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FM in HC – Service Allocation Model
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(Source: https://www.zhaw.ch/en/lsfm/institutes-centres/ifm/about-us/hospitality-service-management/fm-in-healthcare/lekas/#&gid=1&pid=1)
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Digital Transformation for FM in HC 
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Robotics in FM in HC
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(Source: https://www.zhaw.ch/en/lsfm/institutes-centres/ifm/about-us/hospitality-service-management/fm-in-healthcare/lekas/#&gid=1&pid=1)
(Image sources: https://www.ipa.fraunhofer.de/de/presse/presseinformationen/servicerobotik_fuer_die_pflege.html, https://www.informationsethik.net/pflegeroboter-wird-bestseller/
https://entrance-robotics.de/entrance-robot-care-unterstuetzung-und-entlastung-in-der-senioren-pflege-durch-robotik-2/)
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Holistic, process- / patient-oriented 
service provision view I
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Example ward: primary processes along a patient's stay
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Holistic, process- / patient-oriented 
service provision view II
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Need meets technology

People – Spaces – Technology
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Current project contexts

Implementation criteria of service robots in 
hospitals and care homes
User experience / acceptance criteria in the 

development of future service robots
Development of national and international 

networks and ecosystems
Special needs for dementia robots
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Contact information
Zurich University for Applied Sciences (ZHAW) 
Institute of Facility Management (IFM)
Expert Group Hospitality & Service Management

Dr. Nicole Gerber
PhD / MSc in Business Administration / MAS in Information Systems
Senior Lecturer / Project Coordinator
nicole.gerber@zhaw.ch, +41 (0)58 934 53 91, www.zhaw.ch/=geri

Dr. Karin Diez
PhD / Dr.-Ing. Architect
Senior Lecturer / Project Coordinator
karin.diez@zhaw.ch, +41 (0)58 934 51 17, www.zhaw.ch/=dizz
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