
Starting from zero isn’t a gratifying position to be in when you’re trying to 
correct the facilities management shortcomings of a major corporation. 
And yet, that is exactly where PT Pro – the shared services arm of Portugal 
Telecom – found itself.

PT Pro has a large responsibility serving the needs of 16,000 employees, 
and managing over 700,000 square meters (7,534,737 square feet) of 
space properties in Portugal, the Azores and Madeira islands. 

With over 200 outsourced service contracts and 450+ buildings to 
manage – not to mention responsibility for processing thousands of work 
orders annually and 8,000 purchase orders each month, managing 1,200 
parking spaces and 1,500 floor plans,  as well as oversight of a €11.3 
million ($17,790,708 USD) annual construction budget – there was no 
shortage of detail to manage. 

Until recently, there was also no shortage of complaints.

Customer satisfaction surveys had, at one point, given PT Pro less-than-
stellar ratings – near “0” on a scale of 4 – for its facilities management 
practices. 

Then a business transformation effort led by PT Pro Director Pedro Branco 
Ló changed how the company managed real estate, space chargebacks, 
work orders and more. That change has lead to proactive, value-added 
management that has dramatically increased customer respect. And 
improved Portugal Telecom’s bottom line.

Team Consolidation, Process Standardization
The first step in PT Pro’s business transformation process was merging 
multiple, independent facilities management teams throughout the 
company into a centralized PT Pro services group.

“We wanted to introduce uniform processes, redesign and integrate 
services, and then continuously improve them,” Branco Lo explains. The 
change helped improve service coordination and reduce accounting and 
other administrative backlogs.

The second goal of the business transformation program, says Branco Ló, 
was to abandon a largely ad hoc approach to managing maintenance, 
building operations, space and project design. 
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Organization: 
 PT Pro, the facilities services group for   
 Portugal Telecom
Facilities Facts: 
 700,000 m2 (7,534,737 square feet) of space  
 comprising 450+ properties in Portugal, the  
 Azores and Madeira islands; thousands of  
 work orders; €11.3 million  (17,790,708  
 USD) annual construction budget
Reason for Implementation:
 Business process reengineering initiative to  
 transition from decentralized and reactive,  
 to centralized and proactive, FM practices;  
 improved space management and charge- 
 back systems.
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 ARCHIBUS Space Management, Building  
 Operations Management
ERP Applications Integrated with ARCHIBUS: 
 SAP
Benefits Gained:
 Aggregate savings, to date, of €70 million  
 (110,207,930 USD) from more accurate  
 chargeback accounting, better work order  
 management; 20% efficiency gain; proactive  
 customer support.
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 PROCOS Group
Web Site: 
 www.telecom.pt
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In support of that transformation effort, PT Pro introduced best practices based on ISO 9001, 
ISO 14001, and OHSAS 18001 standards to improve facilities management processes. Those 
methodologies were complemented by an initial implementation at PT Pro head-
quarters of ARCHIBUS Space Management, and Building Operations Management 
prior to introducing them to Portugal Telecom’s 50+ office sites. 

With the consolidation of facilities management teams, and the introduction of 
centralized planning and support using ARCHIBUS, what had been discrete space, 
maintenance, and project management operations for the company’s 350+ prop-
erties in Portugal are now part of a comprehensive and closely monitored facilities 
management support cycle. 

ERP Integration, Accurate Space Chargebacks
To gain maximum leverage from its ARCHIBUS applications, PT Pro has also 
integrated them with Portugal Telecom’s SAP implementation.

SAP’s Customer Relationship Management (CRM), Preventive Maintenance (PM), 
and internal/external Auditing applications provide data inputs to ARCHIBUS, 
where the data is processed and generates more complete facilities-related data 
information than before.

The combined output of the SAP/ARCHIBUS integration offers sophisticated reporting 
capabilities for space occupancy, work requests, as well as maintenance management and 
analysis. The system also supports preventive maintenance and audit planning, ad hoc 
reporting, and finally provides a reliable space chargeback system to allocate costs, optimize 
the use of space, and rationalize real estate investments.

“Now we know how many people we have, where they are seated, and can also chargeback 
to the different divisions of the company all costs related to space usage,” says Branco Ló.

€70 Million in Efficiencies, Higher Satisfaction Scores 
The introduction of Service Level Agreements (SLAs) and the use of Key Performance 
Indicators (KPIs), in combination with other ARCHIBUS applications, have also been central 
to improving performance and increasing responsiveness to customer needs.

“We had poor customer satisfaction surveys because we were totally reactive,” observes 
Branco Ló. “Now we can do preventive maintenance and respond to client requests faster.”

In addition to its transformation from a merely reactive organization to one that can stay 
ahead of the facilities management curve, PT Pro has also abandoned its former short-range 
planning practices and been able to introduce ten-year forecasts for strategic planning 
purposes.

Better facilities management and chargeback methods, furthermore, have helped to deliver 
an improved bottom line at Portugal Telecom. The company can now boast of increased 
EBITDA1   per headcount, thanks to an estimated aggregate savings to-date of €70 million 
($110,207,930 USD) from improved practices and a 20% efficiency gain.

Just as gratifying is a recent survey that revealed a dramatic leap in customer satisfaction 
scores, going from virtually zero to 3.6 on a scale of 4. 

“Management,” says Branco Ló, “is much happier than before.”
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“We had poor customer 
satisfaction surveys because we 
were totally reactive. Now we 
can do preventive maintenance 
and respond to client requests 
faster.”

—Pedro Branco Ló
 Director,
 PT Pro


