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Review Session Learning Objectives

• Learn how the success of the (inter-departmental) community 
manager role is changing the definition and expectation of FM

• Explore how new players in workplace community management are 
applying lessons from other industries

• Evaluate how your organization approaches workplace experience 
by learning from more innovative organizational structures

• Apply lessons from successful inter-disciplinary workplace and 
facilities management roles



3 +

#IFMAWW16

NEXT GEN
FM
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Melissa 
Marsh
Senior Managing Director, 

Occupant Experience

Savills Studley

PLASTARC Founder,

pro multi-tasker and problem 

solver.
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Social research and people analytics for the built environment company.

D A T A  &  U X
V I S U A L -
I Z A T I O N

S O C I O -
S P A T I A L
A N A L Y S T

W O R K P L A C E
A N T H R O -

P O L O G I S T

C U L T U R E  O F
T E C H N O L O G Y



6 +

+



7 +

Occupant
Experience       

@

More than 
cost /sq ft, 
it’s:

=
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Coworking: more than a container for culture
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…is serving a new 
occupant
• Fierce Independence
• Emotional and Intellectual Openness
• Inclusion
• Free Expression and Strong Views
• Innovation
• Pre-Occupation with Maturity
• Investigation
• Immediacy
• Sensitivity to Corporate Interests
• Authentication and Trust
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How buildings learn



12 +

Facilities
Community

Management
Enablement
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Employees want the brand and 
customer experience internally
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Hey, who’s in 
charge of 
employee
experience 
around here???

H R I T

R E / F M
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…sits at the 
intersection
#buildingcommunity

H R I T

R E / F M
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Future FM…
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The average estimate is 98%
more accurate than any one 
estimate. 

- W I S D O M  O F  T H E  C R O W D S

…engages, listens,
and learns 
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Future FM is digitally savvy

C I T I  B I K E
Commercialized transit

B A S I S
Sidelined by Intel

N E S T
Bought by Google

F O U R  S Q U A R E
Eaten by Yelp



22 +

4 6  a t  
8 : 0 0
a m

2  a t  
8 : 0 0 a m

…has more
automated
systems 
available

….is more
focused on 
people
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…has more more analytics than ever

P E O P L E
activities, interactions, 

presence

B U I L D I N G S
spaces, systems, furniture 

D ATA
how  they interact

+ =
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A community manager makes sure are 
seamlessly enabled, so that you don’t 
even think twice about:
• social
• technology
• space 
• environmental

Building trust through a focus on the 
details #multisensoryworkplace
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Community management is… 
the life of the party



26 +

Incorporating user feedback 
#rateyourdesk
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PEOPLE

PROGRAMSSPACE

DIGITAL

ENABLING THESE COMPONENTS TO 
WORK TOGETHER

Focused on digital #workplaceux
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Modeling good behavior #lovemyjob
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Enriching members through new 
systems of knowledge management 
#occupantX
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Making sure people in workspaces feel heard and engaged on many topics, across 
many mediums

9:00 AM 
Connect with 
workplace 
ambassadors on lunch 
and learn 
programming

10:00 AM
Meet with cleaning team 
to train on key service 
communication and 
behavior

11:00 AM
Design team sync up on 
incorporating occupant 
feedback into future 
designs

1:00 PM
Check in with 
building security on 
protocols for guest 
registration

2:00 PM 
Set up for yoga 
& meditation 
class for 
occupants

3:00 PM
Meet with 
technology team on 
meeting room 
booking strategy

5:00 PM
Introduce new 
employees to the 
community at happy 
hour #TGIM

4:00 PM
All Hands with 
global team over 
video chat

Delivering service centric design 
all day long…
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$$$

…connecting people to people #P2P
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FM/CM…is not afraid to experiment
#failfast
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At the center of 
spaces that perform for people
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Your Feedback is Valued!
Please take the time to Evaluate Sessions

Log into the Attendee Service Center
http://tinyurl.com/WWSD2016

http://tinyurl.com/WWSD2016
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THANK YOU!
Melissa Marsh  
MMarsh@savills-studley.com
melissa@plastarc.com
917 397 3935

This document contains confidential and proprietary information of PLASTARC, Inc. and is to be used by 
the recipient only for purposes of evaluating and engaging PLASTARC, Inc. If you do not agree to keep 
the contents of this proposal confidential, please return the material and do not use its contents. Certain 
contents of this proposal are considered trade secrets and/or are protected by copyright. 

© 2016 PLASTARC, Inc. All rights reserved.

#rateyourdesk

mailto:MMarsh@savills-studley.com
mailto:melissa@plastarc.com


For attending this 
educational offering at 

IFMA’s World Workplace

Be sure to evaluate the session online at the 
Attendee Service Center 

http://tinyurl.com/WWSD2016

Thank You!

http://tinyurl.com/WWSD2016
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