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With a constantly evolving portfolio of more
than 800 buildings, each typically occupied
by as many as 15 different tenants, property
consultancy NB Real Estate is more than familiar
with the challenges speci c to the investment
property management market: the timely
delivery of a comprehensive range of planned
and reactive services by a complex supply
chain of stakeholders that includes landlords,
building managers, tenants and of course,
specialist service partners, all tasked with
front line maintenance and the completion of
individual jobs.

By early 2007, NB Real Estate was actively
looking, through its property operator subsidiary
NB Entrust a joint venture with asset
management outsourcing specialist The Asset
Factor, to establish a managed help desk and
automated support infrastructure that could
collect and correlate property information across
the portfolio in real time. This would give building
tenants a single, 24-hour point of contact for
maintenance calls, call handling staff the ability
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to track job progress in real time, ensure that
all stakeholders could operate from a common
data and instruction set, and provide a resilient
framework for performance management.

In order to re-engineer this complex Facilities
Management (FM) delivery infrastructure, NB
Entrust explored the development of a new
model that would enable the delivery of vital
management information to decision makers
across the company and its clients, reducing the
administrative burden on facilities and building
managers, and helping service partners to
streamline their interaction with the business.

With its software partner FSI, developer and
supplier of the top ight CAFM (computer aided
facilities management) platform Concept , The
Asset Factor created a hosted proposition to
deliver the requirement to NB Entrust branded
as Asset OnCall to be tightly integrated with

a management model focused on a complete
understanding of contract delivery in the
investment property management sector.
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Built around Concepts Help Desk, the
model is based on the principle that clients
have 24 hour access to a manned support
service which, in turn, has the support of a
comprehensive, integrated and fully automated
management platform. Each call triggers a
sequence of measurable events, ensuring
that the right service partners are alerted to
maintenance jobs as they arise and auditing
progress until the job is complete, based on a
common data and instruction set collated by
Concept  from relevant information systems.

Automating information delivery and
management with this degree of granularity was
a signi cant challenge for the joint development
team, and marks the rst time that Concept
has been implemented across an environment
of multi-tenanted buildings in this way.

The development curve was steep, explains
Oliver Jones, Chief Executive at The Asset
Factor:

Consultants from FSI and The Asset Factor
worked closely with NB Entrust business
process analysts to model key decisions
and capture the manner in which service
requirements arise across the portfolio.

There were around ve months of joint
development on the project, and that was partly
down to the need to develop a whole new
management set of protocols, says Oliver.

We also had signi cant interface challenges;
NB Entrust has as its client, NB Real Estate who
support their clients, the building owners, so
access to all building information is through their
systems.

This is further complicated by the dynamic
character of the various property portfolios.
The investment and pension funds served
by NB Real Estate trade their buildings, so
the portfolios can change on a daily basis.
That meant that it was vital to have an
accurate update feed from NB Real Estate s
property management systems to ensure that
Concept was always up to date with the
latest buildings bought and sold. There is a real
time requirement to deal with high transactional
values.

We spent a lot of time working with the client
to see how to integrate Concept  with their
systems at the most appropriate level, explains
Matthew Punshon, who led the mobilisation
project and is Chief Operating Of cer at The







