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® FOOTFALL MONITORING - OPERATIONAL GUIDE

A zone reaching its occupancy
threshold is a signal. Whether
it reaches anyone in time to act
depends on your monitoring
system, and most do very little.

For operations, facilities, estates, customer experience, and multi-site
leaders responsible for spaces that are visited, occupied, or used by
people. Why footfall data so rarely translates into action, and how to
make space usage drive smarter staffing, cleaning, safety, and service.

® Zone-level visibility ® Usage-triggered tasks ® Utilisation evidence
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® IN THIS GUIDE

Built for the people
who answer for busy
spaces.

This guide is for operations, facilities, estates, customer experience,

and multi-site leaders responsible for managing spaces that are

visited, occupied, or used by people. It covers why footfall and

occupancy data so rarely translates into operational action, what a

connected monitoring approach makes possible, and how to build
a system where space usage drives smarter staffing, cleaning,

safety, and service decisions.
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® KNOWING WHERE THE PRESSURE BUILDS

The hidden pressure inside
busy spaces

Most operational leaders know when their sites are busy. The challenge is knowing
specifically where the pressure is building, when it peaks, how long it lasts, and
whether the right response followed.

A venue, a hospital, a campus, a retail space, a hotel lobby: each is a dynamic
environment where demand moves through the day, concentrates in particular
zones, and generates operational requirements that fixed schedules cannot reliably
meet. A cleaning rota built around the clock rather than the crowd will always be
slightly wrong. A staffing plan built on assumptions rather than patterns will always
leave some peaks under-resourced and some troughs over-staffed.

The gap is not in effort or intent. It is in data. Teams make the best decisions they
can with the information they have. When that information is limited to
observation, end-of-day feedback, and last week's numbers, the decisions are
limited in the same way.

o The queue that cost more than it needed to

A queue at a service point is a visible signal of demand exceeding capacity. But it
did not appear the moment service slowed. It built over ten minutes while the
available team was occupied elsewhere, while the manager was in a meeting,
while the monitoring system showed only a total daily count with no real-time
threshold. By the time the queue was visible enough to trigger a response, the
customer experience had already deteriorated.

Footfall monitoring addresses this by making demand visible before it becomes
disruption. Not by identifying individuals, not by surveillance, but by understanding
how spaces are used, where pressure accumulates, and when the operational
response needs to change. That understanding, connected to the workflows that

act on it, is the shift from reactive management to operational mastery.

This guide examines where the absence of connected footfall visibility creates the
most operational cost, and the questions worth asking before changing how your
organisation understands the spaces it manages.

® OCAPII - The Operational Guide to Footfall Monitoring 03



® BEFORE YOU CHANGE YOUR APPROACH

Five questions to ask before
you change your approach

Implementing footfall monitoring is not primarily a question of hardware or sensor
technology. It requires clarity about what operational decisions the data needs to
support, and where the current absence of that data creates the most visible cost
or risk.

1 Do you know which areas of your sites are busiest, and at what
times?
Not in general terms, and not from last month's totals. Specifically: which entrance,
which zone, which service point, which floor, and at what time of day, on what days. This
granularity is the foundation for planning that responds to actual patterns rather than
assumed ones.

2 When an area becomes unexpectedly busy, how quickly does
anyone know?
In most operations, the answer depends on who happens to be nearby and whether
they think to tell someone. A building queue, an over-used washroom, a waiting area at a
level that affects comfort or safety: these develop in the gap between observation and
response. Connected monitoring closes that gap.

%  Are your cleaning and facilities schedules based on usage or on
the clock?

Fixed-interval schedules are the default because they are easy to create and audit. They
are also consistently misaligned with demand: too frequent in quiet periods, not
frequent enough at peak. Footfall-triggered cleaning, where a usage threshold
generates a task, is both more efficient and more responsive.

4  Can you identify which spaces are consistently underused?

Over-investment in under-occupied spaces is hard to see without utilisation data. Rooms
booked but not used, facilities maintained beyond what their usage justifies, spaces
staffed when no one is present: these represent avoidable cost in every sector.
Occupancy data makes underuse visible the way it makes pressure visible.

5 THE AUDIT-READINESS QUESTION

When something goes wrong ina busy space, can you
reconstruct the demand context?

When an incident or service failure occurs, the ability to show what the space
looked like at the time, how busy it was, whether thresholds had been reached,
what response had been triggered, is both a safety tool and an evidence asset.
Manual observation cannot provide this retrospectively. Connected monitoring can.
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® A STANDARD WORTH BUILDING TO

What 'good' looks like

Across operationally complex organisations, the sites and venues that manage

visitor demand most effectively share a set of capabilities that go beyond knowing

how many people came through the door. These are the outcomes a well-built

footfall monitoring approach should consistently deliver.

v

Zone-level visibility, not just site totals
Footfall is understood at the level that drives decisions: by entrance, zone, floor, and service
point, not just as an aggregate daily count.

Threshold alerts that reach the right people in time
When an area reaches its occupancy or activity threshold, the notification reaches the
relevant team quickly enough for a meaningful response, not as a retrospective report.

Cleaning and service triggers connected to usage
Cleaning checks, service responses, and facilities tasks are triggered by actual demand rather
than fixed schedules, so resources follow people, not clocks.

Staffing decisions informed by footfall trends
Rota planning, task allocation, and shift deployment draw on historical patterns at zone and
site level, reducing both under-resourcing at peaks and over-resourcing in quiet periods.

Underused spaces identified and acted on
Areas consistently receiving fewer visitors than their resource allocation assumes are visible
in reporting, creating the evidence base for space and staffing decisions.

Evidence connected to demand events
When an incident, complaint, or safety check is reviewed, the footfall context, how busy the
space was and whether thresholds were reached, is part of the record.

Multi-site comparison without manual compilation
Leaders compare footfall patterns, peak periods, and utilisation rates across sites, zones, and
time periods without asking someone to compile the data.

Most organisations have access to some footfall data. The gap is almost always in
what happens with it: whether it reaches operational teams in time, whether it
connects to the tasks and schedules that should respond to it, and whether it
creates the evidence trail that planning and safety require.
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® WHAT IS AT STAKE

The numbers behind the
decision

The operational and financial case for connected footfall monitoring is most clearly

evidenced in the cost of misaligned resource allocation: staffing, cleaning, and

service deployed on fixed schedules rather than in response to actual demand.

.IQSbn

Hours wasted

Frontline workers spend
this annually on low-value
tasks, including manual
checks that demand-
responsive workflows
could replace.

Source - ILO

5-7.

Energy intensity

Food and hospitality
spaces use this much
more energy per sq ft
than typical commercial
buildings, much of it
demand-driven.

Industry estimate

~70..

Still on paper

Estimated share of the
market relying on manual
observation, fixed
schedules, and paper
records as their primary
approach.

OCAPII estimate

The staffing cost of not knowing

An organisation that deploys the same staffing across a peak Saturday afternoon
and a quiet Tuesday morning is not managing demand, it is managing a rota. The
difference between those periods in food service, leisure, or retail can be a factor
of three or more in actual visitor numbers. Footfall data that informs rota planning
converts from a reporting tool to a direct cost management tool.

Cleaning as a demand-responsive service

Fixed-interval cleaning is the most commmon approach to washroom and facility
cleaning, and the least efficient. A washroom checked on a 90-minute schedule
regardless of usage is over-serviced when quiet and under-serviced at peak.
Footfall-triggered checks deliver better outcomes with more consistent resource
use, and create an evidence record of both usage and response.
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® WHERE FOOTFALL MANAGEMENT BREAKS DOWN

Six failure points in footfall
and occupancy management

The operational failures that connected footfall monitoring addresses tend to follow
predictable patterns. Understanding them helps identify where monitoring creates
the most immediate and measurable improvement.

FAILURE POINT

Peak demand met with
fixed resource

Threshold reached
before anyone is notified

Cleaning demand
disconnected from
usage

Underuse invisible to
leaders

Incident context missing
from the record

Multi-site comparison
requires manual effort

WHY IT PERSISTS

Staffing, cleaning, and service schedules are set in advance
on expected patterns. When actual demand differs, as it
frequently does, the allocation is wrong before the day
begins.

An area becomes overcrowded, a queue exceeds a reasonable
length, a space reaches a level that creates risk. Nobody with
the authority to respond has been informed. The signal exists
in the data; the notification path does not.

Facilities teams operate on schedules that reflect planning
assumptions rather than actual usage. High-traffic areas are
under-serviced at peak; low-traffic areas receive the same
resource as those that need it.

Spaces consistently under-occupied relative to their resource
allocation are avoidable cost. Without utilisation reporting,
they continue to be maintained, staffed, and heated at the
level of genuinely busy spaces.

When an incident, complaint, or service failure is reviewed,
the demand context, how busy the space was and what
response had been triggered, is not available. The review
starts without the most relevant data.

Comparing footfall patterns between sites and matching
resource deployment against usage requires manual data
compilation that rarely happens with the frequency the
decisions need.

The structural problem connecting all six is the same: operational decisions are
made on assumed demand rather than measured demand. Connected footfall
monitoring replaces assumption with data, and data with action.
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® FROM ASSUMPTION-LED TO DEMAND-LED

What connected footfall
monitoring actually changes

Connected footfall monitoring is not a more detailed version of an end-of-day

count. It changes the relationship between how spaces are used and how

operational resources respond: from assumption-led to demand-led, from reactive

to responsive.

BEFORE

Teams rely on observation and
feedback

Busy periods reviewed after the fact
Cleaning demand based on fixed
schedules

Staffing decisions depend on
assumptions

Space utilisation difficult to evidence

Actions sit separately from the data

AFTER

Footfall data supports a live operational view
Peaks and thresholds surfaced sooner for
response

Cleaning tasks respond to actual usage
patterns

Trends inform better resource planning

Reports show patterns by site, zone and time

Tasks, alerts and evidence connect to footfall
events

o Footfall as part of operational mastery

The organisations that manage high-traffic, high-demand environments most

effectively are not those with the most sensors. They are the ones where footfall

data reaches the right operational teams, triggers the right responses, and feeds

into the planning decisions that shape the next period. That is the difference

between monitoring a space and mastering it.
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® PRIORITIES VARY BY SECTOR

Industry-specific
considerations

Footfall and occupancy priorities vary significantly across sectors. The spaces

involved, the consequences of demand misalignment, and the evidence

requirements for safety and service all differ considerably.

Food & Beverage

Among the most concentrated and variable
demand patterns of any sector.

e Counter and service-point monitoring lets
managers see queue pressure building and
respond before it affects experience.

e Dining-area occupancy supports cleaning
triggers, table turnover and floor cleaning
aligned to actual usage.

e Multi-site comparison identifies locations
whose staffing does not match peak pressure.

Leisure & Entertainment

The most complex footfall challenge: near-zero to
maximum within a short window.

e Crowd-flow monitoring at entrances, exits and
bottlenecks supports safety and service
planning.

e Zone-level occupancy in multipurpose venues
shows demand distribution, not just total
attendance.

e Post-event cleaning and reset demand scales
with zone usage, making allocation far more
precise.
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Hotels & Accommodation

Footfall across lobby, F&B, leisure, meeting and
back-of-house zones.

Breakfast and check-in peaks are the highest-
pressure windows; early visibility enables
proactive deployment.

Gym, pool and spa occupancy supports both
safety limits and service-quality resourcing.

Meeting and event space utilisation reveals
under-booked or over-configured rooms.

Healthcare & Care Homes

Footfall serves both operational and safety
purposes.

Waiting-area occupancy supports infection-
control limits and helps teams manage flow
near capacity.

Shared-facility usage in care homes drives
cleaning demand that fixed schedules
underserve.

Visitor-flow management combines
occupancy control with security
considerations.
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® PRIORITIES VARY BY SECTOR

- CONTINUED

Industry-specific
considerations

Facilities & Estates

Maintaining spaces others use, without control
over how intensively.

e Building and floor-level occupancy aligns
cleaning and maintenance with actual usage,
cutting cost and waste.

e Meeting and collaborative space utilisation
provides the evidence base for space-
planning decisions.

e Tenant-area monitoring, where leases permit,
supports service-charge justification by actual
usage.

Travel & Tourism
High-volume, high-variability, directly tied to safety
and compliance.

e Queue and flow monitoring at entries,
checkpoints and counters supports
deployment and capacity compliance.

e Attraction-zone occupancy enables visitor-
experience management and timed-entry
systems.

e Seasonal and event-led variation makes
historical footfall data especially valuable for
planning.
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Education

Highly variable usage across teaching, catering
and sports spaces.

e Catering and social-area footfall supports

peak service planning and off-peak facilities
work.

e Library and study-space occupancy shows

when and where students seek quiet
provision.

e Trust-wide campus comparison identifies low-

occupancy buildings relative to operating
cost.

Every sector

Wherever spaces are used by people, the principle
holds: connect demand to thresholds, thresholds

to owners, and usage to action.
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® PRACTICAL STARTING POINTS

Making the transition

Implementing connected footfall monitoring does not require deploying sensors

across every space simultaneously. The highest-return starting point is almost

always the area or zone where demand misalignment creates the most visible

operational cost: a persistent queue, a cleaning complaint, a space that is

consistently under or over-resourced.

A practical approach to building connected footfall visibility

Identify your highest-pressure zones first: the entrance, service counter, washroom,
or shared space where demand most frequently exceeds the operational response.

Define your threshold logic before connecting data: what occupancy level requires
a cleaning check, what queue depth requires a staffing response, what activity level
should notify a manager.

Connect thresholds to action workflows from day one: an alert that reaches a
dashboard but generates no assigned task has not changed behaviour. The
connection between signal and response is the value.

Build the utilisation reporting layer in parallel: the data that improves today's
response is the same data that improves next month's rota and next quarter's space
decisions.

Include cleaning and facilities teams in the workflow design: footfall-triggered
cleaning only works if the trigger reaches the right person, in the right format, with a
clear instruction.

Review the first month's data for planning insights: peak timing, zone-level
demand distribution, and the gap between assumed and actual usage are typically
visible within weeks.

The goal is not comprehensive footfall coverage across every square metre. It is

operational connectivity in the spaces that matter most, where demand data

reaches the people who can respond to it, in time to respond, with the evidence

that planning and safety require.
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ocapii MASTER YOUR OPERATIONS

® SEE HOW OCAPII TURNS DEMAND INTO ACTION

Teams know the
site was busy.

Connected monitoring tells them where, when, and what to do
next. OCAPII connects footfall and occupancy data with
threshold alerts, cleaning triggers, staffing insights, utilisation
reporting, and operational evidence, so demand becomes
something your teams can respond to, not just observe. If
something in this guide describes your operation, it is worth a
conversation.

Request a conversation at ocapii.com —
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