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3

Portobello Institute  |  info@portobelloinstitute.com  |  www.portobelloinstitute.com

4

Portobello Institute  |  info@portobelloinstitute.com  |  www.portobelloinstitute.com

Bernard Mac Oscair

Portobello Institute Lecturer and Berka Solutions Managing 
Director

Bernard Mac Oscair is a Senior Executive with a proven track 
record internationally in multisite and multidisciplinary operational 
excellence, business development, project management, utilities 
and facilities. Bernard is a lifelong student of organisational 
behaviour and operational excellence with over 15 years 
of experience in lecturing, training and development. He is 
the Managing Director of Berka Solutions, holds an MBA in 
Knowledge Management and an MSc in Program Management.

“It’s really important for the facilities management industry that we 
start looking at what our options are as we go forward. What does 
that really mean in terms of contracts, in terms of technology and 
in terms of real delivery of service on the ground?”

Áine Mulcahy

Managing Director for OCS Ireland and Aviation UK.

Áine Mulcahy is responsible for the OCS commercial business 
on the island of Ireland and all Aviation services throughout the 
UK and Ireland. She is responsible for the delivery of customer-
focused total facilities management (TFM) solutions for both 
private and public sector clients. Áine oversees the successful 
delivery of an annual turnover of more than €80 million, while 
being involved in day-to-day commercial management of all site 
operations. She regularly meets with clients to provide best-
in-class service to each of them in a tailored, personal fashion. 
Áine has an MSc degree in Professional Sales and Business 
Management and a degree in Social Studies. She also holds a 
range of executive and facilities management qualifications.

“A blended workplace is the most talked about work model of 
the past number of months. For many companies, the jury is still 
out on whether to adopt a hybrid work environment or keep the 
traditional five-day, on-site workweek. Employers cannot afford to 
stick with the status quo and we must now reimagine our working 
environment.”
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On Tuesday, June 22nd, Portobello Institute brought together four prominent figures in the 
Facilities Market to discuss the Future of the Workplace Post Covid-19. The panel was led 
by Bernard Mac Oscair.

INTRODUCTION
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Tomás Mac Eoin

CEO of Hereworks and Managing Director 
of the McKeon Group

Tomás Mac Eoin’s expertise are in IP 
networks, automation and RF engineering. 
His strong management and strategic 
skills led him to his roles as senior 
director and founder of several Internet 
Service Providers (ISPs). He has extensive 
knowledge and expertise in multiple 
technical areas and is a member of the 
Institute of Engineers Ireland (MIEI). As 
a leader who is constantly driving innovation, Tomás’ CPD is endless, 
with certificates and qualifications in Crestron, Extron, Cisco (CCNA), 
Alvarion and several business management coursesc, including the 
Plato Programme and Enterprise Ireland ‘4 Growth’ programmes. Tomás 
concentrates on the sustainable growth, strategic partnerships and 
international expansion of Hereworks around the globe.

As a leader who is constantly driving innovation, Tomás’s CPD is endless, 
with certificates and qualifications in Crestron, Extron, Cisco (CCNA), 
Alvarion and several business management courses, including the 
Plato Programme & Enterprise Ireland ‘4 Growth’ programmes. Tomás 
concentrates on the sustainable growth, strategic partnerships and 
international expansion of Hereworks around the globe.

“Today, individuals have more options available to them around where 
and when they do their work, at Hereworks our role is in designing and 
integrating future workplace technology to facilitate this flexibility for the 
people who use the buildings, the building managers and the buildings 
greater community. We have been working with some of the largest 
companies in the world to integrate intelligent technologies in order to 
create a truly agile workplace, putting employee wellbeing front and 
centre. By applying new technologies and machine learning we have an 
opportunity to improve space utilisation, transform a buildings energy 
dynamics, introduce predictive control, automate fault diagnosis and 
change the role of facilities managers in buildings that are constantly 
adapting to the needs of their occupants.”

Joan Mulvihill

Digitalisation Lead for Siemens in Ireland.

Joan Mulvihill has been at the forefront of driving technology 
adoption in Ireland for the past decade. Having been CEO of 
the Irish Internet Association for seven years, followed by two 
years as Centre Director for the Irish Centre for Cloud Computing, 
Joan’s role in leading digitalisation for Siemens customers builds 
on her deep commitment to and understanding of the needs 
of Irish businesses to create sustainable value. The Siemens 
digitalisation team work with their customers leveraging domain 
expertise, creative thinking and problem solving to realise 
solutions that transform businesses and create all of our shared 
futures.

“The future comes down to the core of what the business does. 
One of the things that struck me over the last while is the role of 
facilities management in the context of organizations and their 
prominence now in businesses. I joked last year that we used 
to make funny little sitcoms about the IT crowd as the people 
who sat in the basement. It’s funny now that they are the most 
important people in the room. And it struck me that the facilities 
guy was the one they didn’t even make sitcoms about. They were 
subterranean to the IT crowd and now they’re the most important 
people in the room.”
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Resilience is a key part of working 
within the FM industry and now 
there’s a strong argument for a 
blended workplace going forward.

LARGE-SCALE 
ORGANIZATIONS

 p want a hybrid model so we 
revisit where people sit with 
mapping and health and 
safety that has changed.

SMALLER 
BUSINESSES

 p who don’t have the luxury of a 
hybrid model are expecting to 
be 100% back to work. We have 
clients who never closed and 
have been working above 100% 
right throughout this pandemic. 
They need changes too but in a 
very different direction.
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WHAT WE’RE 
FACING

I think people want a better work-life balance. I think people want 
more control over their working week. But they miss interaction 
with colleagues and also even journeys to and from work.

There is going to be a 
change and our focus 
has been on getting 
people back to work 
and getting people 
back to work safely. 
Customers who want 
to reopen do so safely.

The First thing that we have to acknowledge is 
the realization that we’re all facing an enormous 
challenge. The speed at which it hit every business 
regardless of industry, the changing landscape 
around us, the travel limits, the face coverings, the 

social distancing. It’s all having an impact on our daily lives.

In the facilities management industry we’ve encountered some 
really unusual circumstances. For instance, being the only people 
in a building and having total responsibility of that facility is an 
enormous challenge that we’ve never had to deal with before.



The technological 
change was coming 

anyway, with or 
without Covid.

It’s not just going to 
be hybrid, it has to 

be an agile working 
environment.

1. WELLBEING

And I mean that in its fullest 
sense, not just health and 
safety, but actually the 
wellbeing of the people who 
work in these organizations. 
Whether they’re customers, 
students or people working in 
offices, wellbeing is vital.

2. SUSTAINABILITY

Facilities Managers are big 
drivers of sustainability. That 
has not gone away during 
Covid, in fact it has really risen 
again. It’s becoming more and 
more a dominant issue for all 
organisations looking at their 
sustainability.

3. ASSET OPTIMISATION

That’s the one that’s been 
most impacted by Covid in a 
lot of ways because we have 
these organisations with large 
office spaces and they have 
to sweat that asset. These 
are contracts they can’t walk 
away from very easily so they 
have to say how do they make 
this work for us. There are 
loads of opportunities for what 
Hereworks have been doing. 
I think that’s really smart.
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The big trend in technology we’re seeing from customers is for the 
Master Systems Integrator service. Companies have all this data in their 
buildings and the systems are all working perfectly, but independent 
of each other. Whether it be 
a room booking system or 

space analytics system, they’re not talking 
to each other in a common environment 
so the company isn’t harnessing all that 
information.
People who have our technology realize 
they can see the insights into it and 
obviously the people who don’t have the 
technology are looking to add it to new 
buildings or existing buildings

Covid has changed the way we work 
and the way offices are used so the 
two things have come together to 
accelerate this massive change. And 
the interesting thing is, nobody is really 
ready for this return to office across 
all different sizes of customers that we 
have. Everyone is at a different stage. 
People have different ideas and they’re 
running different concepts but nobody 
has nailed it.

There’s going to be a shift to hybrid working so you’ll need hot desks and you’ll need 
booking systems, but nobody has nailed it yet. The opportunity is there for ourselves 
and the wider industry to harness what works and what doesn’t work. 

The office has to be able to change on 
a daily and a weekly basis to suit what’s 
happening.

Facilities Managers control three things that are big priorities for all 
businesses.

That’s the full picture in my mind for 
priorities for businesses from an FM 
perspective. The technology is an 
important part of that but I think where 
the technology is particularly interesting 
is not only will the technology enable 
us to deliver on our future of the 
workplace but in fact the technology 
itself is changing the future of work.

As we hyper-automate more things, 
we put more artificial intelligence 
into organisations, certain roles will 
disappear over time. As more and 
more work can be automated, the 
requirement for large office spaces 
may not be there.



20

The nature of work that needs to be done 
may require less collaboration with other 
people who need to be in the same space.

FM has gotten a 
seat at the table.
That’s been the 

change.
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A lot of 
organisations 

and businesses 
realised the 

importance of 
FM last year.

We can’t separate the future of work and the 
nature of work and the future of the workplace. 
The workplace will be responding to a post-
Covid world whether that’s hybrid or whatever 
suits certain people. It’s different from company 
to company but it’s different within companies 
too. 

Longer term we must keep an eye on what the 
nature of work is that is being done in certain 
places and what kind of environment 
is needed.

The more automated businesses become, the more human they become. That is 
because the human domain, the sense of purpose of what value is being driven 
towards customers from their human element will become more and more important.

The nature of people making those strategic decisions, those design decisions, they 
require a slightly different working environment to the people who are doing more 
automated type roles so their work environment needs will be different.

When I talk about FM, our goal is to be invisible. Before Covid nobody 
knew you were there because everything ran 100%. Desks were 
clean. Food was served. I used to call it invisible service.

Success in FM has always been down to 
relationships. It’s down to people. That personal 
contact that makes the environment effective and 
safe. But now there’s a dichotomy approaching. 
There’s a technology element that was coming 
anyway before Covid but now it’s accelerated. Are 
we going to get a split where some of the industry 
goes back traditional and maintains the people-
centric approach while others go more towards an 
advanced environment? 

They are holding 
the entire working 

environment together, 
structurally, physically 

and in terms of resources 
and business continuity 

planning. All of it.



Technology is definitely here to stay and it is 
probably the new king. Everything we do now 
is via technology with a geographically spread 
workforce.

It’s going to be very 
much a matrix model 

going forward.

FM companies will succeed if FM companies 
embrace technology.
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HOW PROMINENT WILL 
TECHNOLOGY BE?

Culture is the hardest thing to change in any organization. We would 
have multiple clients in multiple sectors offering multiple services so 
there is no one size fits all answer.

We use technology to communicate with 
them. If you have different contracts you 
need different systems. You have to manage 
your portfolio and part of the solution 
process is time gaging. With the footfall 
decreasing in offices, there is a huge 
reliance on technology now for companies 
to operate remotely.

Even if you have a lot of staff at home you 
need to relocate people at very short notice 
and have the technology support to do that.

Some industries will move faster than others. 
Some companies and some industries, 
especially maybe in the public sector, will 
find it challenging because of the custom 
and practice and historical solutions that 
they’ve had in place. Smaller dynamic 
businesses, especially in the corporate 
sector will move aggressively and will be the 
leaders. And also there are other streams of 
businesses that we deliver into, whether it’s 
healthcare or retail, that will be governed by 
external consumer preferences.

People will still have to go in and shop in the building, there will still always be a role 
for traditional FM services. But the manner in which they’re delivered and the value 
in which they are offered to their customers has got to change as they embrace 
technology.

I think of an FM company like Electric Ireland think of 
electricity. There’s this real misnomer that Electric Ireland 
and the ESB are pushing smart metering. But why would 
they want to encourage people to buy less of their 
product? It’s because they’re not really in the product 
business anymore, they’re providing this electricity 
as a value property. We’re selling a service of data 
information to customers and customers will pay for that 
intelligence.

Look at what happened to retail in the last 15 years. You can either say 
we’re a retail company that is going to be taken over by technology or 
you can do e-commerce. That’s it. The ones who are still going are the 
ones who are crushing it on e-commerce. So I don’t think it’s a question 
of does a technology company take over an FM company.

The ones who don’t, won’t.



You can censor the life out of a business 
but the tacit knowledge that is provided by 
facilities management companies combined 
with that data is critically important. 

It’s the infrastructural piece that Hereworks 

are putting in, that platform, collecting that 
data, using that data to help people make 
more informed decisions, that’s the sweet spot.

A good FM 
manager can really 
turn around and 
completely change 
a concept within an 
organization. 
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This whole misnomer around smart buildings. I think it’s hilarious. A smart building 
now is like having a really high IQ and absolutely no knowledge whatsoever. I’ve 
a smashing IQ but I don’t know anything and I’ve no education, I’ve not learned 
anything with my massive IQ, I haven’t deployed it.

Allowing them access to the tools to do that allows them to drive the solution.

All we need now is an internet connection to run a business.

If a client is smart they will take the experiences of everything and not be constrained 
by what happened in 2019 or previous to it.

The two departments that grew significantly during Covid were HSQE 
and IT. Where we’re seeing the driver is the experienced FMs on the 
ground going to IT or collaborating with IT to facilitate change. It’s not 
a choice between experienced FMs or IT professionals, it’s both 
working together.

It’s a unique blend of experiences. IT people have a holy grail of information. If you’re 
not in that space you don’t know how it works. It’s the same with FM.
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Having the ability to see the trends is key. I think FM complements technology in that 
regard. Technology can change set points, can change lighting, can change routers 
but it can’t change how the office looks and feels. Technology can’t change the 
culture.

Years ago FM was all about being invisible. If you were invisible, everything worked and that was 
great. But now the future is definitely all around user experience. It’s that homely or concierge feel. 
That to me is where FM companies can really excel. Be more seen. Obviously you can’t do it now 
during Covid, but be that arm around someone.

In terms of contractual changes I haven’t seen it yet. We spoke previously about if there is a model 
like Uber. Now that we have the technology, we could just go where things need to be cleaned 
the same way an Uber driver goes to where someone needs to be collected. Rather than doing 
exhaustive BPMs we can do predictive maintenance based on vibration monitoring and it’s all done 
in the system. So we can become a lot more efficient in how we maintain and where we spend our 
efforts.

We may not need full time cleaners. Can we use that Uber model to call people in when they’re 
needed.

Given that it’s the user experience that the huge opportunity is here for all of us, we talk about the 
technology point of view, we talk about creating and inspiring employees, from an FM point of view 
creating that user experience. What happens in Uber? You get feedback. You get rated. You get five 
stars. And that’s where the KPIs for facilities will be going forward, the user feedback.



FMs are going to have to be really ahead of 
the curve and almost anticipate what the 
client is going to look for before they look for 
it themselves.
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You’re moving away from having 18 
hours cleaning with six people four 
times a week. Instead, it’s a camera 
that says 74 people are after using 
that facility, we need a cleaner 

up there. It pings on someone’s phone and the cleaner is sent when 
they’re needed.

Then if you wanted to cross charge that between different divisions or 
even between different companies in the same space, you would need 
to have it as a demand service. You can’t do a demand service at the 
moment unless you bring in technology. But if you bring in ademand 
service then your billing opportunities change.

It’s important to remember we’re asking people to deliver this service. 
And while it may be great conceptually to have somebody do three 
or four different locations and it will save you money, the logistics and 
people’s desires have to be taken into consideration.

We can’t lose sight of the fact there’s almost a two-tier model. You 
have the high-end FM delivery piece, you can have hard FM teams take ownership of 
buildings, and you can have more interaction with security from the BPM focus and 
you’ll have less wear and tear. You can build your whole modelling around that.

But then you also have to look at other FM delivery pieces.

Take catering, they’re going 
to be in for a choppy ride and 
planning will have to change. 
You’ll possibly be offering more 
prepacked and less hot food if 
you don’t know what the capacity 
or the footfall of the building is 
going to be. There’s this whole 
other stress management 
piece behind it. People aren’t 
going to sit at home from a 
catering perspective and wait 
for your building to become fully 
functional and take a reduced 
salary so FMs are going to have to 
be really ahead of the curve and 
almost anticipate what the client is 
going to look for before they look 
for it themselves.

Security is always going to continue to be a focus for companies. When buildings 
aren’t occupied the need for security is higher.

Covid has shown us that there is a need for visible cleaning within a facility. People 
don’t feel comfortable if they don’t see touch point cleaning, if they don’t see deep 
cleaning Covid activity, they’re just not comfortable being in their locations. People 
have to take notice that a lot of the people who deliver these services would be on a 
certain fixed wage.

Certainly we can’t live without the technology, but the technology is no good if we 
don’t have the boots on the ground to deliver that service. Clients need to be careful 
that their expectations don’t move ahead of what they’re paying these people for.



Get involved in the conversation! Follow Portobello Institute on Facebook, 
Twitter, Instagram and LinkedIn. 

This ebook was designed by David McSwiggan. This is an edited transcript of 
The Future of the Workplace Post-Covid-19 webinar presented by Portobello 
Institute. It was edited by Cian Fahey for readability and formatting purposes so 
these are not exact quotes but rather paraphrased quotes from the speakers at 
the webinar.

THANKS FOR READING
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