚĞůŝďĞƌĂƚĞ�ƚŚƌĞĂĚƐ͖�
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ƐĂĨĞƚǇ͗�ƵŶŝŶƚĞŶƟŽŶĂů�ŽĐĐƵƉĂƟŽŶĂů�ŚĂǌĂƌĚƐͿ͖�ĞŵŽƟŽŶĂů�;ƐĂĨĞƚǇͿ�ǀĞƌƐƵƐ�ƉŚǇƐŝĐĂů�;ƐĞĐƵƌŝƚǇͿ�ĂƐƉĞĐƚƐ͖�ĂŶĚ�
ĐŽǀĞƌĂŐĞ�;ƐĞĐƵƌŝƚǇ͗�ŶĂƌƌŽǁ͕�ƐĂĨĞƚǇ͗�ďƌŽĂĚͿ͘�

OSH management systems help companies accept and administer the building and maintenance of a 
ĐƵůƚƵƌĞ�ŽĨ�ŚĞĂůƚŚ�ĂŶĚ�ƐĂĨĞƚǇ�ĂƐ�ƚŚĞŝƌ�ƉƌŝŵĞ�ƌĞƐƉŽŶƐŝďŝůŝƚǇ�;�ůůŝ͕�ϮϬϬϴͿ͘��ĂƐĞĚ�ŽŶ�ĂŶ�ĞǆƚĞŶƐŝǀĞ�ůŝƚĞƌĂƚƵƌĞ�
ƌĞǀŝĞǁ͕�'ƵůĚĞŶŵƵŶĚ�;ϮϬϬϬͿ�ĐŽŶĐůƵĚĞƐ�ƚŚĂƚ�ƐĂĨĞƚǇ�ĐůŝŵĂƚĞ�ĐĂŶ�ďĞ�ŝŶƚĞƌƉƌĞƚĞĚ�ĂƐ�ĚĞŶŽƟŶŐ�ĂƫƚƵĚĞƐ�ƚŽ�
ƐĂĨĞƚǇ�ǁŝƚŚŝŶ�ĂŶ�ŽƌŐĂŶŝƐĂƟŽŶ͕�ĂŶĚ�ƐĂĨĞƚǇ�ĐƵůƚƵƌĞ�ďĞŝŶŐ�ƚŚĞ�;ďƌŽĂĚĞƌͿ�ĐŽŶǀŝĐƟŽŶƐ�Žƌ�ĚŽŐŵĂ Ɛ͛�ƵŶĚĞƌůǇŝŶŐ�
ƐĂĨĞƚǇ�ĂƫƚƵĚĞƐ͘�dŚĞ�ƐĂĨĞƚǇ�ĐůŝŵĂƚĞ�ŵĂǇ�ďĞ�ŝŶĚƵĐĞĚ�ďǇ�ƉŽůŝĐŝĞƐ�ĂŶĚ�ƉƌĂĐƟĐĞƐ�ďƵƚ�ŝƐ�ĐŽŶƐŝĚĞƌĞĚ�ƚŽ�ŚĂǀĞ�
Ă�ƐƚƌŽŶŐĞƌ�ŝŵƉĂĐƚ�ŽŶ�ďĞŚĂǀŝŽƵƌ�ƚŚĂŶ�ƐĂĨĞƚǇ�ƉŽůŝĐŝĞƐ�;�ĂďƌĞƌĂ�Ğƚ�Ăů͕͘�ϭϵϵϳ͕�ĐŝƚĞĚ�ŝŶ�'ƵůĚĞŶŵƵŶĚ͕�ϮϬϬϬͿ͘�
^ĐŚĞŝŶ�Θ�^ĐŚĞŝŶ� ;ϮϬϭϲ͕�Ɖ͘ϮϭͿ�ĚĞĮŶĞ�ĐƵůƚƵƌĞ�ĂƐ� ͚ƚŚĞ�ĂĐĐƵŵƵůĂƚĞĚ�ƐŚĂƌĞĚ� ůĞĂƌŶŝŶŐ�ŽĨ� ƚŚĂƚ�ŐƌŽƵƉ�ĂƐ� ŝƚ�
ƐŽůǀĞƐ�ŝƚƐ�ƉƌŽďůĞŵƐ�ŽĨ�ĞǆƚĞƌŶĂů�ĂĚĂƉƚĂƟŽŶ�ĂŶĚ�ŝŶƚĞƌŶĂů�ŝŶƚĞŐƌĂƟŽŶ͘���ĐĐƵŵƵůĂƚĞĚ�ůĞĂƌŶŝŶŐ�ŝƐ�Ă�ƐǇƐƚĞŵ�
ŽĨ�ďĞůŝĞĨƐ͕�ǀĂůƵĞƐ͕�ĂŶĚ�ďĞŚĂǀŝŽƵƌĂů�ŶŽƌŵƐ�ƚŚĂƚ�ĐŽŵĞ�ƚŽ�ďĞ�ƚĂŬĞŶ�ĨŽƌ�ŐƌĂŶƚĞĚ�ĂƐ�ďĂƐŝĐ�ĂƐƐƵŵƉƟŽŶƐ�ĂŶĚ�
ĞǀĞŶƚƵĂůůǇ� ĚƌŽƉ� ŽƵƚ� ŽĨ� ĂǁĂƌĞŶĞƐƐ͛͘ � dŚĞǇ� ŝĚĞŶƟĨǇ� ϯ� ůĂǇĞƌƐ� ŽĨ� ĐƵůƚƵƌĞ͗� ďĂƐŝĐ� ƵŶĚĞƌůǇŝŶŐ� ĂƐƐƵŵƉƟŽŶƐ�
;ƐǇƐƚĞŵ�ŽĨ�ďĞůŝĞĨƐͿ͕�ĞƐƉŽƵƐĞĚ�ǀĂůƵĞƐ�ĂŶĚ�ďĞŚĂǀŝŽƵƌ� ;ŝĚĞĂůƐ͕�ŐŽĂůƐ͕�ǀĂůƵĞƐ͕�ĂƐƉŝƌĂƟŽŶƐ͕� ŝĚĞŽůŽŐŝĞƐ�ĂŶĚ�
ƌĂƟŽŶĂůŝǌĂƟŽŶƐͿ͕�ĂŶĚ�ĂƌƚĞĨĂĐƚƐ�;ǀŝƐŝďůĞ�ĂŶĚ�ƚĂŶŐŝďůĞ�ƐƚƌƵĐƚƵƌĞƐ�ĂŶĚ�ƉƌŽĐĞƐƐĞƐ�ĂŶĚ�ŽďƐĞƌǀĞĚ�ďĞŚĂǀŝŽƵƌͿ�
;^ĐŚĞŝŶ�Θ�^ĐŚĞŝŶ͕�ϮϬϭϲ͕�Ɖ͘ϮϴͲϮϵͿ͘�sŝĞƌĞŶĚĞĞůƐ�Ğƚ�Ăů͘� ;ϮϬϭϴͿ�ĂƉƉůǇ�^ĐŚĞŝŶ Ɛ͛� ůĂǇĞƌƐ�ŽĨ�ĐƵůƚƵƌĞ�ƚŽ�ĚĞĮŶĞ�
ƐĂĨĞƚǇ� ĐƵůƚƵƌĞ͘� dŚĞŝƌ� ͚�ŐŐ� �ŐŐƌĞŐĂƚĞĚ� DŽĚĞů� ŽĨ� ^ĂĨĞƚǇ� �ƵůƚƵƌĞ͛� ĞŶĐŽŵƉĂƐƐĞƐ� ϯ� ƌĞůĂƚĞĚ� ĚŽŵĂŝŶƐ͗�
ƚŚĞ� ŽƌŐĂŶŝƐĂƟŽŶĂů� ĚŽŵĂŝŶ� ;ůĞĂĚĞƌƐŚŝƉ͕� ƚƌƵƐƚ� ŝŶ� ƚŚĞ� ŽƌŐĂŶŝƐĂƟŽŶ͕� ŵĂŶĂŐĞŵĞŶƚ� ĐŽŵŵŝƚŵĞŶƚ͕� ĂŶĚ�
ĐŽŵŵƵŶŝĐĂƟŽŶ�Ͳ�ůĞĂĚŝŶŐ�ƚŽ�Ă�ƐĂĨĞƚǇ�ĐůŝŵĂƚĞͿ͖�ŝŶŇƵĞŶĐŝŶŐ�ƚŚĞ�ŚƵŵĂŶ�ĚŽŵĂŝŶ�;ŝŶĚŝǀŝĚƵĂů�ĂƫƚƵĚĞƐ͕�ƐŬŝůůƐ�
ĂŶĚ�ĂďŝůŝƚǇ͕ �ƉĞƌƐŽŶĂů�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ͕�ŬŶŽǁůĞĚŐĞ�ʹ�ůĞĂĚŝŶŐ�ƚŽ�ƚŚĞ�ŝŶƚĞŶƟŽŶ�ƚŽ�ďĞŚĂǀĞͿ͖�ŝŶŇƵĞŶĐŝŶŐ�ƚŚĞ�
ƚĞĐŚŶŝĐĂů�ĚŽŵĂŝŶ� ;ƚĞĐŚŶŽůŽŐǇ͕ �ƉƌŽĐĞĚƵƌĞƐ͕� ƚƌĂŝŶŝŶŐ͕�ĂŶĚ�ďĞŚĂǀŝŽƵƌ�ŽĨ�ƉĞŽƉůĞ�Ͳ� ůĞĂĚŝŶŐ� ƚŽ�ŽďƐĞƌǀĂďůĞ�
ƐĂĨĞƚǇ�ŽƵƚĐŽŵĞƐͿ͘��ůƚŚŽƵŐŚ�ƚŚŝƐ�ŵŽĚĞů�ƐƚĞŵƐ�ĨƌŽŵ�K^,͕�ŝƚ�ŝƐ�ĂƉƉůŝĐĂďůĞ�ŝŶ�ŽƵƌ�ƐƚƵĚǇ�ĂƐ�ƐĞĐƵƌŝƚǇ�ŶĞĞĚƐ�ƚŽ�
be more procedure-driven in a weak safety culture.

WĞƌĐĞƉƟŽŶ
�ŽŶƐĐŝŽƵƐůǇ� ĂŶĚ� ƐƵďĐŽŶƐĐŝŽƵƐůǇ� ŽƵƌ� ƐĞŶƐĞƐ� ƉƌŽǀŝĚĞ� ƵƐ� ǁŝƚŚ� ŝŶĨŽƌŵĂƟŽŶ� ĂďŽƵƚ� ƚŚĞ� ĞŶǀŝƌŽŶŵĞŶƚ͘�
dŚĞƐĞ�ƐĞŶƐŽƌǇ�ĐůƵĞƐ�ĂƌĞ�ĮůƚĞƌĞĚ�ĂŶĚ�ŝŶƚĞƌƉƌĞƚĞĚ�ďǇ�ŽƵƌ�ďƌĂŝŶƐ�ƵƐŝŶŐ�ƉƌŝŽƌ�ĞǆƉĞƌŝĞŶĐĞ͕�ŬŶŽǁůĞĚŐĞ�ĂŶĚ�
ĞǆƉĞĐƚĂƟŽŶƐ͘��WĞƌĐĞƉƟŽŶ�ŝƐ�ĐůŽƐĞůǇ�ƌĞůĂƚĞĚ�ƚŽ�ĞǆƉĞƌŝĞŶĐĞ�ĂŶĚ�ƐĂƟƐĨĂĐƟŽŶ͘��dŚĞ�ĞŶǀŝƌŽŶŵĞŶƚ�ŝŶ�ǁŚŝĐŚ�
ƐĞƌǀŝĐĞ�ĚĞůŝǀĞƌǇ�ƚĂŬĞƐ�ƉůĂĐĞ�ĐĂŶ�ďĞ�ĐŚĂƌĂĐƚĞƌŝƐĞĚ�ďǇ�ŝƚƐ�ƉŚǇƐŝĐĂů�ĂŶĚ�ƐŽĐŝĂů�ĚŝŵĞŶƐŝŽŶƐ�;�ƌƵŶŶĞƌͲ^ƉĞƌĚŝŶ�
Θ�WĞƚĞƌƐ͕�ϮϬϬϵ͖��ĞƌƌǇ͕ �tĂůů�Θ��ĂƌďŽŶĞ͕�ϮϬϬϲͿ͘�&ŽůůŽǁŝŶŐ��ĞƌƌǇ�Ğƚ�Ăů͘�;ϮϬϬϲͿ͕�ƚŚĞ�ĞǆƉĞƌŝĞŶĐĞ�ŽĨ�Ă�ƐĞƌǀŝĐĞ�
ŝƐ�ďĂƐĞĚ�ŽŶ�ƚŚƌĞĞ�ƚǇƉĞƐ�ŽĨ�ĐůƵĞƐ͗�ĨƵŶĐƟŽŶĂů�ĐůƵĞƐ�;ƉĞƌĨŽƌŵĂŶĐĞ�ŽĨ�ƚŚĞ�ƌĞĐĞƉƟŽŶ�ĂŶĚ�ƐĞĐƵƌŝƚǇ�ƐĞƌǀŝĐĞƐͿ͖�
ŵĞĐŚĂŶŝĐĂů�ĐůƵĞƐ�;ƐĞŶƐŽƌǇ�ƉĞƌĐĞƉƟŽŶ�ŽĨ�ƚŚĞ�ƉŚǇƐŝĐĂů�ĞŶǀŝƌŽŶŵĞŶƚ�ŽĨ�ƚŚĞ�ĞŶƚƌĂŶĐĞͿ͖�ĂŶĚ�ŚƵŵĂŶĞ�ĐůƵĞƐ�
;ďĞŚĂǀŝŽƵƌ�ĂŶĚ�ĂƉƉĞĂƌĂŶĐĞ�ŽĨ�ĞŵƉůŽǇĞĞƐ�ĂŶĚ�ŽƚŚĞƌ�ŐƵĞƐƚƐͿ͘��ǆƉĞƌŝĞŶĐĞƐ�ĂƌĞ�ŝŶƚĞƌŶĂů�ĂŶĚ�ŝŶĚŝǀŝĚƵĂůŝǌĞĚ�
ĂŶĚ�ƚŚĞƌĞĨŽƌĞ�ŶŽƚ�ĞĂƐǇ�ƚŽ�ŝŶǀĞƐƟŐĂƚĞ�;<ŶƵƚƐŽŶ͕��ĞĐŬ͕�<ŝŵ�Θ��ŚĂ͕�ϮϬϭϬͿ͘�tĞ�ĚŝƐƟŶŐƵŝƐŚ�ďĞƚǁĞĞŶ�ƚŚĞ�
ƉĞƌĐĞƉƟŽŶ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ�ĂŶĚ�ĨĞĞůŝŶŐ�ƐĂĨĞ͘

WĞƌĐĞƉƟŽŶ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ
�ŽƚŚ�ƚŚĞ�ĚĞƐŝŐŶ�ŽĨ�ƚŚĞ�ƉŚǇƐŝĐĂů�ĞŶǀŝƌŽŶŵĞŶƚ�ĂŶĚ�ƐƚĂī�ďĞŚĂǀŝŽƵƌ�ĚĞůŝǀĞƌ�͚ĐůƵĞƐ͛�ƚŚĂƚ�ƚŽŐĞƚŚĞƌ�ĐŽŶũƵƌĞ�ĂŶ�
ŝŵĂŐĞ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ��ǆƉĞƌŝĞŶĐĞ�ŝƐ�ƚŚĞ�ŝŶƚĞƌĂĐƟŽŶ�ďĞƚǁĞĞŶ�ƚŚĞ�ŝŶĚŝǀŝĚƵĂů�ĂŶĚ�ŝƚƐ�ĞŶǀŝƌŽŶŵĞŶƚ͕�ĐŽŶƚĂŝŶŝŶŐ�
ĨƵŶĐƟŽŶĂů͕�ŵĞĐŚĂŶŝĐĂů�ĂŶĚ�ŚƵŵĂŶĞ�ĐůƵĞƐ͕�ĂŶĚ�ƚŚĞ�ŝŶŶĞƌ�ƌĞƐƉŽŶƐĞƐ�ƚŽ�ƚŚŝƐ�ŝŶƚĞƌĂĐƟŽŶ�;WŝũůƐ�Ğƚ�Ăů͕͘�ϮϬϭϳͿ͘�

&ƌŽŵ�Ă�ŚŽƐƚ�ƉĞƌƐƉĞĐƟǀĞ͕�ĨƌĞƋƵĞŶƚůǇ�ŵĞŶƟŽŶĞĚ�ĂƐƐŽĐŝĂƟŽŶƐ�ǁŝƚŚ�ŚŽƐƉŝƚĂůŝƚǇͲĞǆƉĞƌŝĞŶĐĞ�ĂƌĞ�ĚĞƐŝƌĞ�ƚŽ�
ƉůĞĂƐĞ�;�ƌŝĸŶ�ĂŶĚ�DĂŐŚǌŝ͕�ϮϬϭϮ͖��ůĂŝŶ�Θ�>ĂƐŚůĞǇ͕ �ϮϬϭϰ͖�dĞŇĞƌ͕ �ϮϬϬϬͿ͖�ƵŶĚĞƌƐƚĂŶĚŝŶŐ�ŶĞĞĚƐ�;�ƌŝĸŶ�ĂŶĚ�
DĂŐŚǌŝ͕�ϮϬϭϮ͖�<ŝŶŐ͕�ϭϵϵϱ͖�^ŝŵ�Ğƚ�Ăů͕͘�ϮϬϬϲͿ͖�welcoming�;�ƌŝĸŶ�ĂŶĚ�DĂŐŚǌŝ͕�ϮϬϭϮ͖��ƌŽƚŚĞƌƚŽŶ�Θ�tŽŽĚ͕�
ϮϬϬϴ͖��ƵƌŐĞƐƐ͕�ϭϵϴϮͿ�ĨƌŝĞŶĚůǇ�;�ƌŽƚŚĞƌƚŽŶ�Θ�tŽŽĚ͕�ϮϬϬϴ͖��ƵƌŐĞƐƐ͕�ϭϵϴϮ͖�dĂƐĐŝ�Θ�̂ ĞŵƌĂĚ͕�ϮϬϭϲͿ͖�security 
;�ƵƌŐĞƐƐ͕�ϭϵϴϮ͖�,ĞŵŵŝŶŐƚŽŶ͕�ϮϬϬϳ͖�^ŝŵ�Ğƚ�Ăů͕͘�ϮϬϬϲͿ͘��ŵŽŶŐƐƚ�ŽƚŚĞƌƐ͕�ƚŚĞ�ŽīĞƌ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ�ůĞĂĚƐ�ƚŽ�
comfort�;�ƌŝĸŶ�ĂŶĚ�DĂŐŚǌŝ͕�ϮϬϭϮ͖��ůĂŝŶ�Θ�>ĂƐŚůĞǇ͕ �ϮϬϭϰ͖��ƌŽƚŚĞƌƚŽŶ�Θ�tŽŽĚ͕�ϮϬϬϴ͖��ƵƌŐĞƐƐ͕�ϭϵϴϮͿ͖�
ƉůĞĂƐƵƌĞͬďĞŝŶŐ�ŚĂƉƉǇ�;�ůĂŝŶ�Θ�>ĂƐŚůĞǇ͕ �ϮϬϭϰ͖��ƌŽƚŚĞƌƚŽŶ�Θ�tŽŽĚ͕�ϮϬϬϴ͖�<ŝŶŐ͕�ϭϵϵϱ͖�dĂƐĐŝ�Θ�^ĞŵƌĂĚ͕�
ϮϬϭϲͿ͘

ZĞƐĞĂƌĐŚ�ŝŶƚŽ�ƚŚĞ�ŐƵĞƐƚ�ƉĞƌƐƉĞĐƟǀĞ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ�ĞǆƉĞƌŝĞŶĐĞ�ŝƐ�ƐĐĂƌĐĞ�;�ƌŝĸŶ�ĂŶĚ�DĂŐŚǌŝ͕�ϮϬϭϮ͖��ůĂŝŶ�
Θ�>ĂƐŚůĞǇ͕ �ϮϬϭϰ͖�dĂƐĐŝ�Θ�^ĞŵƌĂĚ͕�ϮϬϭϲ͖�WŝũůƐ�Ğƚ�Ăů͘�ϮϬϭϳͿ͘�WŝũůƐ�Ğƚ�Ăů͘�;ϮϬϭϳͿ�ŚĂǀĞ�ĚĞǀĞůŽƉĞĚ�Ă�ŚŽůŝƐƟĐ�
ƐĐĂůĞ�ĨŽƌ�ŵĞĂƐƵƌŝŶŐ�ƚŚĞ�ŐƵĞƐƚ Ɛ͛�ĞǆƉĞƌŝĞŶĐĞ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ͘ �/ƚƐ�ƵŶĚĞƌůǇŝŶŐ�ĚŝŵĞŶƐŝŽŶƐ�ĂƌĞ�͚ŝŶǀŝƟŶŐ͛, ͚ĐĂƌĞ͛, 
and ͚ĐŽŵĨŽƌƚ͛͘�/ŶǀŝƟŶŐ�ƌĞůĂƚĞƐ�ƚŽ�ŽƉĞŶŶĞƐƐ�ĂŶĚ�ĞǆƉĞƌŝĞŶĐĞ�ŽĨ�ĨƌĞĞĚŽŵ�ĚƵƌŝŶŐ�Ă�ǀŝƐŝƚ͘��ĂƌĞ�ŝƐ�ĂƐƐŽĐŝĂƚĞĚ�
ǁŝƚŚ�ĂŵŽŶŐƐƚ�ŽƚŚĞƌƐ�ƉƌŽǀŝĚŝŶŐ�ƐƵƉƉŽƌƚ͕�ƚĂŬŝŶŐ�ĐĂƌĞ�ŽĨ�Ă�ƉĞƌƐŽŶ͕�ƌĞůŝĞǀŝŶŐ�ŚŝŵͬŚĞƌ�ŽĨ�ƚĂƐŬƐ�Žƌ�ǁŽƌƌŝĞƐ͕�
and taking an interest.  Comfort is associated with feeling at ease, relaxed and comfortable. In two 
ƉƌĞǀŝŽƵƐ�ƋƵĂůŝƚĂƟǀĞ�ƐƚƵĚŝĞƐ�ĞǆƉůŽƌŝŶŐ�ƚŚĞ�ŵĞĂŶŝŶŐ�ŽĨ�ƚŚĞ�ĞǆƉĞƌŝĞŶĐĞ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ�ĨƌŽŵ�ƚŚĞ�ǀŝĞǁƉŽŝŶƚ�ŽĨ�
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ƉƌŽĨĞƐƐŝŽŶĂůƐ�ŽīĞƌŝŶŐ�ŚŽƐƉŝƚĂůŝƚǇ�ĂŶĚ�ĨƌŽŵ�Ă�ĐƵƐƚŽŵĞƌ Ɛ͛�ƉĞƌƐƉĞĐƟǀĞ͕�ƐĂĨĞƚǇ�ĂŶĚ�ƐĞĐƵƌŝƚǇ�ǁĞƌĞ�ďŽƚŚ�ĨŽƵŶĚ�
ƚŽ�ďĞ�ĂƩƌŝďƵƚĞƐ�ŽĨ�ƚŚĞ�ĞǆƉĞƌŝĞŶƟĂů�ĚŝŵĞŶƐŝŽŶ�͚ĨĞĞůŝŶŐ�Ăƚ�ĞĂƐĞ͛͘ �>ŝŬĞǁŝƐĞ͕�'ƌŽĞŶ�;ϮϬϭϰͿ�ĐŽŶĐůƵĚĞĚ�ƚŚĂƚ�
ƚŚĞ�ǀĂůƵĞ�ŽĨ�&D�ŝŶ�ŚŽƐƉŝƚĂůƐ�ŵĂǇ�ĐŽŶĐĞƌŶ�ƌĞĂůŝǌŝŶŐ�Ă�ĨƵŶĐƟŽŶĂů͕�ƉůĞĂƐĂŶƚ͕�ĂŶĚ�ĐŽŵĨŽƌƚĂďůĞ�ĞŶǀŝƌŽŶŵĞŶƚ͕�
ĂŶĚ�ďĞŚĂǀŝŽƵƌ�ƚŚĂƚ�ŵĂŬĞƐ�ƉĂƟĞŶƚƐ�ĨĞĞů�Ăƚ�ĞĂƐĞ�ĂŶĚ�ǀĂůƵĞĚ�ĂƐ�ĂŶ�ŝŶĚŝǀŝĚƵĂů͘�dŚŝƐ�ǁŝůů�ƌĞŝŶĨŽƌĐĞ�ƚŚĞ�ĨĞĞůŝŶŐ�
of safety, an important aspect of hospitality in a hospital.

WĞƌĐĞƉƟŽŶ�ŽĨ�ƐĂĨĞƚǇ͕�ĨĞĞůŝŶŐ�ƐĂĨĞ
�ŽŵĨŽƌƚ͕�ĐŽŶŶĞĐƟŽŶ͕�ŬŶŽǁůĞĚŐĞ�ĂŶĚ�ĐŽŶƚƌŽů͕� ŝŶƚĞƌĂĐƟŽŶ͕� ĨĞĞůŝŶŐ�Ăƚ�ŚŽŵĞ�ĂŶĚ�ƚƌƵƐƚ͕�ĐŽŶƚƌŝďƵƚĞ� ƚŽ�Ă�
ƉŽƐŝƟǀĞ� ĨĞĞůŝŶŐ� ŽĨ� ƐĂĨĞƚǇ� ;^ĐŚƵŝůĞŶďƵƌŐ�Θ�sĂŶ� ^ƚĞĚĞŶ͕� ϮϬϭϰ͖� �ŝŐŽ͕� ϮϬϬϴ͖� �ŬĂůŝŶ� Ğƚ� Ăů͕͘� ϮϬϭϵͿ͘� �ĂƐĞĚ�
ŽŶ� ƉĂƌƟĐŝƉĂŶƚͲůĞĚ� ƉŚŽƚŽŐƌĂƉŚǇ͕ � WŝũůƐ� Ğƚ� Ăů͘� ;ϮϬϭϲͿ� ŝĚĞŶƟĮĞĚ�ϴ� ĞǆƉĞƌŝĞŶƟĂů� ĚŝŵĞŶƐŝŽŶƐ� ŽĨ� ŚŽƐƉŝƚĂůŝƚǇ�
ŽƵƚ�ŽĨ�ϰϯϴ�ŝŵĂŐĞƐ͕�ĂŵŽŶŐ�ǁŚŝĐŚ�͚ƐĂĨĞƚǇ͛͘ � /ŵĂŐĞƐ�ŽĨ�ƐĂĨĞƚǇ�ŝŶĐůƵĚĞ�ĂĐĐĞƐƐ�ŐĂƚĞƐ͕�ƉƌĞƐĞŶĐĞ�ŽĨ�ƐĞĐƵƌŝƚǇ�
ƉĞƌƐŽŶŶĞůͬĞƋƵŝƉŵĞŶƚ͕�ƌĞŵĂŝŶŝŶŐ�ǁĂŝƟŶŐ�ƟŵĞ͕�ǁĞůůͲŽƌŐĂŶŝƐĞĚ�ĞŶƚƌĂŶĐĞ͕�ŽƉĞŶ�ĂƌĐŚŝƚĞĐƚƵƌĞ͘�

�Ƶƚ�ǁŚĂƚ�ĂƌĞ�ƚŚĞ�ĞīĞĐƚƐ�ŽĨ�ƐƵĐŚ�ǀŝƐŝďůĞ�ƐĞĐƵƌŝƚǇ�ŵĞĂƐƵƌĞƐ�ŽŶ�ĨĞĞůŝŶŐ�ƐĂĨĞ͍��ŽƵůĚ�ŝƚ�ďĞ�ƚŚĂƚ�ƚŚĞƐĞ�ĞǀŽŬĞ�
ĨĞĂƌ�ďǇ�ŵĂŬŝŶŐ�ƉĞŽƉůĞ�ĂǁĂƌĞ�ŽĨ�ƐĞĐƵƌŝƚǇ�ƌŝƐŬƐ͍�ZĞƐĞĂƌĐŚ�ŽŶ�ĨĞĂƌ�ŽĨ�ĐƌŝŵĞ�ŝŶ�ƚŚĞ�ƐĐŚŽŽů�ƐĞƫŶŐ�ƌĞůĂƚĞĚ�
ƚŽ�ĞŶǀŝƌŽŶŵĞŶƚĂů�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ�ŚĞůƉƐ�ƚŽ�ĂĐŚŝĞǀĞ�Ă�ďĞƩĞƌ�ƵŶĚĞƌƐƚĂŶĚŝŶŐ�ŽĨ�ƚŚĞ�ŵĞĐŚĂŶŝƐŵƐ�ƚŚƌŽƵŐŚ�
ǁŚŝĐŚ�ĨĞĂƌ� ŝƐ�ĐƌĞĂƚĞĚ�ĂŶĚ�ŵĂŝŶƚĂŝŶĞĚ͘�DƵůƟƉůĞ�ƐƚƵĚŝĞƐ� ŝŶƚŽ�ƐĂĨĞƚǇ� ŝŶ�ƐĐŚŽŽůƐ� ŝŶ�ƚŚĞ�h͘^͘�͘�ƐŚŽǁ�ƚŚĂƚ�
ǀŝƐŝďůĞ� ƐĞĐƵƌŝƚǇ� ŵĞĂƐƵƌĞƐ� ŚĂǀĞ� ĂŶ� ĂĚǀĞƌƐĞ� ĞīĞĐƚ� ŽŶ� ĨĞĞůŝŶŐ� ƐĂĨĞ� ŝŶ� ƐƚƵĚĞŶƚƐ͕� ĂůƚŚŽƵŐŚ� ƚŚĞ� ƚǇƉĞ� ŽĨ�
ƐĞĐƵƌŝƚǇ�ŵĞĂƐƵƌĞ�ŵĂƩĞƌƐ͘� &Žƌ�ĞǆĂŵƉůĞ͕� ^ĐŚƌĞĐŬ�Θ�DŝůůĞƌ� ;ϮϬϬϯͿ� ĨŽƵŶĚ� ƚŚĂƚ�ŵĞƚĂů�ĚĞƚĞĐƚŽƌƐ͕� ůŽĐŬĞĚ�
ĚŽŽƌƐ͕� ƐƵƉĞƌǀŝƐĞĚ� ŚĂůůǁĂǇƐ� ĂŶĚ� ĚƌƵŐ� ĞĚƵĐĂƟŽŶ� ǁĞƌĞ� ƉƌĞĚŝĐƟǀĞ� ŽĨ� ŝŶĐƌĞĂƐĞĚ� ǁŽƌƌǇ� ĂďŽƵƚ� ďĞŝŶŐ� Ă�
ǀŝĐƟŵ�ŽĨ�ƐĐŚŽŽů�ĐƌŝŵĞ͕�ďƵƚ�ŶŽ�ƐŝŐŶŝĮĐĂŶƚ�ĞīĞĐƚ�ĨŽƌ�ƐĞĐƵƌŝƚǇ�ŐƵĂƌĚƐ͕�ǀŝƐŝƚŽƌ�ƐŝŐŶͲŝŶ͕� ůŽĐŬĞƌ�ĐŚĞĐŬƐ�ĂŶĚ�
ƉĂƐƐĞƐ͘� WĞƌƵŵĞĂŶͲ�ŚĂŶĞǇ�Θ� ^ƵƩŽŶ� ;ϮϬϭϯͿ� ƉĞƌĨŽƌŵĞĚ� Ă� ƐĞĐŽŶĚĂƌǇ� ĚĂƚĂͲĂŶĂůǇƐŝƐ� ƵƐŝŶŐ� ƚŚĞ�EĂƟŽŶĂů�
>ŽŶŐŝƚƵĚŝŶĂů�̂ ƚƵĚǇ�ŽĨ��ĚŽůĞƐĐĞŶƚ�,ĞĂůƚŚ�;E>^�,͖�ϱϳϴϱ�ƐƚƵĚĞŶƚƐ͕�ϭϭϮ�ƐĐŚŽŽůƐͿ͘�dŚĞŝƌ�ƐƚƵĚǇ�ƐƵŐŐĞƐƚƐ�ƚŚĂƚ�
ŵĞƚĂů�ĚĞƚĞĐƚŽƌƐ�ĂŶĚ�ƚŚĞ�ƵƐĞ�ŽĨ�Ăƚ�ůĞĂƐƚ�ƚǁŽ�ƉŚǇƐŝĐĂů�ƐĞĐƵƌŝƚǇ�ŵĞĂƐƵƌĞƐ�ŵĂǇ�ŚĂƌŵ�ƐƚƵĚĞŶƚ�ƉĞƌĐĞƉƟŽŶ�
ŽĨ�ƐĂĨĞƚǇ͘ �,ŽǁĞǀĞƌ͕ �ĞŶǀŝƌŽŶŵĞŶƚĂů� ĨĂĐƚŽƌƐ�ĂŶĚ�ƉƌĞǀŝŽƵƐ�ĞǆƉĞƌŝĞŶĐĞƐ�ŵĞĚŝĂƚĞ� ƚŚĞ�ĞīĞĐƚ͘�DĂůĞ͕�ǁŚŝƚĞ�
ƐƚƵĚĞŶƚƐ�ǁŝƚŚ�ŚŝŐŚĞƌ�'ƌĂĚĞ�WŽŝŶƚ��ǀĞƌĂŐĞƐ�ƚŚĂƚ�ĨĞĞů�ƐĂĨĞ�ŝŶ�ƚŚĞŝƌ�ŶĞŝŐŚďŽƵƌŚŽŽĚ͕�ǁĞƌĞ�ŵŽƌĞ�ůŝŬĞůǇ�ƚŽ�
ƌĞƉŽƌƚ�ĨĞĞůŝŶŐ�ƐĂĨĞ�Ăƚ�ƐĐŚŽŽů͕�ǁŚŝůĞ�ƚŚŽƐĞ�ǁŚŽ�ĞǆƉĞƌŝĞŶĐĞĚ�ƉƌŝŽƌ�ǀŝĐƟŵŝǌĂƟŽŶƐ͕�ŚĂĚ�ůĂƌŐĞƌ�ĐůĂƐƐ�ƐŝǌĞƐ͕�ĂŶĚ�
ǁŚŽ�ĂƩĞŶĚĞĚ�ƐĐŚŽŽůƐ�ƚŚĂƚ�ŚĂĚ�ĚŝƐŽƌĚĞƌ�ƉƌŽďůĞŵƐ�ǁĞƌĞ�ŵŽƌĞ�ůŝŬĞůǇ�ƚŽ�ƌĞƉŽƌƚ�ŶŽƚ�ƚŽ�ĨĞĞů�ƐĂĨĞ�Ăƚ�ƐĐŚŽŽů͘�
dŚŝƐ�ĮŶĚŝŶŐ�ĂůŝŐŶƐ�ǁŝƚŚ�ƚŚĞ�ƐŽĐŝĂů�ĐŽŶƐƟƚƵƟŽŶ�ŽĨ�ĨĞĂƌ�ĂƉƉƌŽĂĐŚ͕�ǁŚŝĐŚ�ƐƵŐŐĞƐƚƐ�ƚŚĂƚ�ƚŚĞ�ĞǆƉĞƌŝĞŶĐĞƐ�
ŽĨ�ĨĞĂƌ�ƐŚŽƵůĚ�ďĞ�ƐĞĞŶ�ŝŶ�ƌĞůĂƟŽŶ�ƚŽ�ǁŝĚĞƌ�ƐŽĐŝĂů�ĂŶĚ�ŐĞŽŐƌĂƉŚŝĐĂů�ĐŽŶƚĞǆƚ͕�ƐŽĐŝĂů�ƌĞůĂƟŽŶƐ�ĂŶĚ�ƉŽǁĞƌ�
ƐƚƌƵĐƚƵƌĞƐ�;<ǇƩĂ�Ğƚ�Ăů͕͘�ϮϬϭϰ͕�Ɖ͘ϯϭϮͿ͘

WĞƌĐĞƉƟŽŶ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ�ĂŶĚ�ĨĞĞůŝŶŐ�ƐĂĨĞ�ĐŽŵďŝŶĞĚ
dŚĞ� ĞŶƚƌĂŶĐĞ� ŽĨ� Ă� ďƵŝůĚŝŶŐ͕� ďĞŝŶŐ� ƚŚĞ� ĮƌƐƚ� ƉŽŝŶƚ� ŽĨ� ĐŽŶƚĂĐƚ͕� ŝƐ� ĐŽŶƐŝĚĞƌĞĚ� ŝŵƉŽƌƚĂŶƚ� ŝŶ� ƉƌŽǀŝĚŝŶŐ�
ŚŽƐƉŝƚĂůŝƚǇ͘ � /ƚ� ŝƐ� ĂůƐŽ� Ă� ĐƌƵĐŝĂů� ĞůĞŵĞŶƚ� ŝŶ� ŬĞĞƉŝŶŐ� Ă� ďƵŝůĚŝŶŐ� ƐĂĨĞ� ĂŶĚ� ƐĞĐƵƌĞ͘� &ƵŶĐƟŽŶĂů� ĐůƵĞƐ� ĨƌŽŵ�
Ă� ƉƌŽǀŝĚĞƌͲƉĞƌƐƉĞĐƟǀĞ� ĂƌĞ� ƌĞůĂƚĞĚ� ƚŽ� ƐĞƌǀŝĐĞƐ� ŽīĞƌĞĚ͕� ƉƌŽĐĞĚƵƌĞƐ͕� ƐĐƌŝƉƚĞĚ� ďĞŚĂǀŝŽƵƌ͕ � ĂŶĚ� ƉŚǇƐŝĐĂů�
ŵĞĂƐƵƌĞƐ͘� dŚĞ� ŚŽƐƚ� ;ƌĞĐĞƉƟŽŶŝƐƚͿ� ƉƌŽǀŝĚĞƐ� ĨŽƌ� ƚŚĞ� ŐƵĞƐƚ Ɛ͛� ƐĞĐƵƌŝƚǇ͕ � ƉƐǇĐŚŽůŽŐŝĐĂů� ĂŶĚ� ƉŚǇƐŝŽůŽŐŝĐĂů�
ĐŽŵĨŽƌƚ�;,ĞƉƉůĞ͕�<ŝƉƉƐ�Θ�dŚŽŵƐŽŶ͕�ϭϵϵϬ͕�Ɖ͘ϯϬϴͿ�ĂŶĚ�ŝƐ�ƉĂƌƚ�ŽĨ�ƚŚĞ�ƐĞĐƵƌŝƚǇ�ŵĂŶĂŐĞŵĞŶƚ�ƐǇƐƚĞŵ�ƚŚĂƚ�
ƉƌŽƚĞĐƚƐ�ĂŶ�ŽƌŐĂŶŝƐĂƟŽŶ�ĂŶĚ�ŝƚƐ�ĂƐƐĞƚƐ�ĂŐĂŝŶƐƚ�ĞǆƚĞƌŶĂů�ƚŚƌĞĂƚƐ͘��ĐĐŽƌĚŝŶŐ�ƚŽ�^ĐŚƵŝůĞŶďƵƌŐ�Θ�sĂŶ�̂ ƚĞĚĞŶ�
;ϮϬϭϰͿ͕��ŝŐŽ�;ϮϬϬϴͿ͕��ŬĂůŝŶ�Ğƚ�Ăů͘�;ϮϬϭϵͿ͕�ĐŽŵĨŽƌƚ͕�ŝŶƚĞƌĂĐƟŽŶ͕�ĂŶĚ�ĨĞĞůŝŶŐ�Ăƚ�ŚŽŵĞ�ĐŽŶƚƌŝďƵƚĞ�ƚŽ�Ă�ƉŽƐŝƟǀĞ�
ĨĞĞůŝŶŐ�ŽĨ�ƐĂĨĞƚǇ͘ �dŚĞƐĞ�ĂƩƌŝďƵƚĞƐ�ƌĞůĂƚĞ�ƚŽ�ƚŚĞ�ĞǆƉĞƌŝĞŶƟĂů�ĚŝŵĞŶƐŝŽŶ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ�͚ĐŽŵĨŽƌƚ͛�;WŝũůƐ�Ğƚ�
Ăů͕͘� ϮϬϭϳͿ͘� dŚĞ� ĐŽŵŵŽŶ�ĚĞŶŽŵŝŶĂƚŽƌ� ŝƐ� ƚŚĞ�ĂďƐĞŶĐĞ�ŽĨ� ƐƚƌĞƐƐ͘�KŶ� ƚŚĞ�ŽƚŚĞƌ�ŚĂŶĚ͕� ƚŚĞ�ƉƌĞƐĞŶĐĞ�ŽĨ�
ǀŝƐŝďůĞ�ĂŶĚ�ŝŶƚƌƵƐŝǀĞ�ƐĞĐƵƌŝƚǇ�ŵĞĂƐƵƌĞƐ�ŵĂǇ�ĐĂƵƐĞ�ƐƚƌĞƐƐ�ŝŶ�Ă�ƉĞƌƐŽŶ͕�ƚƌŝŐŐĞƌĞĚ�ďǇ�ŚŝƐͬŚĞƌ�ĞǆƉĞĐƚĂƟŽŶƐ�
ĂŶĚ�ƉƌĞǀŝŽƵƐ�ĞǆƉĞƌŝĞŶĐĞƐ͕�ǁŚŝĐŚ�ŚĂƌŵƐ�ĨĞĞůŝŶŐ�ƐĂĨĞ�ĂŶĚ�Ăƚ�ĞĂƐĞ͕�ƚŚĂƚ�ĂƌĞ�ĂůƐŽ�ƉĂƌƚ�ŽĨ�ƚŚĞ�ƉĞƌĐĞƉƟŽŶ�ŽĨ�
ŚŽƐƉŝƚĂůŝƚǇ�;^ĐŚƌĞĐŬ�Θ�DŝůůĞƌ͕ �ϮϬϬϯ͖�WĞƌƵŵĞĂŶͲ�ŚĂŶĞǇ�Θ�^ƵƩŽŶ͕�ϮϬϭϯͿ͘�

Because in literature security is not considered to be part of hospitality, it is worthwhile to explore 
ƚŽ�ǁŚĂƚ�ĞǆƚĞŶƚ�ďŽƚŚ�ĐŽŶƐƚƌƵĐƚƐ� ;͚ƐĂĨĞ͛�ĂŶĚ� ͚ŚŽƐƉŝƚĂůŝƚǇ͛Ϳ� ĐĂŶ�ďĞ� ƌĞĐŽŐŶŝǌĞĚ� ŝŶ�ƉĞŽƉůĞ Ɛ͛�ƉĞƌĐĞƉƟŽŶ�ŽĨ�
;ĞŶƚƌĂŶĐĞͿ�ĂƌĞĂƐ�ŝŶ�ƵƟůŝƚǇ�ďƵŝůĚŝŶŐƐ͘��

D�d,K�^
dŚŝƐ�ĞǆƉůŽƌĂƚŽƌǇ�ƋƵĂůŝƚĂƟǀĞ�ƐƚƵĚǇ�ĐŽŵďŝŶĞƐ�Ă�ϮͲŚŽƵƌ�ƵŶƐƚƌƵĐƚƵƌĞĚ�ŐƌŽƵƉ� ŝŶƚĞƌǀŝĞǁ�ǁŝƚŚ�ϯ�ŵĂŶĂŐĞƌƐ�
ŽĨ� ŚŽƐƉŝƚĂůŝƚǇ� ĂŶĚ� ƐĞĐƵƌŝƚǇ� ŝŶ� ƌĞĐĞƉƟŽŶ� ĂƌĞĂƐ� ǁŽƌŬŝŶŐ� ĨŽƌ� ŽŶĞ� ŽĨ� ƚŚĞ� ŵĂũŽƌ� &DͲƐƵƉƉůŝĞƌƐ� ŝŶ� ƚŚĞ�
EĞƚŚĞƌůĂŶĚƐ� ;�ĞĐĞŵďĞƌ� ϮϬϭϵͿ� ĂŶĚ� �ƌŝƟĐĂů� /ŶĐŝĚĞŶƚ� dĞĐŚŶŝƋƵĞ� ;:ĂŶƵĂƌǇͲ&ĞďƌƵĂƌǇ� ϮϬϮϬͿ͘� dŚĞ� Ăŝŵ� ŽĨ�
ƚŚĞ�ŐƌŽƵƉ�ŝŶƚĞƌǀŝĞǁ�ǁĂƐ�ƚŽ�ĞǆƉůŽƌĞ�ŚŽǁ�ƚŚĞ�ƉĞƌĐĞƉƟŽŶƐ�ŽĨ�ƐĂĨĞƚǇ�ĂŶĚ�ŚŽƐƉŝƚĂůŝƚǇ�ŵƵƚƵĂůůǇ� ŝŶŇƵĞŶĐĞ�
each other. The group interview was transcribed and coded using open and axial coding. To further 
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ĞǆƉůŽƌĞ�ƵŶĚĞƌůǇŝŶŐ�ĞǆƉĞƌŝĞŶƟĂů�ĨĂĐƚŽƌƐ͕�ŶĂƌƌĂƟǀĞƐ�ǁĞƌĞ�ĐŽůůĞĐƚĞĚ͕�ƵƐŝŶŐ�ƚŚĞ��ƌŝƟĐĂů�/ŶĐŝĚĞŶƚ�dĞĐŚŶŝƋƵĞ�
;�/dͿ͖�ϱϭ�ĚĞƐĐƌŝƉƟŽŶƐ�ŽĨ�ƐŝƚƵĂƟŽŶƐ�ǁĞƌĞ�ĐŽůůĞĐƚĞĚ�ĨƌŽŵ�ŚŽƐƚƐ�;ƚĞĂŵ�ŵĂŶĂŐĞƌƐ͕�ƌĞĐĞƉƟŽŶŝƐƚƐͿ�ĂŶĚ�ŐƵĞƐƚƐ�
;ǀŝƐŝƚŽƌƐ͕�ǁŽƌŬĞƌƐͿ͕�ƵƐŝŶŐ�ƚŚĞ�ĨŽůůŽǁŝŶŐ�ĐůĂƐƐŝĮĐĂƟŽŶƐ�ĨŽƌ�ƚŚĞ�ƐŝƚƵĂƟŽŶƐ�ĚĞƐĐƌŝďĞĚ͗�ďŽƚŚ�ŚŽƐƉŝƚĂďůĞ�ĂŶĚ�
ƐĂĨĞ�;EсϭϱͿ͖�ŚŽƐƉŝƚĂďůĞ�ďƵƚ�ŶŽƚ�ƐĂĨĞ�;EсϵͿ͖�ƐĂĨĞ�ďƵƚ�ŶŽƚ�ŚŽƐƉŝƚĂďůĞ�;EсϭϰͿ͖�ŶĞŝƚŚĞƌ�ŚŽƐƉŝƚĂďůĞ�ŶŽƌ�ƐĂĨĞ�
;EсϭϯͿ͘�ϰϲ�ƐŝƚƵĂƟŽŶƐ�ĐŽƵůĚ�ďĞ�ůĂďĞůůĞĚ�ĂƐ��ƌŝƟĐĂů�/ŶĐŝĚĞŶƚƐ͕�ϱ�ǁĞƌĞ�ŶĂƌƌĂƟǀĞƐ͘��ŽĚŝŶŐ�ǁĂƐ�ďĂƐĞĚ�ŽŶ�ƚŚĞ�
�ŐŐ��ŐŐƌĞŐĂƚĞĚ�DŽĚĞů� ;sŝĞƌĞŶĚĞĞůƐ�Ğƚ�Ăů͕͘�ϮϬϭϴ͖�ŽƌŐĂŶŝƐĂƟŽŶĂů͕�ŚƵŵĂŶ͕� ƚĞĐŚŶŝĐĂů�ĚŽŵĂŝŶƐͿ�ĂŶĚ� ƚŚĞ�
�ǆƉĞƌŝĞŶƟĂů�,ŽƐƉŝƚĂůŝƚǇͲƐĐĂůĞ�ŽĨ�WŝũůƐ�Ğƚ�Ăů͘�;ϮϬϭϳ͖�ŝŶǀŝƟŶŐ͕�ĐŽŵĨŽƌƚ͕�ĐĂƌĞͿ͘�

Z�^h>d^
/Ŷ� ŝŶƚĞƌǀŝĞǁƐ�ǁŝƚŚ� ĨƌŽŶƚůŝŶĞ�ƐƚĂī͕�ŵĂŶĂŐĞƌƐ�ŽĨ� ĨƌŽŶƚůŝŶĞ�ƐƚĂī͕�ǀŝƐŝƚŽƌƐ�ĂŶĚ�ǁŽƌŬĞƌƐ�ϲϭ�ƐŝƚƵĂƟŽŶƐ�ǁĞƌĞ�
ĐŽůůĞĐƚĞĚ͘���ŶƵŵďĞƌ�ŽĨ�ƐŝƚƵĂƟŽŶƐ�ĚĞƐĐƌŝďĞĚ�ĚŝĚ�ŶŽƚ�ĨƵůĮů�ƚŚĞ�ĐƌŝƚĞƌŝĂ�ĨŽƌ�͚ĐƌŝƟĐĂů�ŝŶĐŝĚĞŶƚ͕͛ �ƚŚĞƐĞ�ǁĞƌĞ�
Ăůů� ŽďƐĞƌǀĂƟŽŶƐ�ďǇ�ŵĂŶĂŐĞƌƐ�ŽĨ� ĨƌŽŶƚͲůŝŶĞ� ƐƚĂī͘��Ɛ� ƚŚĞ�ŽďƐĞƌǀĂƟŽŶƐ�ƉƌŽǀŝĚĞĚ�ƵƐĞĨƵů� ŝŶĨŽƌŵĂƟŽŶ�ŽŶ�
ƉĞƌĐĞƉƟŽŶ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ�ĂŶĚ�ƐĂĨĞƚǇ͕ �ƚŚĞƐĞ�ǁĞƌĞ�ŝŶĐůƵĚĞĚ�ŝŶ�ƚŚĞ�ĂŶĂůǇƐŝƐ�ĂƐ�ŶĂƌƌĂƟǀĞƐ͘�dĂďůĞ�ϭ�ƐŚŽǁƐ�ĂŶ�
ŽǀĞƌǀŝĞǁ�ŽĨ�ƚŚĞ�ĐƌŝƟĐĂů�ŝŶĐŝĚĞŶƚƐ�ĂŶĚ�ŶĂƌƌĂƟǀĞƐ͘

dĂďůĞ�ϭ��ŚĂƌĂĐƚĞƌŝƐĂƟŽŶ�ŽĨ�ƚŚĞ�ĐƌŝƟĐĂů�ŝŶĐŝĚĞŶƚƐ�ĂŶĚ�ŶĂƌƌĂƟǀĞƐ͘
�ŚĂƌĂĐƚĞƌŝƐƟĐƐ ,ŽƐƉŝƚĂďůĞ�

and safe
,ŽƐƉŝƚĂďůĞ Safe EŽƚ�ŚŽƐƉŝƚĂďůĞ͕��

not safe
�ƌŝƟĐĂů�ŝŶĐŝĚĞŶƚ͕�ŚŽƐƚ�ƉĞƌƐƉĞĐƟǀĞ 8  6  9  9  

EĂƌƌĂƟǀĞ͕�ŚŽƐƚ�ƉĞƌƐƉĞĐƟǀĞ ϰ�� 1  0  0  

�ƌŝƟĐĂů�ŝŶĐŝĚĞŶƚ͕�ŐƵĞƐƚ�ƉĞƌƐƉĞĐƟǀĞ 3 2  5  ϰ��

Total 15 9 ϭϰ 13

A quote from one of the interviewees nicely describes what prompted this research, namely the 
ƐŝƚƵĂƟŽŶ�ǁĞƌĞ�ŽƌŐĂŶŝƐĂƟŽŶƐ�ĞŵƉůŽǇ�ďŽƚŚ�ƐĞĐƵƌŝƚǇ�ƐƚĂī�ĂŶĚ�ŚŽƐƉŝƚĂůŝƚǇ�ƐƚĂī͕�ĂŶĚ�ĐŽŶƐŝĚĞƌ�ƚŚĞŵ�ƚŽ�ďĞ�
ƐĞƉĂƌĂƚĞ�ĨƵŶĐƟŽŶƐ͕�ŝŶƐƚĞĂĚ�ŽĨ�ƚǁŽ�ƐŝĚĞƐ�ŽĨ�Ă�ĐŽŝŶ͗

͚/͛ǀĞ�ďĞĞŶ�ƚŽ�Ă�ŶƵŵďĞƌ�ŽĨ�ĐůŝĞŶƚƐ�ĂŶĚ�ǁŚĂƚ�/͛ŵ�ƌĞĂůůǇ�ǁŽŶĚĞƌŝŶŐ�ŝƐ�ǁŚǇ�ƚŚĞƌĞ�ƐŚŽƵůĚ�ďĞ�Ă�ĐĞƌƚĂŝŶ�ůĞǀĞů�
ŽĨ�ƐĞĐƵƌŝƚǇ�ǁŚĞŶ�ŝŶ�ŵǇ�ĞǆƉĞƌŝĞŶĐĞ�ŝƚ�ƐŚŽƵůĚ�ŚĂǀĞ�ďĞĞŶ�ŚŽƐƉŝƚĂůŝƚǇ�ŵƵĐŚ�ŵŽƌĞ�ŽŌĞŶ͘�&ŝƌƐƚ�ǇŽƵ�ŵĞĞƚ�
ϲ�ƐĞĐƵƌŝƚǇ�ƉĞŽƉůĞ͕�ĂŶĚ�ƚŚĞŶ�ǇŽƵ�ĐŽŵĞ�ƚŽ�Ă�ĚĞƐŬ�ǁŝƚŚ�Ϯ�ůĂĚŝĞƐ�ďƵƚ�ƚŚĞƌĞ Ɛ͛�Ă�ƋƵĞƵĞ�ŽĨ�ϰ�ƉĞŽƉůĞ�ƚŚĞƌĞ͘�
�ŶĚ�ƚŚĞŶ�/�ĂƐŬ�ŵǇƐĞůĨ͕ �ƚŽ�ǁŚĂƚ�ĞǆƚĞŶƚ�ĂƌĞ�Ăůů�ƚŚŽƐĞ�ƐĞĐƵƌŝƚǇ�ŐƵĂƌĚƐ�ŶĞĞĚĞĚ͍�dŚĞǇ�ĚŽŶ͛ƚ�ŵĂŬĞ�ŵĞ�ĨĞĞů�
ǀĞƌǇ�ĐŽŵĨŽƌƚĂďůĞ͕�ĚŽ�ǇŽƵ�ƌĞĂůůǇ�ŶĞĞĚ�ƚŚĂƚ͍�/�ƚŚŝŶŬ�ŝƚ�ŚĂƐ�ƚŽ�ĚŽ�ǁŝƚŚ�ŚŝŐŚĞƌ�ŵĂŶĂŐĞŵĞŶƚ�ǁĂŶƟŶŐ�
Ă�ůŽƚ�ŽĨ�ƐĞĐƵƌŝƚǇ͕�ĂŶĚ�ƚŚĞŶ�ƚŚĞƌĞ Ɛ͛�Ă�ĨĂĐŝůŝƚǇ�ŵĂŶĂŐĞƌ�ǁŚŽ�ƚŚŝŶŬƐ͕�ŝƚ Ɛ͛�ĂůƐŽ�ƵƐĞĨƵů�ǁŚĞŶ�ƉĞŽƉůĞ�ĂƌĞ�
ŽīĞƌĞĚ�Ă�ĐƵƉ�ŽĨ�ĐŽīĞĞ�ĂŶĚ�ƐŽ�ůĞƚ Ɛ͛�ĂĚĚ�Ă�ŚŽƐƚ͘�/�ƚŚŝŶŬ�ŝƚ�ǁŽƵůĚ�ďĞ�ŵƵĐŚ�ďĞƩĞƌ�ƚŽ�ŚĂǀĞ�ƌĞĐĞƉƟŽŶŝƐƚƐ�
ƚŚĞƌĞ͕�ĂŶĚ�ƚŚĞŶ�ǁĞ Ě͛�ĂĚĚ�ƐĞĐƵƌŝƚǇ͕ �Žƌ�ǁĞ͛Ě�ƐŽůǀĞ�ƚŚĂƚ�ǁŝƚŚ�ƚĞĐŚŶŝĐĂů�ŵĞĂƐƵƌĞƐ͛͘

dŚŝƐ� ŝŶƚĞƌǀŝĞǁ�ƌĞƐƵůƚĞĚ� ŝŶ�Ă�ƉůĂŶ�ƚŽ� ŝŶƚĞƌǀŝĞǁ�ĨƌŽŶƚůŝŶĞ�ƐƚĂī͕�ŵĂŶĂŐĞƌƐ�ŽĨ� ĨƌŽŶƚůŝŶĞ�ƐƚĂī͕�ĂŶĚ�ǀŝƐŝƚŽƌƐͬ
ǁŽƌŬĞƌƐ�ƌĞŐĂƌĚŝŶŐ�ƚŚĞŝƌ�ĞǆƉĞƌŝĞŶĐĞƐ�ǁŝƚŚ�ƌĞĐĞƉƟŽŶ�ŽĨ�ƉĞŽƉůĞ�ŝŶ�ďƵŝůĚŝŶŐƐ͕�ĂŶĚ�ƉĞƌĐĞƉƟŽŶƐ�ŽĨ�ƐĂĨĞƚǇ�ĂŶĚ�
ŚŽƐƉŝƚĂůŝƚǇ͕ �ƌĞƐƵůƟŶŐ�ŝŶ�ƚŚĞ�ĨŽůůŽǁŝŶŐ�ĐƌŝƟĐĂů�ŝŶĐŝĚĞŶƚƐ�ĂŶĚ�ŶĂƌƌĂƟǀĞƐ͘

/Ŷ�ĮǀĞ� ƐŝƚƵĂƟŽŶƐ�ǁŽƌŬĞƌƐ�Žƌ� ǀŝƐŝƚŽƌƐ� ŝŐŶŽƌĞĚ�Žƌ�ĞǀĞŶ� ƐĂďŽƚĂŐĞĚ� ƐĂĨĞƚǇ� ŝŶƐƚƌƵĐƟŽŶƐ. In one case a 
ǁŽƌŬĞƌ�ƉƵƐŚĞĚ�ƚŚĞ�ĞŵĞƌŐĞŶĐǇ�ďƵƩŽŶ�͚ƚŽ�ƐĞĞ�ǁŚĂƚ�ŚĂƉƉĞŶƐ͛͘ �/Ŷ�Ă�ƐĞĐŽŶĚ�ƐŝƚƵĂƟŽŶ�Ă�ǁŽƌŬĞƌ�ĚĞŵĂŶĚĞĚ�
ƚŽ�ďĞ�ĂůůŽǁĞĚ�ƚŽ�ĞŶƚĞƌ�ǁŝƚŚŽƵƚ�ƐŚŽǁŝŶŐ�ĂŶ�ĞŶƚƌǇ�ƉĂƐƐ�ĂŶĚ�ƚŚĞƌĞďǇ�ǀŝŽůĂƟŶŐ�ĞŶƚƌǇ�ƉƌŽƚŽĐŽů͘�

�͚ƌĞ�ǇŽƵ�ƚĞĐŚŶŝĐĂů͍��ĂŶ�ǇŽƵ�ƉƵƐŚ�Ă�ďƵƩŽŶ͍͛͘ �

/Ŷ�ƚŚĞ�ŐƌŽƵƉ�ŝŶƚĞƌǀŝĞǁ�ƚŚĞ�ƐĂŵĞ�ŬŝŶĚ�ŽĨ�ƐŝƚƵĂƟŽŶ�ǁĂƐ�ĚĞƐĐƌŝďĞĚ͗

‘^ŽŵĞ�ŽĨ�ŽƵƌ�ĐůŝĞŶƚƐ�ĂƌĞ�ǀĞƌǇ�ŚŝĞƌĂƌĐŚŝĐĂů͘�tĞ�ƉĂǇ�ǇŽƵ͖�ǇŽƵ�ũƵƐƚ�ŚĂǀĞ�ƚŽ�ƌƵŶ�ĂŶĚ�ŐĞƚ�ŝƚ�ŝŶ�ŽƌĚĞƌ͘ �/ƚ Ɛ͛�
ĨƌŝĞŶĚůǇ͕ �ďƵƚ�ŝƚ Ɛ͛�ǀĞƌǇ�ĚŝƌĞĐƚ͘��ŽŶǀĞƌƐĂƟŽŶ͍�tŚǇ͍�tĞ�ƉĂǇ�ǇŽƵ͕�ĂŶĚ�ŝƚ�ũƵƐƚ�ŚĂƐ�ƚŽ�ďĞ�ŐŽŽĚ͘�/Ĩ�ǇŽƵ�ĚŽŶ͛ƚ�
ĚŽ�ŝƚ�ƌŝŐŚƚ͕�ǇŽƵ�ŚĂǀĞ�ƚŽ�ǁŽƌŬ�ŽŶ�ŝƚ͘��ŝīĞƌĞŶƚ�ǁĂǇ�ŽĨ�ƚŚŝŶŬŝŶŐ͘�zŽƵ�ŶŽƟĐĞ�ƚŚĂƚ�ƚŽǁĂƌĚƐ�ƚŚĞ�ŚŽƐƚƐ͕�ƚŽŽ͘�
dŚŽƐĞ�ŚŝŐŚͲƉĂŝĚ�ĞǆƉĂƚƌŝĂƚĞƐ�ƐĞĞ�ŽƵƌ�ĞŵƉůŽǇĞĞƐ�ĂƐ�ƚŚĞŝƌ�ƐĞƌǀĂŶƚƐ͘�dŚĂƚ Ɛ͛�ŶĂƐƚǇ͛͘
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/Ŷ�ƚǁŽ�ƐŝƚƵĂƟŽŶƐ�ƉĞŽƉůĞ�ĐŽŵƉůĂŝŶĞĚ�ĂďŽƵƚ�ĂŶ�ĞŵĞƌŐĞŶĐǇ�Ěƌŝůů͕�Žƌ�ĞǀĞŶ�ƌĞĨƵƐĞĚ�ƚŽ�ƚĂŬĞ�ƉĂƌƚ͘�/Ŷ�ƚŚĞƐĞ�
ĐĂƐĞƐ͕�ƚŚĞ�ǁŽƌŬĞƌ�ŚĂƐ�ĂƉƉĂƌĞŶƚůǇ�Ă�ůĂĐŬ�ŽĨ�ƐĂĨĞƚǇ�ƉĞƌĐĞƉƟŽŶ͕�ĂŶĚ�ĚĞůŝďĞƌĂƚĞůǇ�ǀŝŽůĂƚĞƐ�ƐĂĨĞƚǇ�ƉƌŽƚŽĐŽů͘�
^ƚĂī�ƌĞĐŝƉƌŽĐĂƚĞƐ�ďǇ�ƌĞďƵŬŝŶŐ�ƚŚĞ�ǀŝƐŝƚŽƌ͕ �ƐŚŽǁŝŶŐ�Ă�ůĂĐŬ�ŽĨ�͚ ĐĂƌĞ͛͘ �dŚĞ�ǁŽƌŬĞƌƐ�ĐůĂŝŵ�ŚŽƐƉŝƚĂůŝƚǇ͕ �ĞƐƉĞĐŝĂůůǇ�
͚ŝŶǀŝƟŶŐ͕͛ �ďĞǇŽŶĚ�ǁŚĂƚ�ŝƐ�ĐŽŶƐŝĚĞƌĞĚ�ƐĂĨĞ͘�ZŝƐŬ�ƉĞƌĐĞƉƟŽŶ�ŽĨ�ƚŚĞ�ǁŽƌŬĞƌ�ŝƐ� ůĂĐŬŝŶŐ͕�ǁŚĞƌĞĂƐ�ƚŚĞ�ŚŽƐƚ�
ƌĞďƵŬĞƐ�ƚŚĞ�ǁŽƌŬĞƌ�ďĞĐĂƵƐĞ�;ƐͿŚĞ�ĚŽĞƐ�ĨĞĞů�ƌĞƐƉŽŶƐŝďůĞ�ĂŶĚ�ŝƐ�ĂǁĂƌĞ�ŽĨ�ƌŝƐŬƐ�ƚĂŬĞŶ͘��

/Ŷ�Ă�ĮŌŚ�ƐŝƚƵĂƟŽŶ�Ă�ǀŝƐŝƚŽƌ�ƐŝŵƉůǇ�ŝŐŶŽƌĞƐ�ƚŚĞ�ƌĞĐĞƉƟŽŶŝƐƚ�ĂŶĚ�ŝŵŵĞĚŝĂƚĞůǇ�ĂƉƉƌŽĂĐŚĞƐ�ŚŝƐ�ŚŽƐƚ͘��dŚĞ�
ƌĞĐĞƉƟŽŶŝƐƚ͕�ƐŽŵĞǁŚĂƚ�ŇĂďďĞƌŐĂƐƚĞĚ͕�ůĞƚƐ�ŝƚ�ŚĂƉƉĞŶ͕�ďƵƚ�ĨĞĞůƐ�ĐŽŶĨƵƐĞĚ͘�^ŚŽƵůĚ�ƐŚĞ�ĂĚĚƌĞƐƐ�ƚŚĞ�ǀŝƐŝƚŽƌ�
ĂďŽƵƚ� ƚŚŝƐ�ďĞŚĂǀŝŽƵƌ͍�dŚĞ�ǀŝƐŝƚŽƌ� ĨĞĞůƐ�ŚĂƉƉǇ�ĂŶĚ� ͚ŝŶǀŝƚĞĚ͛�ĂŶĚ�ƐĞĞŵƐ�ƋƵŝƚĞ�ƵŶĂǁĂƌĞ�ŽĨ� ƚŚŝƐ�ďƌĞĂĐŚ�
ŽĨ�ƉƌŽƚŽĐŽů͘��ŶĚ�ǁŚĂƚ�ĂďŽƵƚ�ƚŚĞ�ƐŝƚƵĂƟŽŶ�ǁŚĞƌĞ�ƐŽŵĞďŽĚǇ͕ �ǁŚĞŶ�ŝŶ�Ă�ĨƌŝĞŶĚůǇ�ǁĂǇ�ĂĚĚƌĞƐƐĞĚ�ďǇ�ƚŚĞ�
ƌĞĐĞƉƟŽŶŝƐƚ� ;ǁŚŽ�ǁŽŶĚĞƌĞĚ�ǁŚĂƚ� ƚŚŝƐ�ƉĞƌƐŽŶ�ǁĂƐ�ĚŽŝŶŐ� ƚŚĞƌĞͿ� ŝŵŵĞĚŝĂƚĞůǇ� ůĞĂǀĞƐ͍��ƉƉĂƌĞŶƚůǇ͕ � ŚĞ�
ƚŚŽƵŐŚƚ�ŚĞ�ǁŽƵůĚŶ͛ƚ�ďĞ�ŶŽƟĐĞĚ�ĂŶĚ͕�ŝŶ�ƚŚĞ�ŵĞĂŶǁŚŝůĞ͕�ĞŶũŽǇĞĚ�ƚŚĞ�ŝŶǀŝƟŶŐ�ĨĂĐƚŽƌ�ŽĨ�ƚŚĞ�ŚŽƐƉŝƚĂůŝƚǇ�ŽĨ�
ƚŚĞ�ŽƌŐĂŶŝƐĂƟŽŶ͘

/Ŷ�ƐŝƚƵĂƟŽŶ�ϲ�Ă�ŵǇƐƚĞƌǇ�ǀŝƐŝƚŽƌ�ĚĞůŝďĞƌĂƚĞůǇ�ƵƐĞĚ�Ă�ĨĂŬĞ�ŶĂŵĞ͕�ǁŚŝĐŚ�ǁĂƐ�ŶŽƚ�ŶŽƚĞĚ�ďǇ�ƚŚĞ�ƌĞĐĞƉƟŽŶŝƐƚ͘�
/Ŷ�ƚŚŝƐ�ĐĂƐĞ�ŝƚ Ɛ͛�ƚŚĞ�ƌŝƐŬ�ƉĞƌĐĞƉƟŽŶ�ŽĨ�ƚŚĞ�ŚŽƐƚ�ƚŚĂƚ�ŝƐ�ƚŽŽ�ůŽǁ͘

&ŽƵƌƚĞĞŶ� ƐŝƚƵĂƟŽŶƐ� ƚƵƌŶ� ĂƌŽƵŶĚ� ;ƐƚƌŽŶŐͿ� ĞŵŽƟŽŶƐ� ŽĨ� ǀŝƐŝƚŽƌƐ͘� �ŶŐƌǇ͕ � ĨƌŝŐŚƚĞŶĞĚ� ĂŶĚͬŽƌ� ĐŽŶĨƵƐĞĚ�
ƉĞŽƉůĞ�ƚƌŝŐŐĞƌ�ƚŚĞ�ƌŝƐŬ�ƉĞƌĐĞƉƟŽŶ�ŽĨ�ƚŚĞ�ŚŽƐƚ͗�

͚�ĞĐĂƵƐĞ�ŽĨ�ƉƌŝŽƌ�ĞǆƉĞƌŝĞŶĐĞƐ�ƚŚĞ�ƌĞĐĞƉƟŽŶŝƐƚ�ŝƐ�ǁŽƌƌŝĞĚ�ĂďŽƵƚ�ǁŚĂƚ�ƚŚĞ�ǀŝƐŝƚŽƌ�ŵŝŐŚƚ�ĚŽ͛͘ �
͚/�ŚĂĚ�Ă�ǀĞƌǇ�ďĂĚ�ĨĞĞůŝŶŐ�ĂďŽƵƚ�ƚŚŝƐ�ƐŝƚƵĂƟŽŶ͛͘

dŚĞ�ŚŽƐƚƐ�ƚƌǇ�ƚŽ�ĐĂůŵ�ĚŽǁŶ�ƚŚĞ�ǀŝƐŝƚŽƌ͕ �ďǇ�ůĞƫŶŐ�ƚŚĞŵ�Ăŝƌ�ƚŚĞŝƌ�ĂŶŐĞƌ�Žƌ�ĨĞĂƌ͘ �dŽ�ĚŽ�ƚŚŝƐ͕�ƚŚĞǇ�ŶĞĞĚ�ƚŚĞ�
ƐŬŝůůƐ�ĂŶĚ�ĂƫƚƵĚĞ�ƚŽ�ĚĞĞƐĐĂůĂƚĞ�ƚŚĞ�ƐŝƚƵĂƟŽŶ͕�ǁŚŝůĞ�Ăƚ�ƚŚĞ�ƐĂŵĞ�ƟŵĞ�ĐŽŵƉůǇŝŶŐ�ƚŽ�ƉƌŽĐĞĚƵƌĞƐ͘�

�ƵƌŝŶŐ�ƚŚĞ�ŐƌŽƵƉ�ŝŶƚĞƌǀŝĞǁ�ŝƚ�ǁĂƐ�ŵĞŶƟŽŶĞĚ�ƚŚĂƚ
‘KŶĞ�ŽĨ�ŽƵƌ�ĐƵƐƚŽŵĞƌƐ�ŚĂƐ�Ă�ƐĞĐƵƌŝƚǇ�ƐƚĂƚƵƐ�ĂƐ�Ă�ĨĂŝƌ�ƉĞƌĐĞŶƚĂŐĞ�ŽĨ�ĐůŝĞŶƚƐ�ƐŚŽǁ�ĂŐŐƌĞƐƐŝǀĞ�ďĞŚĂǀŝŽƵƌ͘ �
/Ŷ�Ă�ƐƵĐĐĞƐƐĨƵů�ƉŝůŽƚ͕�ǁĞ�ŚĂǀĞ�ĚĞƉůŽǇĞĚ�Ă�ŶƵŵďĞƌ�ŽĨ�ŚŽƐƚĞƐƐĞƐ�ƚŽ�ŬŝŶĚůǇ�ǁĞůĐŽŵĞ�ƉĞŽƉůĞ͕�ƐĞŶĚ�ƚŚĞŵ�
ƚŽ�ƚŚĞ�ĐŽƵŶƚĞƌ͕ �ŐŝǀĞ�ƚŚĞŵ�Ă�ĐƵƉ�ŽĨ�ĐŽīĞĞ�ĂŶĚ�ƚŽ�ƋƵŝĞƚĞŶ�ƚŚĞŵ�ĚŽǁŶ’.

If necessary, security will be called for:
͚dŚĞ�ĐŽŶĨƵƐĞĚ�ƉĞƌƐŽŶ�ŝƐ�ƌĞƐƚůĞƐƐ͕�ƐĐƌĞĂŵƐ͕�ĂŶĚ�ƚŚĞ�ŚŽƐƚĞƐƐ�ĐĂůůƐ�ĨŽƌ�ŚĞůƉ�ĨƌŽŵ�ƐĞĐƵƌŝƚǇ�ďǇ�ǁĂůŬŝĞ͛͘

dŚĞ�ĞŵŽƟŽŶĂů�ǀŝƐŝƚŽƌ�ƐŚŽƵůĚ�ďĞ�ĐŽŶƚĂŝŶĞĚ�ŝŶ�ƚŚĞ�ƌĞĐĞƉƟŽŶ�ĂƌĞĂ͘�tŚŝůĞ�ĞǆƉĞƌŝĞŶĐŝŶŐ�ŶĞŐĂƟǀĞ�ĞŵŽƟŽŶƐ�
ƚŚĞŵƐĞůǀĞƐ�;ĨĞĂƌ͕ �ƉŝƚǇͿ�ƚŚĞǇ�ĐŽŶƚƌŽů�ƚŚĞŝƌ�ŽǁŶ�ĨĞĞůŝŶŐƐ�;ĞŵŽƟŽŶĂů�ůĂďŽƵƌ͖�,ŽĐŚƐĐŚŝůĚ͕�ϭϵϳϵͿ͕�ďƵƚ�ƐŚŽǁ�
ƚǇƉŝĐĂů�͚ĐĂƌŝŶŐ͛�ďĞŚĂǀŝŽƵƌ͕ �ďǇ�ƐƵƉƉŽƌƟŶŐ�ƚŚĞ�ǀŝƐŝƚŽƌ͕ �ŵĂŬŝŶŐ�ƚŚĞŵ�ĨĞĞů�ŚĞĂƌĚ͕�ĂŶĚ�ƌĞůŝĞǀŝŶŐ�ƚŚĞŝƌ�ǁŽƌƌŝĞƐ�
;WŝũůƐ�Ğƚ�Ăů͕͘�ϮϬϭϳͿ͘��ŽŵŵƵŶŝĐĂƟŽŶ�ŝƐ�ĐƌƵĐŝĂů͕�ůĂŶŐƵĂŐĞ�ďĂƌƌŝĞƌƐ�ŵĂǇ�ĚĞĐƌĞĂƐĞ�ƉĞƌĐĞƉƟŽŶƐ�ŽĨ�ďŽƚŚ�ƐĂĨĞƚǇ�
and hospitality, for employees and visitors.  And dress code is also an issue: one of the interviewed hosts 
ĞǆƉůĂŝŶƐ�ǁŚǇ�ƚŚĞǇ�ĚŽŶ͛ƚ�ǁĞĂƌ�ƵŶŝĨŽƌŵƐ͘�

͚tŚĞŶ�ƉĞŽƉůĞ�ĂƉƉƌŽĂĐŚ�ƚŚĞ�ĚĞƐŬ͕�ĂŶĚ�ƚŚĞ�ƐĞĐƵƌŝƚǇ�ƐƚĂī�ŝƐ�ŝŶ�ƵŶŝĨŽƌŵ�ĂŶĚ�ƚŚĞ�ŚŽƐƚĞƐƐ�ŝƐ�ĨŽƌŵĞƌůǇ�
ĚƌĞƐƐĞĚ͕�ƚŚĞǇ�ĨĞĞů�ĞǀĞŶ�ůĞƐƐ�Ăƚ�ĞĂƐĞ͛. 

EĞǆƚ� ƚŽ�ƐŝƚƵĂƟŽŶƐ� ŝŶǀŽůǀŝŶŐ�ĞǆĐĞƐƐŝǀĞ�ĞŵŽƟŽŶƐ͕�Ϯ�ǀŝƐŝƚŽƌƐ�ĂŶĚ�Ϯ�ŚŽƐƚƐ�ĚĞƐĐƌŝďĞĚ�ƐŝƚƵĂƟŽŶƐ� ŝŶǀŽůǀŝŶŐ�
ŵŽƌĞͲƚŚĂŶͲĂǀĞƌĂŐĞ� ƐĞĐƵƌŝƚǇ�ŵĞĂƐƵƌĞƐ͘� dŚĞƐĞ�ŵĞĂƐƵƌĞƐ� ƵŶĚŽƵďƚĞĚůǇ� ƚƌŝŐŐĞƌ� ƚŚĞ� ƌŝƐŬ� ƉĞƌĐĞƉƟŽŶ�ŽĨ�
visitors. One interviewee said: 

͚&ŽĐƵƐ�ŽŶ�ƐĞĐƵƌŝƚǇ�ďƌŝŶŐƐ�ĨŽĐƵƐ�ŽŶ�ƵŶƐĂĨĞƚǇ͘�tŚĞƚŚĞƌ�ŝƚ�ŝƐ�ƚŚĞ�ƉƌĞƐĞŶĐĞ�Žƌ�ĂďƐĞŶĐĞ�ŽĨ�ĚĂŶŐĞƌ͕ �ǇŽƵ�
ďĞĐŽŵĞ�ĂǁĂƌĞ�ŽĨ�ƚŚĞ�ĨĂĐƚ�ƚŚĂƚ�ƚŚĞƌĞ�ŝƐ�ĚĂŶŐĞƌ�ŝŶ�ƚŚĞ�ǁŽƌůĚ͘�zŽƵ�ĐĂŶ͛ƚ�ŐŽ�ŝŶ�ĐĂƌĞĨƌĞĞ͚͘
͚dŚĞ�ĨƵŶŶǇ�ƚŚŝŶŐ�ŝƐ�ƚŚĂƚ�ŝĨ�ǇŽƵ�ǁĂŶƚ�ƚŽ�ŝŶĐƌĞĂƐĞ�ƐĂĨĞƚǇ�ďǇ�ƉƵƫŶŐ�ƵƉ�ƐĞĐƵƌŝƚǇ�ŐƵĂƌĚƐ͕�ƉĞŽƉůĞ�ďĞĐŽŵĞ�
ĂǁĂƌĞ�ŽĨ�ƌŝƐŬ�ĂŶĚ�ƚŚĞǇ�ĨĞĞů�ůĞƐƐ�ƐĂĨĞ�ďĞĐĂƵƐĞ�ŽĨ�ƚŚĞ�ĂƐƐŽĐŝĂƟŽŶ�ǁŝƚŚ�ƌŝƐŬ͚͘

And even though visitors may quite understand that these measures are necessary, these may be 
ĐŽŶƐŝĚĞƌĞĚ�ƵŶƉůĞĂƐĂŶƚ͕�ĞƐƉĞĐŝĂůůǇ�ƵŶŝŶǀŝƟŶŐ�ĂŶĚ�ƵŶĐĂƌŝŶŐ͕�ĂŶĚ�ƚŚĞǇ�ŝŶĚƵĐĞ�ƐƚƌĞƐƐ�ĂŶĚ�ƚŚĞƌĞďǇ�ĚĞĐƌĞĂƐĞ�
ĐŽŵĨŽƌƚ͘�,ŽǁĞǀĞƌ͕ �ďǇ�ĐŽŵƉĞŶƐĂƟŶŐ�ƚŚĞ�ƌĞƋƵŝƌĞĚ�ƉƌŽĐĞĚƵƌĞƐ�ǁŝƚŚ�ŚŽƐƉŝƚĂďůĞ�ŚƵŵĂŶŝĐ�ĐůƵĞƐ�;�ĞƌƌǇ�Ğƚ�
Ăů͕͘�ϮϬϬϲ͖�ĨƌŝĞŶĚůŝŶĞƐƐ͕�ƌĞůĂǆĞĚ�ĂƫƚƵĚĞͿ�ƚŚĞ�ǀŝƐŝƚŽƌ�ŝƐ�ĨŽƌŐŝǀŝŶŐ�ƚŽǁĂƌĚƐ�ƚŚĞ�ŽƌŐĂŶŝƐĂƟŽŶ�ĂŶĚ�ĂĐĐĞƉƚƐ�ƚŚĞ�
ŵĞĂƐƵƌĞƐ�ĂƐ�ŶĞĐĞƐƐĂƌǇ�ĨŽƌ�ƚŚĞ�ƐĂĨĞƚǇ�ŽĨ�ƚŚĞ�ŽƌŐĂŶŝǌĂƟŽŶ͘�

͚tŚĞŶ�ǇŽƵ�ĞŶƚĞƌ�ƚŚĞ�ďĂŶŬ͕�ƚŚĞǇ�ƐĐĂŶ�ǇŽƵ͕�ďƵƚ�ŝŶ�Ă�ǀĞƌǇ�ĨƌŝĞŶĚůǇ�ǁĂǇ͖�ǇŽƵ�ĨĞĞů�ǇŽƵ�ĂƌĞ�ďĞŝŶŐ�
ƚƌĞĂƚĞĚ�ƌĞƐƉĞĐƞƵůůǇ͛͘
͚tŚĞŶ�ǇŽƵ ƌ͛Ğ�ĚƌĞƐƐĞĚ�ƵƉ�ĨŽƌ�ƚŚĞ�ŽĐĐĂƐŝŽŶ�ŝƚ Ɛ͛�ŶŽƚ�ǀĞƌǇ�ƉůĞĂƐĂŶƚ�ƚŽ�ŚĂǀĞ�ƚŽ�ƚĂŬĞ�ŽĨ�ďĞůƚ�ĂŶĚ�ƐŚŽĞƐ͕�ďƵƚ�
ƚŚĞ�ĨƌŝĞŶĚůǇ�ĂƉƉƌŽĂĐŚ�ŵĂŬĞƐ�ƵƉ�ĨŽƌ�ƚŚĞ�ŝŶĐŽŶǀĞŶŝĞŶĐĞ͛͘ �
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�ůƐŽ͕� ŝŶ� ƐŝƚƵĂƟŽŶƐ� ǁŝƚŚ� ƚŚĞ� ƵƐƵĂů� ĞŶƚƌǇ� ƉƌŽĐĞĚƵƌĞƐ͕� ĨƌƵƐƚƌĂƟŽŶƐ� ŵĂǇ� ĂƌŝƐĞ� ǁŚĞŶ� ƉĞŽƉůĞ� ĐŽŵĞ�
unprepared ĂŶĚ�ƚŚĞ�ƉƌŽĐĞĚƵƌĞ�ĐĂŶŶŽƚ�ďĞ�ĐŽŵƉůĞƚĞĚ�ĂƐ�ƵƐƵĂů�;ϭϬ�ĐƌŝƟĐĂů�ŝŶĐŝĚĞŶƚƐͿ͕�Ğ͘Ő͘�ďĞĐĂƵƐĞ�ƚŚĞǇ�
ĚŝĚ�ŶŽƚ�ďƌŝŶŐ�ĂŶ�/�͕�Žƌ�ƚŚĞ�ƌĞŐŝƐƚƌĂƟŽŶ�ŶƵŵďĞƌ�ŽĨ�ƚŚĞŝƌ�ĐĂƌ�ǁĂƐ�ŶŽƚ�ƉƌŽǀŝĚĞĚ�ƵƉ�ĨƌŽŶƚ͕�ƚŚĞƌĞ�ŝƐ�ŶŽ�ƉĂƌŬŝŶŐ�
ƐƉĂĐĞ͕�Žƌ�ƚŚĞǇ�ƚƌǇ�ƚŽ�ƉĂƌŬ�ƚŚĞŝƌ�ĐĂƌ�ǁŚĞƌĞ�ƚŚĞǇ�ƐŚŽƵůĚŶ͛ƚ͘�dŚĞƐĞ�ĂƌĞ�ĂǁŬǁĂƌĚ�ƐŝƚƵĂƟŽŶƐ͕�ďĞĐĂƵƐĞ�ƚŚĞ�
ŚŽƐƚ�ŚĂƐ�ƚŽ�ƌĞĨƵƐĞ�ĞŶƚƌǇ͕ �ĂŶĚ�ƚŚĂƚ�ĨĞĞůƐ�ŝŶŚŽƐƉŝƚĂďůĞ͘�,ŽǁĞǀĞƌ͕ �ŐŽŽĚ�ĐŽŵŵƵŶŝĐĂƟǀĞ�ƐŬŝůůƐ͕�ĂŶĚ�ƐŚŽǁŝŶŐ�
ƵŶĚĞƌƐƚĂŶĚŝŶŐ�ĨŽƌ�ƚŚĞ�ǀŝƐŝƚŽƌ�ŵĂǇ�ƐŽůǀĞ�ƚŚĞ�ƉƌŽďůĞŵ�ǁŝƚŚŽƵƚ�ĐĂƵƐŝŶŐ�ƚŽŽ�ŵƵĐŚ�ĨƌƵƐƚƌĂƟŽŶ͘�dŚĞ�ƚƌŝĐŬ�ŝƐ�
ƚŽ�ďĞ�ŇĞǆŝďůĞ͕�ĂŶĚ�ƚŚŝŶŬ�ŽĨ�ĂůƚĞƌŶĂƟǀĞ�ƐŽůƵƟŽŶƐ͕�Ğ͘Ő͘�ďǇ�ůĞƫŶŐ�ƚŚĞ�ĐŽŶƚĂĐƚ�ƉĞƌƐŽŶ�ŝĚĞŶƟĨǇ�ƚŚĞ�ŐƵĞƐƚ͘�
tŝƚŚŽƵƚ�ƚŚŝƐ�ŇĞǆŝďŝůŝƚǇ�ƚŚĞ�ƐŝƚƵĂƟŽŶ�ǁŝůů�ĞƐĐĂůĂƚĞ�ƵŶŶĞĐĞƐƐĂƌŝůǇ͘ � ͚dŚĞ�ǀŝƐŝƚŽƌͬǁŽƌŬĞƌ�ǁŝůů�ƐĞŶƐĞ�;ƐͿŚĞ�ŝƐ�
ďĞŝŶŐ�ŚĞĂƌĚ�;͚ĐĂƌŝŶŐ͛Ϳ�ĂŶĚ�ƚŚŝƐ�ǁŝůů�ůĞƐƐĞŶ�ƚŚĞŝƌ�ŶĞŐĂƟǀĞ�ƌĞƐƉŽŶƐĞ͘

͚dŚĞŶ�ǁĞ�ĞǆƉůĂŝŶĞĚ�ƚŚĞ�ĞŵƉůŽǇĞĞ�ƚŚĂƚ�ŝƚ Ɛ͛�ĂůƐŽ�ĂďŽƵƚ�ŚŽƐƉŝƚĂůŝƚǇ͕�ĂŶĚ�ƚŚĂƚ�ŚŝƐ�ǁĂǇ�ŽĨ�ĚĞĂůŝŶŐ�ǁŝƚŚ�
ƚŚĞ�ƐŝƚƵĂƟŽŶ�ůĞĂĚ�ƚŽ�ƵŶŶĞĐĞƐƐĂƌǇ�ĨƌƵƐƚƌĂƟŽŶ͛͘

Kƌ͕ �ĂƐ�Ă�ŵĂŶĂŐĞƌ�ƐĂŝĚ�ŝŶ�ŽŶĞ�ŽĨ�ƚŚĞ�ŶĂƌƌĂƟǀĞƐ͗ 
͚dŚĞ�ŐƵĞƐƚ�ƉĞƌĐĞŝǀĞƐ� ƚŚĞ� ƐŝƚƵĂƟŽŶ�ĂƐ� ƐĂĨĞ�ďĞĐĂƵƐĞ�ŽĨ� ŽƵƌ� ĐůĞĂƌ�ƉƌŽƚŽĐŽůƐ͕� ďƵƚ�ĂůƐŽ�ďĞĐĂƵƐĞ�ŽƵƌ�
ƉĞŽƉůĞ�ĂƌĞ�ĂďůĞ�ƚŽ�ĂƉƉůǇ�ƚŚĞƐĞ�ƉƌŽƚŽĐŽůƐ�ǁŝƚŚŽƵƚ�ďĞŝŶŐ�ƚŽŽ�ďůƵĞ�΀ĂƐ�ŝŶ�ƚŚĞ��ŽŵŝŶĂŶĐĞͲ/ŶŇƵĞŶĐĞͲ
^ƚĞĂĚŝŶĞƐƐͲ�ŽŶƐĐŝĞŶƟŽƵƐŶĞƐƐ�;�/^�Ϳ�ƉĞƌƐŽŶĂůŝƚǇ�ĐŽůŽƵƌƐ΁͛͘ �

YƵŝƚĞ�ĂŶŽƚŚĞƌ�ƐŝƚƵĂƟŽŶ�ĂƌŝƐĞƐ�ǁŚĞŶ�ƚŚĞƌĞ� ŝƐ�no procedure for visitors that enter a building, there is 
ŶŽďŽĚǇ�ƚŽ�ƌĞĐĞŝǀĞ�ƚŚĞ�ǀŝƐŝƚŽƌ͕ �ĞƐƉĞĐŝĂůůǇ�ǁŚĞŶ�ƚŚŝƐ�ŝƐ�ŶŽƚ�ǁŚĂƚ�ƚŚĞ�ǀŝƐŝƚŽƌ�ĞǆƉĞĐƚĞĚ͕�Žƌ�ǁŚĞŶ�ƐƚĂī�ŚĂƐ�ŶŽ�
ŽǀĞƌǀŝĞǁ�ŽǀĞƌ�ƚŚĞ�ĂƌĞĂ�;ϭϯ�ĐƌŝƟĐĂů�ŝŶĐŝĚĞŶƚƐͿ͘

͚/�ŽďƐĞƌǀĞĚ�Ă�ǀŝƐŝƚŽƌ�ĞŶƚĞƌŝŶŐ�ƚŚĞ�ďƵŝůĚŝŶŐ�ǁŚĞƌĞ�ƚŚĞƌĞ�ŝƐ�ŶŽ�ƉƌŽĐĞĚƵƌĞ�ƚŽ�ƌĞŐŝƐƚĞƌ�ǀŝƐŝƚŽƌƐ͕�ǇŽƵ�ĂƌĞ�
ĨƌĞĞ�ƚŽ�ŐŽ�ƚŽ�ǇŽƵƌ�ĂƉƉŽŝŶƚŵĞŶƚ͘�dŚĞ�ƌĞĐĞƉƟŽŶŝƐƚ�ŚĂƌĚůǇ�ŶŽƟĐĞƐ�ƚŚĞ�ǀŝƐŝƚŽƌ�ĂŶĚ�ĚŽĞƐ�ŶŽƚ�ƚĂŬĞ�ĂŶǇ�
ĂĐƟŽŶ͛͘ �

dŚĞ�ǀŝƐŝƚŽƌ�ĚŽĞƐ�ŶŽƚ�ĐŽŶƐŝĚĞƌ�ƚŚŝƐ�͚ŝŶǀŝƟŶŐ͕͛ �ďƵƚ�ƌĂƚŚĞƌ�ŶŽƚ�͚ĐĂƌŝŶŐ͕͛ �ĂƐ�ƚŚĞ�ĂƫƚƵĚĞ�ŽĨ�ƚŚĞ�ƌĞĐĞƉƟŽŶŝƐƚ�ŝƐ�
interpreted as uninterested.

͚EŽƚ�ŚŽƐƉŝƚĂďůĞ�ĂƐ�ǁĞ�ĨĞůƚ�ƌĞĂůůǇ�ůŽƐƚ͛͘

�ůƐŽ͕�ŶŽƚ�Ă�ĐŽŵĨŽƌƚĂďůĞ�ƐŝƚƵĂƟŽŶ� ĨŽƌ� ƌĞĐĞƉƟŽŶŝƐƚ͕�ĂƐ� ƚŚĞǇ�ĂƌĞ�ƋƵŝƚĞ�ĂǁĂƌĞ� ƚŚĂƚ� ƚŚĞǇ�ŵĂǇ�ŶŽƚ�ŶŽƟĐĞ�
ƵŶǁĂŶƚĞĚ�ǀŝƐŝƚŽƌƐ͖�ƚŚŝƐ�ƐŝƚƵĂƟŽŶ�ŵĂǇ�ďĞ�ĐŚĂƌĂĐƚĞƌŝƐĞĚ�ĂƐ�ƚŽŽ�͚ŝŶǀŝƟŶŐ͛͘

dŚŝƐ�ŵĂǇ�ůĞĂĚ�ƚŽ�ƵŶǁĂŶƚĞĚ�ƐŝƚƵĂƟŽŶƐ͗
�͚�ŐƌŽƵƉ�ŽĨ�ƐƚƵĚĞŶƚƐ�ŽŶ�ĂŶ�ŝŶƚĞƌŶĂƟŽŶĂů�ĞǆĐƵƌƐŝŽŶ�ǀŝƐŝƚƐ�Ă�ďƵŝůĚŝŶŐ�ƐŝƚĞ�ŽĨ�Ă�ŵĂũŽƌ�ĐŽŶƚƌĂĐƚŽƌ͘ �hƉŽŶ�
ĂƌƌŝǀĂů� ƚŚĞ� ĐŽŶƚĂĐƚ� ƉĞƌƐŽŶ� ŝŶǀŝƚĞƐ� ƚŚĞŵ� ŝŶƚŽ� ƚŚĞ� ďƵŝůĚŝŶŐ͘�EŽ� ĐŚĞĐŬ͕� ŶŽ� ƌĞŐŝƐƚƌĂƟŽŶ͘� :ƵƐƚ� ďĞĨŽƌĞ�
ƚŚĞ�ŐƌŽƵƉ�ůĞĂǀĞƐ͕�ƚŚƌĞĞ�ƐƚƵĚĞŶƚƐ�ŶĞĞĚ�ƚŽ�ŐŽ�ƚŽ�ƚŚĞ�ƌĞƐƚƌŽŽŵ͕�ǁŝƚŚŽƵƚ�ŝŶĨŽƌŵŝŶŐ�ƚŚĞ�ŚŽƐƚ͘�ZĞƐƵůƚ͗�
ƚŚĞ�ŝŶĐŽŵƉůĞƚĞ�ŐƌŽƵƉ�ůĞĂǀĞƐ�ƚŚĞ�ƐŝƚĞ͕�ĂŶĚ�ƚŚĞ�ƚŚƌĞĞ�ƌĞŵĂŝŶŝŶŐ�ƐƚƵĚĞŶƚƐ�ĂƌĞ�ůŽĐŬĞĚͲŝŶ͕�ĂŶĚ�ƚŚĞƌĞ�ŝƐ�
ŶŽďŽĚǇ�ƚŽ�ŚĞůƉ͛͘ �

The hospitable hassle-free welcome leads to a rather uncaring departure, and apparently nobody, 
ŚŽƐƚ�ŶŽƌ�ǀŝƐŝƚŽƌƐ͕�ƐĂǁ�ĂŶǇ�ŚĂƌŵ�ŝŶ�ŶŽƚ�ĐŚĞĐŬŝŶŐ�ǁŚŽ�ĞŶƚĞƌĞĚ�ĂŶĚ�ǁŚŽ�ůĞŌ͘�dŚĞ�ĞǆƉĞƌŝĞŶĐĞ�ǁĂƐ�ŵĂǇďĞ�
͚ŝŶǀŝƟŶŐ͕͛ �ďƵƚ�ŶŽƚ�ƐĂĨĞ͘

A last aspect that needs to be discussed is ƚŚĞ�ďĂůĂŶĐĞ�ďĞƚǁĞĞŶ�ŚŽƐƉŝƚĂůŝƚǇ�ĂŶĚ�ƐĂĨĞƚǇ. 

YƵŽƟŶŐ�ƚŚĞ�ŐƌŽƵƉ�ŝŶƚĞƌǀŝĞǁ͗
͚dŚĞ�ĞǆƚĞŶƚ�ƚŽ�ǁŚŝĐŚ�ǇŽƵ�ĂƌĞ�ƚŚƌĞĂƚĞŶĞĚ�ĂƐ�Ă�ƉĞƌƐŽŶ�Žƌ�ŽƌŐĂŶŝƐĂƟŽŶ�ĚĞƚĞƌŵŝŶĞƐ�ƚŚĞ�ĞŵƉŚĂƐŝƐ�ŽŶ�
ƚŚĞ�ǀŝƐŝďůĞ�ƐĞĐƵƌŝƚǇ�ƐŝĚĞ�Žƌ�ƚŚĞ�ǀŝƐŝďůĞ�ŚŽƐƉŝƚĂůŝƚǇ�ƐŝĚĞ͛͘

/Ŷ�ĮǀĞ�ƐŝƚƵĂƟŽŶƐ�ƚŚĞ�ƐĂĨĞƚǇ�ĂƐƉĞĐƚ�ƉƌĞǀĂŝůĞĚ͕�Ğ͘Ő͘�ďĞĐĂƵƐĞ�ƚŚĞƌĞ�ǁĂƐ�ĂŶ�ĞŵĞƌŐĞŶĐǇ�ĐĂůů�ǁŚŝůĞ�ƚŚĞ�ǀŝƐŝƚŽƌ�
ĂƉƉƌŽĂĐŚĞĚ�ƚŚĞ�ƌĞĐĞƉƟŽŶŝƐƚ͘�Kƌ�ďĞĐĂƵƐĞ�ƐƵƌǀĞŝůůĂŶĐĞ�ĐĂŵĞƌĂƐ�ǁĞƌĞ�ĚĞĞŵĞĚ�ŶĞĐĞƐƐĂƌǇ͘ ��/Ŷ�ƚŚĞƐĞ�ĐĂƐĞƐ͕�
ƉĞƌĐĞƉƟŽŶ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ�ǁŝůů�ĚĞĐƌĞĂƐĞ͕�ďƵƚ�ƋƵĞƐƟŽŶ�ŝƐ�ǁŚĞƚŚĞƌ�ƚŚŝƐ�ĐŽƵůĚ�ŚĂǀĞ�ďĞĞŶ�ĂǀŽŝĚĞĚ͘�dŚĞ�ŐƌŽƵƉ�
interview revealed that visible security measures may trigger a feeling of unsafety in visitors, which 
ŚĂƐ�Ă�ŶĞŐĂƟǀĞ�ŝŵƉĂĐƚ�ŽŶ�ƚŚĞ�ĐŽŵĨŽƌƚ�ĚŝŵĞŶƐŝŽŶ�ŽĨ�ƉĞƌĐĞŝǀĞĚ�ŚŽƐƉŝƚĂůŝƚǇ͕ �ĞƐƉĞĐŝĂůůǇ� ͚ĨĞĞůŝŶŐ�Ăƚ�ĞĂƐĞ͛͘ �
,ŽǁĞǀĞƌ͕ �ĐŽŶƚĞǆƚ�ĂŶĚ�ƉƌĞǀŝŽƵƐ�ĞǆƉĞƌŝĞŶĐĞƐ�ƐĞĞŵ�ƚŽ�ďĞ�ŝŵƉŽƌƚĂŶƚ�ŵĞĚŝĂƟŶŐ�ĨĂĐƚŽƌƐ͘�,ŽǁĞǀĞƌ͕ �ǁŚĞŶ�Ă�
ƉĞƌƐŽŶ�ĨĞĞůƐ�ƵŶƐĂĨĞ�ŽŶ�ĞŶƚĞƌŝŶŐ�ƚŚĞ�ƉƌĞŵŝƐĞƐ͕�ƉŚǇƐŝĐĂů�ƐĞĐƵƌŝƚǇ�ŵĞĂƐƵƌĞƐ�ŵĂǇ�ŚĂǀĞ�Ă�ƉŽƐŝƟǀĞ�ĞīĞĐƚ͘�
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'�E�Z�>��KE�>h^/KE^��E���/^�h^^/KE
dŚĞ�ŝŶĐŝĚĞŶƚƐ�ĂŶĚ�ŶĂƌƌĂƟǀĞƐ�ƉƌĞƐĞŶƚĞĚ�ŝŶ�ƚŚŝƐ�ƌĞƐĞĂƌĐŚ�ŵŽƐƚůǇ�ĐŽŶĐĞƌŶ�ƐŝƚƵĂƟŽŶƐ�ǁŚĞƌĞ�ƚŚĞ�ǀŝƐŝƚŽƌ�ŚĂƐ�
ŶŽ�ŝŶƚĞŶƟŽŶ�ƚŽ�ŚĂƌŵ�ƚŚĞ�ŽƌŐĂŶŝƐĂƟŽŶ͘�

In these cases, entry protocol, for safety, is no breach in hospitality, as in fact an entry procedure will 
ŽŌĞŶ�ďĞ�ĞǆƉĞĐƚĞĚ�ďǇ�ǀŝƐŝƚŽƌƐ͘�sŝƐŝƚŽƌƐ�ƵŶĚĞƌƐƚĂŶĚ�ƚŚĂƚ�ƐƵĐŚ�ƉƌŽĐĞĚƵƌĞƐ�ĂƌĞ�ŶĞĐĞƐƐĂƌǇ�ƚŽ�ĂǀŽŝĚ�ƌŝƐŬƐ͘�/ƚ�
ĚŽĞƐ�ŝŶ�ĨĂĐƚ�ĂĚĚ�ƚŽ�ƚŚĞ�ƉĞƌĐĞƉƟŽŶ�ŽĨ�͚ ŝŶǀŝƟŶŐ͛͘ ��ŶƚƌǇ�ƉƌŽĐĞĚƵƌĞƐ�ĂůƐŽ�ĂĚĚ�ƚŽ�Ă�ĨĞĞůŝŶŐ�ŽĨ�͚ ĐĂƌĞ͕͛ �ĂƐ�ŝƚ�ŵĞĂŶƐ�
ƚŚĂƚ�ƚŚĞ�ŽƌŐĂŶŝƐĂƟŽŶ�ƉĂǇƐ�ĂƩĞŶƟŽŶ�ƚŽ�ǇŽƵ͕�͚ƐĞĞƐ͛�ǇŽƵ͕�ĂŶĚ�ĂĐŬŶŽǁůĞĚŐĞƐ�ǇŽƵƌ�ƉƌĞƐĞŶĐĞ͘�tŚĞƚŚĞƌ�ŝƚ Ɛ͛�Ă�
ŚŽƐƚ�Žƌ�ƐĞĐƵƌŝƚǇ�ƐƚĂī�ĚŝĚ�ŶŽƚ�ƐĞĞŵ�ƚŽ�ŵĂƩĞƌ�ŝŶ�ŽƵƌ�ƌĞƐƵůƚƐ͘

dŚĞ�ƉĞƌĐĞƉƟŽŶ�ŽĨ�͚ ĐĂƌŝŶŐ͛�ĞǀĞŶ�ĐŽŵƉĞŶƐĂƚĞƐ�ƌĂƚŚĞƌ�ƐƚƌŝĐƚ�ĞŶƚƌǇ�ƉƌŽƚŽĐŽůƐ͗�Ă�ŚŽƐƉŝƚĂďůĞ�ŚƵŵĂŶ�ĂƉƉƌŽĂĐŚ�
ƐŽŌĞŶƐ�ƚŚĞ�ŝŵƉĂĐƚ�ŽĨ�ƐƚƌŝĐƚ�ƉƌŽĐĞĚƵƌĞƐ͕�ĂŶĚ�ƐĂĨĞƚǇ�ĂŶĚ�ŚŽƐƉŝƚĂůŝƚǇ�ĐŽŵƉůĞŵĞŶƚ�ĞĂĐŚ�ŽƚŚĞƌ͘
,ŽǁĞǀĞƌ͕ �Ă�ƐƚƌŝĐƚ�ĞŶĨŽƌĐĞŵĞŶƚ�ŽĨ�ƉƌŽƚŽĐŽůƐ�ƚŚĂƚ�ĞŶƐƵƌĞ�ƐĂĨĞƚǇ͕ �ǁŝƚŚŽƵƚ�ĂŶ�ƵŶĚĞƌƐƚĂŶĚŝŶŐ�ĂƫƚƵĚĞ͕�ŶŽƚ�
ŽŶůǇ�ĐƌĞĂƚĞƐ�ĂŶŶŽǇĂŶĐĞ�ʹ�ƐŽ�ŶŽ�ĨĞĞůŝŶŐ�ŽĨ�ŝŶǀŝƟŶŐ�ĂŶĚ�ĐĂƌŝŶŐ�ʹ�ďƵƚ�ĂůƐŽ�ĐĂƵƐĞƐ�ƐƚƌĞƐƐ�ʹ�ŶŽ�ƉĞƌĐĞŝǀĞĚ�
ĐŽŵĨŽƌƚ�ʹ�ĂŶĚ�ůĂĐŬ�ŽĨ�ƵŶĚĞƌƐƚĂŶĚŝŶŐ�ĨƌŽŵ�ƚŚĞ�ǀŝƐŝƚŽƌ�ĂŶĚ�ƐƟŵƵůĂƚĞƐ�ĞǀĂƐŝǀĞ�ƚĂĐƟĐƐ͘�dŚĞ�ŚŽƐƚ�Žƌ�ƐĞĐƵƌŝƚǇ�
employee now has to enforce procedures on an unwilling visitor, whereas a more understanding 
approach might have induced compliance in the visitor. In these cases, safety may be ensured but the 
lack of hospitality leads to unwanted behaviour and stress in both visitor and host.
EŽ�ĞŶƚƌǇ�ƉƌŽƚŽĐŽů�ĂůƐŽ�ĚŽĞƐ�ŶŽƚ�ůĞĂĚ�ƚŽ�Ă�ĚĞƐŝƌĞĚ�ĞīĞĐƚ͗�ĂůƚŚŽƵŐŚ�ƚŚĞƌĞ�ǁŝůů�ďĞ�ǀŝƐŝƚŽƌƐ�ǁŚŽ�ĚŽ�ŶŽƚ�ŵŝŶĚ�
;Žƌ�ĞǀĞŶ�ĞŶũŽǇ�ƚŚĞ�ůĂĐŬ�ŽĨ�ƐĞĐƵƌŝƚǇ�ŵĞĂƐƵƌĞƐͿ͕�ƋƵŝƚĞ�Ă�ŶƵŵďĞƌ�ŽĨ�ǀŝƐŝƚŽƌƐ�ǁŝůů�ƐƚĂƌƚ�ƚŽ�ĨĞĞů�ŝŶƐĞĐƵƌĞ͕�ĂŶĚ�
ďĞĐŽŵĞ�ƋƵŝƚĞ�ĂǁĂƌĞ�ŽĨ�ƚŚĞ�ƌŝƐŬƐ�ƚŚĞ�ŽƌŐĂŶŝƐĂƟŽŶ�ŵŝŐŚƚ�ďĞ�ƚĂŬŝŶŐ͘�dŚĞ�ƌĞƐƵůƚ�ŝƐ�ƚŚĂƚ�ŶŽƚ�ŽŶůǇ�ĚŽĞƐ�ƚŚĞ�
ǀŝƐŝƚŽƌ�ŶŽƚ�ĨĞĞů�ƐĂĨĞ͕�ƚŚĞƌĞ�ŝƐ�ĂůƐŽ�ŶŽ�ƉĞƌĐĞƉƟŽŶ�ŽĨ�ĐĂƌĞ͕�ĂŶĚ�ďŽƚŚ�ŝŶǀŝƟŶŐ�ĂŶĚ�ĐŽŵĨŽƌƚ�ĂƌĞ�ĐŽŵƉƌŽŵŝƐĞĚ͘�

�ĂƐĞĚ�ŽŶ� ƚŚĞƐĞ� ƌĞŇĞĐƟŽŶƐ�ǁĞ�ŵĂǇ� ĐŽŶĐůƵĚĞ� ƚŚĂƚ� ŝŶ� ĐĂƐĞƐ�ǁŚĞƌĞ� ǀŝƐŝƚŽƌƐ� ƉŽƐĞ�ŶŽ� ƌĞĂů� ƚŚƌĞĂƚ� ƚŽ� ĂŶ�
ŽƌŐĂŶŝƐĂƟŽŶ͕�ƐĞĐƵƌŝƚǇ�ŵĞĂƐƵƌĞƐ�ĐĂƌƌŝĞĚ�ŽƵƚ�ďǇ�;ŚŽƐƉŝƚĂůŝƚǇ�Žƌ�ƐĞĐƵƌŝƚǇͿ�ƐƚĂī�ƚŚĂƚ�ŚĂƐ�Ă�ŚŽƐƉŝƚĂďůĞ�ĂƫƚƵĚĞ�
ǁŝůů�ŶŽƚ�ďĞ�ƉĞƌĐĞŝǀĞĚ�ĂƐ�ĚĞĐƌĞĂƐŝŶŐ�ƚŚĞ�ŚŽƐƉŝƚĂůŝƚǇ�ŽĨ�ĂŶ�ŽƌŐĂŶŝƐĂƟŽŶ͕�ĂƐ�ƚŚĞ�ǀŝƐŝƚŽƌ�ǁŝůů�ĨĞĞů�ƐĂĨĞ͕�ĂƐ�ǁĞůů�
as treated in a hospitable way. 

/Ŷ�ƐŽŵĞ�ŽĨ�ƚŚĞ�ĐĂƐĞƐ͕�ŚŽƐƉŝƚĂůŝƚǇ�ĂŶĚͬŽƌ�ƐĞĐƵƌŝƚǇ�ƐƚĂī�ǁĂƐ�ĐŽŶĨƌŽŶƚĞĚ�ǁŝƚŚ�ĞŵŽƟŽŶĂů�ǀŝƐŝƚŽƌƐ͕�ǁŚŽ�ǁĞƌĞ�
Žƌ� ďĞĐĂŵĞ� ĨƌŝŐŚƚĞŶĞĚ͕� ĂŶŐƌǇ� ĂŶĚͬŽƌ� ĐŽŶĨƵƐĞĚ͘� /Ŷ� ƚŚĞƐĞ� ĐĂƐĞƐ͕� ƐƚĂī�ǁŝůů� ŶĞĞĚ� ƚŽ�ƉĞƌĨŽƌŵ�ĞŵŽƟŽŶĂů�
ůĂďŽƵƌ͘ �,ŽĐŚƐĐŚŝůĚ�ŚĂƐ�ĚĞĮŶĞĚ�ĞŵŽƟŽŶĂů�ůĂďŽƵƌ�ŝƐ�ĚĞĮŶĞĚ�ĂƐ�͚ƚŚĞ�ŵĂŶĂŐĞŵĞŶƚ�ŽĨ�ĨĞĞůŝŶŐ�ƚŽ�ĐƌĞĂƚĞ�Ă�
ƉƵďůŝĐůǇ�ŽďƐĞƌǀĂďůĞ�ĨĂĐŝĂů�ĂŶĚ�ďŽĚŝůǇ�ĚŝƐƉůĂǇ͛�;,ŽĐŚƐĐŚŝůĚ͕�ϭϵϴϯͿ͘�/ƚ�ŝƐ�Ă�ƉĞƌƐŽŶ Ɛ͛�ƌĞƐƉŽŶƐĞ�ƚŽ�ĞŵŽƟŽŶĂůůǇ�
ƐƚƌĞƐƐĨƵů� ƐŝƚƵĂƟŽŶ͕�ǁŚĞƌĞ� ƚŚĞ� ĞŵƉůŽǇĞĞ Ɛ͛� ƚĂƐŬ� ƌĞƋƵŝƌĞƐ� ƚŚĂƚ� ;ƐͿŚĞ� ĚŝƐƉůĂǇƐ� ĞŵŽƟŽŶƐ� ĚŝīĞƌ� ĨƌŽŵ� ƚŚĞ�
ĞŵŽƟŽŶƐ�ƚŚĞ�ĞŵƉůŽǇĞĞ�ĨĞĞůƐ͘�dŚŝƐ�ƐŽͲĐĂůůĞĚ�ƐƵƌĨĂĐĞ�ĂĐƟŶŐ�ŵĂǇ�ďĞ�ƌĞƋƵŝƌĞĚ�Ğ͘Ő͘�ǁŚĞŶ�ŚĂŶĚůŝŶŐ�ŝŶĐŝǀŝůŝƚǇ�
ďǇ�ĐůŝĞŶƚƐ͕�Žƌ�ĐŽŶĨƵƐĞĚ�ĂŶĚ�ĂŶŐƌǇ�ǀŝƐŝƚŽƌƐ�;,Ƶƌ�Ğƚ�Ăů͕͘�ϮϬϭϱͿ͘

/Ŷ� ƚŚĞƐĞ� ĐĂƐĞƐ͕� ƐƚĂī� ůŽŽŬƐ� ĨŽƌ� ƐƵƉƉŽƌƚ͖� ƚŚĞ� ƉƌŽƚŽĐŽůƐ� ƉƌŽǀŝĚĞ� Ă� ŚĂŶĚŚŽůĚ͕� ďƵƚ� ƚŚĞǇ� ĂůƐŽ� ĞǆƉĞƌŝĞŶĐĞ�
ĞŵŽƟŽŶĂů� ůĂďŽƵƌ͘ � /Ŷ� ŽƌĚĞƌ� ƚŽ� ƉĞƌĨŽƌŵ� ƚŚĞŝƌ� ƚĂƐŬƐ� ǁĞůů͕� ĂŶĚ� ďĞ� ĂƐ� ŚŽƐƉŝƚĂďůĞ� ĂƐ� ƉŽƐƐŝďůĞ� ŐŝǀĞŶ� ƚŚĞ�
circumstances, they need to stay calm and not respond with anger, fear or confusion.  In those cases, it 
ŝƐ�ďĞŶĞĮĐŝĂů�ƚŽ�ƉƌŽǀŝĚĞ�ŚƵŵĂŶ�ƐƵƉƉŽƌƚ�ƚŽ�ƚŚĞ�ŚŽƐƚ͕�Ğ͘Ő͘�ďǇ�ŚĂǀŝŶŐ�ďŽƚŚ�ƚǁŽ�ŵĞŵďĞƌƐ�ŽĨ�ƐƚĂī�ƉƌĞƐĞŶƚ͕�
ƉƌĞĨĞƌĂďůǇ�ŚŽƐƉŝƚĂůŝƚǇ�ĂƐ�ǁĞůů�ĂƐ�ƐĞĐƵƌŝƚǇ�ƐƚĂī͕�ĂƐ�ƚŚŝƐ�ǁŝůů�ĂůůĞǀŝĂƚĞ�ƐƚƌĞƐƐ�ŽĨ�ƚŚĞ�ƉĞƌƐŽŶ�ĐŽŶĨƌŽŶƟŶŐ�ƚŚĞ�
ĞŵŽƟŽŶĂů�ǀŝƐŝƚŽƌ͘ �>ĂŶŐƵĂŐĞ�ƉůĂǇƐ�Ă�ĐƌƵĐŝĂů� ƌŽůĞ� ŝŶ�ƵŶĚĞƌ�ƚŚĞƐĞ�ĐŝƌĐƵŵƐƚĂŶĐĞƐ͕�ĂƐ�ǁŝƚŚŽƵƚ�Ă�ĐŽŵŵŽŶ�
language it hard for people to understand each other. Lack of understanding will increase feeling of not-
safe and not-hospitable.

^Ž�ĨĂƌ͕ �ƚŚĞ�ĐĂƐĞƐ�ŝŶ�ƚŚŝƐ�ĞǆƉůŽƌĂƚŽƌǇ�ƐƚƵĚǇ�ŚĂǀĞ�ƐŚŽǁŶ�ƚŚĂƚ�ƉĞƌĐĞƉƟŽŶ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ�ĂŶĚ�ƐĂĨĞƚǇ�ŐŽ�ǀĞƌǇ�
well together, asking for alignment of measures to ensure each of the two. However, it remains to be 
ƐĞĞŶ�ǁŚĞƚŚĞƌ�ƚŚŝƐ�ƐƟůů�ŝƐ�ƚŚĞ�ĐĂƐĞ�ŝŶ�ŽƚŚĞƌ�ƐŝƚƵĂƟŽŶƐ͕�Ğ͘Ő͘�ǁŚĞŶ�ĞŝƚŚĞƌ�ƌŝƐŬ�ƉĞƌĐĞƉƟŽŶ�ŝƐ�ǀĞƌǇ�ŚŝŐŚ�ĂŶĚ�
ƉĞŽƉůĞ�ĨĞĞů�ƌĂƚŚĞƌ�ƵŶƐĂĨĞ͕�Žƌ�ŝŶ�ƐŝƚƵĂƟŽŶƐ�ǁŚĞƌĞ�ŚŽƐƉŝƚĂůŝƚǇ�ŶĞĞĚƐ�ƚŽ�ďĞ�ǀĞƌǇ�ƉƌŽŵŝŶĞŶƚ͕�ŶŽƚ�ƚŽ�ĨŽƌŐĞƚ�
ƐŝƚƵĂƟŽŶƐ�ǁŚĞƌĞ�ƉĞŽƉůĞ Ɛ͛�ďĞŚĂǀŝŽƵƌ� ŝƐ�ŵŽƌĞ�ĞǆƚƌĞŵĞ͕�Žƌ�ǁŚĞŶ�ŚŽƐƉŝƚĂůŝƚǇ�ĂŶĚ�ƐĞĐƵƌŝƚǇ�ƐƚĂī�ŶĞĞĚ�ƚŽ�
deal with crowds instead of individuals. 

For now, we conclude that safety and hospitality do act as two sides of a coin, and the one needs the 
other. 
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ďŽƌŚŽŽĚ͗���ůŽĐĂƟŽŶͲďĂƐĞĚ�ĂƉƉƌŽĂĐŚ͘�hƌďĂŶ��ĞƐŝŐŶ�/ŶƚĞƌŶĂƟŽŶĂů͕ 19, ϯϭϭʹϯϮϴ͘�
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>ĂƐŚůĞǇ͕ ��͕͘�Θ�DŽƌƌŝƐŽŶ͕��͘�;ϮϬϭϭͿ͘�/Ŷ�ƐĞĂƌĐŚ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ͗�dŚĞŽƌĞƟĐĂů�ƉĞƌƐƉĞĐƟǀĞƐ�ĂŶĚ�ĚĞďĂƚĞƐ͘�EĞǁ�
zŽƌŬ͕�h͘^͘�͗͘�ZŽƵƚůĞĚŐĞ͘�

>ƵŐŽƐŝ͕� W͘ � ;ϮϬϬϴͿ͘� ,ŽƐƉŝƚĂůŝƚǇ� ƐƉĂĐĞƐ͕� ŚŽƐƉŝƚĂďůĞ� ŵŽŵĞŶƚƐ͗� �ŽŶƐƵŵĞƌ� ĞŶĐŽƵŶƚĞƌƐ� ĂŶĚ� ĂīĞĐƟǀĞ�
ĞǆƉĞƌŝĞŶĐĞƐ�ŝŶ�ĐŽŵŵĞƌĐŝĂů�ƐĞƫŶŐƐ͘�:ŽƵƌŶĂů�ŽĨ�&ŽŽĚƐĞƌǀŝĐĞ͕�ϭϵ;ϮͿ͕�ϭϯϵͲϭϰϵ͘�

>ƵŐŽƐŝ͕� W͘ � ;ϮϬϬϵͿ͘� dŚĞ� ƉƌŽĚƵĐƟŽŶ� ŽĨ� ŚŽƐƉŝƚĂďůĞ� ƐƉĂĐĞ͗� �ŽŵŵĞƌĐŝĂů� ƉƌŽƉŽƐŝƟŽŶƐ� ĂŶĚ� ĐŽŶƐƵŵĞƌ� ĐŽͲ
ĐƌĞĂƟŽŶ�ŝŶ�Ă�ďĂƌ�ŽƉĞƌĂƟŽŶ͘�^ƉĂĐĞ�ĂŶĚ��ƵůƚƵƌĞ͕�ϭϮ;ϰͿ͕�ϯϵϲͲϰϭϭ͘�

>ƵŐŽƐŝ͕� W͘ � ;ϮϬϭϰͿ͘� ,ŽƐƉŝƚĂůŝƚǇ� ĂŶĚ� ŽƌŐĂŶŝǌĂƟŽŶƐ͗� �ŶĐŚĂŶƚŵĞŶƚ͕� ĞŶƚƌĞŶĐŚŵĞŶƚ� ĂŶĚ� ƌĞĐŽŶĮŐƵƌĂƟŽŶ͘�
,ŽƐƉŝƚĂůŝƚǇ�ĂŶĚ�^ŽĐŝĞƚǇ͕�ϰ;ϭͿ͕�ϳϱͲϵϮ͘�

>ǇŶĐŚ͕�W͘ ͕�DŽůǌ͕�:͘�'͕͘�DĐŝŶƚŽƐŚ͕��͕͘�>ƵŐŽƐŝ͕�W͘ ͕�Θ�>ĂƐŚůĞǇ͕ ��͘�;ϮϬϭϭͿ͘�dŚĞŽƌŝǌŝŶŐ�ŚŽƐƉŝƚĂůŝƚǇ͘ �,ŽƐƉŝƚĂůŝƚǇ�Θ�
Society, 1;ϭͿ͕�ϯͲϮϰ͘�

DŽƌƌŝƐŽŶ͕� �͕͘� Θ�K͛'ŽƌŵĂŶ͕� <͘� ;ϮϬϬϲͿ͘� ,ŽƐƉŝƚĂůŝƚǇ� ^ƚƵĚŝĞƐ͗� >ŝďĞƌĂƟŶŐ� ƚŚĞ� WŽǁĞƌ� ŽĨ� ƚŚĞ�DŝŶĚ͕� ƉĂƉĞƌ�
ƉƌĞƐĞŶƚĂƟŽŶ͕���hd,�ϮϬϬϲ͕�sŝĐƚŽƌŝĂ�hŶŝǀĞƌƐŝƚǇ͕ �DĞůďŽƵƌŶĞ͘

WĞƌƵŵĞĂŶͲ�ŚĂŶĞǇ͕ �^͘�͕͘�Θ�^ƵƩŽŶ͕�>͘D͘� ;ϮϬϭϯͿ͘�^ƚƵĚĞŶƚƐ�ĂŶĚ�WĞƌĐĞŝǀĞĚ�^ĐŚŽŽů�^ĂĨĞƚǇ͗�dŚĞ� /ŵƉĂĐƚ�ŽĨ�
School Security Measures. �ŵĞƌŝĐĂŶ�:ŽƵƌŶĂů�ŽĨ��ƌŝŵŝŶĂů�:ƵƐƟĐĞ͕�ϯϴ͕�ϱϳϬʹϱϴϴ͘

WŝũůƐ͕�Z͕͘�'ƌŽĞŶ͕��͘,͕͘�'ĂůĞƚǌŬĂ͕�D͕͘�Θ�WƌƵǇŶ͕�� d͘͘ ,͘�;ϮϬϭϲͿ͘�/ŵĂŐĞƐ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ͗�ǀĂůŝĚĂƟŽŶ�ŽĨ�ĞǆƉĞƌŝĞŶƟĂů�
dimensions. Paper presented at Conference EuroCHRIE 2016. 

WŝũůƐ͕�Z͕͘�'ƌŽĞŶ͕��͘,͕͘�'ĂůĞƚǌŬĂ͕�D͕͘�Θ�WƌƵǇŶ͕�� d͘͘ ,͘�;ϮϬϭϳͿ͘�DĞĂƐƵƌŝŶŐ�ƚŚĞ�ĞǆƉĞƌŝĞŶĐĞ�ŽĨ�ŚŽƐƉŝƚĂůŝƚǇ͗�ƐĐĂůĞ�
ĚĞǀĞůŽƉŵĞŶƚ�ĂŶĚ�ǀĂůŝĚĂƟŽŶ͘�/ŶƚĞƌŶĂƟŽŶĂů�:ŽƵƌŶĂů�ŽĨ�,ŽƐƉŝƚĂůŝƚǇ�DĂŶĂŐĞŵĞŶƚ͕�ϲϳ͕�ϭϮϱʹϭϯϯ͘�

^ĐŚĞŝŶ͕� �͕͘�Θ� ^ĐŚĞŝŶ͘� W͘ � ;ϮϬϭϲͿ͘�KƌŐĂŶŝǌĂƟŽŶĂů� �ƵůƚƵƌĞ� ĂŶĚ� >ĞĂĚĞƌƐŚŝƉ� ;ϱƚŚ� ĞĚ͘Ϳ͘�EĞǁ� :ĞƌƐĞǇ͕ �h͘^͘�͗͘�
Wiley.

^ĐŚƌĞĐŬ͕��͘�:͕͘�Θ�DŝůůĞƌ͕ �:͘�D͘�;ϮϬϬϯͿ͘�^ŽƵƌĐĞƐ�ŽĨ�ĨĞĂƌ�ŽĨ�ĐƌŝŵĞ�Ăƚ�ƐĐŚŽŽů͗�tŚĂƚ�ŝƐ�ƚŚĞ�ƌĞůĂƟǀĞ�ĐŽŶƚƌŝďƵƟŽŶ�
ŽĨ�ĚŝƐŽƌĚĞƌ͕ �ŝŶĚŝǀŝĚƵĂů�ĐŚĂƌĂĐƚĞƌŝƐƟĐƐ͕�ĂŶĚ�ƐĐŚŽŽů�ƐĞĐƵƌŝƚǇ͍�Journal of School Violence, 2;ϰͿ͕�ϱϳͲϳϵ͘

^ĐŚƵŝůĞŶďƵƌŐ͕� D͕͘� Θ� sĂŶ� ^ƚĞĚĞŶ͕� Z͘� ;ϮϬϭϰͿ͘� WŽƐŝƟǀĞ� ^ĞĐƵƌŝƚǇ͗� �� dŚĞŽƌĞƟĐĂů� &ƌĂŵĞǁŽƌŬ͘� /Ŷ� D͘� �͘�
^ĐŚƵŝůĞŶďƵƌŐ͕�Z͘�sĂŶ�^ƚĞĚĞŶ͕�Θ��͘�KƵĚĞ��ƌĞƵŝů�;�ĚƐ͘Ϳ͕�WŽƐŝƟǀĞ��ƌŝŵŝŶŽůŽŐǇ͗�ZĞŇĞĐƟŽŶƐ�ŽŶ��ĂƌĞ͕�
�ĞůŽŶŐŝŶŐ�ĂŶĚ�^ĞĐƵƌŝƚǇ�;ƉƉ͘�ϭϵͲϯϮͿ͘��ĞŶ�,ĂĂŐ͗��ůĞǀĞŶ͘�

^ŝŵ͕�:͕͘�DĂŬ͕��͕͘�Θ�:ŽŶĞƐ͕��͘�;ϮϬϬϲͿ͘���ŵŽĚĞů�ŽĨ�ĐƵƐƚŽŵĞƌ�ƐĂƟƐĨĂĐƟŽŶ�ĂŶĚ�ƌĞƚĞŶƟŽŶ�ĨŽƌ�ŚŽƚĞůƐ͘�Journal 
YƵĂůŝƚǇ��ƐƐƵƌĂŶĐĞ�ŝŶ�,ŽƐƉŝƚĂůŝƚǇ�ĂŶĚ�dŽƵƌŝƐŵ͕�ϳ;ϯͿ͕�ϭʹϮϯ͘

dĂůďŽƚ͕�:͕͘�Θ�:ĂŬĞŵĂŶ͕�D͘�;ϮϬϬϵͿ͘�^ĞĐƵƌŝƚǇ�ZŝƐŬ�DĂŶĂŐĞŵĞŶƚ͗��ŽĚǇ�ŽĨ�<ŶŽǁůĞĚŐĞ͘�EĞǁ�:ĞƌƐĞǇ͕ �h^�͗�:ŽŚŶ�
Wiley & Sons. 

dĂƐĐŝ͕� �͘�͘�͕͘� Θ� ^ĞŵƌĂĚ͕� <͘:͘� ;ϮϬϭϲͿ͘� �ĞǀĞůŽƉŝŶŐ� Ă� ƐĐĂůĞ� ŽĨ� ŚŽƐƉŝƚĂďůĞŶĞƐƐ͗� Ă� ƚĂůĞ� ŽĨ� ƚǁŽ� ǁŽƌůĚƐ͘�
/ŶƚĞƌŶĂƟŽŶĂů�:ŽƵƌŶĂů�ŽĨ�,ŽƐƉŝƚĂůŝƚǇ�DĂŶĂŐĞŵĞŶƚ͕�ϱϯ͕�ϯϬʹϰϭ͘

dĞůĨĞƌ͕ � �͕͘� ;ϮϬϬϬͿ͘� dŚĞ�ƉŚŝůŽƐŽƉŚǇ�ŽĨ� ŚŽƐƉŝƚĂďůĞŶĞƐƐ͘� /Ŷ͗� >ĂƐŚůĞǇ͕ � �͕͘�DŽƌƌŝƐŽŶ͕��͘� ;�ĚƐ͘Ϳ͕� In Search of 
,ŽƐƉŝƚĂůŝƚǇ͗�dŚĞŽƌĞƟĐĂů�WĞƌƐƉĞĐƟǀĞƐ�ĂŶĚ��ĞďĂƚĞƐ͘�;ƉƉ͘�ϯϴʹϱϱͿ͘��ƵƩĞƌǁŽƌƚŚͲ,ĞŝŶĞŵĂŶŶ͕�KǆĨŽƌĚ͘

sŝĞƌĞŶĚĞĞůƐ͕�'͕͘�ZĞŶŝĞƌƐ͕�'͕͘�sĂŶ�EƵŶĞŶ͕�<͘�Θ�WŽŶŶĞƚ͕�<͘�;ϮϬϭϴͿ͘��Ŷ�ŝŶƚĞŐƌĂƟǀĞ�ĐŽŶĐĞƉƚƵĂů�ĨƌĂŵĞǁŽƌŬ�ĨŽƌ�
ƐĂĨĞƚǇ�ĐƵůƚƵƌĞ͗�dŚĞ��ŐŐ��ŐŐƌĞŐĂƚĞĚ�DŽĚĞů�;d��DͿ�ŽĨ�ƐĂĨĞƚǇ�ĐƵůƚƵƌĞ͘�^ĂĨĞƚǇ�^ĐŝĞŶĐĞ͕�ϭϬϯ, 323-339.
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EĞŶŽŶĞŶ͕� ^͘� ĂŶĚ� �ĂŶŝǀƐŬĂ͕� s͘ � ;ϮϬϮϬͿ�
tŽƌŬƉůĂĐĞ��ŚĂŶŐĞ�ʹ��ŽĞƐ�ŝƚ��ůǁĂǇƐ�>ĞĂĚ�
to a New Space?, In the Proceedings of 
the 19th EuroFM Research Symposium, 
�&D/�� ϮϬϮϬ͕� ϯͲϰ� :ƵŶĞ� ϮϬϮϬ͕� ŽŶůŝŶĞ�
conference.

�ŝƚĂƟŽŶ͗

tŽƌŬƉůĂĐĞ��ŚĂŶŐĞ�ʹ��ŽĞƐ�ŝƚ��ůǁĂǇƐ�>ĞĂĚ�ƚŽ�Ă�EĞǁ�^ƉĂĐĞ͍�

Suvi Nenonen1�ĂŶĚ�sŝƚĂůŝũĂ��ĂŶŝǀƐŬĂ2 

��^dZ��d
�ĂĐŬŐƌŽƵŶĚ�ĂŶĚ�Ăŝŵ�ʹ There are various reasons driving the change of 
ǁŽƌŬƉůĂĐĞ�ŝŶ�ŽƌŐĂŶŝǌĂƟŽŶƐ͘�dŚĞ�ƉƌŽĐĞƐƐ�ŽĨ�ǁŽƌŬƉůĂĐĞ�ĐŚĂŶŐĞ�ŝƐ�ĐŽŵƉůĞǆ�
ĂŶĚ�ŝŶĐůƵĚĞƐ�ŶŽƚ�ŽŶůǇ�ƚŚĞ�ƚƌĂŶƐĨŽƌŵĂƟŽŶ�ŽĨ�ƉŚǇƐŝĐĂů�ƐƉĂĐĞƐ�ďƵƚ�ŵĂŶǇ�
ƐŝŵƵůƚĂŶĞŽƵƐ�ƚĞĐŚŶŝĐĂů͕�ŽƉĞƌĂƟŽŶĂů͕�ƐŽĐŝĂů�ĂŶĚ�ƉƐǇĐŚŽůŽŐŝĐĂů�ĐŚĂŶŐĞƐ͘�
It has been indicated in previous research but as important as physical 
ǁŽƌŬƉůĂĐĞ�ƐŽůƵƟŽŶ�ŝƐ�ƚŚĞ�ƉƌŽĐĞƐƐ�ŽĨ�ĐŚĂŶŐĞ�ĂŶĚ�ŚŽǁ�ĞŵƉůŽǇĞĞƐ�ŚĂǀĞ�
ďĞĞŶ� ŝŶǀŽůǀĞĚ� ŝŶ� ŝƚ͘� dŚŝƐ� ƉĂƉĞƌ� ĂŝŵƐ� Ăƚ� ŝŶĚŝĐĂƟŶŐ� ƚŚĞ� ŵŽƐƚ� ĐƵƌƌĞŶƚ�

ǁŽƌŬƉůĂĐĞ�ĐŚĂŶŐĞ�ĚƌŝǀĞƌƐ�ŝŶ�ǀĂƌŝŽƵƐ�ǁŽƌŬƉůĂĐĞ�ƚƌĂŶƐĨŽƌŵĂƟŽŶƐ�ŝŶ�&ŝŶůĂŶĚ͘�DŽƌĞŽǀĞƌ͕ �ŝƚ�ƉƌŽƉŽƐĞƐ�ŝĚĞĂƐ�
ŽĨ�ĐŚĂŶŐĞ�ƉĂƚŚƐ�ƚŚĂƚ�ŽƌŐĂŶŝǌĂƟŽŶƐ�ŵŝŐŚƚ�ŝŵƉůĞŵĞŶƚ�ƚŚƌŽƵŐŚ�WůĂĐĞ�ĂŶĚ�hƐĞͲŵĂƉ͘�dŚĞ�ƌĞƐĞĂƌĐŚ�ƋƵĞƐƟŽŶ�
ƉƌĞƐĞŶƚĞĚ�ŝƐ͗�tŚĂƚ�ŬŝŶĚ�ŽĨ�ĚŝīĞƌĞŶƚ�ĚƌŝǀĞƌƐ�ĨŽƌ�ǁŽƌŬƉůĂĐĞ�ƚƌĂŶƐĨŽƌŵĂƟŽŶƐ�ĐĂŶ�ďĞ�ŝĚĞŶƟĮĞĚ�ĂŶĚ�ŚŽǁ�
they can be clustered as a more comprehensive guidance for workplace developers?
DĞƚŚŽĚƐ�ͬ �DĞƚŚŽĚŽůŽŐǇ�ʹ �dŚĞ�ƐƚƵĚǇ�ƚĂŬĞƐ�ƋƵĂůŝƚĂƟǀĞ�ŵƵůƟƉůĞ�ĐĂƐĞ�ƐƚƵĚǇ�ĂƉƉƌŽĂĐŚ͘�dŚĞ�ĚĂƚĂ�ŝƐ�ŐĂƚŚĞƌĞĚ�
ĨƌŽŵ�ƚŚĞ�ǁŽƌŬƉůĂĐĞ�ĐŚĂŶŐĞ�ĐĂƐĞƐ�ƉƌĞƐĞŶƚĞĚ� ŝŶ� ƚŚĞ�ŶĂƟŽŶĂů� ͞tŽƌŬƉůĂĐĞ��ĐƟŽŶ�ZĞǁĂƌĚ� ŝŶŝƟĂƟǀĞ͟� ŝŶ�
&ŝŶůĂŶĚ�ŝŶ�ϮϬϭϵ�ĂŶĚ�ĂŶĂůǇǌĞĚ�ƚŚƌŽƵŐŚ�ĐŽĚŝŶŐ͘�
ZĞƐƵůƚƐ�ʹ�^ĞǀĞŶ�ĚƌŝǀĞƌƐ�ĨŽƌ�ǁŽƌŬƉůĂĐĞ�ĐŚĂŶŐĞ�ǁĞƌĞ�ŝĚĞŶƟĮĞĚ͕�ĚĞŵŽŶƐƚƌĂƟŶŐ�ǀĂƌŝĂƟŽŶƐ�ďĞƚǁĞĞŶ�ƚŚĞ�
ĐĂƐĞƐ͘�dŚĞ�ĐĂƐĞƐ�ĂƌĞ�ŵĂƉƉĞĚ�ďǇ�ƵƐŝŶŐ�WůĂĐĞ�ĂŶĚ�hƐĞͲŵĂƉ�ĨƌŽŵ�ĞĂƌůŝĞƌ�ůŝƚĞƌĂƚƵƌĞ͕�ǁŚŝĐŚ�ŝƐ�ƐƵƉƉůĞŵĞŶƚĞĚ�
by introducing change paths for workplace change. 
WƌĂĐƟĐĂů� Žƌ� ƐŽĐŝĂů� ŝŵƉůŝĐĂƟŽŶƐ� ʹ� dŚĞ� ƌĞƐĞĂƌĐŚ� ŝŶƚƌŽĚƵĐĞƐ� ƉŽƚĞŶƟĂů� ĚŝīĞƌĞŶƚ� ƉĂƚŚƐ� ĨŽƌ� ǁŽƌŬƉůĂĐĞ�
ĐŚĂŶŐĞ�ƉƌŽĐĞƐƐĞƐ͕�ǁŚŝĐŚ�ǁŽƵůĚ�ďĞŶĞĮƚ�ƉƌĂĐƟƟŽŶĞƌƐ�ďǇ�ĞŵƉŚĂƐŝǌŝŶŐ�ƚŚĞ�ŶĞĞĚ�ŽĨ�ƵŶĚĞƌƐƚĂŶĚŝŶŐ�ĂŶĚ�
ĞǀĂůƵĂƟŽŶ� ŽĨ� ŽƌŐĂŶŝǌĂƟŽŶĂů� ƉƌŽĐĞƐƐĞƐ� ĂŶĚ� ƉĞŽƉůĞ͘� /Ŷ� ƉƌĂĐƟĐĞ͕� ƚŚŝƐ� ĐŽƵůĚ� ŵĞĂŶ� ŵŽƌĞ� ƵƐĞƌͲĐĞŶƚƌŝĐ�
workplace change processes.
dǇƉĞ�ŽĨ�ƉĂƉĞƌ�ʹ Research paper

<�ztKZ�^
Workplace change; change drivers; digital and physical workplace; new ways of working

/EdZK�h�d/KE�
Workplaces are changing, because the nature of work and the role of the workplace in business strategy 
are changing. The world largest distant working test is ongoing due to the Covid19 crisis. We are 
ĞǆƉĞƌŝĞŶĐŝŶŐ�ŚŽǁ�ŽŶĞ�ĐĂŶ�ǁŽƌŬ�ĂůǁĂǇƐͲŽŶ͕�ĂŶǇǁŚĞƌĞ͕�ĂŶǇƟŵĞ͕�ƚŚƌŽƵŐŚ�ĚŝǀĞƌƐĞ�ĐŚĂŶŶĞůƐ͘��ŝƐƚƌŝďƵƚĞĚ�
ǁŽƌŬ�ŚĂƐ�ĞǆƉĂŶĚĞĚ�ƚŚĞ�ĐŽŶĐĞƉƚ�ŽĨ�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ͖�ŝƚ�ŝƐ�ŶŽǁ�ƐĞĞŶ�ĂƐ�ĂŶ�ĞŶƟƚǇ�ŽĨ�ĐŽŵƉƌŝƐŝŶŐ�ŽĨ�ƐŽĐŝĂů͕�
ǀŝƌƚƵĂů�ĂŶĚ�ƉŚǇƐŝĐĂů�ƐƉĂĐĞ͕�ŵĞĂŶŝŶŐ�ƚŚĞ�ƐŽĐŝĂů�ĐŽŶƚĞǆƚ�ĂŶĚ�ŶĞƚǁŽƌŬ�ŽĨ�ĂŶ�ŽƌŐĂŶŝǌĂƟŽŶ͕� /�d�ƐŽůƵƟŽŶƐ�
ĂŶĚ�ƚŚĞ�ďƵŝůƚ�ĞŶǀŝƌŽŶŵĞŶƚ�;�ĂůƚŽŶĞŶ�Ğƚ�Ăů͘�ϮϬϭϮͿ͘�dŚĞ�ƵŶƉƌĞĐĞĚĞŶƚĞĚ�ĚĞǀĞůŽƉŵĞŶƚƐ�ŝŶ�ŝŶĨŽƌŵĂƟŽŶ�ĂŶĚ�
ĐŽŵŵƵŶŝĐĂƟŽŶƐ�ƚĞĐŚŶŽůŽŐŝĞƐ�ŶŽǁ�ƉĞƌŵŝƚ�Ă�ǀĂƌŝĞƚǇ�ŽĨ�ĨŽƌŵƐ�ŽĨ�ƌĞŵŽƚĞ�ǁŽƌŬŝŶŐ�ĂŶĚ�ƚŚĞ�ƐƵďƐĞƋƵĞŶƚ�
ƐŚŝŌŝŶŐ�ŽĨ�ƐƉĂƟĂů�ĂŶĚ�ƚĞŵƉŽƌĂů�ďŽƵŶĚĂƌŝĞƐ�ďĞƚǁĞĞŶ�ŚŽŵĞ͕�ŽĸĐĞ�ĂŶĚ�ĐŝƚǇ͘ �;�ŽůĞ�Ğƚ�Ăů͕�ϮϬϭϰͿ͘

dŚĞ�ĐŚĂŶŐŝŶŐ�ǁŽƌŬŝŶŐ�ĐƵůƚƵƌĞ�ŝƐ�ĂůƐŽ�ŵĂŬŝŶŐ�ŽƌŐĂŶŝǌĂƟŽŶƐ�ŽĨ�Ăůů�ƐŝǌĞƐ͕�ĂĐƌŽƐƐ�Ăůů�ƐĞĐƚŽƌƐ͕�ƚŽ�ƌĞͲƉůĂŶ�ĂŶĚ�
ƌĞͲĐŽŶĮŐƵƌĞ�ƚŚĞŝƌ�ǁŽƌŬƉůĂĐĞƐ�ƚŽ�ďĞƩĞƌ�ƚƵŶĞ�ƚŚĞŵ�ƚŽ�ƚŚĞ�ǁŽƌŬ�ƉƌŽĐĞƐƐĞƐ�ĂŶĚ�ǁŽƌŬƐƚǇůĞƐ�Ăƚ�ŚĂŶĚ�;zĂŶŐ�
Ğƚ�Ăů͘�ϮϬϭϵͿ͘�dŚĞ�ĚĞǀĞůŽƉŝŶŐ�ŶĞǁ�ǁĂǇƐ�ŽĨ�ǁŽƌŬ�ŚĂǀĞ�ƉĂƐƐĞĚ�ŽŶ� ƚŚĞ�ďĂƚŽŶ� ĨƌŽŵ�ĞŵƉůŽǇĞƌƐ� ƚŽ�ĞǀĞƌǇ�
ĞŵƉůŽǇĞĞ�ƚŽ�ĚĞǀĞůŽƉ�ƚŚĞ�ǁŽƌŬ�ĂŶĚ�ŝƚƐ�ŽƉĞƌĂƟŽŶĂů�ĞŶǀŝƌŽŶŵĞŶƚ�;�ƵƌŽĨŽƵŶĚ�ϮϬϭϱͿ͘�dŚŝƐ� ŝƐ�ĐĂůůĞĚ�͚ũŽď�
ĐƌĂŌŝŶŐ͛�ǁŚŝĐŚ�ŝƐ�Ă�ƐĞůĨͲŝŶŝƟĂƚĞĚ�ĐŚĂŶŐĞ�ďĞŚĂǀŝŽƌ�ƚŚĂƚ�ĞŵƉůŽǇĞĞƐ�ƵƐĞ�ǁŝƚŚ�ƚŚĞ�Ăŝŵ�ƚŽ�ĂůŝŐŶ�ƚŚĞŝƌ�ũŽďƐ�
ǁŝƚŚ�ƚŚĞŝƌ�ŽǁŶ�ƉƌĞĨĞƌĞŶĐĞƐ͕�ŵŽƟǀĞƐ�ĂŶĚ�ƉĂƐƐŝŽŶƐ�;tƌǌĞƐŶŝĞǁƐŬŝ�Θ��ƵƩŽŶ�ϮϬϬϭͿ͘�WĂƌƚ�ŽĨ�ƚŚĞ�ũŽďĐƌĂŌŝŶŐ�
are the ways how the workplace is used. This paper focuses on workplace changes, not only as a change 
ƉƌŽĐĞƐƐ�ƚŽǁĂƌĚƐ�ŶĞǁ�ǁŽƌŬƉůĂĐĞ�ƐŽůƵƟŽŶ�ďƵƚ�ĂůƐŽ�ĂƐ�Ă�ǁĂǇ�ƚŽ�ƵƐĞ�ŝƚ͘�/Ŷ�ƚŚŝƐ�ƐƚƵĚǇ͕ �ǁĞ�ŚĂǀĞ�ŝŶǀĞƐƟŐĂƚĞĚ�
ŚŽǁ�ǀĂƌŝŽƵƐ�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ�ĐŚĂŶŐĞƐ�ĂƌĞ�ĚŽŶĞ�ŝŶ�&ŝŶůĂŶĚ͘�dŚĞ�ŐŽĂů�ŽĨ�ƚŚĞ�ƌĞƐĞĂƌĐŚ�ǁĂƐ�ƚŽ�ŝĚĞŶƟĨǇ�

Ϸ��dĂŵƉĞƌĞ�hŶŝǀĞƌƐŝƚǇ�&ĂĐƵůƚǇ�ŽĨ��Ƶŝůƚ��ŶǀŝƌŽŶŵĞŶƚ͕�ƐƵǀŝ͘ŶĞŶŽŶĞŶΛƚƵŶŝ͘Į
ϸ���ĂůƚŽ�hŶŝǀĞƌƐŝƚǇ�^ĐŚŽŽů�ŽĨ��ŶŐŝŶĞĞƌŝŶŐ��ĞƉĂƌƚŵĞŶƚ�ŽĨ��Ƶŝůƚ��ŶǀŝƌŽŶŵĞŶƚ
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the drivers for work environment change and cluster them to provide a more coherent guidance for 
ǁŽƌŬƉůĂĐĞ�ĚĞǀĞůŽƉĞƌƐ�ĂŶĚ�ŽƌŐĂŶŝǌĂƟŽŶƐ�ƉůĂŶŶŝŶŐ�ƚŚĞ�ĐŚĂŶŐĞ͘�

tKZ<W>�����,�E'��/^�EKd�KE>z���Khd�d,��W>���
:ƵƐƚ� ĂƐ� ĂŶǇ� ŽƌŐĂŶŝǌĂƟŽŶĂů� ĐŚĂŶŐĞ͕� ǁŽƌŬƉůĂĐĞ� ĐŚĂŶŐĞ� ƐŚŽƵůĚ� ďĞ� ĐŽŶƐŝĚĞƌĞĚ� ĂƐ� Ă� ĐŽŶƐƚĂŶƚ� ĂĚĂƉƟŽŶ�
ƉƌŽĐĞƐƐ�ƚŽ�ĐŚĂŶŐŝŶŐ�ĐŽŶĚŝƟŽŶƐ�;Ğ͘Ő͘��ƵƌŶĞƐ�ϮϬϬϰͿ͘�/Ŷ�ǁŽƌŬƉůĂĐĞ�ĐŚĂŶŐĞ͕�ŽŶĞ�ŽĨ�ƚŚĞ�ĐŚĂůůĞŶŐĞƐ�ŝƐ�ƚŽ�ĂůŝŐŶ�
ƚŚĞ�ĂĐƟǀŝƟĞƐ�ŽĨ�ƌĞĂů�ĞƐƚĂƚĞ�ĐŚĂŶŐĞ�ǁŝƚŚ�ŽƌŐĂŶŝǌĂƟŽŶĂů�ŐŽĂůƐ�;Ğ͘Ő͘�,ĞǇǁŽŽĚ͕�ϮϬϭϭ͖�KƐŐŽŽĚ͕�ϮϬϬϰ͖��ƉƉĞůͲ
DĞƵůĞŶďƌŽĞŬ�ĂŶĚ�,ĂǇŶĞƐ�ϮϬϭϰͿ͘��ĚĚŝƟŽŶĂůůǇ͕ �ƚŚĞ�ŶĞĞĚ�ƚŽ�ŝŶƚĞŐƌĂƚĞ�ĂŶĚ�ŵĂŶĂŐĞ�ŵĂŶǇ�ƐŝŵƵůƚĂŶĞŽƵƐ�
ƚĞĐŚŶŝĐĂů�ĂŶĚ�ŽƉĞƌĂƟŽŶĂů͕�ĂƐ�ǁĞůů�ĂƐ�ƐŽĐŝĂů�ĂŶĚ�ƉƐǇĐŚŽůŽŐŝĐĂů�ƉƌŽĐĞƐƐĞƐ�ŵĂŬĞƐ�ƚŚĞ�ƉƌŽĐĞƐƐ�ĞǀĞŶ�ŵŽƌĞ�
ĐŽŵƉůĞǆ�;Ğ͘Ő͘��ƉƉĞůͲDĞƵůĞŶďƌŽĞŬ�Ğƚ�Ăů͘�ϮϬϭϰͿ͘�dŚĞƌĞ�ŝƐ�ĂŶ�ŽďǀŝŽƵƐ�ŶĞĞĚ�ƚŽ�ĚĞǀĞůŽƉ�ŐŽŽĚ�ƉƌĂĐƟĐĞƐ�ĂŶĚ�
ŽƉĞƌĂƟŽŶĂů�ŵŽĚĞůƐ�ĨŽƌ�ĐŚĂŶŐĞ�ŵĂŶĂŐĞŵĞŶƚ�ƚŚĂƚ�ƵŶŝĨǇ�ĂŶ�ŽƌŐĂŶŝǌĂƟŽŶ Ɛ͛�ƐƚƌĂƚĞŐŝĐ�ĂŶĚ�ǁŽƌŬƉůĂĐĞ�ĐŚĂŶŐĞ�
ƉƌŽĐĞƐƐĞƐ͕�ĂƐ�ǁĞůů�ĂƐ�ŐĞŶƵŝŶĞůǇ�ƵƟůŝǌĞ�ƵƐĞƌͲĐĞŶƚƌŝĐ�ŬŶŽǁůĞĚŐĞ�ŝŶ�ƚŚĞ�ĚĞǀĞůŽƉŵĞŶƚ�ǁŽƌŬ�;>ĂŚƟŶĞŶ�Ğƚ�Ăů͘�
ϮϬϭϲͿ͘

dŚĞ�ďĂůĂŶĐĞ�ďĞƚǁĞĞŶ�ƐĂƟƐĨǇŝŶŐ�ƚŚĞ�ŶĞĞĚƐ�ŽĨ�ĂŶ�ŽƌŐĂŶŝǌĂƟŽŶ�ĂŶĚ�ƚŚĞ�ĞǆƉĞƌŝĞŶĐĞ�ŽĨ�ĞŵƉůŽǇĞĞƐ�ŝƐ�ŚĂƌĚ�ƚŽ�
ĮŶĚ�ĂŶĚ�ŵĂŝŶƚĂŝŶ͘�KŌĞŶ͕�ƚŚĞƌĞ�ŝƐ�Ă�ƐƚƌŽŶŐ�ƚĞŵƉƚĂƟŽŶ�ƚŽ�ƵƐĞ�ŵŽĚĞƌŶ�ĨĂĐŝůŝƟĞƐ�ŝŶ�ƚƌĂĚŝƟŽŶĂů�ǁĂǇƐ͘�/Ŷ�ƚŚĞ�
ƉĂƐƚ͕�ƚŚĞ�ǁŽƌŬ�ĐĂƌƌŝĞĚ�ŽƵƚ�ŝŶ�ƚŚĞ�ŽĸĐĞ�ƌŽŽŵ�Žƌ�ŝŶ�ƚŚĞ�ĚĞĚŝĐĂƚĞĚ�ǁŽƌŬƐƚĂƟŽŶ�ĐŽƵůĚ�ŶŽƚ�ďĞ�ƚƌĂŶƐĨĞƌƌĞĚ�
ĂƐ�ƐƵĐŚ�ƚŽ�ĂŶ�ĂĐƟǀŝƚǇͲďĂƐĞĚ�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ͘�/Ŷ�ƚŚĞ�ŵŝĚĚůĞ�ŽĨ�ƚŚĞ�ĐŚĂŶŐĞ͕�ŝƚ�ŝƐ�ƚǇƉŝĐĂů�ĨŽƌ�ŝŶĚŝǀŝĚƵĂůƐ�
ƚŽ�ƚƵƌŶ�ďĂĐŬ�ƚŽ�ŽůĚ�ǁĂǇƐ�ƚŽ�ǁŽƌŬ͘�;,ĂĂƉĂŵćŬŝ�Ğƚ�Ăů͘�ϮϬϭϭͿ͘��KŶĞ�ĐĂŶ�ŝůůƵƐƚƌĂƚĞ�ƚŚĂƚ�ǁŝƚŚ�ƚŚĞ�͞ƉůĂĐĞ�ĂŶĚ�
ƵƐĞ͟�Ͳ�ŵĂƉ�ǁŝƚŚ�ĨŽƵƌ�ĚŝīĞƌĞŶƚ�ŽƌŝĞŶƚĂƟŽŶƐ�;&ŝŐƵƌĞ�ϭͿ͗�

Modern work environment and old 
ways to use it.

Modern work environment and mod-
ern way to use it

dƌĂĚŝƟŽŶĂů�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ�ĂŶĚ�
ƚƌĂĚŝƟŽŶĂů�ǁĂǇƐ�ƚŽ�ƵƐĞ�ŝƚ

dƌĂĚŝƟŽŶĂů�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ�ĂŶĚ�
new ways to use it

&ŝŐƵƌĞ�ϭ�͞WůĂĐĞ�ĂŶĚ�ƵƐĞ͟�ʹŵĂƉ͘

ϭ͘� dƌĂĚŝƟŽŶĂů�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ�ĂŶĚ�ƚƌĂĚŝƟŽŶĂů�ǁĂǇƐ�ƚŽ�ƵƐĞ�ŝƚ
%� dŚŝƐ�ŝƐ�ƚŚĞ�ƐƚĂƚƵƐ�ƋƵŽ�ĂŶĚ�ŽƌŐĂŶŝǌĂƟŽŶƐ�ƐƚĂƌƚ�ƚŽ�ƐŚĂŬĞ�ƚŚŝƐ�ĮǆĞĚ�ƐĞƫŶŐ�ǁŚĞŶ�ƚŚŝŶŬŝŶŐ�ŽĨ�

ĐŚĂŶŐĞƐ�ŝŶ�ƐƚƌĂƚĞŐŝĐ͕�ƚĂĐƟĐĂů�Žƌ�ŽƉĞƌĂƟŽŶĂů�ůĞǀĞů�ĨƌŽŵ�ǀĂƌŝŽƵƐ�ƌĞĂƐŽŶƐ͘
%� /Ŷ�ŝŶĚŝǀŝĚƵĂů�ůĞǀĞů͕�ƚŚŝƐ�ŝƐ�ƚŚĞ�ĐŽŵĨŽƌƚ�ǌŽŶĞ�ĂŶĚ�ƚŚĞ�ĐŚĂŶŐĞ�ŽĨ�ŝƚ�ŝƐ�ĐĂƵƐŝŶŐ�ĂŶǆŝĞƚǇ�ĂŶĚ�

ĨƌƵƐƚƌĂƟŽŶ͕�ĞƐƉĞĐŝĂůůǇ�ŝĨ�ŽŶĞ�ĨĞĞůƐ�ƚŚĂƚ�ƚŚĞƌĞ�ŝƐ�ŶŽ�ƌĞĂƐŽŶ�ƚŽ�ĐŚĂŶŐĞ�ĂŶǇƚŚŝŶŐ͘�
Ϯ͘� Modern work environment and old ways to use it. 

%� dŚŝƐ�ŝƐ�ƚŚĞ�ƐƚĂŐĞ�ǁŚĞŶ�ŽƌŐĂŶŝǌĂƟŽŶ�ŝƐ�ĨŽĐƵƐŝŶŐ�ŽŶ�ďƵŝůƚ�ĞŶǀŝƌŽŶŵĞŶƚ�ǁŝƚŚŽƵƚ�ƉƵƫŶŐ�ƐŽ�
much emphasis to change work or work environment behavior. 

%� In individual level, the work environment change is not comprehensive and there is no 
ŵŽƟǀĂƟŽŶ�ƚŽ�ĐŚĂŶŐĞ�ďĞŚĂǀŝŽƌ�ĂĐĐŽƌĚŝŶŐ�ƚŽ�ŶĞǁ�ƐŽůƵƟŽŶ͘�

ϯ͘� Modern work environment and modern way to use it
%� dŚŝƐ�ŝƐ�ƚŚĞ�ƐƚĂŐĞ�ǁŚĞƌĞ�ƚŚĞ�ŽƌŐĂŶŝǌĂƟŽŶ�ŝƐ�ǁŽƌŬŝŶŐ�ƚŽǁĂƌĚƐ�ŶĞǁ�ǁĂǇƐ�ŽĨ�ǁŽƌŬŝŶŐ�ĂŶĚ�

using the work environment as a catalyst in the change.
%� /Ŷ�ŝŶĚŝǀŝĚƵĂů�ůĞǀĞů͕�ƚŚŝƐ�ŝƐ�Ă�ũƵŵƉ�ƚŽ�ƐŽŵĞƚŚŝŶŐ�ƵŶŬŶŽǁŶ�ĂŶĚ�ƚŚĞ�ĐŚĂŶŐĞ�ŵĂŶĂŐĞŵĞŶƚ�

support is needed.
ϰ͘� dƌĂĚŝƟŽŶĂů�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ�ĂŶĚ�ŶĞǁ�ǁĂǇƐ�ƚŽ�ƵƐĞ�ŝƚ

%� dŚŝƐ�ŝƐ�ƚŚĞ�ƐƚĂŐĞ�ǁŚĞŶ�ŽƌŐĂŶŝǌĂƟŽŶ�ŝƐ�ŵĂŬŝŶŐ�ƌĞƚƌŽĮƫŶŐ�ŝŶ�ŽƌĚĞƌ�ƚŽ�ƐƵƉƉŽƌƚ�ƚŚĞ�ŶĞǁ�
ways of working. 

%� /Ŷ� ŝŶĚŝǀŝĚƵĂů� ůĞǀĞů͕� ƚŚĞ� ĐŚĂŶŐĞ� ŝƐ� ƐŽŵĞƚŚŝŶŐ� ƚŽ� ďĞ� ĐŽŶŶĞĐƚĞĚ� ĂŶĚ� ƚŚĞ� ƌĞƚƌŽĮƩĞĚ�
ĞŶǀŝƌŽŶŵĞŶƚ�Ăƚ�ŝƚƐ�ďĞƐƚ�ŝƐ�ƐƵƉƉŽƌƟŶŐ�ƚŚĞ�ĐŚĂŶŐĞ͘�
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͞WůĂĐĞ�ĂŶĚ�hƐĞ͟�ͲŵĂƉ�ŝƐ�ǀŝƐƵĂůŝǌŝŶŐ�ďŽƚŚ�ƚŚĞ�ďĂůĂŶĐĞ�ĂŶĚ�ŶŽŶͲďĂůĂŶĐĞ�ƉŽƚĞŶƟĂů� ŝŶ�ǁŽƌŬƉůĂĐĞ�ĐŚĂŶŐĞ�
ƉƌŽĐĞƐƐĞƐ� ŝŶĚŝĐĂƟŶŐ�ƚŚĂƚ� ƚŚĞ�ƉŚǇƐŝĐĂů� ƐŽůƵƟŽŶ� ŝƐ�ŽŶůǇ�ƉĂƌƚ�ŽĨ� ƚŚĞ�ĂĚĂƉƟŽŶ�ƚŽ�ŶĞǁ�ĞŶǀŝƌŽŶŵĞŶƚ͘� ��Ǉ�
ĐƌĂŌŝŶŐ�ƚŚĞŝƌ�ǁŽƌŬ͕�ĞŵƉůŽǇĞĞƐ�ĂŶĚ�ĞŵƉůŽǇĞĞ�ƚĞĂŵƐ�ďĂůĂŶĐĞ�ƚŚĞŝƌ�ũŽď�ƌĞƐŽƵƌĐĞƐ�ĂŶĚ�ũŽď�ĚĞŵĂŶĚƐ�ǁŝƚŚ�
ƚŚĞŝƌ�ƉĞƌƐŽŶĂů�ǀĂůƵĞƐ͕�ŶĞĞĚƐ�ĂŶĚ�ĂďŝůŝƟĞƐ�;dŝŵƐ�ĂŶĚ��ĞƌŬƐ�ϮϬϭϰ͖�EŝĞůƐĞŶ�Θ��ďŝůĚŐĂĂƌĚ�ϮϬϭϮͿ͘�dŚĞ�ǁĂǇƐ�
ƚŽ�ƵƐĞ� ƚŚĞ�ǁŽƌŬƉůĂĐĞ� ŝƐ�ƉĂƌƚ�ŽĨ�ǁŽƌŬ� ĐƌĂŌŝŶŐ� ŝŶ�ŽƉĞƌĂƟŽŶĂů� ůĞǀĞů�ǁŝƚŚŝŶ�ŽƌŐĂŶŝǌĂƟŽŶƐ͘� � /ƚ� ŝƐ� ĂůƐŽ�ĂŶ�
ĞƐƐĞŶƟĂů�ƉĂƌƚ�ŽĨ�ƚŚĞ�ǁŽƌŬƉůĂĐĞ�ĐŚĂŶŐĞ�ƉƌŽĐĞƐƐ�ŝŶ�ƐƚƌĂƚĞŐŝĐ�ůĞǀĞů�ĂŶĚ�ŶĞĞĚ�ƚŽ�ďĞ�ĐŽŶƐŝĚĞƌĞĚ͘��

dŚĞ�ǁŽƌŬƉůĂĐĞ�ĐŚĂŶŐĞ�ĐĂŶ͕�Ăƚ�ŝƚƐ�ďĞƐƚ͕�ďĞ�Ă�ůĞĂƌŶŝŶŐ�ƉƌŽĐĞƐƐ�ŝŶ�ǁŚŝĐŚ�ƚŚĞ�ƉĞŽƉůĞ�ůĞĂƌŶ�ĂŶĚ�ŚĂǀĞ�ŝŶŇƵĞŶĐĞ�
ŽŶ� ƚŚĞ� ŽƵƚĐŽŵĞ� ďŽƚŚ� ƚŽ� ƚŚĞ�ǁĂǇƐ� ƚŽ� ƵƐĞ� ƚŚĞ�ǁŽƌŬ� ĞŶǀŝƌŽŶŵĞŶƚ� ĂŶĚ� ƚŚĞ�ǁŽƌŬƉůĂĐĞ� ƐŽůƵƟŽŶ� ŝƚƐĞůĨ͘ �
,ŽǁĞǀĞƌ͕ �ƚŚĞ� ůĞĂƌŶŝŶŐ�ŝƐ�ŶŽƚ�ĞĂƐǇ�ĂŶĚ�ƚŚĞ�ũŽƵƌŶĞǇ�ƚŽǁĂƌĚƐ�ƚŚĞ�ƵŶŬŶŽǁŶ�ĂŶĚ�ƵŶĨĂŵŝůŝĂƌ�ĞǆƉĞƌŝĞŶĐĞƐ�
ŝƐ�ƐŽŵĞƚŚŝŶŐ�ǁŚĂƚ�ƉĞŽƉůĞ�ǁĂŶƚ�ƚŽ�ĂǀŽŝĚ�ĂŶĚ�ƌĞƐŝƐƚ͘�͞WůĂĐĞ�ĂŶĚ�hƐĞ͟�ͲŵĂƉ�ŝƐ�ŽŶĞ�ƚŽŽů�ƚŽ�ǀŝƐƵĂůŝǌĞ�ƚŚĞ�
change process. 

�/&&�Z�Ed��Z/s�Z^�dK�tKZ<W>�����,�E'��
dŚĞƌĞ� ĂƌĞ� ĚŝīĞƌĞŶƚ� ƌĞĂƐŽŶƐ�ǁŚǇ� ŽƌŐĂŶŝǌĂƟŽŶƐ� ĚĞĐŝĚĞ� ƚŽ� ĐŚĂŶŐĞ� ƚŚĞŝƌ�ǁŽƌŬ� ĞŶǀŝƌŽŶŵĞŶƚƐ͘� WƌĞǀŝŽƵƐ�
ƌĞƐĞĂƌĐŚ�ŝĚĞŶƟĮĞƐ�ŵƵůƟƉůĞ�ĚƌŝǀĞƌƐ�ƌĞůĂƚĞĚ�ƚŽ�ĞǆƚĞƌŶĂů�ĞŶǀŝƌŽŶŵĞŶƚ͕�ŽƌŐĂŶŝǌĂƟŽŶĂů�ĐŚĂŶŐĞƐ͕�ĂƐ�ǁĞůů�ĂƐ�
changes in ways of working.  

%� Changes in external environment
'ůŽďĂů� ĐŽŵƉĞƟƟǀĞ� ĞŶǀŝƌŽŶŵĞŶƚ� ŚĂƐ� Ă� ƐƚƌŽŶŐ� ĞīĞĐƚ� ŽŶ� ŽƌŐĂŶŝǌĂƟŽŶƐ͕� ƚŚƵƐ͕� ƚŚĞŝƌ� ŶĞĞĚͬĚĞĐŝƐŝŽŶ� ƚŽ�
ĐŚĂŶŐĞ�ƚŚĞ�ǁŽƌŬƉůĂĐĞ͘�&Žƌ�ĞǆĂŵƉůĞ͕�ĐŚĂŶŐĞƐ�ŝŶ�ĞĐŽŶŽŵŝĐ�ƐŝƚƵĂƟŽŶ�ƐƵĐŚ�ĂƐ�ŐůŽďĂů�ĞĐŽŶŽŵŝĐ�ĐƌŝƐĞƐ�Žƌ�
ƚŚĞ�ŐƌŽǁƚŚ�ŽĨ�ĞĐŽŶŽŵŝĞƐ�ŽĨ�ƐĐĂůĞ�ĂīĞĐƚ�ŽƌŐĂŶŝǌĂƟŽŶĂů�ĚĞĐŝƐŝŽŶͲŵĂŬŝŶŐ� ;Ğ͘Ő͘�WƵůůĞŶ�ϮϬϭϰ͖��ĞǁƵůĨ�Ğƚ�
Ăů͘�ϮϬϬϬ͕�^ĂƵƌŝŶ�ϮϬϭϮͿ͘�sĂƌŝŽƵƐ�ŐŽǀĞƌŶŵĞŶƚĂů�ĞĐŽŶŽŵŝĐ�ƉŽůŝĐŝĞƐ�ƐƵĐŚ�ĂƐ�ƚĂǆĂƟŽŶ͕�ĞŵƉůŽǇŵĞŶƚ�ƌĂƚĞƐ͕�
ĐŽŵƉĞƟƟŽŶ�ŵŝŐŚƚ�ĂůƐŽ� ůĞĂĚ�ŽƌŐĂŶŝǌĂƟŽŶƐ�ƚŽ�ŶŽƚ�ŽŶůǇ�ĐŚĂŶŐĞ�ďƵƐŝŶĞƐƐ�ƉƌŽĐĞƐƐĞƐ�ďƵƚ�ĂůƐŽ�Ă� ůŽĐĂƟŽŶ�
;^ĞŶŝŽƌ�ϮϬϬϮͿ͘�dĞĐŚŶŽůŽŐŝĐĂů�ĚĞǀĞůŽƉŵĞŶƚ�ůĞĂĚŝŶŐ�ƚŽǁĂƌĚƐ�ĨĂƐƚĞƌ�ďƵƐŝŶĞƐƐ�ƚƵƌŶĂƌŽƵŶĚ�ƟŵĞƐ͕�ĐŚĞĂƉĞƌ�
ƉƌŽĚƵĐƟŽŶ�Žƌ�ŶĞǁ�ƚǇƉĞƐ�ŽĨ�ƉƌŽĚƵĐƚƐ�ĂŶĚ�ƐĞƌǀŝĐĞƐ� ƌĞƋƵŝƌĞƐ�ĚŝīĞƌĞŶƚ�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ�ĂƐ�ǁĞůů� ;Ğ͘Ő͘�
�ĞǁƵůĨ�Ğƚ�Ăů͘�ϮϬϬϬ͖�^ĐŚƌŝĞĨĞƌ�ϮϬϬϱͿ͘
 
/Ŷ�ĂĚĚŝƟŽŶ͕�ŝŶĐƌĞĂƐĞĚ�ĂƩĞŶƟŽŶ�ƚŽ�ƐƵƐƚĂŝŶĂďŝůŝƚǇ�;Ğ͘Ő͘�ƚŚĞ�ŶĞĞĚ�ƚŽ�ƌĞĚƵĐĞ�ĞŶĞƌŐǇ�ĐŽŶƐƵŵƉƟŽŶͿ�ŵŝŐŚƚ�
ƚƌŝŐŐĞƌ�ƚŚĞ�ŶĞĞĚ�ĨŽƌ�ƚŚĞ�ĐŚĂŶŐĞƐ�ŝŶ�ƚŚĞ�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ�;EŽƌĚ�Ğƚ�Ăů͘�ϮϬϭϵ͖�KƵǇĞ�ϮϬϭϬͿ͘�/Ŷ�ƉƌĞǀŝŽƵƐ�
ǇĞĂƌƐ͕�ƐƵƐƚĂŝŶĂďŝůŝƚǇ�ĂƐ�Ă�ĐŚĂŶŐĞ�ĚƌŝǀĞƌ�ǁĂƐ�ƌĂŶŬĞĚ�ŽŶĞ�ŽĨ�ƚŚĞ�ůŽǁĞƐƚ�ŝŶ�ŝŵƉŽƌƚĂŶĐĞ�;KƵǇĞ�ϮϬϭϬͿ͘�,ŽǁĞǀĞƌ͕ �
its role is increasing. Climate change is making people to consider their environmental behavior and 
ĐŚŽŝĐĞƐ͘�WƌŽͲĞŶǀŝƌŽŶŵĞŶƚĂů�ďĞŚĂǀŝŽƌ�ĂŶĚ�ǁĂǇƐ�ŽĨ�ǁŽƌŬŝŶŐ�ĂƌĞ�ƉƌŽŵŽƚĞĚ�ďǇ�ŽƌŐĂŶŝǌĂƟŽŶƐ�;Ğ͘Ő͘�^ƚĂĚĚŽŶ�
Ğƚ�Ăů͘�ϮϬϭϲͿ�Žƌ�ďǇ�ĞŵƉůŽǇĞĞƐ� ƚŚĞŵƐĞůǀĞƐ� ;Ğ͘Ő͘�'ĂƌĐŝĂͲDŝƌĂ�Ğƚ�Ăů͘�ϮϬϭϳͿ͘�EĞǆƚ� ƚŽ� ŝƚ͕�ŐŽǀĞƌŶŵĞŶƚƐ�ĂƌĞ�
ƐƚĂƌƟŶŐ�ƚŽ�ƐƵƉƉŽƌƚ�ĞŶǀŝƌŽŶŵĞŶƚĂůůǇ�ĨƌŝĞŶĚůǇ�ƐŽůƵƟŽŶƐ�ĂƐ�ǁĞůů͘�

%� KƌŐĂŶŝǌĂƟŽŶĂů�ĐŚĂŶŐĞƐ
DƵůƟƉůĞ� ŽƌŐĂŶŝǌĂƟŽŶĂů� ĨĂĐƚŽƌƐ� ĂůƐŽ� ůĞĂĚ� ƚŽǁĂƌĚƐ� ǁŽƌŬ� ĞŶǀŝƌŽŶŵĞŶƚ� ĐŚĂŶŐĞ͘� �ŝīĞƌĞŶƚ� ƐŝǌĞ� ŽĨ� ƚŚĞ�
ĐŽŵƉĂŶǇ�ŵŝŐŚƚ�ƚƌŝŐŐĞƌ�ƚŚĞ�ĐŚĂŶŐĞ�;Ğ͘Ő͘�^ƚĂƌƌ�Ğƚ�Ăů͘�ϮϬϭϵͿ͘�EĞǁ�ŵĂƌŬĞƚƐ�Žƌ�ĐŽŵƉĞƟƚŽƌƐ�ŵŝŐŚƚ�ƌĞƋƵŝƌĞ�
ĐŚĂŶŐĞƐ�ŝŶ�ǁŽƌŬƉůĂĐĞ�;^ĂƵƌŝŶ�ϮϬϭϮͿ͘��ŚĂŶŐĞƐ�ŝŶ�ƚŚĞ�ůĞĂĚĞƌƐŚŝƉ�ƐƚƌƵĐƚƵƌĞƐ͕�ĨŽƌ�ĞǆĂŵƉůĞ͕�ŝŶƚŽ�ŵŽƌĞ�ůŝŶĞĂƌ�
ŵĂŶĂŐĞŵĞŶƚ� ƐƚǇůĞ͕�ǁŽƵůĚ� ĂůƐŽ� ƚƌŝŐŐĞƌ� ĐŚĂŶŐĞƐ� ŝŶ� ƉŚǇƐŝĐĂů� ĞŶǀŝƌŽŶŵĞŶƚ͘� EĞƚǁŽƌŬƐ� ĂŶĚ� ĐŽŶŶĞĐƟŽŶƐ�
ŐĂŝŶ�ŵŽƌĞ�ŝŵƉŽƌƚĂŶĐĞ�ƚŚĂŶ�ŚŝĞƌĂƌĐŚǇ�ĚŽĞƐ͘�/ŶĐƌĞĂƐŝŶŐ�ĂŵŽƵŶƚ�ŽĨ�ƚĞĐŚŶŽůŽŐǇ�ůŝŬĞ��ƌƟĮĐŝĂů�ŝŶƚĞůůŝŐĞŶĐĞ�
;�/Ϳ͕� ĐůŽƵĚ͕� ƐŽĐŝĂů�ŵĞĚŝĂ� ĂŶĚ� /ŶƚĞƌŶĞƚ� ŽĨ� dŚŝŶŐƐ� ;/ŽdͿ� ĂƌĞ� ĐŚĂŶŐŝŶŐ� ƚŚĞ� ŽƌŐĂŶŝǌĂƟŽŶƐ� ĂŶĚ� ŝƚƐ� ƉĞŽƉůĞ�
ĂŶĚ� ƉƌŽĐĞƐƐĞƐ͘� /Ŷ� ŽƌŐĂŶŝǌĂƟŽŶĂů� ĐŚĂŶŐĞ� ŵĂŶĂŐĞŵĞŶƚ� ůŝƚĞƌĂƚƵƌĞ͕� ƚĞĐŚŶŽůŽŐǇ� ŝƐ� ĂůƐŽ� ŵĞŶƟŽŶĞĚ� ĂƐ�
ƉůĂǇŝŶŐ�Ă�ǀŝƚĂů�ƌŽůĞ�ĂƐ�ŝƚ�ĐĂŶ�ĂīĞĐƚ�ŵĞƚŚŽĚƐ�ŽĨ�ĐŽŵŵƵŶŝĐĂƟŽŶ�ĂŶĚ�ǁŽƌŬ�ƉƌĂĐƟĐĞƐ�;:ĂĐŽďƐ�Ğƚ�Ăů͘�ϮϬϭϯͿ͘�
DŽƌĞŽǀĞƌ͕ �ƚŚĞ�ŶĞĞĚ�ƚŽ�ŝŶĐƌĞĂƐĞ�ĐŽŵƉĂŶǇ Ɛ͛�ƌĞĐŽŐŶŝƟŽŶ�ĂŶĚ�ĞŶŚĂŶĐĞ�ŽƌŐĂŶŝǌĂƟŽŶ Ɛ͛�ďƌĂŶĚ�Žƌ�ŽƚŚĞƌ�ǁĂǇ�
ĐŽŵŵƵŶŝĐĂƚĞ� ƚŽ� ƐƚĂŬĞŚŽůĚĞƌƐ�ƋƵŝƚĞ�ŽŌĞŶ�ĚƌŝǀĞƐ� ƚŽǁĂƌĚƐ� ĐŚĂŶŐĞƐ� ŝŶ� ƚŚĞ�ƉŚǇƐŝĐĂů� ĂƉƉĞĂƌĂŶĐĞ�ŽĨ� ƚŚĞ�
ŽƌŐĂŶŝǌĂƟŽŶ�;�����ϮϬϬϱͿ͘�

%� New ways of working and workforce 
dŚĞ�ƉƌŽĐĞƐƐĞƐ� ŽĨ�ǁŽƌŬ� ĂƌĞ� ĐŚĂŶŐŝŶŐ� ƐŝŐŶŝĮĐĂŶƚůǇ͕ � ƚŚƵƐ� ĐƌĞĂƟŶŐ� Ă� ŶĞĞĚ� ƚŽ�ŵĂŬĞ� ĐŚĂŶŐĞƐ� ŝŶ� ƉŚǇƐŝĐĂů�
ƐƉĂĐĞ� ĂŶĚ� ŽƌŐĂŶŝǌĂƟŽŶĂů� ƉƌĂĐƟĐĞƐ͘� <ŶŽǁůĞĚŐĞ�ǁŽƌŬĞƌƐ� ŶŽ� ůŽŶŐĞƌ� ĨŽĐƵƐ� ŽŶůǇ� ŽŶ� ŽŶĞ� ƉĂƌƟĐƵůĂƌ� ƚĂƐŬ�
ĚƵƌŝŶŐ� Ă�ǁŽƌŬĚĂǇ͖� ƚŚĞ� ĚĂǇ� ŝƐ� ĐŽŵƉŽƐĞĚ�ŽĨ� ĚŝīĞƌĞŶƚ� ƚĂƐŬƐ� ŝŶ� ƚĞƌŵƐ�ŽĨ� ĐŽůůĂďŽƌĂƟŽŶ� ĂŶĚ� ĐŽŵƉůĞǆŝƚǇ͘ �
�ƌĞĂƟŶŐ�ĂŶ�ĞŶǀŝƌŽŶŵĞŶƚ�ǁŚĞƌĞ�ƚĞĂŵƐ�ĐĂŶ�ǁŽƌŬ�ĞīĞĐƟǀĞůǇ�ŵŝŐŚƚ�ƚƌŝŐŐĞƌ�ǁŽƌŬƉůĂĐĞ�ĐŚĂŶŐĞ�ƚŽŽ�;Ğ͘Ő͘�
�ƉƉĞůͲDĞƵůĞŶďƌŽĞŬ�ϮϬϬϵ͖�^ŬŽŐůĂŶĚ�ϮϬϭϲͿ͘� ���ĐŽŶĐĞƉƚ�ŽĨ�ĂĐƟǀŝƚǇͲďĂƐĞĚ�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ�ŚĂƐ�ďĞĞŶ�
ŐƌŽǁŝŶŐ͕�ŐŝǀŝŶŐ�ƚŚĞ�ƉŽƐƐŝďŝůŝƚǇ�ƚŽ�ǁŽƌŬ�ŝŶ�ƐŽůŝƚƵĚĞ�Žƌ�ƐŽĐŝĂů�ƐƉĂĐĞƐ͕�Žƌ�ŐƌŽƵƉ�ƐƉĂĐĞƐ�ʹ�ĂĐĐŽƌĚŝŶŐ�ƚŽ�ƚŚĞ�
task at hand. The complexity of the workplace increases, because it is no longer seen only as a physical 



105

ƐƉĂĐĞ͖�ƚŚĞ�ƐŽĐŝĂů�ĂŶĚ�ǀŝƌƚƵĂů�ĂƐƉĞĐƚƐ�ŶĞĞĚ�ƚŽ�ďĞ�ĐŽŶƐŝĚĞƌĞĚ�ĂƐ�ǁĞůů�;�ĂůƚŽŶĞŶ�Ğƚ�Ăů͘�ϮϬϭϮͿ͘�DĂŶĂŐŝŶŐ�
ĂŶĚ�ŽƌŐĂŶŝǌŝŶŐ�ǁŽƌŬ�ƉƌŽĐĞƐƐĞƐ�ŝƐ�ďĞĐŽŵŝŶŐ�ĞǀĞŶ�ŵŽƌĞ�ŝŵƉŽƌƚĂŶƚ�ƐŝŶĐĞ�ŵĂŶĂŐŝŶŐ�ĞŵƉůŽǇĞĞƐ�ĐƌĞĂƚĞƐ�
challenges when it is no longer visible where, when, and what employees are working on. It is therefore 
important that managers have trust in their employees, focus more on the output instead of presence 
Ăƚ�ƚŚĞ�ŽĸĐĞ͕�ĂŶĚ�ƉƌŽǀŝĚĞ�ƚŚĞŵ�ǁŝƚŚ�ŵŽƌĞ�ĂƵƚŽŶŽŵǇ�ďǇ�ƐƟŵƵůĂƟŶŐ�ŽǁŶ�ŝŶŝƟĂƟǀĞƐ�;ǀĂŶ�^ƚĞĞŶďĞƌŐĞŶ�
Ğƚ�Ăů͘�ϮϬϭϴͿ͘�dŚĞ�ĚĞǀĞůŽƉŵĞŶƚ�ŽĨ�ƚĞĂŵƐ�ƚŚĂƚ�ĐĂŶ�ǁŽƌŬ�ƚŽŐĞƚŚĞƌ�ĞīĞĐƟǀĞůǇ�ĂƌĞ�ĚƌŝǀŝŶŐ�ƚŚĞ�ĐŚĂŶŐĞ� ŝŶ�
ŽƌŐĂŶŝǌĂƟŽŶƐ͛�ǁŽƌŬƉůĂĐĞ͘�

dŚĞ�ĞǆƉĞƌŝĞŶĐĞ�ŽĨ� ƚŚĞ�ĞŵƉůŽǇĞĞ� ŝƐ� ǀĞƌǇ� ŝŵƉŽƌƚĂŶƚ� ĨŽƌ� ƚŚĞ� ƐƵĐĐĞƐƐ�ŽĨ� Ă� ĐŽŵƉĂŶǇ͘ �KƌŐĂŶŝǌĂƟŽŶƐ� ĂƌĞ�
ƌĞĐŽŐŶŝǌŝŶŐ�ƚŚĂƚ�ŝŵƉƌŽǀĞĚ�ĞŵƉůŽǇĞĞ�ĞǆƉĞƌŝĞŶĐĞ�ĂůůŽǁƐ�ŝŶĐŽƌƉŽƌĂƟŶŐ�ĐƵůƚƵƌĞ�ĂŶĚ�ǀĂůƵĞƐ�ŝŶƚŽ�ƚŚĞ�ǁŽƌŬ�
and using it to recruit and retain the best talent. Through the development of the physical environment 
ĂƐ�ǁĞůů�ĂƐ� ƚŚĞ� ƚĞĐŚŶŽůŽŐŝĞƐ�ĂŶĚ� ƚŽŽůƐ� ƚŚĂƚ�ĞŶĂďůĞ�ƉƌŽĚƵĐƟǀĞ�ĂŶĚ�ŵŽƌĞ�ƐĂƟƐĨĂĐƚŽƌǇ�ǁŽƌŬ͕�ĞŵƉůŽǇĞĞ�
ĞǆƉĞƌŝĞŶĐĞ�ĐĂŶ�ďĞ�ĐƌĞĂƚĞĚ�;WĞƚƌƵůĂŝƟĞŶĞ�ĂŶĚ�:ǇůŚć�ϮϬϭϱͿ͘�,ĞŶĐĞ͕�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ�ĐŚĂŶŐĞ�ŝƐ�ĚƌŝǀĞŶ�ďǇ�
ƚŚĞ�ŶĞĞĚ�ƚŽ�ŝŵƉƌŽǀĞ�ĞŵƉůŽǇĞĞ�ĞǆƉĞƌŝĞŶĐĞ�ĂŶĚ�ƐĂƟƐĨĂĐƟŽŶ͘�

�ŚĂŶŐĞƐ�ŝŶ�ǁŽƌŬƉůĂĐĞƐ�ĂŶĚ�ƵƐĞ�ŽĨ�ƚŚĞŵ�ĂƐ�ǁĞůů�ĂƐ�ŵŽƟǀĂƟŽŶ�ƚŽ�ĐŽŶĚƵĐƚ�ƚŚĞ�ĐŚĂŶŐĞ�ĂƌĞ�ŝŶǀĞƐƟŐĂƚĞĚ�
ĨƵƌƚŚĞƌ� ŝŶ� ƚŚĞ� ĞŵƉŝƌŝĐĂů� ƉĂƌƚ� ŽĨ� ƚŚĞ� ƉĂƉĞƌ͘ � �ůƵƐƚĞƌ� ŽĨ� ǁŽƌŬƉůĂĐĞ� ĐŚĂŶŐĞƐ� ĂƌĞ� ƵƐĞĚ� ŝŶ� ƚĞƐƟŶŐ� ƚŚĞ�
frameworks presented. 

Z�^��Z�,�D�d,K�K>K'z�
dŚĞ�ƌĞƐĞĂƌĐŚ� ĨŽůůŽǁƐ�ƋƵĂůŝƚĂƟǀĞ�ƐƚƵĚǇ�ŵĞƚŚŽĚŽůŽŐǇ͘ ��ĂƐĞ�ƐƚƵĚǇ�ƌĞƐĞĂƌĐŚ� ŝƐ�Ă�ƐƵŝƚĂďůĞ�ŵĞƚŚŽĚ�ǁŚĞŶ�
ĐŽŶƚĞŵƉŽƌĂƌǇ�ĂŶĚ�ƌĞĂůͲůŝĨĞ�ƉŚĞŶŽŵĞŶŽŶ�ŝƐ�ƐƚƵĚŝĞĚ�;�ƌĞƐǁĞůů�ϮϬϭϯͿ͘�DƵůƟƉůĞ�ĐĂƐĞ�ƐƚƵĚǇ�ƌĞƐĞĂƌĐŚ�ĚĞƐŝŐŶ�
ǁĂƐ�ĐŚŽƐĞŶ�ŝŶ�ŽƌĚĞƌ�ƚŽ�ďĞ�ĂďůĞ�ƚŽ�ƵŶĚĞƌƐƚĂŶĚ�ƚŚĞ�ĚŝīĞƌĞŶĐĞƐ�ĂŶĚͬŽƌ�ƐŝŵŝůĂƌŝƟĞƐ�ĂƉƉĞĂƌŝŶŐ�ĨƌŽŵ�ƚŚĞ�
ĐĂƐĞƐ�;Ğ͘Ő͘�zŝŶ�ϮϬϬϯ͖�'ƵƐƚĂĨƐƐŽŶ�ϮϬϭϳͿ͘��ŝƐĞŶŚĂƌĚƚ�ĂŶĚ�'ƌĂĞďŶĞƌ�;ϮϬϬϳͿ�ĂůƐŽ�ƐƵŐŐĞƐƚ�ƚŚĂƚ�ŵƵůƟƉůĞ�ĐĂƐĞƐ�
ĂƌĞ�ƐƵŝƚĂďůĞ�ǁŚĞŶ�ŽŶĞ�ĞǆƉĞĐƚƐ�ƚŽ�ĞůĂďŽƌĂƚĞ�ŽŶ�ĞǆŝƐƟŶŐ�ƚŚĞŽƌŝĞƐ�ǁŚŝĐŚ�ƚŚŝƐ�ĂƌƟĐůĞ�ĂŝŵƐ�Ăƚ͘�

WƵƌƉŽƐĞĨƵů� ƐĂŵƉůŝŶŐ� ƚĞĐŚŶŝƋƵĞ�ǁĂƐ�ĂƉƉůŝĞĚ� ;zŝŶ�ϮϬϭϰͿ�ǁŝƚŚ� ŝŶƚĞŶƟŽŶ�Ăƚ�ƐĞůĞĐƟŶŐ�ĐĂƐĞƐ�ǁŚŝĐŚ�ĐŽƵůĚ�
ƌĞƉƌĞƐĞŶƚ�ĚŝīĞƌĞŶƚ�ŝŶĚƵƐƚƌŝĞƐ͕�ǀĂƌǇ�ŝŶ�ƐŝǌĞƐ�ĂŶĚ�ŚĂǀĞ�ŐŽŶĞ�ƚŚƌŽƵŐŚ�ĚŝīĞƌĞŶƚ�ĐŚĂŶŐĞ�ƉƌŽĐĞƐƐĞƐ�ďƵƚ�Ăƚ�ƚŚĞ�
ƐĂŵĞ�ƟŵĞ�Ă�ǁŽƌŬƉůĂĐĞ�ĐŚĂŶŐĞ�ƐŚŽƵůĚ�ŚĂǀĞ�ŚĂƉƉĞŶĞĚ�ƌĞĐĞŶƚůǇ�Žƌ�ĚƵƌŝŶŐ�ƐŝŵŝůĂƌ�ƟŵĞ�ƚŽ�ůŝŵŝƚ�ƚŚĞ�ĨĂĐƚŽƌƐ�
ƚŚĂƚ�ŵŝŐŚƚ� ĂīĞĐƚ� ƚŚĞ� ĐŚĂŶŐĞ͘� dŚƵƐ͕� ƚŚĞ� ŶĂƟŽŶĂů� ͞tŽƌŬƉůĂĐĞ� �ĐƟŽŶ� ZĞǁĂƌĚ� /ŶŝƟĂƟǀĞ͟� ĐŽŵƉĞƟƟŽŶ�
ĐĂƐĞƐ�ǁĞƌĞ�ƵƐĞĚ�ĨŽƌ�ƚŚŝƐ�ƌĞƐĞĂƌĐŚ͘�dŚĞ�ĐĂƐĞ�ĚĞƐĐƌŝƉƟŽŶƐ�ǁĞƌĞ�ƐƵďŵŝƩĞĚ�ďǇ�ŽƌŐĂŶŝǌĂƟŽŶƐ�ƚŚĞŵƐĞůǀĞƐ�
ŝŶ�&ĞďƌƵĂƌǇ�ϮϬϭϵ�ĂŶĚ�ƚŚĞ�ǁŽƌŬƉůĂĐĞ�ĐŚĂŶŐĞ�ĂĐƟŽŶƐ�ŚĂĚ�ƚŽ�ďĞ�ĮŶŝƐŚĞĚ�ďǇ�ƚŚĞ�ĞŶĚ�ŽĨ�ƚŚĞ�ǇĞĂƌ�ϮϬϭϴ͘�
dŚĞ�ĐƌŝƚĞƌŝĂ� ĨŽƌ� ƚŚĞ�ĐŽŵƉĞƟƟŽŶ� ŝŶĐůƵĚĞĚ͗� ŝŵƉĂĐƚ� ;ŽŶ�ďƵƐŝŶĞƐƐ�ĂŶĚ�ƉĞƌĨŽƌŵĂŶĐĞ�ŽĨ� ƚŚĞ�ŽƌŐĂŶŝǌĂƟŽŶ�
ĂŶĚ� ŝŵƉĂĐƚ� ŽŶ� ĐƵƐƚŽŵĞƌ� ĞǆƉĞƌŝĞŶĐĞͿ͕� ƐƵƐƚĂŝŶĂďŝůŝƚǇ� ĂŶĚ� ƌĞƐƉŽŶƐŝďŝůŝƚǇ͕ � ŝŶŶŽǀĂƟǀĞŶĞƐƐ͕� ĂŶĚ� ĂƉƉůŝĞĚ�
ĚŝŐŝƚĂů�ƐŽůƵƟŽŶƐ͘�dŚŝƌƚĞĞŶ�ĐĂƐĞ�ŽƌŐĂŶŝǌĂƟŽŶƐ�ƉĂƌƟĐŝƉĂƚĞĚ�ŝŶ�ƚŚĞ�ĐŽŵƉĞƟƟŽŶ�ĂŶĚ�ƚŚĞǇ�ǀĂƌŝĞĚ�ŝŶ�ƐŝǌĞ�ĂŶĚ�
ŝŶĚƵƐƚƌǇ͕ �ŵŽƐƚ�ŽĨ�ƚŚĞŵ�ŐŽŝŶŐ�ƚŚƌŽƵŐŚ�ŽǁŶ�ǁŽƌŬƉůĂĐĞ�ĐŚĂŶŐĞ�ǁŝƚŚ�ĨĞǁ�ĞǆĐĞƉƟŽŶƐ�ŽĨ�ƌĞĂů�ĞƐƚĂƚĞ�ŽǁŶĞƌƐ�
ĐŚĂŶŐŝŶŐ�ƚŚĞŝƌ�ŽīĞƌĞĚ�ƉƌĞŵŝƐĞƐ�;dĂďůĞ�ϭͿ͘�

dĂďůĞ�ϭ��ĞƐĐƌŝƉƟŽŶ�ŽĨ�ĐĂƐĞ�ŽƌŐĂŶŝǌĂƟŽŶƐ͘ 
�ĂƐĞ /ŶĚƵƐƚƌǇ ^ŝǌĞ�ŽĨ�ƚŚĞ�ƐƉĂĐĞ�;ďǇ�ŶƵŵďĞƌ�ŽĨ�ƵƐĞƌƐͿ EĞǁ�Žƌ�ƌĞƚƌŽĮƩĞĚ�ƐƉĂĐĞ
A �ŽŶƐƚƌƵĐƟŽŶ�ƐĞƌǀŝĐĞƐ <1,000 New space

B dĞůĞĐŽŵŵƵŶŝĐĂƟŽŶƐ >1,000 ZĞƚƌŽĮƩĞĚ
C �ǀŝĂƟŽŶ <1,000 ZĞƚƌŽĮƩĞĚ
D Financial services >1,000 ZĞƚƌŽĮƩĞĚ
E Financial services <100 ZĞƚƌŽĮƩĞĚ
F IT >1,000 ZĞƚƌŽĮƩĞĚ
' Manufacturing <1,000 New space

H Rail <1,000 New space

I ZĞůŝŐŝŽƵƐ�ŽƌŐĂŶŝǌĂƟŽŶƐ <100 New space

J WƵďůŝĐ�ĂĚŵŝŶŝƐƚƌĂƟŽŶ >1,000 ZĞƚƌŽĮƩĞĚ
< WƵďůŝĐ�ĂĚŵŝŶŝƐƚƌĂƟŽŶ >1,000 ZĞƚƌŽĮƩĞĚ
L WƵďůŝĐ�ĂĚŵŝŶŝƐƚƌĂƟŽŶ >1,000 New space

M Financial services >1,000 New space
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�ĂƐĞ�ŽƌŐĂŶŝǌĂƟŽŶƐ�ƐƵďŵŝƩĞĚ�ƚŚĞŝƌ�ǁƌŝƩĞŶ�ĚĞƐĐƌŝƉƟŽŶƐ͕�ƐŽŵĞ�ĂůƐŽ�ŝŶĐůƵĚĞĚ�ǀŝĚĞŽ�ŵĂƚĞƌŝĂůƐ͘�&Žƌ�ƚŚŝƐ�
ƌĞƐĞĂƌĐŚ͕� ŽŶůǇ�ǁƌŝƩĞŶ� ĚĂƚĂ�ǁĂƐ� ƵƐĞĚ͕� ĂŶĚ� ƚĞǆƚƐ�ǁĞƌĞ� ĐŽĚĞĚ� ďǇ� ƚǁŽͲůĞǀĞů� ĐŽĚŝŶŐ� ĂƉƉƌŽĂĐŚ� ŝŶ� �ƚůĂƐ�
ƐŽŌǁĂƌĞ͘�dŚĞ�ĐŽĚĞƐ�ǁĞƌĞ�ŐƌŽƵƉĞĚ�ƵŶĚĞƌ�ĐĂƚĞŐŽƌŝĞƐ�Change, Drivers, and �ĞŶĞĮƚƐ and were used for 
ĨƵƌƚŚĞƌ�ĚĂƚĂ�ĂŶĂůǇƐŝƐ͘��ďĚƵĐƟǀĞ�ƌĞĂƐŽŶŝŶŐ�ĂƉƉƌŽĂĐŚ�ǁĂƐ�ƚĂŬĞŶ�ŝŶ�ƚŚŝƐ�ƐƚƵĚǇ�ǁŝƚŚ�ƚŚĞ�Ăŝŵ�ƚŽ�ĮŶĚ�ƚŚĞ�
ďĞƐƚ�ǁĂǇ�ƚŽ�ĐƌĞĂƚĞ�ŶĞǁ�ŬŶŽǁůĞĚŐĞ�ĂŶĚ�ĂĚĚ�ŶĞǁ�ĚŝŵĞŶƐŝŽŶƐ�ƚŽ�ĞǆŝƐƟŶŐ�ƚŚĞŽƌŝĞƐ�;DŝƚĐŚĞůů�ϮϬϭϴͿ͘�/Ŷ�ƚŚŝƐ�
ƉĂƉĞƌ͕ �ŽŶůǇ�ŝŶĨŽƌŵĂƟŽŶ�ĐŽŶĐĞƌŶŝŶŐ�Drivers of workplace change is presented. 

�E�>z^/^��E��Z�^h>d^
This chapter presents the results of the study related to the Drivers for workplace change. 

tŽƌŬƉůĂĐĞ�ĐŚĂŶŐĞ�ŝŶǀŽůǀĞƐ�ďŽƚŚ�ĐŚĂŶŐĞƐ�ŝŶ�ĞŶǀŝƌŽŶŵĞŶƚ�ĂŶĚ�ƵƐĂŐĞ
�ĂĐŚ�ĐĂƐĞ�ŽƌŐĂŶŝǌĂƟŽŶ�ƉƌĞƐĞŶƚĞĚ�Ă�ƐŚŽƌƚ�ĚĞƐĐƌŝƉƟŽŶ�ŽŶ�ǁŚĂƚ�ŚĂƐ�ďĞĞŶ�ĚŽŶĞ�;ĐŚĂŶŐĞĚͿ�ĚƵƌŝŶŐ�ƚŚĞŝƌ�
ǁŽƌŬƉůĂĐĞ�ĐŚĂŶŐĞ�ƉƌŽĐĞƐƐ͘�/Ŷ�ŽƌĚĞƌ�ƚŽ�ĞǀĂůƵĂƚĞ�ƚŚĞ�ĞǆƚĞŶƚ�ŽĨ�ƚŚĞ�ĐŚĂŶŐĞ͕�ĂŶĂůǇǌĞĚ�ĐĂƐĞƐ�ǁĞƌĞ�ĮƩĞĚ�
ŝŶƚŽ�͞WůĂĐĞ�ĂŶĚ�ƵƐĞ͟ͲŵĂƉ�;&ŝŐƵƌĞ�ϮͿ͘�

&ŝŐƵƌĞ�Ϯ��Cases placed on ͞WůĂĐĞ�ĂŶĚ�ƵƐĞ͟�ʹŵĂƉ͘

&ŝŐƵƌĞ�Ϯ�ŝůůƵƐƚƌĂƚĞƐ�ƚŚĂƚ�ŵŽƐƚ�ŽĨ�ƚŚĞ�ŽƌŐĂŶŝǌĂƟŽŶƐ�;ϭϬ�ŽƵƚ�ŽĨ�ϭϯͿ�ŝŶĐůƵĚĞĚ�ĐŚĂŶŐĞƐ�ĨŽƌ�ƉĞŽƉůĞ�ŝŶ�ƚĞƌŵƐ�
ŽĨ� ƚŚĞŝƌ�ďĞŚĂǀŝŽƌ�Ăƚ� ƚŚĞ�ŽĸĐĞ�ĂŶĚ�ŶĞǁ�ǁĂǇƐ�ŽĨ�ǁŽƌŬŝŶŐ͘�,ŽǁĞǀĞƌ͕ �ŶŽƚ�Ăůů�ŽĨ� ƚŚĞŵ�ǁĞŶƚ�ƚŚƌŽƵŐŚ�ĂŶ�
extensive physical work environment change during discussed workplace change. 

EĞǀĞƌƚŚĞůĞƐƐ͕�ŚĞƌĞ�ŝƚ�ŝƐ�ŝŵƉŽƌƚĂŶƚ�ƚŽ�ŵĞŶƟŽŶ�ƚŚĂƚ�͚ƚƌĂĚŝƟŽŶĂů͛�ĚŽĞƐ�ŶŽƚ�ŶĞĐĞƐƐĂƌŝůǇ�ŵĞĂŶ�͞ŽůĚͲƐĐŚŽŽů͟�
ĐĞůůƵůĂƌ�ŽĸĐĞ�ďƵƚ�ƌĂƚŚĞƌ�ƚĂůŬƐ�ĂďŽƵƚ�ƚŚĞ�ǁŽƌŬƉůĂĐĞ�ĐŽŶĐĞƉƚ�ƚŚĂƚ�ŚĂƐ�ďĞĞŶ�ŝŶ�ƉůĂĐĞ�ĨŽƌ�ƐŽŵĞ�ƟŵĞ�;Ğ͘Ő͘�
ďŝŐ�ƌĞƚƌŽĮƫŶŐ�Žƌ�ŵŽǀĞ�ŚĂƐ�ďĞĞŶ�ĚŽŶĞ�ƐŽŵĞ�ǇĞĂƌƐ�ĂŐŽͿ͘�

ϭ͘�dƌĂĚŝƟŽŶĂů�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ�ĂŶĚ�ƚƌĂĚŝƟŽŶĂů�ǁĂǇƐ�ƚŽ�ƵƐĞ�ŝƚ
Case E�ŽƌŐĂŶŝǌĂƟŽŶ�ŝƐ�ƉůĂĐĞĚ�ŝŶ�ƚŚŝƐ�ƋƵĂĚƌĂŶƚ�ƐŝŶĐĞ�ŶŽ�ƐŝŐŶŝĮĐĂŶƚ�ĐŚĂŶŐĞƐ�ŝŶ�ƚŚĞ�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ�Žƌ�
ǁĂǇƐ�ƚŽ�ƵƐĞ�ŝƚ�ǁŚĞƌĞ�ŝĚĞŶƟĮĞĚ͘�dŚĞ�ĐŚĂŶŐĞ�ǁĂƐ�ŵŽƐƚůǇ�ƌĞůĂƚĞĚ�ƚŽ�ĂĚĚŝŶŐ�ƐĞƌǀŝĐĞƐ�ĨŽƌ�ĞŵƉůŽǇĞĞƐ�ďƵƚ�ĚŝĚ�
ŶŽƚ�ƋƵĞƐƟŽŶ�ƚŚĞ�ƐƚĂƚƵƐ�ƋƵŽ͘�

Ϯ͘�DŽĚĞƌŶ�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ�ĂŶĚ�ƚƌĂĚŝƟŽŶĂů�ǁĂǇƐ�ƚŽ�ƵƐĞ�ŝƚ
Cases H and I�ĂƌĞ�ƉůĂĐĞĚ�ŝŶƚŽ�ƚŚĞ�ƋƵĂĚƌĂŶƚ͘��ŽƚŚ�ŽƌŐĂŶŝǌĂƟŽŶƐ�ŵŽǀĞĚ�ŝŶƚŽ�ŶĞǁ�ƉƌĞŵŝƐĞƐ�ǁŚŝĐŚ�ǁĞŶƚ�
ƚŚƌŽƵŐŚ�ŵĂũŽƌ�ƌĞŶŽǀĂƟŽŶƐ�ĂŶĚ�ƐƵƉƉŽƌƚ�ƚŚĞ�ŝĚĞĂ�ŽĨ�Ă�ŵŽĚĞƌŶ�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ͘�dŚĞ�ŵŽƟǀĂƟŽŶ�ŽĨ�ƚŚĞ�
ǁŽƌŬƉůĂĐĞ�ĐŚĂŶŐĞ�ǁĂƐ�ĨŽĐƵƐĞĚ�ŽŶ�ƚŚĞ�ďƵŝůƚ�ĞŶǀŝƌŽŶŵĞŶƚ�ʹ�ƉŚǇƐŝĐĂů�ĐŽŶĚŝƟŽŶ�ŽĨ�ƚŚĞ�ďƵŝůĚŝŶŐ�ĂŶĚ�ƚŚĞ�
need to save expenses related to the building. Even though the changes in the behavior of employees 
ĂƌĞ�ǀŝƐŝďůĞ͕�ƚŚĞƌĞ�ŝƐ�Ă�ƌŝƐŬ�ŽĨ�ƌĞĚƵĐĞĚ�ŵŽƟǀĂƟŽŶ�ƚŽ�ĐŚĂŶŐĞ�ƚŚĞ�ďĞŚĂǀŝŽƌ�ĐŽŵƉůĞƚĞůǇ�Žƌ�ŝŶ�Ă�ůŽŶŐͲƚĞƌŵ�
ƉĞƌƐƉĞĐƟǀĞ�ƚŽ�Įƚ�ƚŚĞ�ŶĞǁ�ĞŶǀŝƌŽŶŵĞŶƚ͘�

3. Modern work environment and modern ways to use it
&ŽƵƌ�ĐĂƐĞƐ� ;�͕�'͕� >͕�and�DͿ�ǁĞŶƚ� ƚŚƌŽƵŐŚ�Ă�ŵĂũŽƌ�ǁŽƌŬƉůĂĐĞ�ĐŚĂŶŐĞ͕�ĂīĞĐƟŶŐ�ƉŚǇƐŝĐĂů͕�ĚŝŐŝƚĂů͕�ĂŶĚ�
social environment, changing ways of work and behavior in the workplace. In all cases, the change was 
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ĐƌĞĂƚĞĚ�ďǇ�ĐŽŶƐŝĚĞƌĂďůĞ�ŽƌŐĂŶŝǌĂƟŽŶĂů�ƚƌĂŶƐĨŽƌŵĂƟŽŶƐ�ĂŶĚ�ŽůĚ�ǁŽƌŬŝŶŐ�ĞŶǀŝƌŽŶŵĞŶƚ�ǁĂƐ�ŶŽƚ�ƐƵŝƚĞĚ�
anymore. This type of change requires extensive support for people and involvement. 

ϰ͘�dƌĂĚŝƟŽŶĂů�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ�ĂŶĚ�ŶĞǁ�ǁĂǇƐ�ƚŽ�ƵƐĞ�ŝƚ
dŚŝƐ�ƋƵĂĚƌĂŶƚ�ƉůĂĐĞƐ�Ɛŝǆ�ĐĂƐĞƐ�;�͕��͕��͕�&͕ �: and KͿ�ƚŚĂƚ�ŝŶĚŝĐĂƚĞĚ�ƚŚĞŝƌ�ďŝŐŐĞƐƚ�ƚƌĂŶƐĨŽƌŵĂƟŽŶƐ�ŚĂƉƉĞŶŝŶŐ�
ŝŶ�ƚĞƌŵƐ�ŽĨ�ǁĂǇƐ�ŽĨ�ǁŽƌŬŝŶŐ�ĂŶĚ�ƵƐŝŶŐ�ƚŚĞ�ƉŚǇƐŝĐĂů�ĞŶǀŝƌŽŶŵĞŶƚ͘�ZĞƚƌŽĮƫŶŐ�ŽĨ�ĞǆŝƐƟŶŐ�ƉůĂĐĞƐ�ǁĂƐ�ĚŽŶĞ�
ŝŶ�ŽƌĚĞƌ�ƚŽ�ƐƵƉƉŽƌƚ�ƚŚĞ�ǁŽƌŬ�ŝŶ�ƚŚĞ�ŽƌŐĂŶŝǌĂƟŽŶ�ďĞƩĞƌ�ĂŶĚ�ƚŚĞƌĞ�ǁĂƐ�Ă�ĐůĞĂƌ�ĐŽŶŶĞĐƟŽŶ�ďĞƚǁĞĞŶ�ƚŚĞ�
ĞŶǀŝƌŽŶŵĞŶƚ�ĂŶĚ�ǁŽƌŬ͘�/Ŷ�ƐŽŵĞ�ĐĂƐĞƐ�;�͕��͕��͕�&Ϳ͕�ŽƌŐĂŶŝǌĂƟŽŶƐ�ŚĂǀĞ�ŚĂĚ�ŵĂũŽƌ�ƉŚǇƐŝĐĂů�ĞŶǀŝƌŽŶŵĞŶƚ�
;ĂŶĚ�ƌĞůŽĐĂƟŽŶͿ�ĐŚĂŶŐĞƐ�ĞĂƌůŝĞƌ�ǁŚŝůĞ�ŝŶ�ŽƚŚĞƌƐ�;:�ĂŶĚ�<Ϳ͕�ƌĞůŽĐĂƟŽŶƐ�Žƌ�ŵĂũŽƌ�ĐŚĂŶŐĞƐ�ĂƌĞ�ůŝŵŝƚĞĚ�ĚƵĞ�
ƚŽ�ƐƉĞĐŝĮĐ�ĂĐƟǀŝƟĞƐ�Žƌ�ŐƵŝĚŝŶŐ�ƉŽůŝĐŝĞƐ͘�

�ƌŝǀĞƌƐ�ĨŽƌ�ǁŽƌŬƉůĂĐĞ�ĐŚĂŶŐĞ
^ĞĐŽŶĚ͕�ďĂƐĞĚ�ŽŶ�ƚŚĞ�ƉƌĞǀŝŽƵƐ�ůŝƚĞƌĂƚƵƌĞ͕�ƐĞǀĞŶ�ŵĂŝŶ�ĚƌŝǀĞƌƐ�ĨŽƌ�ĐŚĂŶŐĞ�ǁĞƌĞ�ŝĚĞŶƟĮĞĚ͘�ZĞĂƐŽŶƐ�ĨŽƌ�
ĐŚĂŶŐĞ�ǁĞƌĞ�ŝŶŇƵĞŶĐĞĚ�ďǇ�ĞǆƚĞƌŶĂů�ĞŶǀŝƌŽŶŵĞŶƚ�ĐŚĂŶŐĞƐ͕�ŽƌŐĂŶŝǌĂƟŽŶĂů�ĐŚĂŶŐĞ�ĂŶĚ�ĐŚĂŶŐĞƐ�ŝŶ�ǁĂǇƐ�
ŽĨ�ǁŽƌŬŝŶŐ͘�dĂďůĞ�Ϯ�ƌĞƉƌĞƐĞŶƚƐ�ƚŚĞ�ĚƌŝǀĞƌƐ�ŵĞŶƟŽŶĞĚ�ŝŶ�ĞĂĐŚ�ĐĂƐĞ͘�

• EĞǁ�ǁĂǇƐ�ŽĨ�ǁŽƌŬŝŶŐ� ŝŶĐůƵĚĞĚ� ŝŶĐƌĞĂƐĞĚ� ĐŽůůĂďŽƌĂƟŽŶ�ŶŽƚ�ŽŶůǇ�ǁŝƚŚŝŶ� ƚĞĂŵƐ�ďƵƚ� ĂůƐŽ� ĂĐƌŽƐƐ�
ŽƌŐĂŶŝǌĂƟŽŶƐ͕�ŝŶĐƌĞĂƐĞĚ�ŶĞĞĚ�ĨŽƌ�ĂŐŝůŝƚǇ�ĂŶĚ�ŇĞǆŝďŝůŝƚǇ�Ăƚ�ǁŽƌŬ͘�

• ^ŝǆ�ŽƌŐĂŶŝǌĂƟŽŶƐ�ŵĞŶƟŽŶĞĚ�ĐŚĂŶŐĞĚ�ŽƉĞƌĂƟŽŶĂů�ŵĞƚŚŽĚƐ�ĂƐ�Ă�ĚƌŝǀĞƌ� ĨŽƌ�ĐŚĂŶŐĞ͘�dŚŝƐ�ŵĂŝŶůǇ�
included the need to change work processes to support the changes that are happening in terms 
of how people work and how they use the environment and tools available. 

• WŚǇƐŝĐĂů�ƐƉĂĐĞƐ�ĂŶĚ�ƚĞĐŚŶŽůŽŐŝĐĂů�ĚĞǀĞůŽƉŵĞŶƚ�ǁĞƌĞ�ŵĞŶƟŽŶĞĚ�ďǇ�ĨŽƵƌ�ŽƌŐĂŶŝǌĂƟŽŶƐ͘�WŚǇƐŝĐĂů�
ƐƉĂĐĞƐ�ĂƐ�ĚƌŝǀĞƌƐ�ǁĞƌĞ�ŵĞŶƟŽŶĞĚ�ŝŶ�ĐĂƐĞƐ�ǁŚĞƌĞ�ďƵŝůĚŝŶŐƐ�ĞŝƚŚĞƌ�ŚĂĚ�ŵĂũŽƌ�ƉŚǇƐŝĐĂů�ŝƐƐƵĞƐ�Žƌ�
ǁĞƌĞ�ŶŽƚ�ƐƵŝƚĂďůĞ�ĨŽƌ�ƌĞƚƌŽĮƫŶŐ�ďĂƐĞĚ�ŽŶ�ŽƌŐĂŶŝǌĂƟŽŶ Ɛ͛�ŶĞĞĚƐ͘�dĞĐŚŶŽůŽŐǇ�ǁĂƐ�ŵĞŶƟŽŶĞĚ�ĂƐ�Ă�
ĚƌŝǀĞƌ�ůĞĂĚŝŶŐ�ƚŽǁĂƌĚƐ�ŶĞǁ�ǁĂǇƐ�ŽĨ�ǁŽƌŬŝŶŐ�;ƐŵĂƌƚ�ǁŽƌŬ͕�ŶĞǁ�ƚŽŽůƐͿ�Žƌ�ƉƌŽĐĞƐƐ�ĞĸĐŝĞŶĐǇ�;ĚĂƚĂ�
ĂĐĐĞƐƐ͕�ǀŝƐƵĂůŝǌĂƟŽŶ�ĂŶĚ�ƌĞƉŽƌƟŶŐͿ͘��

• ^ŽĐŝĂů�ĞŶǀŝƌŽŶŵĞŶƚ�ǁĂƐ�ŵĞŶƟŽŶĞĚ�ďǇ�ŽƌŐĂŶŝǌĂƟŽŶƐ�ƚŚĂƚ�ĂŝŵĞĚ�Ăƚ�ŝŶĐƌĞĂƐŝŶŐ�ĞŵƉůŽǇĞĞ�ĞǆƉĞƌŝĞŶĐĞ�
ĂŶĚ�ƐĂƟƐĨĂĐƟŽŶ͘�

• KƌŐĂŶŝǌĂƟŽŶ Ɛ͛� ƚƌĂŶƐĨŽƌŵĂƟŽŶ� ŝŶĐůƵĚĞĚ� ƐŝƚƵĂƟŽŶƐ�ǁŚĞƌĞ� ŽƌŐĂŶŝǌĂƟŽŶƐ�ǁĞŶƚ� ƚŚƌŽƵŐŚ� ƐƚƌĂƚĞŐŝĐ�
ĐŚĂŶŐĞƐ� ƐƵĐŚ�ĂƐ�ŵĞƌŐĞƌ�ŽĨ� ĐŽŵƉĂŶŝĞƐ�Žƌ�ƉŽůŝĐǇ� ĐŚĂŶŐĞƐ͘��ǆƚĞƌŶĂů� ĐŽŵŵƵŶŝĐĂƟŽŶ�ĂƐ�Ă�ĚƌŝǀĞƌ�
included the need for stronger image, visibility and role in the society. 

dŚĞ�ŵŽƐƚ�ĐŽŵŵŽŶůǇ�ŵĞŶƟŽŶĞĚ�ĚƌŝǀĞƌ�ǁĂƐ�ƚŚĞ�ŶĞǁ�ǁĂǇƐ�ŽĨ�ǁŽƌŬŝŶŐ͕�ǁŚŝĐŚ�ǁĂƐ�ŵĞŶƟŽŶĞĚ�ŝŶ�ϵ�ŽƵƚ�ŽĨ�
13 case as one of the main drivers for change. 

dĂďůĞ�Ϯ�Drivers for workplace change. 

�ŝīĞƌĞŶĐĞƐ�ŝŶ�ĐŚĂŶŐŝŶŐ�ƉŚǇƐŝĐĂů�ƐƉĂĐĞƐ
/Ŷ�ƚŚĞ�ĂŶĂůǇƐŝƐ͕�ƌĞƐĞĂƌĐŚĞƌƐ�ǁĂŶƚĞĚ�ƚŽ�ƵŶĚĞƌƐƚĂŶĚ�ŝĨ�ƚŚĞƌĞ�ĂƌĞ�ĚŝīĞƌĞŶƚ�ĚƌŝǀĞƌƐ�ďĞƚǁĞĞŶ�ŽƌŐĂŶŝǌĂƟŽŶƐ�
ĐŚŽŽƐŝŶŐ�ƚŽ�ůŽĐĂƚĞ�ŝŶƚŽ�Ă�ƚŽƚĂůůǇ�ŶĞǁ�;ƉŚǇƐŝĐĂůͿ�ƐƉĂĐĞ�Žƌ�ƌĞƚƌŽĮƚ�ƚŚĞ�ĞǆŝƐƟŶŐ�ŽŶĞ�;dĂďůĞ�ϯͿ͘�/Ŷ�ĂŶĂůǇǌĞĚ�
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ĐĂƐĞƐ͕�Ă� ĐŚĂŶŐĞ� ƚŽǁĂƌĚƐ�ŶĞǁ�ƉŚǇƐŝĐĂů� ƐƉĂĐĞƐ� ;ŝŶ�ϰ�ŽƵƚ�ŽĨ�ϲ� ĐĂƐĞƐ͕� ƚŚŝƐ�ŵĞĂŶƚ�ŵŽǀŝŶŐ� ƚŽ�Ă�ĚŝīĞƌĞŶƚ�
ůŽĐĂƟŽŶͿ� ǁĂƐ� Ă� ƐƚƌĂƚĞŐŝĐ� ĚĞĐŝƐŝŽŶ͕� ĚƌŝǀĞŶ� ďǇ� ŶĞǁ� ǁĂǇƐ� ŽĨ� ǁŽƌŬŝŶŐ͕� ŶĞǁ� ƚĞĐŚŶŽůŽŐŝĐĂů� ƚŽŽůƐ� ƚŽ� ďĞ�
ĞǆƉůŽŝƚĞĚ�Ăƚ� ƚŚĞ�ŽƌŐĂŶŝǌĂƟŽŶ�ĂŶĚ�ďƵŝůĚŝŶŐͲƌĞůĂƚĞĚ� ŝƐƐƵĞƐ͘� /Ŷ� ƚŚƌĞĞ�ĐĂƐĞƐ͕�ŽƌŐĂŶŝǌĂƟŽŶƐ�ǁĞŶƚ�ƚŚƌŽƵŐŚ�
ŵĂũŽƌ�ƚƌĂŶƐĨŽƌŵĂƟŽŶƐ�ĂŶĚ�ƌĞƋƵŝƌĞĚ�Ă�ĐŽŵƉƌĞŚĞŶƐŝǀĞ�ǁŽƌŬƉůĂĐĞ�ƐŽůƵƟŽŶ�ƚŽ�ƐƵŝƚ�ƚŚĞ�ĐŚĂŶŐŝŶŐ�ŶĞĞĚƐ͘�
dŚƌŽƵŐŚ�ĂŶ�ĂŵďŝƟŽƵƐ�ƉŚǇƐŝĐĂů�ƐƉĂĐĞ�ĐŚĂŶŐĞ͕�ĂůƐŽ�ĞǆƚĞƌŶĂů�ĐŽŵŵƵŶŝĐĂƟŽŶ�;ŝŵĂŐĞ͕�ďƌĂŶĚ͕�ǀŝƐŝďŝůŝƚǇͿ�ŝƐ�
triggered. 

dĂďůĞ�ϯ�Change drivers by changes in physical space.

^ƵƌƉƌŝƐŝŶŐůǇ͕ �ĐĂƐĞ�ŽƌŐĂŶŝǌĂƟŽŶƐ�ƚŚĂƚ�ĐŚĂŶŐĞĚ�ƚŚĞ�ƉŚǇƐŝĐĂů�ĞŶǀŝƌŽŶŵĞŶƚ�ƚŽ�ƚŚĞ�ŶĞǁ�ŽŶĞ�ǁĞƌĞ�ƐŵĂůůĞƌ�
ŽƌŐĂŶŝǌĂƟŽŶƐ�;фϭ͕ϬϬϬ�ƵƐĞƌƐͿ�ƚŚĂŶ�ƚŚĞ�ŽŶĞƐ�ƚŚĂƚ�ŚĂĚ�Ă�ƌĞƚƌŽĮƫŶŐ�ĐŚĂŶŐĞ͕�ǁŝƚŚ�ƚŚĞ�ĞǆĐĞƉƟŽŶƐ�ŽĨ�ĐĂƐĞƐ�C 
and E in ZĞƚƌŽĮƩĞĚ spaces and Cases L and D in New spaces. Case C�ŽƌŐĂŶŝǌĂƟŽŶ�ŵŽǀĞĚ�ƚŽ�ďƌĂŶĚ�ŶĞǁ�
spaces in 2013 and Case E�ŚĂĚ�Ă�ƐŝŐŶŝĮĐĂŶƚůǇ�ƐŵĂůůĞƌ�ƚĞĂŵ�ƐŝǌĞ�ƚŚĂŶ�ƚŚĞ�ƌĞƐƚ�ŽĨ�ƚŚĞ�ĂŶĂůǇǌĞĚ�ŽƌŐĂŶŝǌĂƟŽŶƐ͘�
In case L, ĂůƚŚŽƵŐŚ�ƚŚĞ�ŶƵŵďĞƌ�ŽĨ�ƚŚĞ�ƵƐĞƌƐ�ǁĂƐ�ďŝŐ͕�ŶĞǁ�ƐƉĂĐĞƐ�ǁĞƌĞ�ƋƵŝƚĞ�ƐŵĂůů� ŝŶ�ƐŝǌĞ�ďǇ�ƐƋƵĂƌĞ�
ŵĞƚĞƌƐ�;ŶŽƚ�Ă�ĨƵůů�ǁŽƌŬƉůĂĐĞ�ĞŶǀŝƌŽŶŵĞŶƚ�ĐŚĂŶŐĞͿ�ĂŶĚ�ŝŶ�ĐĂƐĞ�D�ŽƌŐĂŶŝǌĂƟŽŶ͕�ƚŚĞ�ƚƌĂŶƐĨŽƌŵĂƟŽŶ�ŚĂƐ�
ůĞĚ�ƚŽ�Ă�ƐŝŐŶŝĮĐĂŶƚ�ĐŚĂŶŐĞ� ŝŶ�ƵƐĞƌƐ�ĂŶĚ�ŽƉĞƌĂƟŽŶĂů�ŵŽĚĞů͘��ƐƐƵŵƉƟŽŶƐ�ĐĂŶ�ďĞ�ŵĂĚĞ�ƚŚĂƚ� ͚ŵŽĚĞƌŶ�
ǁŽƌŬŝŶŐ�ĞŶǀŝƌŽŶŵĞŶƚƐ͛�ĂƌĞ�ďĞĐŽŵŝŶŐ�ŵŽƌĞ�͚ďƵƐŝŶĞƐƐͲĂƐͲƵƐƵĂů͛�ǁŚĞƌĞ�ƐŵĂůůĞƌ�ŽƌŐĂŶŝǌĂƟŽŶƐ�;ǁŚŝĐŚ�ĂƌĞ�
ůŝŬĞůǇ�ƚŽ�ŶŽƚ�ƉƌŝŽƌŝƟǌĞ�ǁŽƌŬƉůĂĐĞ�ĞŶǀŝƌŽŶŵĞŶƚͿ�ĂƌĞ�ŶŽƟĐŝŶŐ�ƚŚĞ�ďĞŶĞĮƚƐ�ŽĨ�ĐŚĂŶŐĞ�Žƌ�ŚĂǀĞ�ƚŚĞ�ƉƌĞƐƐƵƌĞ�
;Ğ͘Ő͘�ĨƌŽŵ�ǀĂƌŝŽƵƐ�ƐƚĂŬĞŚŽůĚĞƌƐͿ�ƚŽ�ĐŚĂŶŐĞ͘�dŚĞǇ�ĂƌĞ�ĂƉƉůǇŝŶŐ�ƚŚĞ�ŝĚĞĂ�ŽĨ�ƵƐŝŶŐ�ǁŽƌŬƉůĂĐĞ�ĂƐ�Ă�ĐŚĂŶŐĞ�
catalyst.

�/^�h^^/KE��E���KE�>h^/KE^
dŚĞ� Ăŝŵ� ŽĨ� ƚŚŝƐ� ƌĞƐĞĂƌĐŚ�ǁĂƐ� ƚŽ� ŽƉĞŶ� ƚŚĞ� ĚŝƐĐƵƐƐŝŽŶ� ŽŶ� ĚŝīĞƌĞŶƚ� ƌĞĂƐŽŶƐ� ĨŽƌ�ǁŽƌŬƉůĂĐĞ� ĐŚĂŶŐĞ� ŝŶ�
ŽƌŐĂŶŝǌĂƟŽŶƐ�ĂŶĚ�ĐůƵƐƚĞƌ� ƚŚĞŵ� ƚŽ�ƉƌŽǀŝĚĞ�Ă�ŵŽƌĞ� ĐŽŚĞƌĞŶƚ�ŐƵŝĚĂŶĐĞ� ĨŽƌ�ǁŽƌŬƉůĂĐĞ�ĚĞǀĞůŽƉĞƌƐ�ĂŶĚ�
ŽƌŐĂŶŝǌĂƟŽŶƐ�ƉůĂŶŶŝŶŐ�ƚŚĞ�ĐŚĂŶŐĞ͘�

&ŝƌƐƚ͕�ƚŚĞ�ĂŶĂůǇƐŝƐ�ŝŶĚŝĐĂƚĞĚ�ƚŚĂƚ�ƚŚĞ�ĐŚĂŶŐĞ�ƚŽǁĂƌĚƐ�ŇĞǆŝďůĞ�ŽĸĐĞ�ĞŶǀŝƌŽŶŵĞŶƚƐ�ƚŽŽŬ�ƉůĂĐĞ�ŝŶ�Ăůů�ƐŝǌĞƐ�
ĂŶĚ�ƚǇƉĞƐ�ŽĨ�ŽƌŐĂŶŝǌĂƟŽŶƐ͘��ůƚŚŽƵŐŚ͕�ǁŽƌŬƉůĂĐĞ�ĐŚĂŶŐĞ�ŵŝŐŚƚ�ŶŽƚ�ŚĂǀĞ�ŝŶĐůƵĚĞĚ�Ă�ŵŽǀĞ�ƚŽ�Ă�ŶĞǁ�ƐƉĂĐĞ�
ďƵƚ�ƌĂƚŚĞƌ� ŝŶǀŽůǀĞĚ�ƌĞƚƌŽĮƫŶŐ�ƚŚĞ�ĞǆŝƐƟŶŐ�ƐƉĂĐĞ͘�DŽǀŝŶŐ�ƚŽ�Ă�ŶĞǁ�ƐƉĂĐĞ�Žƌ� ůŽĐĂƟŽŶ�ƐĞĞŵĞĚ�ƚŽ�ďĞ�
ŝŶŇƵĞŶĐĞĚ�ďǇ�ƚŚĞ�ŶĞĞĚ�ƚŽ�ƐƵƉƉŽƌƚ�ďŝŐ�ƚƌĂŶƐĨŽƌŵĂƟŽŶƐ�ƚŚĂƚ�ŚĂƉƉĞŶĞĚ�ĞŝƚŚĞƌ�ŝŶ�ƐƉĞĐŝĮĐ�ŝŶĚƵƐƚƌǇ�ŵĂƌŬĞƚ�
Žƌ�ŐůŽďĂůůǇ͘ �&Žƌ�ĞǆĂŵƉůĞ͕�ŝĨ�Ă�ĐŽŵƉĂŶǇ�ǁĂƐ�ƌĞͲŽƌŐĂŶŝǌĞĚ�ŝŶ�ŽŶĞ�ǁĂǇ�Žƌ�ĂŶŽƚŚĞƌ͕ �ŝĨ�ƚĞĐŚŶŽůŽŐǇ�ĚƌĂƐƟĐĂůůǇ�
changed the way the work was done in that company, then the work environment needed to change 
ĚƌĂƐƟĐĂůůǇ�ĂƐ�ǁĞůů͘�/Ŷ�ƐŽŵĞ�ĐĂƐĞƐ͕�ĞǆŝƐƟŶŐ�ƉŚǇƐŝĐĂů�ƐƉĂĐĞƐ�ŚĂǀĞ�ďĞĐŽŵĞ�ŽďƐŽůĞƚĞ͘�DŽƌĞŽǀĞƌ͕ �ĐŚĂŶŐĞƐ�ŝŶ�
ƚŚĞ�ŵĂƌŬĞƚͬŽƌŐĂŶŝǌĂƟŽŶ�ǁĞƌĞ�ĨŽůůŽǁĞĚ�ďǇ�ƚŚĞ�ŶĞĞĚ�ƚŽ�ĐƌĞĂƚĞ�Ă�ĐĞƌƚĂŝŶ�ŝŵĂŐĞ�ĂďŽƵƚ�ƚŚĞ�ŽƌŐĂŶŝǌĂƟŽŶ͕�
ƚŚƵƐ͕�ƌĞƋƵŝƌĞĚ�Ă�ŵĂũŽƌ�ƚƌĂŶƐĨŽƌŵĂƟŽŶ�ŝŶ�ƚŚĞ�ƉŚǇƐŝĐĂů�ĞŶǀŝƌŽŶŵĞŶƚ͘��

,ŽǁĞǀĞƌ͕ � ƌĞƐĞĂƌĐŚ� ĂůƐŽ� ŝŶĚŝĐĂƚĞĚ� ƚŚĂƚ�ǁŽƌŬƉůĂĐĞ� ĐŚĂŶŐĞ�ǁĂƐ� Ă� ĐŽŶƟŶƵŽƵƐ�ƉƌŽĐĞƐƐ� ĂŶĚ�ŽƉĞƌĂƟŽŶĂů�
ĐŚĂŶŐĞƐ�ŽŌĞŶ�ĂƉƉĞĂƌĞĚ�ĂŌĞƌ� ƚŚĞ� ƐƚƌĂƚĞŐŝĐ� ĐŚĂŶŐĞ�ǁĂƐ� ŝŵƉůĞŵĞŶƚĞĚ͘� &Žƌ�ĞǆĂŵƉůĞ͕� ĂŌĞƌ�ƵƐŝŶŐ�ŶĞǁ�
ƐƉĂĐĞƐ�ĂŶĚ�ŶĞǁ�ǁĂǇƐ�ŽĨ�ǁŽƌŬŝŶŐ͕�ŝƚ�ǁĂƐ�ƵŶĚĞƌƐƚŽŽĚ�ƚŚĂƚ�ŽƉĞƌĂƟŽŶĂů�ƉƌŽĐĞĚƵƌĞƐ�ǁĞƌĞ�ŶŽƚ�ŽƉƟŵĂů͕�ƚŚƵƐ͕�
new methods were implemented. The same, based on the user feedback, spaces and ways of working 
ǁĞƌĞ�ĂĚũƵƐƚĞĚ�ƚŽ�ƐƵŝƚ�ƚŚĞ�ŶĞĞĚƐ�ďĞƩĞƌ͘ �dŚĞ�ƉŽƚĞŶƟĂů�ŽĨ�ǁŽƌŬƉůĂĐĞ�ĐƌĂŌŝŶŐ�ďǇ�ŝŶĚŝǀŝĚƵĂů�ĞŵƉůŽǇĞĞƐ�ǁĂƐ�
not maybe fully used. 
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dŚĞ�ƌĞƐƵůƚƐ�ŽĨ�ƚŚŝƐ�ƐƚƵĚǇ�ƐƵƉƉŽƌƚ�ĞĂƌůŝĞƌ�ƌĞƐĞĂƌĐŚ�ƚŚĂƚ�ŝĚĞŶƟĮĞĚ�ƚŚĞ�ĚƌŝǀĞƌƐ�ĨŽƌ�ĐŚĂŶŐĞ�ĂŶĚ�ĞŵƉŚĂƐŝǌĞĚ�
ĐŚĂŶŐĞĚ� ǁĂǇƐ� ŽĨ� ǁŽƌŬŝŶŐ͕� ƚĞĐŚŶŽůŽŐŝĐĂů� ĚĞǀĞůŽƉŵĞŶƚ� ĂŶĚ� ĞǆƚĞƌŶĂů� ĂŶĚ� ŽƌŐĂŶŝǌĂƟŽŶĂů� ĐŚĂŶŐĞƐ� ĂƐ�
ƐƚƌĂƚĞŐŝĐ� ƌĞĂƐŽŶƐ� ĨŽƌ�ŵŽǀŝŶŐ�ƚŽ�Ă�ŶĞǁ�ƉůĂĐĞ͘�DŽƌĞŽǀĞƌ͕ � ƚŚŝƐ� ƌĞƐĞĂƌĐŚ�ĂĚĚƐ�ƚŽ�ĞǆŝƐƟŶŐ�ŬŶŽǁůĞĚŐĞ�ďǇ�
ƐŚŽǁŝŶŐ�ƚŚĞ�ŝŵƉŽƌƚĂŶĐĞ�ŽĨ�ĂĚũƵƐƟŶŐ�ŽƉĞƌĂƟŽŶĂů�ŵĞƚŚŽĚƐ�ĂŶĚ�ƚŚĞ�ŶĞĞĚ�ƚŽ�ŝŵƉƌŽǀĞ�ƐŽĐŝĂů�ĞŶǀŝƌŽŶŵĞŶƚ�
;ƵƐĞƌ�ĞǆƉĞƌŝĞŶĐĞͿ͘�dŚŝƐ�ŵŝŐŚƚ�ďĞ�ĚŽŶĞ�ďǇ�ŝŶƚƌŽĚƵĐŝŶŐ�ŝŶĐƌĞŵĞŶƚĂů�ĐŚĂŶŐĞƐ�ŝŶ�ǁŽƌŬƉůĂĐĞ͕�ƐƵĐŚ�ĂƐ�ĂĚĚŝŶŐ�
ŶĞǁ�ƐĞƌǀŝĐĞƐ͕�ƌĞƚƌŽĮƫŶŐ�ƐŵĂůůĞƌ�ƐĐĂůĞ�ƐƉĂĐĞƐ͕�ĂŶĚ�ƐŝŵŝůĂƌ͘ �

/Ŷ�ƉƌĂĐƟĐĞ͕�ŽŶĞ�ĐĂŶ�ĚĞǀĞůŽƉ�ƚŚĞ�ĮǆĞĚ�ƐƚƌƵĐƚƵƌĞ�ŽĨ�͞WůĂĐĞ�ĂŶĚ�hƐĞ͟ͲŵĂƉ�ƚŽ�ƉƌŽƉŽƐĂů�ŽĨ�ƚŚƌĞĞ�ĚŝǀĞƌƐĞ�
ĐŚĂŶŐĞ�ƉĂƚŚƐ�;&ŝŐƵƌĞ�ϯͿ͘�

Path 1 is Space-Led Path, where only physical environment is changing. This means that physical spaces 
ĂƌĞ�ĚƌŝǀŝŶŐ�ƚŚĞ�ĐŚĂŶŐĞ͕�ŚŽǁĞǀĞƌ�ŶŽ�ƐŝŐŶŝĮĐĂŶƚ�ĐŚĂŶŐĞƐ�ĂƌĞ�ĚŽŶĞ�ƚŽ�ƚŚĞ�ǁĂǇƐ�ŽƌŐĂŶŝǌĂƟŽŶ�ŽƉĞƌĂƚĞƐ͘�

WĂƚŚ�Ϯ�ŝƐ�ZĂĚŝĐĂů�WĂƚŚ͕�ǁŚĞƌĞ�ƚŚĞ�ƚƌĂŶƐĨŽƌŵĂƟŽŶ�ŝƐ�ŚŽůŝƐƟĐ�ĂŶĚ�ĐŽŶƐŝĚĞƌƐ�ŚŽǁ�ďŽƚŚ�ƉŚǇƐŝĐĂů�ƚƌĂŶƐĨŽƌŵĂƟŽŶ�
and how people operate in the place. 

WĂƚŚ�ϯ�ŝƐ�hƐĞͲ>ĞĚ�WĂƚŚ͕�ǁŚĞƌĞ�ďĞŚĂǀŝŽƌ�ŝƐ�ĐŚĂŶŐŝŶŐ�ŵŽƌĞ�ƚŚĂŶ�ƉůĂĐĞ͘�dŚŝƐ�ĐĂŶ�ďĞ�ƚŚĞ�ĐĂƐĞ�ǁŚĞŶ�ƉŚǇƐŝĐĂů�
ĞŶǀŝƌŽŶŵĞŶƚ�ĂůƌĞĂĚǇ�ŵĞĞƚƐ�ƚŚĞ�ƐƚĂŶĚĂƌĚƐ�ŽĨ�͞ŵŽĚĞƌŶ͕͟ �ŵŽƐƚ�ŽŌĞŶ�ĂĐƟǀŝƚǇͲďĂƐĞĚ�ǁŽƌŬƉůĂĐĞ�ĚĞƐŝŐŶ͕�
ŚŽǁĞǀĞƌ�ǁŚĞƌĞ�ƐŝŐŶŝĮĐĂŶƚ�ŵŝƐŵĂƚĐŚ�ďĞƚǁĞĞŶ�ƚŚĞ�ƵƐĞ�ĂŶĚ�ƚŚĞ�ƐƉĂĐĞ�ŝƐ�ŽďƐĞƌǀĞĚ͘�

�ĞƐƉŝƚĞ͕�ƚŚĞƌĞ�ĂƌĞ�ƉŽƐƐŝďŝůŝƟĞƐ�ƚŽ�ŚĂǀĞ�ƚŚĞ�ǀĂƌŝĂƟŽŶƐ�ŽĨ�ƚŚĞ�ZĂĚŝĐĂů�WĂƚŚ͗�ŝƚ�ŝƐ�ƉŽƐƐŝďůĞ͕�ƚŚĂƚ�ƚŚĞ�ŝŶƚĞŶĚĞĚ�
ĐŚĂŶŐĞ� ŝƐ� ůĞĂĚŝŶŐ� ďĂĐŬ� ƚŽ� ŽůĚ� ĞŶǀŝƌŽŶŵĞŶƚƐ� Žƌ� ŽůĚ�ǁĂǇƐ� ƚŽ� ƵƐĞ� ŝƚ͘� dŚŝƐ� ŝƐ� ŽŌĞŶ� ƐĞĞŶ� ŽŶůǇ� ĂŌĞƌ� ƚŚĞ�
workplace change process as such is managed and the learning curve of the change has not really 
ƚĂŬĞŶ� ƉůĂĐĞ͘� /Ŷ� ƉƌĂĐƟĐĞ͕� ƚŚŝƐ� ƉƌŽƉŽƐĂů� ŽĨ� ĚŝīĞƌĞŶƚ� ƉĂƚŚƐ� ŝŶĚŝĐĂƚĞƐ� ŚŽǁ� ƚŚĞ� ĐŚĂŶŐĞ� ƌĞƋƵŝƌĞƐ� Ă� ŐŽŽĚ�
ƵŶĚĞƌƐƚĂŶĚŝŶŐ�ŽĨ�ŽƌŐĂŶŝǌĂƟŽŶ Ɛ͛�ƉƌŽĐĞƐƐĞƐ͕�ŝŶǀŽůǀĞŵĞŶƚ�ĂŶĚ�ĂŶĂůǇƐŝƐ�ŽĨ�ƵƐĞƌƐ�;ƉĞŽƉůĞͿ͘�&Žƌ�ƉƌĂĐƟƟŽŶĞƌƐ͕�
this would indicate the need for more user-centric workplace change processes. 

&ŝŐƵƌĞ�ϯ��Proposed change paths in ͞WůĂĐĞ�ĂŶĚ�ƵƐĞ͟�-map

dŚŝƐ�ƐƚƵĚǇ�ŝƐ�ďĂƐĞĚ�ŽŶ�Ă� ůŝŵŝƚĞĚ�ĂŵŽƵŶƚ�ŽĨ�ĐĂƐĞƐ� ŝŶ�&ŝŶůĂŶĚ�ǁŝƚŚ�ĐŽŵƉƌĞƐƐĞĚ�ǁƌŝƩĞŶ�ƚĞǆƚƐ�ĂǀĂŝůĂďůĞ͘�
tŝƚŚŽƵƚ�ŝŶͲĚĞƉƚŚ�ĂŶĂůǇƐŝƐ�ŽĨ�ĞĂĐŚ�ĐĂƐĞ͕�ƐŽŵĞ�ĂƐƐƵŵƉƟŽŶƐ�ŵŝŐŚƚ�ďĞ�ƋƵĞƐƟŽŶĂďůĞ͘�,ŽǁĞǀĞƌ͕ �ƚŚĞ�ƚĞǆƚ�
ĂŶĂůǇƐŝƐ�ǁĂƐ�ƐƵƉƉůĞŵĞŶƚĞĚ�ďǇ�ĂƵƚŚŽƌƐ͛�ŬŶŽǁůĞĚŐĞ�ŽĨ�ƚŚĞ�ĐĂƐĞƐ͘�dŚƵƐ͕�ƚŽ�ŐĂŝŶ�ŵŽƌĞ�ŝŶƐŝŐŚƚƐ͕�Ă�ĚĞĞƉĞƌ�
ĂŶĂůǇƐŝƐ�ŽĨ�ĐĂƐĞƐ�ƐƚƵĚǇŝŶŐ�ƚŚĞŝƌ�ĐŚĂŶŐĞ�ŵĂŶĂŐĞŵĞŶƚ�ƉƌŽĐĞƐƐĞƐ�ǁŽƵůĚ�ďĞ�ďĞŶĞĮĐŝĂů�ƚŽ�ƵŶĚĞƌƐƚĂŶĚ�ƚŚĞ�
ŽƌŝŐŝŶƐ�ŽĨ�ĐŚĂŶŐĞ͕�ŽƌĚĞƌ͕ �ƟŵŝŶŐ͕�ŝŶƚĞŶƐŝǀĞŶĞƐƐ͕�Žƌ�ďĞƐƚ�ƉƌĂĐƟĐĞƐ�ƵƐĞĚ͘�DŽƌĞŽǀĞƌ͕ �ŝƚ�ǁŽƵůĚ�ďĞ�ŝŶƚĞƌĞƐƟŶŐ�
ƚŽ�ĨŽůůŽǁ�ƵƉ�ĂŶŶƵĂů�ĚĞǀĞůŽƉŵĞŶƚ�ŽĨ�ǁŽƌŬƉůĂĐĞ�ĐŚĂŶŐĞ�ƉƌŽũĞĐƚƐ�ŝŶ�ƚŚĞ�ĨƵƚƵƌĞ�ĂƐ�ƚŚĞ�ĐŽŶƚĞƐƚ�ŝŶ�ϮϬϭϵ�ǁĂƐ�
ŽƌŐĂŶŝǌĞĚ�ĨŽƌ�ƚŚĞ�ϭst�ƟŵĞ͘�KŶĞ�ĐĂŶ�ŝĚĞŶƟĨǇ�ŵŽƌĞ�ƉĂƩĞƌŶƐ�ƚŽ�͞WůĂĐĞ�ĂŶĚ�ƵƐĞ͟ͲŵĂƉ͘

Z�&�Z�E��^
�ĂůƚŽŶĞŶ͕�/͕͘��ůĂͲ<ŽƟůĂ͕�W͘ ͕��:ćƌŶƐƚƌƂŵ͕�,͕͘��>ĂĂƌŶŝ͕�:͕͘�DććƩĂȋ͕�,͕͘��EǇŬćŶĞŶ͕��͕͘��^ĐŚĞŵďƌŝ͕�/͕͘���>ƂŶŶƋǀŝƐƚ͕�

�͕͘��ZƵŽƐƚĞůĂ͕�:͕͘��>ĂŝŚŽŶĞŶ͕�,Ͳ͕�:ććƐŬĞůćŝŶĞŶ͕���͕͘�KǇƵĞ͕�:͘�ĂŶĚ��EĂŐǇ͕ �'͘�;ϮϬϭϮͿ͘�^ƚĂƚĞͲŽĨͲƚŚĞͲ�ƌƚ�
ZĞƉŽƌƚ�ŽŶ�<ŶŽǁůĞĚŐĞ�tŽƌŬ͗�EĞǁ�tĂǇƐ�ŽĨ�tŽƌŬŝŶŐ͘��sdd�dĞĐŚŶŽůŽŐǇ͕ ��ƐƉŽŽ͘�

�ƉƉĞůͲDĞƵůĞŶďƌŽĞŬ͕�Z͘�;ϮϬϬϵͿ͘���ƉŚǇƐŝĐĂů�ǁŽƌŬ�ĞŶǀŝƌŽŶŵĞŶƚ�ĨŽƌ�ŬŶŽǁůĞĚŐĞ�ƐŚĂƌŝŶŐ�ŝŶ�ŽƌŐĂŶŝƐĂƟŽŶƐ͘�
/ŶƚĞƌŶĂƟŽŶĂů JŽƵƌŶĂů�ŽĨ��ŶƚƌĞƉƌĞŶĞƵƌƐŚŝƉ�ĂŶĚ�/ŶŶŽǀĂƟŽŶ�DĂŶĂŐĞŵĞŶƚ͕�sŽů�ϭϬ�EŽ͘�ϯͬϰ͕�ƉƉ͘�ϯϬϳͲ
322. 

�ƉƉĞůͲDĞƵůĞŶďƌŽĞŬ͕�Z͘�ĂŶĚ�,ĂǇŶĞƐ͕��͘�;ϮϬϭϰͿ͘��Ŷ�ŽǀĞƌǀŝĞǁ�ŽĨ�ƐƚĞƉƐ�ĂŶĚ�ƚŽŽůƐ�ĨŽƌ�ƚŚĞ�ĐŽƌƉŽƌĂƚĞ�ƌĞĂů�
estate strategy alignment process. �ŽƌƉŽƌĂƚĞ�ZĞĂů��ƐƚĂƚĞ�:ŽƵƌŶĂů͕�sŽů͘�ϰ�EŽ͘�ϭ͕�ƉƉ͘�ϰϰʹϲϭ͘�
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�ƉƉĞůͲDĞƵůĞŶďƌŽĞŬ͕�Z͕͘�<ĞŵƉĞƌŵĂŶ͕��͕͘�>ŝĞďƌĞŐƚƐ͕�D͘�ĂŶĚ�KůĚŵĂŶ͕�d͘ �;ϮϬϭϰͿ͘�,ĞůƉŝŶŐ��ŽƌƉŽƌĂƚĞ�ZĞĂů�
�ƐƚĂƚĞ�DĂŶĂŐĞŵĞŶƚ� ǁŝƚŚ� ƚŚĞ� ŝŵƉůĞŵĞŶƚĂƟŽŶ� ŽĨ� Ă� ŵŽĚĞƌŶ� ǁŽƌŬ� ĞŶǀŝƌŽŶŵĞŶƚ� ƚŚĂƚ� ƐƵƉƉŽƌƚƐ�
ĞŵƉůŽǇĞĞƐ� ĂŶĚ� ƚŚĞŝƌ� ĂĐƟǀŝƟĞƐ͗� �Ŷ� ĂŶĂůǇƐŝƐ� ŽĨ� ĚŝīĞƌĞŶƚ� ƉƌĞĨĞƌĞŶĐĞƐ� ŝŶ� ϱ� �ƵƌŽƉĞĂŶ� ĐŽƵŶƚƌŝĞƐ͘�
�ŽŶĨĞƌĞŶĐĞ�WĂƉĞƌ�ĨŽƌ�ƚŚĞ��ƵƌŽƉĞĂŶ�ZĞĂů��ƐƚĂƚĞ�^ŽĐŝĞƚǇ�Ϯϭst��ŶŶƵĂů��ŽŶĨĞƌĞŶĐĞ�ϮϬϭϰ͕�ZŽŵĂŶŝĂ. 
Available at: ŚƩƉƐ͗ͬͬĞƌĞƐ͘ƐĐŝǆ͘ŶĞƚͬƉĚĨƐͬĞƌĞƐϮϬϭϰͺϰϲ͘ĐŽŶƚĞŶƚ͘ƉĚĨ

�ƵƌŶĞƐ͕��͘�;ϮϬϬϰͿ͘�DĂŶĂŐŝŶŐ��ŚĂŶŐĞ͗���̂ ƚƌĂƚĞŐŝĐ��ƉƉƌŽĂĐŚ�ƚŽ�KƌŐĂŶŝƐĂƟŽŶĂů��ǇŶĂŵŝĐƐ͕�ϰƚŚ�ĞĚ͘�WƌĞŶƟĐĞ�
Hall: Harlow.

�ŚĂƌƚĞƌĞĚ��ƐƐŽĐŝĂƟŽŶ� ŽĨ� �ƵŝůĚŝŶŐ� �ŶŐŝŶĞĞƌƐ� ;����Ϳ� ;ϮϬϬϱͿ͘�dŚĞ� ŝŵƉĂĐƚ� ŽĨ� ŽĸĐĞ� ĚĞƐŝŐŶ� ŽŶ� ďƵƐŝŶĞƐƐ�
ƉĞƌĨŽƌŵĂŶĐĞ. Report, available at: ŚƩƉ͗ͬͬǁĞďĂƌĐŚŝǀĞ͘ŶĂƟŽŶĂůĂƌĐŚŝǀĞƐ͘ŐŽǀ͘ ƵŬͬϮϬϭϭϬϭϭϴϬϵϱϯϱϲͬ
ŚƩƉ͗ͬǁǁǁ͘ĐĂďĞ͘ŽƌŐ͘ƵŬͬĮůĞƐͬŝŵƉĂĐƚͲŽĸĐĞͲĚĞƐŝŐŶͲĨƵůůͲƌĞƐĞĂƌĐŚ͘ƉĚĨ

�ŽůĞ͕�:͘�KůŝǀĞƌ͕ �Z͕͘�ĂŶĚ��ůĂǀŝĞƐĐŝƵŶĂŝƚĞ͕��͘�;ϮϬϭϰͿ͘�dŚĞ�ĐŚĂŶŐŝŶŐ�ŶĂƚƵƌĞ�ŽĨ�ǁŽƌŬƉůĂĐĞ�ĐƵůƚƵƌĞ͘�&ĂĐŝůŝƟĞƐ, 
sŽů͘�ϯϮ�EŽ͘�ϭϯͬϭϰ͕�ƉƉ͘�ϳϴϲͲϴϬϬ͘

�ƌĞƐǁĞůů͕� :͘� t͘� ;ϮϬϭϯͿ͘� YƵĂůŝƚĂƟǀĞ� ŝŶƋƵŝƌǇ� ĂŶĚ� ƌĞƐĞĂƌĐŚ� ĚĞƐŝŐŶ͗� �ŚŽŽƐŝŶŐ� ĂŵŽŶŐ� ĮǀĞ� ĂƉƉƌŽĂĐŚĞƐ. 
Thousand Oaks, CA: Sage.

�ĞǁƵůĨ͕ �'͕͘<ƌƵŵŵ͕�W͘ �ĂŶĚ�:ŽŶŐĞ͕�,͘;ϮϬϬϬͿ͘�Successful real estate strategies. Arko
�ŝƐĞŶŚĂƌĚƚ͕�<͘�D͕͘�Θ�'ƌĂĞďŶĞƌ͕ �D͘��͘�;ϮϬϬϳͿ͘�dŚĞŽƌǇ�ďƵŝůĚŝŶŐ�ĨƌŽŵ�ĐĂƐĞƐ͗�KƉƉŽƌƚƵŶŝƟĞƐ�ĂŶĚ�ĐŚĂůůĞŶŐĞƐ͘�

dŚĞ��ĐĂĚĞŵǇ�ŽĨ�DĂŶĂŐĞŵĞŶƚ�:ŽƵƌŶĂů͕�ϱϬ;ϭͿ͕�ϮϱͲϯϮ͘
�ƵƌŽĨŽƵŶĚ�;ϮϬϭϱͿ͘�EĞǁ�ĨŽƌŵƐ�ŽĨ�ĞŵƉůŽǇŵĞŶƚ͘�ZĞƉŽƌƚ͕��ǀĂŝůĂďůĞ�Ăƚ͗�ŚƩƉƐ͗ͬͬǁǁǁ͘ĞƵƌŽĨŽƵŶĚ͘ĞƵƌŽƉĂ͘ĞƵͬ

ƉƵďůŝĐĂƟŽŶƐͬƌĞƉŽƌƚͬϮϬϭϱͬǁŽƌŬŝŶŐͲĐŽŶĚŝƟŽŶƐͲůĂďŽƵƌͲŵĂƌŬĞƚͬŶĞǁͲĨŽƌŵƐͲŽĨͲĞŵƉůŽǇŵĞŶƚ 
'ĂƌĐŝĂͲDŝƌĂ͕� Z͕͘� �ƵŵŝƚƌƵ͕� �͕͘� �ůŽŶƐŽͲ�ĞƚĂŶǌŽƐ͕� �͕͘� ^ĂŶĐŚĞǌͲDŽƌŽŶŽ͕� E͕͘� &ŽŶƚĞŶůĂͲZŽŵĞƌŽ͕�K͕͘� �ƌĂŝŐ͕�

d͘ � ĂŶĚ� WŽůŚŝůů͕� :͘'͘� ;ϮϬϭϳͿ͘� dĞƐƟŶŐ� ƐĐĞŶĂƌŝŽƐ� ƚŽ� ĂĐŚŝĞǀĞ� ǁŽƌŬƉůĂĐĞ� ƐƵƐƚĂŝŶĂďŝůŝƚǇ� ŐŽĂůƐ� ƵƐŝŶŐ�
ďĂĐŬĐĂƐƟŶŐ�ĂŶĚ�ĂŐĞŶƚͲďĂƐĞĚ�ŵŽĚĞůŝŶŐ͘�Environmental Behaviour͕�ϰϵ;ϵͿ͕�ƉƉ͘�ϭϬϬϳʹϭϬϯϳ

'ƵƐƚĂĨƐƐŽŶ͕�:͘�;ϮϬϭϳͿ͘�^ŝŶŐůĞ�ĐĂƐĞ�ƐƚƵĚŝĞƐ�ǀƐ͘�ŵƵůƟƉůĞ�ĐĂƐĞ�ƐƚƵĚŝĞƐ͗���ĐŽŵƉĂƌĂƟǀĞ�ƐƚƵĚǇ. Available at: 
ŚƩƉ͗ͬͬǁǁǁ͘ĚŝǀĂͲƉŽƌƚĂů͘ŽƌŐͬƐŵĂƐŚͬŐĞƚͬĚŝǀĂϮ͗ϭϬϲϰϯϳϴͬ&h>>d�ydϬϭ͘ƉĚĨ

,ĂĂƉĂŵćŬŝ͕�:͕͘�EĞŶŽŶĞŶ͕�^͘�ĂŶĚ�sĂƌƟĂŝŶĞŶ�D͘�;ϮϬϭϭͿ͘�hƵĚĞƚ�ƟůĂƚ�ǀĂŝŬƵƩĂǀĂƚ�ŬŽŬŽ�ŽƌŐĂŶŝƐĂĂƟŽŶ�ƚĂƉĂĂŶ�
ƚŽŝŵŝĂ� dĞŽŬƐĞƐƐĂ� <ćǇƩćũćůćŚƚƂŝƐĞƚ� ƟůĂƚ͘� hƵƩĂ� ĂũĂƩĞůƵĂ� ƟůŽũĞŶ� ƐƵƵŶŶŝƩĞůƵƵŶ. Helsinki: Tekes 
ƌĞƉŽƌƚ�ϭϮͬϮϬϭϭ͕�ƉƉ͘�ϮϱͲϯϭ͘�

,ĞǇǁŽŽĚ͕��͘�;ϮϬϭϭͿ͘��ƉƉƌŽĂĐŚĞƐ�ƚŽ�ĂůŝŐŶŝŶŐ�ĐŽƌƉŽƌĂƚĞ�ƌĞĂů�ĞƐƚĂƚĞ�ĂŶĚ�ŽƌŐĂŶŝƐĂƟŽŶĂů�ƐƚƌĂƚĞŐǇ͘ ��ŽŶĨĞƌĞŶĐĞ�
Paper for the European Real Estate Society 17th Annual Conference 2010, Eindhoven. 

:ĂĐŽďƐ͕�'͕͘�ǀĂŶ�tŝƩĞůŽŽƐƚƵŝũŶ͕��͘�ĂŶĚ��ŚƌŝƐƚĞͲ�ĞǇƐĞ͕�:͘�;ϮϬϭϯͿ͘���ƚŚĞŽƌĞƟĐĂů�ĨƌĂŵĞǁŽƌŬ�ŽĨ�ŽƌŐĂŶŝǌĂƟŽŶĂů�
change͘�:ŽƵƌŶĂů�ŽĨ�KƌŐĂŶŝǌĂƟŽŶĂů��ŚĂŶŐĞ�DĂŶĂŐĞŵĞŶƚ͕�sŽů͘�Ϯϲ͕�EŽ͘�ϱ͕�ƉƉ͘�ϳϳϮͲϳϵϮ͘�

>ĂŚƟŶĞŶ�D͕͘�ZƵŽŚŽŵćŬŝ͕�s͘ �ĂŶĚ�^ŝƌŽůĂ͕�W͘ �;ϮϬϭϲͿ͘��'ŽŽĚ�ƉƌĂĐƟĐĞƐ�ĂŶĚ�ĚĞǀĞůŽƉŵĞŶƚ�ŶĞĞĚƐ�ŽĨ�ǁŽƌŬƉůĂĐĞ�
ĐŚĂŶŐĞ�ŵĂŶĂŐĞŵĞŶƚ͘�/Ŷ�:ćƌǀĞůŝŶͲWĂƐĂŶĞŶ͕�̂ ͘�;�Ě͘Ϳ͕�E�^�ϮϬϭϲ�ʹ ��ƌŐŽŶŽŵŝĐƐ�ŝŶ�dŚĞŽƌǇ�ĂŶĚ�WƌĂĐƟĐĞ͘�
WƌŽĐĞĞĚŝŶŐƐ� ŽĨ� ϰϴƚŚ� �ŶŶƵĂů� �ŽŶĨĞƌĞŶĐĞ� ŽĨ� EŽƌĚŝĐ� �ƌŐŽŶŽŵŝĐƐ� ĂŶĚ� ,ƵŵĂŶ� &ĂĐƚŽƌƐ� ^ŽĐŝĞƚǇ. 
WƵďůŝĐĂƟŽŶƐ�ŽĨ�ƚŚĞ��ĂƐƚĞƌŶ�hŶŝǀĞƌƐŝƚǇ�ŽĨ�&ŝŶůĂŶĚ͕�ZĞƉŽƌƚƐ�ĂŶĚ�^ƚƵĚŝĞƐ�ŝŶ�,ĞĂůƚŚ�^ĐŝĞŶĐĞ͕�<ƵŽƉŝŽ͕�
Finland, pp. 110-115.  

DŝƚĐŚĞůů͕��͘�;ϮϬϭϴͿ͘���ZĞǀŝĞǁ�ŽĨ�DŝǆĞĚ�DĞƚŚŽĚƐ͕�WƌĂŐŵĂƟƐŵ�ĂŶĚ��ďĚƵĐƟŽŶ�dĞĐŚŶŝƋƵĞƐ͘�The Electronic 
:ŽƵƌŶĂů�ŽĨ��ƵƐŝŶĞƐƐ�ZĞƐĞĂƌĐŚ�DĞƚŚŽĚƐ͕�sŽů͘ϭϲ͕�/ƐƐ͘�ϯ͕�ƉƉ͘�ϭϬϯͲϭϭϲ͘

EŝĞůƐĞŶ͕� <͘� ĂŶĚ��ďŝůĚŐĂĂƌĚ͕� :͘� ^͘� ;ϮϬϭϮͿ͘� � dŚĞ�ĚĞǀĞůŽƉŵĞŶƚ� ĂŶĚ� ǀĂůŝĚĂƟŽŶ�ŽĨ� Ă� ũŽď� ĐƌĂŌŝŶŐ�ŵĞĂƐƵƌĞ�
for use with blue-collar workers. tŽƌŬ� Θ� ^ƚƌĞƐƐ͗� �Ŷ� /ŶƚĞƌŶĂƟŽŶĂů� :ŽƵƌŶĂů� ŽĨ�tŽƌŬ͕� ,ĞĂůƚŚ� Θ�
KƌŐĂŶŝƐĂƟŽŶƐ.   

EŽƌĚ͕�E͕͘�^ĂŶĚďĞƌŐ͕�E͘,͕͘�EŐŽ͕�,͕͘�EĞƐŐĊƌĚ͕��͕͘�tŽƐǌĐǌĞŬ͕��͕͘�dĞƌĞƐŚĐŚĞŶŬŽ͕�d͘ ͕�EĂĞƐƐ͕�:͘^͘�ĂŶĚ��ƌĂƩĞďŽ͕�
,͘� ;ϮϬϭϵͿ͘�&ƵƚƵƌĞ�ĞŶĞƌŐǇ�ƉĂƚŚǁĂǇƐ�ĨŽƌ�Ă�ƵŶŝǀĞƌƐŝƚǇ�ĐĂŵƉƵƐ�ĐŽŶƐŝĚĞƌŝŶŐ�ƉŽƐƐŝďŝůŝƟĞƐ�ĨŽƌ�ĞŶĞƌŐǇ�
ĞĸĐŝĞŶĐǇ�ŝŵƉƌŽǀĞŵĞŶƚƐ͘�/KW��ŽŶĨĞƌĞŶĐĞ�^ĞƌŝĞƐ͗��ĂƌƚŚ�ĂŶĚ��ŶǀŝƌŽŶŵĞŶƚĂů�^ĐŝĞŶĐĞ͕�sŽů͘�ϯϱϮ͕�ϭĚƚ�
Nordic conference on Zero Emission Plus Energy Buildings, Trondheim, Norway. 

KƐŐŽŽĚ�:ƌ͕ �Z d͘͘ �;ϮϬϬϰͿ͘�dƌĂŶƐůĂƟŶŐ�ŽƌŐĂŶŝǌĂƟŽŶĂů�ƐƚƌĂƚĞŐǇ�ŝŶƚŽ�ƌĞĂů�ĞƐƚĂƚĞ�ĂĐƟŽŶ͗�dŚĞ�ƐƚƌĂƚĞŐǇ�ĂůŝŐŶŵĞŶƚ�
model. :ŽƵƌŶĂů�ŽĨ��ŽƌƉŽƌĂƚĞ�ZĞĂů��ƐƚĂƚĞ͕�ϲ;ϮͿ͕�ƉƉ͘�ϭϬϲͲϭϭϳ͘�

KƵǇĞ͕�:͕͘�EĂŐǇ͕ �'͕͘�̂ ŝŶŐĞƌ͕ ��͕͘�>ĂŶŐŚŽī͕�:͘�;ϮϬϭϬͿ͘��ůƚĞƌŶĂƟǀĞ�tŽƌŬƉůĂĐĞ�̂ ƚƌĂƚĞŐŝĞƐ�ŝŶ�ƚŚĞ��ƵƌƌĞŶƚ��ĐŽŶŽŵǇ͗�
ZĞƐƵůƚƐ�ĨƌŽŵ�EĞǁ�tĂǇƐ�ŽĨ�tŽƌŬŝŶŐ Ɛ͛��ĞŶĐŚŵĂƌŬŝŶŐ�^ƚƵĚǇ͕��Ɖƌŝů�ϮϬϭϬ. New Ways of Working, LLC.

WĞƚƌƵůĂŝƟĞŶĞ͕� s͘ � ĂŶĚ� :ǇůŚć͕� d͘ � ;ϮϬϭϱͿ͘� dŚĞ� ƉĞƌĐĞŝǀĞĚ� ǀĂůƵĞ� ŽĨ� ǁŽƌŬƉůĂĐĞ� ĐŽŶĐĞƉƚƐ� ĨŽƌ� ŽƌŐĂŶŝƐĂƟŽŶƐ͘�
:ŽƵƌŶĂů�ŽĨ��ŽƌƉŽƌĂƚĞ�ZĞĂů��ƐƚĂƚĞ͕�sŽů͘�ϭϳ�/ƐƐ͘ϰ͕�ƉƉ͘�ϮϲϬ�ʹ�Ϯϴϭ͘�

WƵůůĞŶ͕�t͘�;ϮϬϭϰͿ͘��ŐĞ͕�ŽĸĐĞ�ƚǇƉĞ͕�ũŽď�ƐĂƟƐĨĂĐƟŽŶ�ĂŶĚ�ƉĞƌĨŽƌŵĂŶĐĞ͘�tŽƌŬ�ĂŶĚ�WůĂĐĞ, August Issue.
^ĂƵƌŝŶ͕� Z͘� ;ϮϬϭϮͿ͘�tŽƌŬƉůĂĐĞ� ĨƵƚƵƌĞƐ͗� �� ĐĂƐĞ� ƐƚƵĚǇ� ŽĨ� ĂŶ� ĂĚĂƉƟǀĞ� ƐĐĞŶĂƌŝŽƐ� ĂƉƉƌŽĂĐŚ� ƚŽ� ĞƐƚĂďůŝƐŚ�

ƐƚƌĂƚĞŐŝĞƐ� ĨŽƌ� ƚŽŵŽƌƌŽǁ Ɛ͛� ǁŽƌŬƉůĂĐĞ͘� �ŽĐƚŽƌĂů� dŚĞƐŝƐ͘� �ƵďůŝŶ� /ŶƐƟƚƵƚĞ� ŽĨ� dĞĐŚŶŽůŽŐǇ͕ � �ƵďůŝŶ�
/ŶƐƟƚƵƚĞ�ŽĨ�dĞĐŚŶŽůŽŐǇ͕ ��ƵďůŝŶ͘�
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^ĐŚƌŝĞĨĞƌ͕ ��͘�͘�;ϮϬϬϱͿ͘�tŽƌŬƉůĂĐĞ�ƐƚƌĂƚĞŐǇ͗�ǁŚĂƚ�ŝƚ�ŝƐ�ĂŶĚ�ǁŚǇ�ǇŽƵ�ƐŚŽƵůĚ�ĐĂƌĞ͘�:ŽƵƌŶĂů�ŽĨ��ŽƌƉŽƌĂƚĞ�ZĞĂů�
Estate͕�sŽů͘ϳ͕�EŽ͘ϯ͕ƉƉ͘ϮϮϮͲϮϯϯ͘

^ĞŶŝŽƌ͕ ��͘�;ϮϬϬϮͿ͘�KƌŐĂŶŝƐĂƟŽŶĂů�ĐŚĂŶŐĞ͕ 2nd�ĞĚŝƟŽŶ͘�WƌĞŶƟĐĞ�,Ăůů͗�>ŽŶĚŽŶ͘�
^ŬŽŐůĂŶĚ͕�D͘�͘�͘� ;ϮϬϭϲͿ͘� �� ƐƉĂƟĂů� ĂƉƉƌŽĂĐŚ� ƚŽ� ƚƌĂŶƐĨŽƌŵĂƟŽŶĂů� ĐŚĂŶŐĞ͘� ^ƚƌĂƚĞŐŝĐ� ĂůŝŐŶŵĞŶƚ� ŽĨ� ƚŚĞ�

ƐƉĂƟĂů�ĂŶĚ�ĐƵůƚƵƌĂů�ĞŶǀŝƌŽŶŵĞŶƚ͘�:ŽƵƌŶĂů�ŽĨ��ŽƌƉŽƌĂƚĞ�ZĞĂů��ƐƚĂƚĞ͕�sŽů͘�ϭϵ�EŽ͘�ϰ͕�ƉƉ͘�ϮϴϱͲϮϵϵ͘�
^ƚĂĚĚŽŶ͕�^͘�͕͘��ǇĐŝů͕��͕͘�'ŽƵůĚĞŶ͕�D͕͘�>ĞǇŐƵĞ͕��͘�ĂŶĚ�^ƉĞŶĐĞ͕��͘�;ϮϬϭϲͿ͘�/ŶƚĞƌǀĞŶŝŶŐ�ƚŽ�ĐŚĂŶŐĞ�ďĞŚĂǀŝŽƌ�

ĂŶĚ�ƐĂǀĞ�ĞŶĞƌŐǇ�ŝŶ�ƚŚĞ�ǁŽƌŬƉůĂĐĞ͗�Ă�ƐǇƐƚĞŵĂƟĐ�ƌĞǀŝĞǁ�ŽĨ�ĂǀĂŝůĂďůĞ�ĞǀŝĚĞŶĐĞ͘��ŶĞƌŐǇ�ZĞƐĞĂƌĐŚ�Θ�
Social Science͕�sŽů͘�ϭϳ͕�ƉƉ͘�ϯϬͲϱϭ͘�

^ƚĂƌƌ͕ � �͘t͕͘� ^ƚĂƌƌ͕ � �͘Z͘� ĂŶĚ�tŽƌǌĂůĂ͕� �͘� ;ϮϬϭϵͿ͘� dŚĞ� /ŵƉĂĐƚ� ŽĨ� ƐŽŌǁĂƌĞ� ĐŽŵƉĂŶǇ� ƐŝǌĞ� ĂŶĚ� ĐƵůƚƵƌĞ� ŽŶ�
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European Facility Management Network 
(EuroFM) is the platform organization that 
brings educators, researchers and practitioners 
bg� ma^� Û^e]� h_� ?Z\bebmr� FZgZ`^f^gm� mh`^ma^k'�
The aim is to bring forward the FM profession 
and to come to a better mutual understanding 
by learning and sharing FM knowledge.


