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Studiul managementului facilitatilor este
important de realizat, dat fiind faptul ca acest
domeniu are un impact semnificativ asupra mo-
dului in care organizatiile opereaza si isi inde-
plinesc obiectivele. Un management eficient al
facilitatilor ar optimiza procesele operationale, ar
reduce costurile si ar creste eficienta organizatiei.
Gestionarea corectd a resurselor, a spatiilor si a
echipamentelor contribuie la minimizarea pier-
derilor si la eficientizarea utilizarii acestora. Faci-
litatile si spatiile de lucru bine gestionate pot
influenta calitatea serviciilor oferite clientilor sau
utilizatorilor. Un mediu adecvat, dotat cu echipa-
mente corespunzatoare, poate contribui la cres-
terea satisfactiei clientilor si la imbunatdtirea
experientei acestora. In ansamblu, studierea mana-
gementului facilitatilor este esentiala pentru a
asigura operatiuni eficiente, calitatea serviciilor si
un spatiu de lucru sigur si confortabil, avind un
impact semnificativ asupra succesului §i suste-
nabilitatii organizatiilor intr-o varietate de sec-
toare §i industrii.

Cuvinte-cheie: managementul facilitatilor,
manager de birou, servicii, intreprindere, mente-
nantd, securitate.

JEL: L79, L85, M10.

Introducere

Desi Managementul facilitatilor are o istorie
de aproape trei decenii in tarile dezvoltate, in
Republica Moldova acest tip de management este
pus in practicd de putin timp.

Managementul facilitatilor reprezintd inte-
grarea proceselor din cadrul unei organizatii pentru
a mentine $i dezvolta serviciile care Tmbunatatesc
eficienta activitatilor primare. Analizdnd sursele
bibliografice cu referire la notiunea de Mana-
gement al facilitatilor, a principiilor sale si ariilor
pe care le cuprinde, s-a ajuns la concluzia cé acesta
este o stiintd noud, ce se dezvolta insd cu pasi
rapizi (managementul facilitatilor si-a facut apa-
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The study of facility management is impor-
tant, taking into consideration that this area has a
significant impact on how organizations operate
and meet their goals. An effective facilities mana-
gement can optimize the business processes, that
would reduce costs and increase the efficiency of
the organization. Proper resources management,
of premises and equipment helps to minimize losses
and make their use more efficient. Well-managed
facilities and workspaces can influence the quality
of service offered to customers or users. A sus-
tainable environment, properly equipped, can help
increase customer satisfaction and improve their
experience. Overall, studying facilities mana-
gement is essential to ensure efficient operations,
quality of service, and a safe and comfortable work
environment, having a significant impact on the
success and sustainability of organizations across
a variety of sectors and industries.

Keywords: facilities management, office
manager, services, enterprise, maintenance,
security.
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Introduction

Although facility management has a history
of almost three decades in developed countries, in
the Republic of Moldova, this type of management
has been implemented for a short time.

Facility management is the integration of
processes within an organization to maintain and
develop services that improve the efficiency of
primary activities. Analysing the bibliographic
sources with reference to the notion of Facility
Management, of its principles and areas it includes,
it was concluded that Facility Management is a
new science that is developing rapidly, (Facility
Management appeared during the '70 of the 20th
century. At the beginning it was regarded as a
theoretical term that cannot be applied in the real
business field).
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ritia in anii 70 ai secolului XX. L-a inceput era
considerat a fi un termen teoretic ce nu poate fi
aplicat in domeniul real de afaceri).

La inceputul anilor 2000, managementul
facilitatilor a inceput a fi folosit in domeniul de
afacere ca stiinta ce opereaza in domeniul resur-
selor umane, dar, totodata, si-a pastrat principiile
sale initiale, si anume: de a presta calitativ servicii
aferente domeniului de activitate a intreprinderi-
lor (curatenia, amplasarea in cadrul oficiului a
locurilor de muncd etc.). In opinia autorului, mana-
gementul facilitdtilor include in sine un spectru de
servicii: administrarea imobilului, mentenanta cla-
dirilor, sigurantd si sandtate, administrarea con-
tractelor, ergonomica amplasarii oficiilor si a locu-
rilor de munca etc.

Dupa cum s-a mentionat, serviciile de
management al facilitatilor se referd la operarea si
intretinerea unui imobil, precum si la mentenanta,
evidenta contractelor cu furnizorii sau cu firmele
de salubrizare si pazd. Companiile de profil nu
exclud nici servicii, precum: gradindritul sau peisa-
gistica. La baza procesului de implicare a clientilor
in prestarea serviciilor se afla dorinta participarii
acestora, care este determinatd de asteptarile lor.
Din aceastd perspectiva, conform managementului
facilitatilor, personalul de contact trebuie sa fie
informat vizavi de cerintele clientilor, pentru a gasi
cele mai eficiente stimulente de implicare a
acestora in proces. Clientul poate refuza partici-
parea sa la procesul de prestare [1, 2].

Cu alte cuvinte, managementul facilitatilor
reprezintd interfata dintre un imobil si serviciile de
care acesta beneficiaza si are scopul de a facilita
realizarea acestora la parametri optimi, astfel incat
costurile de intretinere a imobilului sa fie cdt mai
reduse [3].

Scopul cercetarii de fata consta in analiza
prezentei managementului facilitatilor in cadrul
organizatiilor prestatoare de servicii din Republica
Moldova, elucidarea rolului acestuia in asigurarea
calitatii serviciilor si a nivelului de satisfactie
a clientilor.

Metode de cercetare aplicate

Pentru ca, deseori, angajatorii privesc scep-
tic cercetarile stiintifice, folosind, in cele mai dese
cazuri, partea juridica si confidentiald ca argument
de refuz, in procesul de realizare a studiului a fost
luata decizia de a utiliza, la faza initialad de cerce-
tare, metoda interviului pentru angajatori si metoda
chestionarului pentru angajati.

Majoritatea angajatorilor intervievati nu
cunosteau conceptul de management al facilitatilor.
Si, pentru a realiza o analizd corectd si eficienta,
i s-a prezentat fiecdrei persoane cite o sursd de
informare, unde era descifrat conceptul si prin-

At the beginning of the 2000s Facility
Management started to be used in the business
field as a science operating in the field of human
resources, but at the same time it kept its initial
principles of studying and providing qualitative
services related to the field of business activity
(cleaning, location within the office of jobs etc.). In
the author’s opinion, Facility Management inclu-
des a spectrum of services: property management,
building maintenance, financial systems, safety and
health, contract management, office and workplace
ergonomics, etc.

As mentioned above, facility management
services refer to the operation and maintenance
of a building, as well as to maintenance, records
of contracts with suppliers or sanitation and secu-
rity companies. Profile companies do not exclude
services such as gardening or landscaping. At the
core of the process of customer involvement
in service delivery is their desire to participate,
which is determined by their expectations. From
this perspective, according to facilities mana-
gement, contact personnel must be aware of the
clients’ expectations in order to find the most
effective incentives for their engagement. The
customer can refuse his participation in the service
process [1, 2].

In other words, facilities management repre-
sents the interface between a building and the
services it benefits from and aims to facilitate their
achievement at optimal parameters, so that buil-
ding maintenance costs are as low as possible [3].

The purpose of this research is to analyse
the presence of facilities management within the
service provider organizations in the Republic of
Moldova, elucidating its role in ensuring the
quality of services and the level of customer
satisfaction.

Applied research methods

Taking into consideration that employers
often sceptical regarding scientific research, using,
in most cases, the legal and confidential part as
a rejection argument, while conducting the study,
the decision was made to use, at the initial research
phase, the method of the interview for employers
and the method of the questionnaire for employees.

The great majority of the interviewed em-
ployers were not aware of the concept of facility
management. And, in order to achieve a more accu-
rate and efficient analysis, an information source
was offered individually to each person, explaining
the concept and its principles, which has helped to
obtain precise answers.

Following the employers’ documentation,
their opinions regarding this field of management
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cipiile sale, fapt care a ajutat la obtinerea unor ras-
punsuri autentice.

In urma documentirii angajatorilor, opiniile
lor, vizavi de acest tip de management, s-au diver-
sificat. Drept concluzie, putem mentiona, ca ras-
punsurile lor s-au divizat in 3 categorii: nefolositor,
interesant, folositor.

» Nefolositor: acest raspuns a fost dat de catre
angajatii din Intreprinderile micro. Ei sunt de
parerea, ca implementarea managementului
facilitatilor, in cadrul companiilor lor, repre-
zintd o pierdere de resurse financiare si timp,
motivand cd de amortizarea utilajelor se ocupa
contabilitatea, iar reparatiile si intretinerea
utilajelor este executatd de catre mecanic.

> Interesant: acest calificativ a fost exprimat
de catre antreprenorii care sunt in cautare de
solutii pentru maximizarea profitului, dar,
intr-o oarecare masur, privesc sceptic acest
termen. Acestia au facut referire la Centrele
de business in care Inchiriaza spatii ce detin
functii de manageri de birou, care au obli-
gatiuni ce corespund atributiilor manage-
rilor de facilitati.

» Folositor: raspuns ales de catre organizatiile
care sunt foarte deschise catre schimbare.
Anume aceste companii au prezentat un
mare interes fatd de managementul facili-
tatilor, oferind cercetatorului sustinere in
intregul proces de cercetare. In cazul nostru
este vorba despre: C.l ,Verifruct”; G.T.
»Cigolea Ecaterina Dominte”; S.R.L.
»Rosagro Prim”; BC ,,Eximbank™ S.A.

De asemenea, aceste organizatii au aprobat
chestionarea personalului, solicitand ca rezultatele
finale, initial, sa le fie prezentate lor, pentru a afla
o altd viziune a angajatilor decét cea obtinuta din
rapoartele lunare sau anuale. Astfel, acestia au fost
curiosi sd vada dacd opiniile angajatilor, exprimate
in chestionarul dat, difera de rapoartele prezentate.
Totodata, ei au mentionat ca sunt gata s ia masuri
ce ar imbunatati si rezolva problemele elucidate, in
cazul in care vor exista diferente.

Din motive de confidentialitate, angajatorii
au cerut ca intrebarile ce tin de buget sau au carac-
ter confidential, si fie eliminate. Intrucat scopul
cercetarii a fost stabilirea nivelului de cunoastere a
managementului facilitatilor si cat sunt de dez-
voltate serviciile aferente activitatii organizatiilor,
renuntarea la aceste Iintrebdri a fost posibila.
Structura chestionarului a inclus compartimentele
de bazd, care sunt recomandate de catre specialistii
din domeniu [4].

Rezultate si discutii

Chestionarul elaborat a fost directionat catre
mai multi agenti economici, prestatori de servicii,
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become more diverse. As a conclusion, we can
mention that their answers have divided into three
categories: useless, interesting, useful.

» Useless: was the answer given by employees of
micro enterprises. They consider that the
implementation of facilities management
within their companies represents a waste of
financial resources and time, motivating that
equipment depreciation is performed by the
accounting office and its repairs and main-
tenance is performed by the mechanic.

» Interesting: was the qualification expressed
by entrepreneurs who are looking for ways
to maximize profit, but to some extent,
consider this term sceptically. They referred
to the business centers where they rent offi-
ces and are office managers, having some
obligations corresponding to the functions
of facilities management.

> Useful: it was the opinion of organizations
that were very open to change. Namely
these companies showed an interest toward
facilities management, offering the re-
searcher support in the research process.
In our case these are the companies:
C.I. “Verifruct”; G.T. “Cigolea Ecaterina
Dominte”; S.R.L. “Rosagro Prim”; BC
Eximbank S.A.

Also, these organizations, agreed the use of
the questionnaire within their employees, reques-
ting that the final results be initially presented
to them, in order to have a different view, other than
the one obtained from the monthly or annual reports.
Thus, they were curious to see if the employees’
opinions, expressed in the given questionnaire,
differed from the reports presented. At the same
time, they mentioned that they are ready to take
measures to improve and solve the elucidated
problems, in case there will be differences.

For reasons of confidentiality, the employers
requested that questions related to the budget or of
a confidential nature be eliminated. Since the
purpose of the research was to establish the level of
knowledge of facilities management and how
much the services related to the activities of the
organizations are developed, it was possible to
make the required changes related to these ques-
tions. The structure of the questionnaire included
the basic compartments, which are recommended
by the specialists in the field [4].

Results and discussions

The elaborated questionnaire was addressed
to several economic agents, service providers and
other fields. More sensitive and engaged were the
employees in the field of banking services, espe-
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din diferite domenii. Mai receptivi si mai implicati
au fost cei din sectorul serviciilor bancare, in spe-
cial angajatii diferitor filiale ale bancii comerciale
BC ,,Eximbank” S.A. Astfel, am fost determinati sa
ne concentram pe analiza managementului faci-
litatilor in cadrul imobilelor detinute de bancile
comerciale, pentru a fi inregistratd echitate in
analizd. Am invitat si alte banci sd participe la rea-
lizarea cercetarii, insd am primit refuz, ,taina
comerciald” fiind una dintre justificari. Acest lucru
nu ne-a impiedicat sd analizam totusi dacd, in cadrul
unei x societdti bancare este prezent sau nu un
departament care ar presta serviciile aferente ma-
nagementului facilitatilor. Pentru aceasta, au fost
analizate organigramele bancilor comerciale din
Republica Moldova, informatie publicatd pe site-ul
oficial al acestora. Chestionarea propriu-zisa a fost
realizatd in perioada anilor 2021-2022, pe un
esantion format din 75 agenti economici (care au
acceptat participarea la cercetare). In continuare
prezentam rezultatele raspunsurilor din chestionare.

Nu a fost surprinzitor sa aflam ca nici o
bancd nu are un asemenea departament in com-
ponenta sa. In urma discutiilor cu angajatii acestor
organizatii, s-a concluzionat cd majoritatea servi-
ciilor ce se refera la domeniul managementului
facilitatilor, de obicei, sunt prestate de asa depar-
tamente, precum cel de Logistica etc.

Ergonomia locului de munca sau a oficiului
este una din sarcinile managementului facilitatilor.
Respectiv, una din intrebarile din chestionar se
referea la acest aspect: ,,Amplasamentul oficiului
este unul bun”? Aceasta Intrebare a avut ca scop sa
dezviluie cat de importanta este implementarea
principiilor managementului facilitatilor chiar de la
initierea afacerii, si anume, la etapa de alegere a
spatiului de inchiriere sau constructie a oficiului

(figura 1).

cially the employees of various branches of the
commercial bank BC “Eximbank S.A. This fact
has led us to focus on the analysis of facilities
management within the premises of the comercial
banks, in order to have an accurate analysis. We
also approached other banks to allow us to carry
out the survey, but we received a refusal, invoking
the “trade secret”, as justification. But this did not
prevent us from analysing whether such a depart-
ment is present within them, which would provide
facility management services. The organizational
chart of commercial banks in the Republic of
Moldova, which is public information found on
their official website, was analysed. The survey
itself was carried out in the period 2021-2022 on a
sample of 75 economic entities (who accepted
participation in the research). As follows, we will
present the results of the questionnaire answers.

It was not surprising that none of the banks
has such a department in its structure. Following
the discussions with the employees of these
organizations, we can conclude that most of the
activities related to the field of facility mana-
gement are usually provided by such departments
as Logistics, etc.

The ergonomics of the workplace or the
office is one of the tasks of facility management.
Accordingly, one of the questions in the ques-
tionnaire referred to this aspect: “Is the location of
the office a good one?” This question aims to
reveal how important the implementation of faci-
lity management principles is, when starting a
business from zero, namely when choosing to rent
or build an office (figure 1).

3,60%

2,40%

11,90%

= dalyes
nu/no

amplasament in centru/location
in the center

relativ bun/relatively good

82,10%

Figura 1. Determinarea calitatii amplasamentului intreprinderii/
Figure 1. Determining the quality of enterprise location
Sursa: elaborata de autor in baza chestionarului/

Source: elaborated by the author based on the questionnaire
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Calitatea amplasarii a fost apreciata luand in
calcul accesul la transport public, posibilitatea
parcarii maginilor personale, accesul la magazine
etc. Astfel, 82,1% din respondenti au mentionat, ca
amplasamentul oficiului intreprinderii unde Ilu-
creaza este unul bun, iar 11,9% au raspuns ca am-
plasamentul nu este reusit. Pentru o cat mai buna
functionare in cadrul intreprinderii, un rol semni-
ficativ il are i respectarea cerintelor ergonomice
fatd de amplasamentul intern al subdiviziunilor.
Intrebarea a doua se referea, anume, la cum apre-
ciazd angajatii amplasamentul departamente-
lor/birourilor?

The quality of the location was appreciated
taking into account the access to public transport,
parking places for personal cars, access to shops,
etc. Thus, 82,1% of respondents mentioned that the
location of the office where they work is a good
one, while 11,9% answered that they do not con-
sider the location of the company to be a good one.
Ergonomic requirements for the internal location
of subdivisions have a significant role for a good
functioning within the enterprise. The second ques-
tion referred specifically to how employees assess
the location of departments/practices?

40
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5
0 | || .
5

1 2 3 4

departments/offices?

6 7

8 9 10

B cum apreciati amplasamentul departamentelor/birourilor?/how do you rate the location of the

Figura 2. Aprecierea amplasamentului subdiviziunilor din cadrul organizatiei/
Figure 2. Assessment of the subdivisions’ location within the organization
Sursa: elaboratd de autor in baza chestionarului/

Source: elaborated by the author based on the questionnaire

Scopul acestei intrebari a fost de a analiza
cat de eficient sunt amplasate departamentele din
punct de vedere a comunicarii i conlucrarii intre
ele. Dacd aceastd amplasare reprezintd o piedica
sau un avantaj, in activitatea angajatilor. Si, dupa
cum putem observa din datele figurii 2, majoritatea
angajatilor au apreciat amplasamentul subdiviziu-
nilor cu opt puncte. Nu este un rezultat negativ, dar
ne atentioneazd cd mai sunt careva carente.

Este cunoscut faptul ca eficienta activitatii
unui angajat depinde si de conditiile de munca.
Respectiv, am dorit sd aflam opinia personalului
fatd de conditiile de activitate, nemijlocit, de
la locul de munca, adresandu-le intrebarea: daca
sunt satisfacuti ergonomic de locul lor de munca

(figura 3)?
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The purpose of this question was to analyse
how efficiently departments are located in terms of
communication and cooperation with each other.
Whether this location represents a hindrance or
advantage in the activity of employees. And, as we
can see from the data figure 2, most of employees
rated the location of the subdivisions by eight
points. It is not bad, but it reveals that there are
still gaps.

It is known that the efficiency of an
employee’s activity depends on the working con-
ditions. Respectively, we wanted to find out the
employees’ opinion regarding the working condi-
tions, directly from the workplace, asking them the
question whether they are ergonomically satisfied
with their workplace (figure 3)?
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evaluati pe o scara de la 1(foarte rau) la 10 (foarte bine)/rate on a scale from 1 (very bad) to 10 (very good)

Figura 3. Aprecierea nivelului ergonomic al locului de munca/
Figure 3. Appreciating the ergonomic level of the workplace
Sursa: elaborata de autor in baza chestionarului/
Source: elaborated by the author based on the questionnaire

Prin includerea acestei chestiuni s-a urmarit
atat analiza amplasamentelor locurilor de munci,
cat si dotarea cu utilajele necesare in cadrul
procesului de activitate. Dupa cum putem observa
din rezultatele chestionarii, satisfactia angajatilor
fatd de amplasamentul locului de munca este mai
bund comparativ cu amplasamentul subdiviziu-
nilor. Astfel, 22% din respondenti 1-au apreciat cu
opt puncte, 19% din respondenti — cu 9 puncte si
10% din respondenti — cu 10 puncte.

Un rezultat pozitiv s-a inregistrat si la intre-
barea cu privire la dotarea locului de muncd cu
birotica, acces la telecomunicatii etc., unde 57%
din respondenti au raspuns ca sunt satisfacuti de
nivelul de dotare a locului de munca, apreciindu-I
cu 8, 9 si 10 puncte (figura 4).

This question aimed to analyse the loca-
tions, workplaces and endowment with the
necessary equipment in the work process. As we
can see from the survey results, employee satis-
faction with the location of the workplace is better,
compared to the location of subdivisions. Thus,
22% of respondents appreciate with eight points,
19% appreciated — with 9 points and 10% — with
10 points.

A positive result was registered to the ques-
tion about office equipment, access to telecommu-
nications, etc., where 57% of respondents answe-
red that they are satisfied with the level of
equipment of the workplace, ranking it by 8. 9 and
10 points (figure 4).
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Figura 4. Dotarea locului de munca a angajatilor/
Figure 4. Equipping the employees’ workplace
Sursa: elaborata de autor in baza chestionarului/

Source: elaborated by the author based on the questionnaire
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De asemenea, am fost interesati de a afla si
opiniile angajatilor fatd de amplasamentul birou-
rilor, sdlilor de sedinte, in special a departamen-
telor cu care conlucreaza zilnic, si anume usurinta
de a le gdsi. Raspunsurile primite ne-au ajutat sa
aflam, daca este necesar de implementat manage-
mentul facilitdtilor la inceput de proiectare a
oficiului? Deoarece, o amplasare corecta a spatiilor
poate sa economiseasca timp si resurse energetice.

Urmatoarea intrebare a tinut de enumerarea
obstacolelor care afecteazd eficienta la locul de
munca al angajatorului (din punct de vedere tehnic,
confort, iluminare). Este o intrebare deschisd, la
care respondentii au specificat punctele care le pun
viata in pericol si care nu le permit o dezvoltare.
Ulterior, aducind la cunostinta angajatorului
problemele existente, prioritatea acestora a devenit
rezolvarea lor.

intrebarea: ,,In opinia dvs. cum ar aratd
locul de munca ideal”? a fost pusa nu pentru a gasi
o rezolvare imediatd a problemei, ci pentru a
permite atdt angajatorului, cat si cercetatorului sa
descopere noi opinii si idei de dezvoltare a locului
de munca. Altfel spus, intrebarea data are efectul
unui mic brainstorming, care a furnizat idei legate
de metodele de dezvoltare a managementului
facilitatilor.

De asemenea, am fost tentati sa aflam cum
angajatorii apreciazd curdtenia in cadrul spatiului
de munca, spatiului comun de relaxare si, in gene-
ral, a imobilului. Totodata, am fintrebat parerea
acestora referitor la nivelul de securitate (paza,
sisteme antiincediu etc.) al spatiului de lucru, am
analizat dacd sunt informati privitor la starea
sistemelor de securitate si cum trebuie sa actioneze
in caz de situatii exceptionale? Daca existd un de-
partament care duce evidenta zilnicd a starii siste-
melor de siguranta, a curateniei, a stabilitatii comu-
nicarii intre departamente, din puncte de vedere
tehnic, la fel au fost incluse intrebari adresate
participantilor la studiu.

Aceste tipuri de intrebari vin in confirmarea
necesitatii de aplicare a unui management de faci-
litati adecvat, deoarece mentenanta este una din
obligatiunile de bazd ale unui astfel de mana-
gement corect, fiind un factor important ce asigura
eficienta in procesul de muncd. De fapt, scopul
principal al managementului facilitatilor constd in
mentinerea in siguranta a angajatilor.

La sfarsitul chestionarului au fost specificate
intrebdrile ce ne-au permis sa aflam daca angajatii
sunt familiarizati cu termenul de ,,managementul
facilitatilor” (figura 5).
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We were also interested in finding out the
opinions of employees about the location of offi-
ces, meeting rooms, especially the departments
they work with on a daily basis, namely the ease of
finding them. The answers we received allowed us
to answer the question: is it necessary to imple-
ment facility management at the beginning of
office design? Since, a correct location of the pre-
mises can save time and energy resources.

The next question that was related to the
enumeration of obstacles affecting efficiency in the
employer’s workplace (from a technical point of
view, comfort, lighting). It is an open question
where respondents have specified the points that
endanger their lives, the points that do not allow
them to develop. Subsequently, bringing to the
employer’s attention the existing problems, their
priority became their solution.

The question: ,, your opinion, what would
the ideal job look like?” was addressed not with
the aim to find an immediate solution to the pro-
blem, but to allow, both the employer and the
researcher, to discover new opinions and ideas for
job development. In other words, this question is a
small brainstorm that will provide ideas related to
facility management development methods.

We were also tempted to find out how
employees appreciate cleanliness in the workplace,
common spaces, in general of the building. We
also asked employees their opinion about how they
appreciate, the level of security (security, anti-fire
systems, etc.) within the office, if they are infor-
med about the state of security systems, how
should they act in case of exceptional situations? Is
there a department that keeps daily records of the
status of safety systems, efficiency of cleanliness,
stability of communication between departments
from a technical point of view? where the ques-
tions that were also asked.

These types of questions confirm the need to
apply adequate facilitated management, because
maintenance is one of the basic obligations of an
accurate facility management and is an important
factor supporting efficiency in the work process.
Also, the main purpose of Facility Management is
to keep employees safe.

In the final part of the questionnaire were
questions aimed at finding out if employees are
familiar with the term ,facility management”
(figure 5).
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1,40%

1,50%
1,50% =~
0\

A\ r

20,60% _—

= Da/Yes

= Nu/No

= in general/in general
= presupun/supouse

= conceptual da/conceptual yes
75%

Figura S. Nivelul de cunoastere a notiunii de Facility Management?/
Figure 5. Level of knowledge of the Facility Management notion?
Sursa: elaborata de autor in baza chestionarului/

Source: elaborated by the author based on the questionnaire

Spre marea noastra surprindere, 75% dintre
intervievati au raspuns cd sunt familiarizati cu
aceasta notiune si numai 21% din respondenti nu
cunosteau acest termen.

Am intrebat respondentii si despre prezenta
unui departament responsabil de managementul
facilitatilor in cadrul societatii in care activeaza.

To our great surprise, 75% of respondents
answered that they are familiar with this notion
and only 21% do not know what facilities mana-
gement is.

We also wanted to find out if there is a
department responsible for facilities management
within the organization they work.

1,30% 1,30%

10

20,70% __——

.

A

15%

= Da/Yes
= Nu/No

Nu Cunosc/ Do not Know
= Real Estate

= Logistica / Logistics

61,50%

Figura 6. Prezenta departamentului de Facility Management in cadrul organizatiilor?/
Figure 6. The presence of Facility Management department within organizations?
Sursa: elaborata de autor in baza chestionarului/
Source: elaborated by the author based on the questionnaire

Conform figurii 6, 61,5% din respondenti au
afirmat cd, in cadrul organizatiilor in care acti-
veazd, nu este un asemenea departament, iar 15%
dintre ei au confirmat prezenta unui asemenea
departament.

According to the figure 6, 61,5% of respon-
dents said that within the organizations in which
they work there is no such department, while 15%
of respondents confirmed that there is such a
department within their organization.
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Raspunsurile respondentilor la intrebarea:
,, Cunoasteti
de management al facilitatilor?”, practic, s-au
impartit In jumatate.

Respondents’ answers to the question “Do

responsabilitdtile unui departament you know the responsibilities of a facility mana-
gement department?” practically split in half.

1,30% . 2,60%

2,30%

48,10%

= Da/Yes

46% Nu/No

Nu Toate/ Not all of them

= In linii generale / In general
terms

= Partial

Figura 7. Nivelul de cunoastere a responsabilitatilor unui departament de Facility Management/
Figure 7. Level of knowledge of the Facility Management department responsibilities
Sursa: elaborata de autor in baza chestionarului/

Source: elaborated by the author based on the questionnaire

Dupa cum vedem din datele figurii 7, 48,10%
dintre respondenti nu cunosc care sunt responsa-
bilitatile unui asemenea departament, pe cand 46%
dintre ei cunosc aceste obligatiuni.

In final, am dorit sa aflim daca participantii
considera ca ar fi mai bine pentru companie sa pres-

As we can see from the data of figure 7,
around 48,10% of respondents do not know what
the responsibilities of such a department are, while
46% know the obligations of the facilities mana-
gement department.

Finally, we wanted to find out the respon-

dents’ opinion on how it would be better for the
company to provide the services (cleaning, secu-
rity, telecommunications) or to contact them?

teze serviciile respective (de curatenie, de securitate,
de telecomunicatii) sau sa le contracteze?

2,60%

1,30%

37%
= Presteze/Provide

Contracteze/Contract
Nu Toate/ Not all of them
= Nu sunt sigur/ Not sure

59,60%

Figura 8. Compania trebuie sa presteze sau si contracteze serviciile de curitenie, securitate,
telecomunicatii?/ Figure 8. Does the company need to provide or contact cleaning, security,
telecommunications services?

Sursa: elaborata de autor in baza chestionarului/

Source: elaborated by the author based on the questionnaire
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Rezultatele din figura 8 ne confirma, inca
odata, faptul ca prestarea de servicii este un ele-
ment important al managementului facilitatilor,
fiindca implica furnizarea de servicii de nalta cali-
tate pentru utilizatorii facilitatilor, cum ar fi: men-
tenanta, curatenia, gestionarea resurselor, secu-
ritatea si multe altele. Astfel, ajungem la concluzia
cd ar fi mai optim ca o companie sd contracteze
aceste servicii de la societdtile specializate in mana-
gementul facilitatii, alegere care, ulterior, ar putea
eficientiza utilizarea resurselor umane, tehnice si
materiale ale intreprinderii.

Concluzii

Managementul facilitatilor este un domeniu
nou pentru economia Republicii Moldova. Desi,
rezultatele cercetarii in cauza ne demonstreaza ca
75% din respondenti sunt familiarizati cu acest
termen, totusi, ne-am convins ca acestia nu cunosc
care sunt adevaratele atributii ale managementului
facilitatilor. Interesant este si faptul, cd 53% din
respondenti afirma, ca serviciile de management al
facilitatii ar trebui contractate de cétre organizatie.

Mentinerea satisfactiei clientilor fata de ser-
viciile care le sunt oferite, ajutd organizatia sa-si
construiascd si sd-si dezvolte o reputatie solida.
Este cunoscut faptul ca perceptia clientilor fata de
serviciile oferite este fundamentald pentru nivelul
de satisfactie pe care acesta il resimte. Datorita
inseparabilitatii si variabilitatii serviciilor, impactul
managementului de facilitdti vizeaza si clientul.
Selectia adecvatd a clientilor, ,,stdpanirea” interac-
tiunilor cu acestia, implicarea lor in procesul de
prestare si valorificare a ,,experientei client” repre-
zintd consecintele managementului de facilitati.

Selectia clientilor este o etapa relevantd a
managementului facilitatilor, deoarece personalul de
contact, prin comportamentul sau, are un rol impor-
tant in segmentarea clientelei organizatiilor presta-
toare de servicii. O nepotrivire accentuatd a pro-
filelor clientilor cu profilele prestatorului, poate
deveni un factor de non-calitate. Personalul de
contact, motivat si pregatit, trebuie si gestioneze
interactiunea cu clientul, pentru a minimiza riscurile
de diminuare a calitatii serviciilor percepute [5].

Prestarea serviciilor de calitate necesita din
partea societdtii abilitatea de a ramane flexibila si
de a fi capabild sa raspunda prompt noilor solici-
tari. De aceea, personalul care lucreaza cu clientii
trebuie nu numai sd cunoasca foarte bine serviciile
sonale, si o capacitate de a rezolva in mod eficient
problemele apirute. Intelegerea asteptirilor clien-
tilor, alaturi de componentele de baza ale relatiilor
cu clientii, ajutd personalul in obtinerea aptitu-
dinilor necesare.

The results in figure 8 confirm once again
that service delivery is an important aspect of faci-
lities management, as it involves providing high-
quality services to facility users, such as main-
tenance, cleaning, resource management, security,
etc. Thus, we conclude that it would be more
optimal for a company to contract these services
from companies specializing in facility manage-
ment, a choice that could subsequently streamline
the use of human resources, techniques and ma-
terials of the enterprise.

Conclusions

Facility management is a new area for the
economy of the Republic of Moldova. Although,
the results of this research show that around 75%
of respondents are familiar with this term, we
realized that they do not know what the real
attributions of facility management are. It is also
interesting that 53% of respondents say that facility
management services should be contracted by the
organization.

Maintaining customer satisfaction with the
services they are offered helps the organization
build and develop a solid reputation. It is known
that the perception of customers towards the ser-
vices offered is fundamental to the level of satis-
faction it feels. Due to the inseparability and varia-
bility of services, the impact of facility manage-
ment also targets the customer. Proper selection of
customers, “mastering” interactions with them,
their involvement in the process of providing and
capitalizing on “customer experience” is the con-
sequences of facility management.

The appropriate selection of customers is a
relevant stage of facility management, because the
contact staff, through its behaviour, has an important
role in segmenting the clientele of service providing
organizations. A sharp mismatch between customer
profiles and provider profiles can become a non-
quality factor. Contact staff, motivated and trained,
must manage customer interaction in restaurants,
hotels, banks, etc., in order to reduce the risks of
deterioration of perceived service quality [5].

The provision of quality services requires
from an organization, the ability to remain flexible
and to be able to always respond promptly to the
new requirements. That is why the staff working
with customers must not only know very well the
services they offer, but also have good interpersonal
skills and the ability to effectively solve problems
that may arise. Understanding customer expecta-
tions, along with the basic components of customer
relations, helps staff acquire the necessary skills.

The research results determined us to deve-
lop the following recommendations for economic
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Rezultatele cercetarii ne-au determinat si agents, which it would be good to take into account

elabordm urmatoarele recomandari pentru agentii during the managerial activity:

economici, de care ar fi bine sa tina cont in timpul o development of an integrated facility mana-
activitatii manageriale: gement strategy within organizations, which
e dezvoltarea in cadrul organizatiilor a unei includes close collaboration between rele-
strategii integrate a managementului de faci- vant departments and the adoption of a
litdti, care sa includd colaborarea stransa cross-functional approach;
intre departamentele relevante si adoptarea e carrying out periodic research and analysis
unei abordari transfunctionale; on the level of customer satisfaction and
o cfectuarea de cercetari si analize, periodice, their needs, in order to identify and imple-
asupra nivelului de satisfacere a clientilor si ment improvements in the facilities and
a nevoilor acestora, in vederea identificarii services provided.

vvvvv

tatile si serviciile prestate.
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