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What does the Broken Window Theory 
have to do with FM?

Have you ever walked past a 
building with a broken window 
and thought, “That doesn’t 

look great”? When you work in 
Facilities Management, untidy 
details like that are impossible to 
ignore.  

During the 1990s in New York 
City, the ‘Broken Windows’ idea 
became the topic of much debate. 
The principle was straightforward: 
when one broken window in 
a street was left unrepaired, it 
didn’t remain the only blot in its 
appearance for very long. It didn’t 
take long before more windows 
were smashed, graffiti would 
appear, and in no time at all, one 
barely noticeable fault became an 
eyesore. 

The idea was that a neglected 
‘small problem’ was really a signal 
that nobody cared about the big 
things either, or that they weren’t 
paying attention. We see this all 
the time in facilities management.

Often noticed: easily ignored

We see this all the time in facilities 
management: a loose carpet tile 
left until next month; emergency 
lights rarely tested; or fire risk 
assessments completed, but the 
actions delayed… 

Individually, none of these seems 
overly dramatic or consequential. 
But leave them unattended, 
and they begin to represent 
something else. Risk. Liability. 
Non-compliance. Lack of care. 

A wise person once observed that 
“people will assume that the way 

you do one thing is the way that 

you do everything”. That may not 

be true; your organisation might 
be brilliant and have incredibly 
high standards for the work it does 
for customers. But people (clients, 
visitors, new hires, employees) 
will get a feel for the place, which 
subtly tells a story. 

It’s the unseen windows that 
matter too… 

So, if broken windows on the 
outside of a building are a 
clear sign of growing neglect, 
what about the cracks that are 
unseen? What about the things 
many businesses simply don’t 
know what they are responsible 
for: water testing, electrical 
distribution checks, emergency 
lighting, fire alarm panels, 
plumbing, Legionella controls, 
sanitary appliances and more. 
Because these all sit under 
different regulations, with different 
schedules and different renewal 
periods, they are easy to overlook 
or miss.

It’s fragmented, easy to ignore, 
and even easier to postpone.

We reckon the reverse of ‘Broken 
Window Theory’ is the ‘Perfect 
Building Theory’. That is where a 
visitor or an employee can’t quite 
put their finger on the difference 
when they enter the building, they 
just get that sense that everything 
is good around here. They are 
in a safe, happy, supportive and 
diligent place where the people 
who oversee the details really care 
about the big things too. 
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Ticking the boxes and tidying up 
everything else... 

It is often said that prevention 

is better than cure, but our 

PPM (Planned Preventative 

Maintenance) programmes 

offer so much more than that. 

Every organisation knows that 

it should be carrying out regular 

compliance checks (the clue 

is in the word ‘compliance’), 

but that doesn’t mean they all 

reach the required standard.

For our PPM clients, compliance 

means completeness and resolving 

niggles. Ticking boxes is one 

thing (a massively important 

health, safety and corporate 

responsibility one), but often it is 

sorting out those annoying when-

I-get-around-to-it jobs that gives 

them the greatest satisfaction. 

Let’s break it down. PPM 

covers things like: 

	 Legionella monitoring 

	 Emergency lighting tests

	 Fire alarm panel checks

	 Fire risk assessments

	 Electrical distribution  

	 inspections

	 EET (formerly PAT testing)

	 Plumbing and sanitaryware  

	 inspections

	 Descaling and tap  

	 maintenance

	 General fabric checks of the  

	 building

	 24/7 Emergency Support

PPM removes uncertainty 

and replaces it with structure, 

compliance and reassurance. 

Plus, it replaces multiple 

suppliers’ invoicing at different 

times of the year with a single, 

managed monthly programme. 

But here is the bit our 

clients love the most:

We call it the ‘Handyman 

Factor’ because we believe in 

delivering beyond industry 

standards in everything we do. 

It is one of the foundations on 

which Ultimate FM was built. 

During your regular PPM visit, 

our engineer (or handyman) is 

already on site carrying out the 

required checks and validations. 

So, if jobs like this are outstanding, 

just ask, and they’ll get it done: 

	 Fitting cable clips

	 Adjusting door closers

	 Touch-up painting

	 Hanging pictures

	 Securing loose fittings

Individually, these jobs don’t 

justify calling out a contractor. 

Collectively, they shape the feel of 

your workplace. And that matters 

a lot. Clients often tell us this is 

the part they appreciate most. 

The small details are handled 

before they become complaints.

One Supplier. One Plan. One Invoice. 

One programme. One partner. 

One predictable monthly cost.



Bringing it all together for Chatham Financial

Chatham Financial is a global 

financial services firm with offices 

across multiple international 

locations and approximately 250 

staff at its London premises near 

Carnaby Street.  

Initially, we were invited to tender 

for cleaning services (which 

included a daytime housekeeper 

and an evening cleaning team). 

After a few conversations, it 

became clear we could help in a 

broader sense, as they had multiple 

suppliers across all their facilities 

management. 

We are now preparing a 

comprehensive PPM proposal 

to consolidate their ongoing 

maintenance requirements into a 

single managed service. The first 

part of this was EET testing across 

approximately 1,700 pieces of 

equipment. To avoid disruption, our 

team completed the work over a full 

weekend, delivering full certification 

within the agreed timeframe. 

For organisations of this size, 

coordination is everything.

By aligning cleaning, compliance 

and preventative maintenance, we 

help create a more streamlined 

facilities structure, significantly 

reducing their administrative 

burden and improving 

accountability. With smart decisions 

like this, it is no wonder Chatham 

Financial has a reputation as a 

global leader in financial services.

Clean Corner
	A We don’t wait for things to fall 

apart: we tighten the screws 
first

	A Compliance isn’t paperwork:  
it’s protection 

	A A loose carpet tile today  
is tomorrow’s insurance claim

	A Facilities management means 
solving problems you didn’t 
know you had 
 
 
 

	A We don’t just tick boxes:  
we inspect them

	A The best maintenance is  
the one nobody ever  
hears about

	A When everything works 
perfectly: that’s not luck,  
that’s planning

	A A good facilities manager  
spots the crack before it 
becomes a collapse

	A Peace of mind is the quietest 
service we provide



Taking FM to the PA Show
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Recently, Ultimate FM exhibited 
at the PA Show at ExCeL London, 
an event that brought together 
thousands of Personal Assistants, 
Office Managers, and business 
support professionals.

For us, it was an important 
opportunity to highlight a 
key message: that facilities 
management is a critical foundation 
of any successful organisation. 
Like the unseen glue that holds a 
product together or the IT system 
that ensures every element of a 
service is delivered on time, it is 
what you don’t see that makes the 
biggest difference.

We measure our success by how 
little you notice us! 

Many of the conversations we 
had at the PA Show centred 
around exactly that issue. In most 
companies, compliance is only 
ever an issue when it fails. Behind 
the scenes, the people whose 
desks these responsibilities fall 

to face the pressure of deadlines, 
fragmented supplier relationships, 
and uncertainty about what current 
legislation dictates, particularly 
around water testing, electrical 
inspections, and fire safety. 

It reinforced something we see 
regularly: organisations are crying 
out for simplicity and certainty. 

And the perfect solution is to hand 
responsibility to a qualified partner 
who understands regulations, stays 
ahead of changing standards, and 
ensures nothing is missed.

Wafi joined the team just over a 
year ago to create a super smooth 
liaison between our clients, 
managers and directors. He 
regularly checks in with clients, 
follows up on requests and 
ensures no detail is overlooked 
and looks after our social media 
(LinkedIn, blog posts and new 
business). Wafi has embraced the 
responsibility and is continually 
developing his skills in this area.

He fits the team perfectly as a 
reliable and enthusiastic colleague. 

Those are qualities we value highly 

at Ultimate FM. Our clients rely 

on us, and we rely on our people. 

It is the perfect recipe for success, 

and Wafi certainly reflects that 

approach.

Outside work, he’s a keen aviation 

enthusiast, fascinated by how 

aircraft operate and what makes 

them work. And his day job is 

similar: he carefully guides every 

customer interaction to a happy, 

safe, and successful landing.

Meet Wafi:  
our high-flying Client Liaison Officer


