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IFM-Contract

The lawn has to look nice

Requirement
3
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— Goal —
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Frequency of lawn cutting
Education

self-regulation

Reporting method
Maintenance frequency of
equipment

well-being/image
2 Impact/ effect
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Work Journey

Working
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Entering
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Being in
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Going for
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Parking and Reception, Cleaning of Hot drink Working area Canteens
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Having
meetings,
conferences,
events

Meeting rooms
Catering for
meetings

VIP restaurants
Meeting Centre

Receiving &

sending mail
& packages
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Leaving
work
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Mail & packages
Office support

We’re building on how we look at our deliveries from our end-users perspective which is called the Work Journey. It focuses on the
different needs they encounter throughout their working day instead of specific service lines.



End-user survey End-user survey

Work Journey Report Graph - Survey Round
Work Joumey
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Arriving at work Entering the building Being in the building Getting hot drinks Working in the building Going for lunch Having meetings, Receiving & sending
conferences, events mail & packages

Leaving work
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Walk the Work Journey: Improvement of the user experience
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_Mast Important touch paint: _ _ _ _ _ _ _ __ -

Pavement, Stairs, Bike rack, Signs with Nordea on them !

1
—were some are washed away, Lawn, Flagpoles Nordea :

Goal: (What to raise/affect )

Ation(s)*:

Flowers by the pavement, removing the bike racks,

Strategic parameters:

* What parameters are important for this
specific Work Journey step?

* How does the current solution support
parameters?
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New approach —focus on Relationship Banking
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Facility Management Internal Services & Support
21 employees

Premises

17 employees 4 employees

Workplace Management
42 employees
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