
 

WELCOME  
TO OUR NEW STAFFFROM THE VICE PRESIDENT 

HEART, HEAD, HEART 
We do over 100,000 
maintenance tasks in FM 
Operations alone each year. If we 
were 99% perfect, the simple 
math comes out to 1,000 of 
those tasks not being perfect. 
Nobody is 99% perfect—neither 
are we. What we do to recover 
those less than perfect service 
opportunities says more about 
who we are individually and who 
we are as a team than the ones 
that go perfectly. 

In a previous newsletter, we discussed “engagement”—
something we are fortunate enough to have and to cherish in 
our culture. Engagement is only possible if we are truly caring 
people, and we are truly caring people. Sometimes even truly 
caring people can be stressed by the amount or importance of 
the work they are engaged in. When that happens they don’t 
appear to be caring people to those that are in need of 
assistance. When things don’t go perfectly, that almost always 
results in the kind of stress that makes us appear less than 
the compassionate, caring people that we are. I would like us 
to be very mindful that the task we are working on is 
important, but not even close to being as important as the 
people that need our assistance. One of the ways that I 
remember this in both my personal and professional life is 
called “Heart-Head-Heart.” 
Heart-Head-Heart allows me to remove my emotions from the 
encounter. People that need my help are focused on their 
emotions and really don’t need the added burden of having to 
deal with my emotions too. Sometimes they are frustrated and 
looking for an outlet for that frustration. In those cases, adding 
my emotions to the mix just adds to their frustrations. As a 
caring person, I know that I want to help them AND I know that 
I can’t help them until they vent off the frustrations that are 
hiding the issue that I can help them resolve. Heart-Head-
Heart allows me to cut through those emotions and help me to 
help them. As a caring person, I feel good when I am able to 
help people. 
The first step in using Heart-Head-Heart is the hardest. The 
important tasks that we are doing puts us in a state of mind 
that stresses urgency. That stress is what causes us to be 
more worried about getting the job done than in taking care of 
the person standing in front of us. To “be present” means that 
we mentally put away the tasks we are working on so that we 
can focus solely on the person in need. That is so easy to 
understand and so hard to really do in practice. Everything 
around us tries to distract us from being present. Cellphones, 
emails and radio calls are all important, but not as important 
as the person in need. It takes a lot of practice and discipline 
to get there, but when you are present to the person in front of 
you then everything else becomes easy. 
Empathetic listening is where we put our emotions away in 
order to allow the person in need to get to the problem they 
have. It means hanging on their every word and hearing what 
they are saying with both their words and their nonverbal cues.  
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▲ John D’Angelo, Vice President 
for Facilities Management. 

NADIA’S VUE 
What do the Statue of 
Liberty, Champagne, and 
the new Director of 
Facilities Management 
Operations, Chicago, 
have in common? They 
all originate from 
France. 
Sitting in Nadia 
Jackson’s office, 
overlooking Lake 
Michigan, it’s hard to 
believe any place other 
than Chicago has ever 
been home to this 
serious and dedicated Management Operations, Chicago 
professional. 
Born in Toulouse, Jackson moved to Minneapolis alone after 
completing high school. Not knowing a word of English, she 
took an intensive six-month language course before applying, 
and being accepted to the University of Illinois, Chicago (UIC). 
There she studied art, drafting, and architecture. At first it may 
seem curious as to why someone from France studying art 
would be drawn to architecture, as opposed to something 
more aesthetic, but when asked, Jackson’s response was, “I 
like beautiful buildings.” And when you consider the 
architecture of Chicago, it’s really not hard to imagine its 
influence on a young, foreign artist. 
After completing her degree at UIC, Jackson accepted work at 
the university. First doing drafting, but then as a project 
manager, later a senior project manager, and then assistant 
director. While working at UIC she also obtained a Master of 
Public Administration (MPA) going to school at night. 

▲ Nadia Jackson, Director of Facilities 
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Northwestern is committed to energy efficiency on its campuses 
and has a goal of 20 percent reduction in energy use intensity by 

2020. ENERGY STAR® is a U.S. 
Environmental Protection Agency (EPA) 
voluntary program that helps businesses 
and individuals become more energy 
efficient. ENERGY STAR offers tools such 
as ENERGY STAR Portfolio Manager, which 
Facilities Management uses to track 
energy and water consumption. 
Data is then used to measure progress 
toward their energy conservation goals. 
NU is a proud ENERGY STAR partner and 
uses this partnership to support its efforts. 
The program identifies and promotes 
energy efficient products, homes, and 
buildings. ENERGY STAR products are 
independently certified to save 
energy without sacrificing 
features or functionality. Facilities 
Management (FM) takes energy 
efficiency into account when 
purchasing appliances and 
electronics for campus facilities, 
and the ENERGY STAR label helps 
to identify best-in-class products 
for energy efficiency. These 
include electronics, office 
equipment, appliances and 

heating and cooling equipment, lighting, and building 
products such as windows and roofing. 
ENERGY STAR partners also educate others about energy 
efficiency and the FM team is helping to spread the word. As a 
part of the university’s Earth Month celebrations, in April, the 
Office of Sustainability hosted several 
ENERGY STAR photo booths designed get 
the campus community thinking about 
energy efficiency. Students, faculty, and 
staff wrote down what they do to save 
energy and had their photos taken. Even 
FM directors got in on the photo shoot. A 
full album of photos is available on the 
Office of Sustainability Facebook page 
(

).  
 

To learn more about NU’s ENERGY STAR 
participation visit www.northwestern.edu/
sustainability/news/2016/articles/2016-03-
EnergyStar.html.  

REACH FOR THE ENERGY STAR 
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PLAY BALL! 

This project was 
prompted by a 

donation to 
Northwestern Athletics 

from Roxanne and 
Richard Pepper, Rocky 

Miller’s daughter and 
son-in-law. 

NADIA JACKSON Continued from page 1  

During her 25-year tenure at UIC she managed both medical and 
educational construction projects, oversaw contractors, trade 
and design professionals, and addressed the needs of 
healthcare professionals, administrators, students, faculty, staff 
and regulatory entities.  
Although she enjoyed her time at UIC, she feels inspired by Vice 
President for Facilities Management, John D’Angelo and his 
vision. As she puts it, “I am excited for the future and happy to 
be here.” Jackson looks forward to working with the FM team. 
Although Jackson does not get back to visit France very often, 
she doesn’t mind. One of her favorite pastimes is walking 
around the ever-changing city of Chicago, and travelling around 
the US in general. Does she miss France? Not really. That’s 
good. Because, like the Statue, we are delighted to have her.  

Facilities Management can be very proud that on March 30, 
2016, after a multi-year construction and renovation project, 
involving significant team work and collaboration across all 
levels, the Rocky and Berenice Miller Park Baseball Stadium 
opened. It has been the home to the men’s baseball team 
since 1943. Named for Dr. J. Roscoe “Rocky” Miller, the 
President of Northwestern University from 1949 to 1970 and 
his wife Berenice, the over-all site, which is known as Harry 
Wells Complex, is located north of Ryan Field at the corner of 
Ashland and Isabella, at the Evanston-Wilmette border. 
The new baseball park, considered to be the new benchmark 
for the Big Ten, includes a major league baseball quality, 
synthetic-turf playing field, a video scoreboard, a state of the 
art clubhouse with locker room, lounge, athletic training and 
treatments rooms, elevated press box, modern stadium 
seating, enlarged, heated dugouts, public restroom facilities, 
a box office ticket booth, and a food service concession 
building.  

BEFORE  

AFTER  

BEFORE  

▲ Keith Barr, Chief 
Maintenance Engineer 

▲  

▼ Tom Cokel, Maintenance 
Engineer  
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It means letting them communicate without trying to guess 
where they are going with their comments AND without trying 
to figure out your response while they are talking. I can tell the 
difference when I am listening empathetically or not by my own 
emotions – if their venting starts to trigger an emotional or 
personal response from me, then I am not doing a good job of 
listening. Venting is part of the process of them releasing their 
frustrations so they can get to the issue that needs to be 
resolved. If I am focused on my emotional response then I 
have forgotten that it is part of the process, I am no longer 
really listening to them and I am certainly not present. When I 
am listening empathetically then I am truly focused on them 
and I don’t have an emotional response to anything that they 
may say. When I am present I find that listening empathetically 
becomes pretty easy. 
Acknowledgement is very often all the person that needs my 
assistance really wants. They were frustrated and my being 
present and listening empathetically allowed them to vent the 
frustration that was causing them stress and hiding the issue. 
Acknowledging their issue removes its power to cause them 
any further frustration. 
The last step in the “Heart” phase is to apologize. This always 
seems to be the hardest step to do well because we want to 
explain what happened or that it had nothing to do with us.  

 
Example 1: 

 
 

Researcher:  “Are you with FM? I call and call for 
days every  me something breaks and 
no one ever comes to fix anything. Do 
you know how many millions of dollars 
are at risk because you refuse to do 
your job!” 

Technician:  “Are you sure you called? I don’t have 
any record of it – either you called the 
wrong number or my supervisor never 
passed it to me.” 

Researcher:  “I want your name and I am calling your 
boss – I am so sick of this.” 

Researcher:  “Are you with FM? I call and call for 
days every  me something breaks 
and no one ever comes to fix 
anything. Do you know how many 
millions of dollars are at risk 
because you refuse to do your job!” 

Technician:  “I am so sorry that you have called 
something in and we have not come 
to fix it. Do you have  me to show 
me the problem?” 

Researcher:  “It’s right over here. This sink always 
drips and it drives me crazy to listen 
to it when I am trying to do my 
work. Why can’t you guys just fix 
it?” 

Technician:  “I am so sorry that the sink drips. I 
can see exactly what you mean. 
While we are fixing the sink, are 
there other issues that need 
a en on?” 

Researcher:  “You know, now that you men on it, 
what really bothers me is that my 
door is hard to open. I usually have 
handfuls of stuff and the key always 
s cks. Is there anything you do 
about that?” 

Technician:  “I am so sorry that your key s cks. I 
will schedule a plumber to fix the 
sink and a locksmith to fix your door. 
I can either get someone here 
immediately or schedule a  me that 
is more convenient for you – either 
way, this is my building and I will 
personally follow up with you to 
make sure that the work took care 
of the issues and check to see if 
there are any more issues." 

Researcher:  “I want your name and I am calling 
your boss – you have been so 
helpful.” 

Heart‐Head‐Heart 

BE PRESENT 
LISTEN EMPATHETICALLY 
ACKNOWLEDGE 
APOLOGIZE 
POSITIVE ACTION 
CONFIRM AND CARE 

HEART, HEAD, HEART Continued from page 1  



 

Facilities Management builds and maintains a 
Northwestern that educates, enriches and 
engages. 

 

Facilities Management will deliver effective and 
reliable services as a collaborative and valued 
partner. 
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MEDILL MOVES 

▲ 303 E Wacker Drive 

▼ Open learning space ▼ Fish tank (left) 

▼ Escalators 

▲ Lounge 

Mission 

Vision 



 

NU JOINS BETTER BUILDINGS CHALLENGE 
This year Northwestern announced its partnership with the 
U.S. Department of Energy’s (DOE) Better Buildings 
Challenge—a leadership initiative to create energy efficiency 
solutions and accelerate “green” investments for companies, 
organizations and local government.  
Northwestern joins a group of over 310 partners who are 
leading the energy efficiency sector by deploying solutions 
and strategies to improve efficiency of the nation’s buildings, 
plants and homes by 20 percent in ten years. By partnering 
with the Energy Department to achieve portfolio-wide energy 
savings, Northwestern will share successful strategies that 
maximize efficiency over the next decade.  
Since President Obama launched the Better Buildings 
Challenge in 2011, program partners now represent 4.2 
billion square feet of building space. Participants are sharing 
energy performance data on over 34,000 properties, and 
have saved $1.3 billion dollars, as well as 160 trillion BTUs of 
energy.  
In May 2016, Staff Engineer Jim McKinney traveled to 
Washington, D.C., for the Better Buildings Summit. The 
Summit is a national meeting designed for partners and 
stakeholders to exchange best practices and highlight 
demonstrated market solutions with an equal emphasis on 
discussing future opportunities for greater energy efficiency.  
“It was an honor to be selected to represent Northwestern at 
the DOE Better Buildings Summit in May,” said McKinney. “It 
was inspiring to get to meet with sustainability and 
operations staff from so many industries across the country. 
These interactions made me appreciate how much 
Northwestern as an intuition has accomplished and the 
magnitude of the challenge ahead of us!” 

To learn more about the Better Buildings Challenge visit: http://
betterbuildingssolutioncenter.energy.gov 

Northwestern University and lynda.com have partnered to offer 
University students, faculty, and staff unlimited, on-demand 
access to a full library of 
online courses at no 
additional cost. 
With lynda.com, you can 
learn at your own pace 
and access course 
content anytime, 24/7, 
from your University 
computer, personal 
computer, mobile device 
or tablet. 
There are over 15,000 courses that cover 225 topics ranging 
from Civil Engineering to Animation.  
Visit http://www.lynda.com/subject/all for a complete list. 
Several Facilities Management staff have been using 
lynda.com for the past year and are very impressed. 

For more information of how to use lynda.com go to: 

WE LOVE LYNDA 
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HAVING THE RIGHT TOOLS A PEER ABOVE 

The 2016 winner of the OnBase Higher Education VOGUE 
Peer to Peer Award is our own Sue Piro. VOGUE stands for 
Vertical OnBase Group of 
User Experts. 

The winning project is the 
Incident Reporting System 
that Sue and her FMIT colleagues created to improve the way 
FM technicians report facility incidents.  

The system provides: 
easy-to-use forms for capturing data
mobile capabilities
 immediate routing of notifications to key staff
a single searchable archive accessible to all FM staff

Congratulations, Sue! 

http://www.northwestern.edu/hr/workplace-learning/lynda/ 
Check it out! ■
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For questions or comments, please contact: fmnewsletter@northwestern.edu 
 
No part of this document may be reproduced, adapted, transmitted, or stored in any form by any process (electronic or otherwise) without the specific  
written consent of Northwestern University. All rights are reserved. Copyright 2016.  

A PDF version of this newsletter is available online at 

www.northwestern.edu/fm/fm-staff/newsletters.html 

IN GRATITUDE OF SERVICE 
Northwestern staff members receive a gift for every five years 
of continuous service. At the monumental milestone of 20 
years of service, and every five years thereafter, NU staff 
members are recognized publicly at the Staff Service 
Recognition Luncheon held annually.  

This year's FM honorees are:  

Years of  
Service 

Gus Alexandrakis 40 

Stephen Burke 40 

Jarvis Houston 40 

Joseph Sak 40 

Gary Wojtowicz 40 

John Hawkins 30 

Kurt Lindquist 30 

Francisco Ramos 30 

Ronald Spielman 30 

Daniel Terket 30 

Thomas Cokel 25 

 

Years of  
 Service 

Andrew McGonigle 25 

Arthur Noll 25 

Trevor Patrick 25 

Sydney Pitter 25 

Andrew Szczepanski 25 

Keith Barr 20 

Nigel Chesters 20 

Robert Frederick 20 

Casey Godfrey 20 

Richard Gorski 20 

Norbert Jasiak 20 

Rolf Ziemann 20 

2016 Employee of the Year Finalists 

▲ Left to right: Pamela Shaw, Carrie West, Ishrat Fatima, Tasneem Uting, Michelle 
Suran, Margaret Schott, and Seletta Nichols. 

Kudos to our own Carrie West, Associate Director Facilities Planning, 
who was an Employee of the Year finalist 

Congratulations to winner Tasneem Uting, Feinberg School of 
Medicine-Preventive Medicine. 

Friday, July 15, 2016 
Norris Lawn 
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Norris Lawn 
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