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“The product we were using wasn’t really delivering in the 
way we wanted,” explains Martin. “We run a small help desk 
and it was just generating standard reports for faults and 
buildings management. We started to look at upgrading to 
a software package that could take us to the next level and 
link in with other potential modules: property and real estate 
management, for example, moves and space planning, and 
room booking.”

After careful and extensive research, Sky chose FSI’s 
Concept™ 500 CAFM system. “We liked the look of the 
product, and the way it was flexible and modular,” says 
Martin. “It clearly had the capacity to expand from the 
standard help desk implementation into the other areas we 
wanted to automate, which have tended to be run in isolation, 
on manual and paper-based systems. We wanted to invest in 
a single product that could potentially handle them all.”

Solution
Sky installed Concept™ 500 in May 2006, and Martin says 
the benefits soon became clear.

“As soon as the customer was able to log straight on and 
request an action, we started to see what a difference the 
automated response would make,” he says. “If anybody has 
a problem anywhere on site – whether it’s a light bulb that 
needs replacing or a damaged door – they log their request, 
and the job is emailed to our business partners who 
proceed to carry out the repair, fix or maintenance task.”

The main challenge for Martin and his team was to make 
sure that everyone who needed training in the new system 
received it, and that the FM operation’s business partners 
were fully engaged in the project and supported it through 
the rollout process.

“Rollout was deliberately phased,” he continues. “We didn’t 
want to risk a big bang implementation. Our job is to try 
and fix our customers’ problems as quickly and efficiently 
as possible, and Concept™ 500 was procured to make the 
help desk agents’ and our lives easier, and to improve our 
customer service. And that’s what it’s done. 

“In terms of customer delivery, they know exactly when a 
task has been logged. They can see the job number and 
they can follow it right through to completion. The system 
gives us far more meaningful information about what is 
going on across the site as far as buildings, plant and 
equipment are concerned. And we’ve certainly scored 

some points with our customers thanks to the automated 
response. It should help to raise the profile of FM as we look 
at exploiting additional modules.”

Martin says the next phase will take advantage of the 
room-booking module. “We currently have a rather bland 
access database and we’d like to enable that in Concept™ 
with its self-help and self-monitoring capabilities so that our 
customers benefit from another layer of automation,” he adds.

Martin says the project has benefited greatly from FSI’s 
levels of support and the supplier’s understanding of Sky’s 
business requirements.

“FSI did carry out some customisation for us. But we didn’t 
want to change very much about the system: despite the 
nature of our business, our buildings maintenance and 
management needs are very similar to other FM operations!

“It’s fair to say that FSI have assisted us with anything we’ve 
wanted, when we’ve asked for help. They’ve been more 
than willing to listen to us and I’m pleased about that – it 
was one of the reasons we decided to work with them in 
the first place. We got on well with our first point of contact, 
and that’s always a key test. Those are the important 
questions: Can you work with these people? Do you like 
them? Do they understand exactly how your business 
works? The answer on all fronts was, “Yes,” and we’ve 
continued to make very good progress from that point.”


