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Soft Services Management Fundamentals

Soft Services Management refers to the oversight, coordination, and delivery of non-technical services
within facilities management. These services are essential for creating a comfortable and productive
environment for occupants. Soft services encompass a wide range of functions that contribute to the overall
well-being of individuals within a facility.

Key Concepts:

1. Customer Service: Providing excellent customer service is a fundamental aspect of soft services
management. This includes addressing the needs and concerns of occupants in a timely and efficient
manner.

2. Quality Assurance: Ensuring that soft services meet the required standards and specifications is crucial for
maintaining high levels of satisfaction among occupants.

3. Vendor Management: Managing relationships with external service providers is essential for delivering
quality soft services. This involves negotiating contracts, monitoring performance, and resolving any issues
that may arise.

4. Compliance: Adhering to relevant laws, regulations, and industry standards is necessary to ensure the
safety and well-being of occupants within a facility.

5. Cost Management: Effectively managing costs associated with soft services is vital for optimizing
resources and maintaining a sustainable budget.

Related Terms:

1. Technical Services: In contrast to soft services, technical services involve the maintenance and operation
of building systems and equipment.

2. Facilities Management: The broader discipline of facilities management encompasses both soft and
technical services to ensure the efficient operation of a facility.

3. Occupant Satisfaction: The degree to which occupants are pleased with the soft services provided can
impact their overall experience within a facility.

4. Service Level Agreements (SLAs): Formal agreements that outline the specific services to be provided,

Read online: https://certificates.lspm.org.uk/glossaries/3134611/soft-
services-management-fundamentals

London School of Planning and Management · 22 Jun 2026



G LO S S A RY

performance metrics, and responsibilities of the service provider.

5. Key Performance Indicators (KPIs): Metrics used to evaluate the performance of soft services against
predetermined targets and objectives.

Explanation:

Soft services management focuses on the human-centric aspects of facilities management, including
cleaning, catering, security, landscaping, and waste management. These services are often outsourced to
specialized service providers who are responsible for delivering high-quality services in line with the facility's
requirements.

Effective soft services management involves strategic planning, efficient resource allocation, and continuous
improvement initiatives. By prioritizing occupant well-being and satisfaction, facilities managers can create a
positive and productive environment that enhances the overall experience for occupants.

Challenges in soft services management may include fluctuating service demands, budget constraints,
changing regulations, and the need to adapt to evolving technologies. By staying abreast of industry trends
and best practices, facilities managers can overcome these challenges and deliver exceptional soft services
that meet the needs of occupants.

In conclusion, soft services management is a critical component of facilities management that focuses on
providing essential services to create a safe, clean, and comfortable environment for occupants. By
implementing effective management strategies and fostering strong partnerships with service providers,
facilities managers can optimize the delivery of soft services and enhance the overall occupant experience.
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