GFM Services Berhad Recognized for

Competitive Strategy Leadership
Malaysia Facilities Management
Excellence in Best Practices

Strategic Imperatives
Frost & Sullivan identifies three key strategic imperatives that impact the building services and
technologies industry: disruptive technologies, new business models, and transformative mega trends.
Every company that is competing in the building services and technologies space is obligated to address
these imperatives proactively; failing to do so will almost certainly lead to stagnation or decline.
Successful companies overcome the challenges posed by these imperatives and leverage them to drive
innovation and growth. Frost & Sullivan’s recognition of GFM Services Berhad is a reflection of how well
it is performing against the backdrop of these imperatives.
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DISRUPTIVE
TECHNOLOGIES

Why

•

•

Urbanization and smart city
development projects will drive
investment in buildings,
infrastructure, and energy. AI and
IoT will enable the cognitive
abilities needed to increase
efficiency for service suppliers and
customers. Similarly, data
analytics will transform client
delivery models to provide valueadded insights for both customers
and suppliers.
Industry convergence between
technology companies and
building automation
companies/prefabricated building
developers will generate new
product offerings in the smart
home and building ecosystem.

•

•

•

•
•

When

•

•

Leading industry participants will
integrate their core solutions with AI
functions as the value of AI in homes
and buildings will triple to reach $20
billion by 2025.
Internet of Buildings (IoB) solutions
will enable smart remote
management of complex property
portfolios by 2025 as every asset will
be integrated into the smart building
network.
Data analytics will be critical to
addressing customer concerns about
energy savings, smart buildings, total
lifecycle cost reduction, and
sustainability.
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TRANSFORMATIVE
MEGA TRENDS

NEW BUSINESS
MODELS

•

•

User experience (UX) will factor
largely in service-based business
models that reduce upfront
investments for customers.
However, companies will need to
forge strong collaborations with
channel partners for execution.
Partnerships with organizations
such as energy service companies
(ESCOs) or integrated facility
management (IFM) service
providers will help ensure
smoother delivery of solutions and
outcomes to end customers.
Anything-as-a-service (XaaS)
models will enter the building
management space and serve to
alleviate capital expenditure via
service or subscription fees for
customers.

•

Incumbents will be forced to
innovate. XaaS models will gain
significant market penetration in
the next 5 years.
Growing markets such as India,
China, the Middle East, and Latin
America present an attractive
opportunity for new market
entrants in the long term.
Energy performance contracting
is a key growth business model.
The market is currently
dominated by energy utilities
and energy service companies,
but technical FM suppliers will
play a key role as the energy
management services market
will grow in the next 5 to 7 years.

•

•

•

•

Reduced facility workforces in
buildings due to the COVID-19
pandemic will lead to AI-based
investment strategy solutions
that enable building intelligence.
Likewise, changing office space
models will need FM and
technology companies to provide
smart workplace offerings.
Due to climate change and
decarbonization, governments,
especially in Europe, have
revised energy policies and set
new long-term goals. Industry
players will need to include
sustainability and circular
economy objectives in their longterm plans.

A global shift toward sustainable
development could save $26
trillion by 2030. Materials that
leave a lower carbon footprint
will gain a wider presence by
2023.
Sensor-based smart building
automation systems that predict
product or material life and
condition will be a key area of
investment in the short term.
Prefabricated modular buildings
that create energy savings and
waste materials reduction will
represent a massive opportunity
by 2030 due to reduced project
cost and faster development
time.
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Best Practices Criteria for World-Class Performance
Frost & Sullivan applies a rigorous analytical process to evaluate multiple nominees for each award
category before determining the final award recipient. The process involves a detailed evaluation of best
practices criteria across two dimensions for each nominated company. GFM Services Berhad excels in
many of the criteria in the facilities management space.

Strategy Effectiveness and Strategy Execution
“Despite the COVID-19 pandemic,
GFM continues to deliver and
improve its services by providing
strategic business continuity plans,
new and innovative products, and
solutions with efficient IoT
automation implementations
throughout its overall operations.”
- Norazah Bachok, Analyst

As global businesses struggle because of acute disruptions
caused by the COVID-19 pandemic, the facilities
management (FM) industry faces numerous challenges that
have impacted movement activities, operational work
management, supply chains, financials, and the growing
demand for a higher service level, especially on matters
associated with health and safety issues. During this
uncertain time, FM providers must adapt to the changes and
offer new and innovative products or solutions that will
meet these challenging demands.

As an experienced FM provider and knowing the uncertain conditions during COVID-19 rather than
taking the risk of focusing on an entire business portfolio, GFM Services Berhad (GFM) now focuses only
on specific business segments to sustain its existing customer base and attract new customers. With this
new approach called ‘customized solutions,’ GFM targets the following segments:
•

Energy and sustainability: GFM provides services to customers, stakeholders, and interested
parties in the energy and sustainability sector, such as oil and gas and renewable energy.
Examples of key customers secured in 2020 include PETRONAS Refinery and Petrochemical
Corporation Sdn Bhd (PRPC) and PRPC Utilities and Facilities Sdn Bhd (PRPC UF).
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•

Hospitality services: GFM provides services to customers, stakeholders, and interested parties in
hospitality-related sectors, such as catering, food and beverage, resident/accommodation, and
rest/recreation. An example of a key customer secured in 2020 is Iskandar EduCity Enterprise
Sdn Bhd, with two contracts worth more than RM10 million.

Apart from these segment strategies, GFM has strengthened its foothold in tech-driven solutions and
continues to strive to keep building downtime to a minimum, resulting in higher team efficiency and a
better overall experience for customers. The company implements various analytics, artificial
intelligence predictive maintenance features, and sensor technology applications within its services to
optimize facilities. Furthermore, through its partnership with Tanand Technology Sdn Bhd, GFM has
introduced Internet of Things (IoT)-enabled features in designated areas, including specific features such
as cloud computing intelligence and Big Data analytics. These new features complement the existing
building control system, which covers energy and environmental monitoring, and improve ecological
conditions through process automation in select heating, ventilation, and air conditioning (HVAC) assets.
Frost & Sullivan applauds GFM for its IoT implementations because they improve the real-time analysis
of building performance to enable accurate data processes with quick response times.
In addition, GFM plans to continue growing its portfolio of new contracts and its scope and customer
base through strategic partnerships and mergers and acquisitions. For example, through its acquisition
of Amzass (M) Sdn Bhd, GFM has successfully increased its portfolio to include a rest and service area,
along with PLUS Malaysia Berhad’s North-South Expressway. With this strategy, GFM can continue
strengthening its position as one of the major FM providers and can become a leader in the long-term
concession business.
Frost & Sullivan commends GFM for implementing numerous business plans in 2020 as a part of its
strategic approach to strengthen its market position and improve its propositions within the local
industry.

Customer Ownership Experience and Customer Purchase Experience
GFM continues to improve the customer ownership and customer purchase experience and understands
the importance of providing an excellent customer journey experience to maintain and attract
customers. Moreover, GFM constantly explores various ways to enhance customer satisfaction while
delivering cost benefits to customers.
As one of its initiatives, GFM deploys a customer satisfaction survey during project contracts to identify
and address any issues immediately. These surveys are conducted at least once a year at all project
sites, and the results act as a basis to initiate any service improvements. For example, the recent survey
process identified the need for cleaning and hygiene services and health, safety, and security services
from customers; therefore, GFM is paying more attention on creating strategic plans and enhancing its
FM services. This immediate response to issues allows GFM to continue building long-term customer
relationships and trust.
Digital transformation drives a positive customer experience, and as part of its continuous digital
transformation effort, GFM has introduced its in-house-developed computerized maintenance
management system (CMMS) solution called GFM Enterprise Management System (GEMS).
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As part of its strategy to reach a broader consumer
“Tailored services, strategic business
base, GFM has enhanced the functionality of GEMS in
implementations,
and
technologythe mobile application. This user-friendly, robust mobile
advanced systems and applications
application has made this system an invaluable asset
highlight GFM’s commitment to
and a new selling proposition for GFM. Nevertheless,
providing
the
best
customer
the
company recognizes the importance of industry
experience.”
certification to maintain high management standards
and to deliver excellent service to customers. In
- Norazah Bachok, Analyst
addition, the company has established an
internationally recognized Integrated Management System (IMS) for internal FM use, comprising
standards and guidelines in FM service delivery that are aligned with the International Organization for
Standardization (ISO) in quality, safety and health, environment, and FM.
As a result of these successful initiatives, GFM has reinforced its service excellence and assurance for
customers, boosting the overall ownership experience. Moreover, this success demonstrates GFM's
continuous commitment to the customer ownership and purchase experience, thus leading to
significant revenues for GFM, with a positive net cash inflow despite the global COVID-19 pandemic.

Customer Service Experience
Apart from customer surveys, GFM has outlined the following feedback mechanisms to understand
customers’ preferences and to improve the customer service experience:
•

Service work order with feedback features: GFM issues a service work order as a channel for
customers to lodge service requests or complaints. Before closing a work order, the customer
can rate the work/service quality of each job.

•

Service provider meeting: GFM’s operational team and each customer’s representative meet
monthly to report on the service status and to address specific issues that arise from services
rendered.

•

Help desk services: GFM provides a help desk/front desk officer with a hotline number so that
customers can submit requests or reports through a centralized channel for immediate
attention and response.

Brand Equity
GFM understands the importance of building its brand recognition and market standing to enhance its
position in the industry and attract new customers. In recent years, the company has earned various
awards, demonstrating its excellence among other participants in the Malaysian market. These awards
include the following:
•

Construction Industry Development Board (CIDB) Grade G7 - SCORE 5 Star Rating (2020 - 2022)

•

Focused Recognition Award by PETRONAS Refinery and Petrochemical Corporation – Service
Provider Onboarding Program for the seamless, successful takeover of O&M at the PETRONAS
Integrated Complex in Pengerang, Johor
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Furthermore, GFM’s brand image stands out in the market because of its strong propositions within the
concession business and the service segment in the public sector. Following are some of the major
contracts signed in 2020 from these customer segments:
•

Financial Institution: FM services at the Asia School of Business, with a contract period
of seven months, starting from December 1, 2020, to June 30, 2021

•

Oil & Gas: Term contract for operations and maintenance services at Pengerang Integrated
Complex, the area of services are PIC Village 1 & 2 and all associated facilities, non-process
buildings and gate house, with a contract period of three years, starting from September 14,
2020, to September 13, 2023

•

Education: FM services at the University of Reading Malaysia, with a contract period of two
years, starting from October 1, 2020, to September 30, 2022

Frost & Sullivan research shows that GFM proves its outstanding brand image customer loyalty in the
FM industry based on its numerous contracts received from various new and existing customers, despite
the COVID-19 pandemic.

Conclusion
As one of the significant market participants in the Malaysian FM industry, GFM successfully
demonstrates its outstanding capabilities by providing relevant and efficient products and services
through numerous strategic implementations. Regardless of the current challenging landscape, the
company has quickly improved its services; introduced immediate action plans to accommodate new
demands; and prioritized its services and tech-driven, IoT-enabled implementations throughout its
internal systems and facilities. With its strong focus on the customer experience, the company has
increased its customer base in the FM business segment. In addition, a strong brand image has
contributed to ongoing customer contracts, thus strengthening GFM’s position within the industry.
With its strong overall performance, GFM Services Berhad earns Frost & Sullivan’s 2021 Malaysian
Competitive Strategy Leadership Award in the Malaysian Facilities Management industry.
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What You Need to Know about the Competitive Strategy Leadership
Recognition
Frost & Sullivan’s Competitive Strategy Leadership Award recognizes the company with a stand-out
approach to achieving top-line growth and a superior customer experience.

Best Practices Award Analysis
For the Competitive Strategy Leadership Award, Frost & Sullivan analysts independently evaluated the
criteria listed below.

Strategy Innovation

Customer Impact

Strategy Effectiveness: Effective strategy
balances short-term performance needs with
long-term aspirations and overall company
vision

Price/Performance Value: Products or services
provide the best value for the price compared
to similar market offerings

Strategy Execution: Company strategy utilizes
Best Practices to support consistent and
efficient processes
Competitive Differentiation: Solutions or
products articulate and display unique
competitive advantages
Executive Team Alignment: Executive team
focuses on staying ahead of key competitors via
a unified execution of its organization’s mission,
vision, and strategy
Stakeholder Integration: Company strategy
reflects the needs or circumstances of all
industry stakeholders, including competitors,
customers, investors, and employees
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Customer Purchase Experience: Quality of the
purchase experience assures customers that
they are buying the optimal solution for
addressing their unique needs and constraints
Customer Ownership Experience: Customers
proudly own the company’s product or service
and have a positive experience throughout the
life of the product or service
Customer Service Experience: Customer service
is accessible, fast, stress-free, and high quality
Brand Equity: Customers perceive the brand
positively and exhibit high brand loyalty
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About Frost & Sullivan
Frost & Sullivan is the Growth Pipeline Company™. We power our customer to a future shaped by
growth. Our Growth Pipeline as a Service™ provides the CEO and the CEO's growth team with a
continuous and rigorous platform of growth opportunities, ensuring long-term success. To achieve
positive outcomes, our team leverages over 60 years of experience, coaching organizations of all types
and sizes across 6 continents with our proven best practices. To power your Growth Pipeline future, visit
Frost & Sullivan at http://www.frost.com.

The Growth Pipeline Engine™
Frost & Sullivan’s proprietary model to systematically
create on-going growth opportunities and strategies for
our customer is fuelled by the Innovation Generator™.
Learn more.

Key Impacts:

The Innovation Generator™
Our six analytical perspectives are crucial in capturing the
broadest range of innovative growth opportunities, most
of which occur at the points of these perspectives.

Analytical Perspectives:
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