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Some of our fantastic CR Leaders

2019 Corporate Responsibility Report 2

Suzanne has organised some hugely popular 

fundraising events that have brought together 

our employees, customers and their friends and 

family. These included a quiz night, a strictly 

come dancing competition and a karaoke event 

raising £5350 for the Stroke Association and 

client charities. 

Blaise was one of the first people to be trained 

in our pilot Know Your Blood Pressure (KYBP) 

programme with the Stroke Association 

and he made a great effort to deliver KYBP 

sessions for hundreds of our employees, 

reaching both day and night shift workers in a 

bid to help them improve their wellbeing and 

reduce their risk of stroke. 

Suzanne Annice  
Operations Manager, Education

Blaise De Souza  
CR Manager, Cleaning, Transport & Hotels 

Why we’re proud of Suzanne Why we’re proud of Blaise 

Christine, Desislava and Mylinh are an 

exceptional team of CR Leaders who, 

amongst other things, share ThinkForward@

ISS activities in their team newsletters, 

celebrate wellbeing campaigns and work 

closely with their client including volunteering 

for their events and taking an active role in 

their disability network. 

Working closely with a local community partner, 

Nerina and some of her team have volunteered 

plenty of their time to support regeneration 

projects in East London. Nerina also played a key 

role in our Alcohol Awareness Week by sharing 

her experience of taking part in the One Year No 

Beer challenge and engaging others to take part 

in the challenge too. 

Christine Vidavski, Mylinh Ly  
& Desislava Dimitrova 

Financial Services

Nerina Craciun
Head of Client Accounts,

Support Services

Why we’re proud of these three Why we’re proud of Nerina
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This is our twelfth annual report on our corporate responsibility performance. Unless otherwise stated within the report, it covers the calendar year from January to 

December 2019. The report covers all ISS operated activities within the UK. Our environmental data relates solely to the ISS property estate we manage, our vehicle 

fleet and other operated machinery. It does not include client sites. In keeping with our environmental commitments in ThinkForward@ISS, we decided to print only 

a small number of reports this year, with customers, employees and other stakeholders encouraged instead to visit the CR Report section of our UK website.
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Our business model is driving us 

towards becoming the world’s 

greatest service organisation. 

We provide service excellence 

to empower our customers’ 

business. We are focused on 

how we can meet our customers’ 

needs and help them achieve 

their business goals. We provide 

a well-defined set of services, as 

a part of an integrated offering, 

delivered by our people. 

Our Business Model

1 2 3

CUSTOMER NEEDS OUR MISSION OUR VISION

ISS aims to truly understand our 
Customer’s needs so that we can  

deliver fantastic services

Service performance  
facilitating our customers’ purpose 

through people empowerment

‘We are going to be the  
World’s Greatest Service  

Organisation’

Our key point of differentiation is the 

ability to empower our people, and 

spark the power of the human touch 

in our service performance. With a 

deep sense of purpose, we help our 

customers reach their goals – as part 

of their offering and as an extension of 

their organisation. 

This is our way of providing essential 

value: more ease, higher effectiveness 

and better experiences to people and 

businesses, every day.

Beyond our ambition to provide great 

service, in every moment and in every 

interaction, being great also means 

striving for continuous improvements, 

best-practice sharing and innovation. 

Further, leveraging our scale in terms of 

volume and concepts and developing 

talents across the organisation, has 

provided us with a strong foundation 

for continued progress. Our people, 

who are at the heart of our business, 

are our key assets in driving the 

successful execution of our strategy.

Our customer needs can vary,  
but common themes include: 

• To focus on their core business  

• To ensure compliance  

• To safeguard their business  

• To manage risk end-user   

 satisfaction  

• To maximise uptime of  

 their facilities  

• To protect the value of  

 their assets  

• Convenience and consistency  

 sustainable/transparent cost  

 savings

Customer Needs PROCESSES

OPERATION

NEGOTIATION

SALES

SOLUTION

TRANSITION

PEOPLE

PROPERTYCLEANING

SECURITY FACILITY
MANAGEMENT

SUPPORTCATERING

TECHNOLOGY

FMS@ISS

INSIGHT@ISS

 Integration@ ISS

IOT@ISS

INTEGRATION OF SERVICES

SELF–DELIVERY OF SERVICES

STRATEGIC PARTNERSHIPS
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OUR PILLARS

OUR CR AMBITIONS

Our Corporate Responsibility Strategy

Sustainable  
Service Performance

Enhancing our  
Customers’ Purpose

People  
Empowerment

Reinforcing  

local community  

relationships

Deploying  
new technologies  

in workplaces

Recruiting  
from a broad  
talent pool

Building a  
diverse and  

inclusive  
culture

Developing  
and growing  
our people

“Making efficient and responsible  

use of natural resources”

“Inspiring our customers  

to reimagine their workplaces”

“Identifying, retaining and  

developing the best talent”

Reducing  
our carbon  
emissions

Recycling  
and reducing  

ever more  
waste

Procuring  
sustainable  

products and  
services 

Innovating  
to support safety,  

health & wellbeing  
in workplaces
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At a glance - some of our 2019 achievements

C02  

Carbon Emissions Recycling & Waste Sustainable Products

Community Relationships Wellbeing in Workplaces Technologies

Talent Pool Diverse CultureDeveloping People

Reducing our carbon emissions

We hit the milestone of raising 

£100,000 for One Water to support 

water and sanitation projects in 

southern Africa

Reinforcing local community relationships

We’ve introduced Ultra Low 

Emission Vehicles into our company 

car list and take up is currently 

13% as a share of new car orders 

placed by our employees

C02  

Carbon Emissions Recycling & Waste Sustainable Products

Community Relationships Wellbeing in Workplaces Technologies

Talent Pool Diverse CultureDeveloping People

Recruiting from a broad talent pool

We achieved our lowest ever number 

of Reportable Injuries (RIDDORs), with 

just 53 across the business

Safety, health and wellbeing in workplaces

We got behind Recycle Week for the 

first time, with great awareness-raising 

events happening at our own offices and 

customer sites

Recycling and reducing  
ever more waste

C02  

Carbon Emissions Recycling & Waste Sustainable Products

Community Relationships Wellbeing in Workplaces Technologies

Talent Pool Diverse CultureDeveloping People

C02  

Carbon Emissions Recycling & Waste Sustainable Products

Community Relationships Wellbeing in Workplaces Technologies

Talent Pool Diverse CultureDeveloping People

We built and launched an entirely new 

workplace app for one of our professional 

services customers that served as a digital 

portal for our FM services

We began an exciting new partnership with the 

StandOut programme and started delivering CV and 

interview workshops in prisons

Deploying new technologies in workplaces

C02  

Carbon Emissions Recycling & Waste Sustainable Products

Community Relationships Wellbeing in Workplaces Technologies

Talent Pool Diverse CultureDeveloping People

Due to our new ordering guidelines, 

Over 17.6 million units of plastic cutlery 

will be replaced with wooden cutlery at 

ISS customer sites in 2020

Procuring sustainable products and services C02  

Carbon Emissions Recycling & Waste Sustainable Products

Community Relationships Wellbeing in Workplaces Technologies

Talent Pool Diverse CultureDeveloping People

We celebrated Black History 

Month by putting on special 

African and Carribbean menus 

created by our own employees in 

the restaurants at our offices

Building a diverse and inclusive culture

C02  

Carbon Emissions Recycling & Waste Sustainable Products

Community Relationships Wellbeing in Workplaces Technologies

Talent Pool Diverse CultureDeveloping People

We joined the 5% Club 

of employers to make 

public our commitment to 

Apprenticeships

Developing and growing our people 

C02  

Carbon Emissions Recycling & Waste Sustainable Products

Community Relationships Wellbeing in Workplaces Technologies

Talent Pool Diverse CultureDeveloping People

C02  

Carbon Emissions Recycling & Waste Sustainable Products

Community Relationships Wellbeing in Workplaces Technologies

Talent Pool Diverse CultureDeveloping People

2019 Corporate Responsibility Report 
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One of the highlights of my job is 

reviewing and deciding upon our 

Apple award winners each month, 

giving well deserved recognition 

to our great people who go the 

extra mile in their jobs and delight 

both their customers and their own 

teams through their actions. 

Our success rests on these great 

people and I’m delighted their 

efforts helped us to be recognised 

as the leading FM brand for a third 

year in a row.

It has been a very busy year for 

ThinkForward@ISS and our great 

people have played a key part in that. 

 

Our CR Leaders have been busy raising 

funds and volunteering for The Stroke 

Association and a variety of other 

charities, as well as supporting our key 

wellbeing and inclusion campaigns. 

I got much more involved personally 

in ThinkForward@ISS this year by 

completing the Ride100 bike ride for 

Stroke Association and sharing my 

personal thoughts about stroke with 

the business on World Stroke Day.

Our CEO’s Statement

Just as impressive have been some 

of our environmental and safety 

achievements in 2019. Our focus on 

improving the carbon impact of our 

company car and commercial vehicle 

fleet have paid real dividends, enabling 

us to reduce our overall carbon 

footprint by 20% year on year, even as 

the business itself has grown. 

We are also stepping up our 

commitments to sustainable 

procurement and I’m particularly 

pleased how at much single use 

plastic will be removed from our 

food services business next year. We 

put in place some fantastic safety 

initiatives during the year such as 

the #ichoosetobesafe campaign and 

these paid real dividends, with just 53 

Reportable Injuries (RIDDORs) being 

recorded – our lowest total ever.

There were some other key 

highlights for me in 2019.

• Sustainable service performance 

represents our commitment to 

make efficient and responsible 

use of natural resources. This pillar 

is sponsored by our CFO, Bruce 

Vanderwaag. A key highlight  

has been our decision to add Ultra 

Low Emission Vehicles onto our 

company car list and take up is 

currently 13% as a share of new 

car orders placed by our employees

• Enhancing our customers’ 

purpose is focused on inspiring 

our customers to re-imagine 

their workplaces and explore 

areas where we can work 

collaboratively on CR topics. This 

pillar is sponsored by myself and 

our COO – Specialised Services, 

Rob Stanley. A key highlight has 

been hitting the milestone of 

raising £100,000 for One Water 

to support water and sanitation 

projects in southern Africa. 

• Empowering our people 

represents our commitment 

to identify, develop and retain 

the best talent. This pillar is 

sponsored by our COO – Key 

Accounts 1, Aidan Bell and COO 

– Key Accounts 2, Philip Leigh. A 

key highlight was beginning our 

exciting new partnership with the 

StandOut programme, in which 

we’re delivering CV and interview 

workshops in prisons.

Matthew Brabin, CEO UK and Ireland

ISS is extremely fortunate to have great 
people in every part of its business who 
understand the power of the human touch 
and bring their passion, ingenuity and 
warmth to work every single day. 

“

“
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Sustainable Service Performance

2019 Corporate Responsibility Report 

Climate change became an ever 

more urgent issue for society, 

government and businesses in 

2019. Given the vast majority of 

our own carbon footprint derives 

from our vehicle fleet, we have 

taken a number of important 

steps to reduce emissions from 

our company cars, vans and other 

vehicles this year, with a key 

highlight being our decision to add 

Ultra Low Emission Vehicles (ULEVs) 

onto our company car list for the 

first time. We continue to pilot 

new approaches to measuring and 

reducing food waste, with a new 

technological solution being trialled 

on three customer accounts. We 

have also built on our commitments 

to sustainable procurement by 

stopping the purchase of caged 

eggs anywhere across our business.

Our Executive Board  
sponsor for this pillar is: 

Bruce Van der Waag,  
CFO, UK & Ireland

We have switched from plastic to wooden 
cutlery where possible



2019 Corporate Responsibility Report 9

Reducing our carbon emissions C02  

Carbon Emissions Recycling & Waste Sustainable Products

Community Relationships Wellbeing in Workplaces Technologies

Talent Pool Diverse CultureDeveloping People

Our targets

1. Reduce the carbon emissions rate (normalised by 

turnover) by 40% by 2022 (2015 baseline) 

2. Reduce all vehicle fleet carbon emissions by 40% 

(normalised by turnover) by 20% by 2022  

(2015 baseline) 

3. Reduce ISS estate energy use (normalised by floor 

area) by 80% by 2022  (2015 baseline)

4. 100% renewably sourced electricity for all ISS 

buildings (where we procure)

Why this matters

As a business that provides facilities management 

services, we have a comparably smaller carbon footprint 

than other sectors of the economy. However, our size 

means we still make substantial use of fuel and electricity 

sources to run our vehicle fleet and our own property 

estate. We are fully focused on reducing our energy use 

and adopting innovative approaches to prepare our own 

business and customers where possible for a future  

low-carbon economy.

Performance update 
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ISS UK carbon reduction rate 2019

Current Predicted

Target status key

Achieved On plan Not yet started

• Against our ThinkForward@ISS 2015 baseline we 

have made a 43.4% absolute reduction in our carbon 

emissions to 12,087 tCO2e

• We are now in the process of considering a new target 

and timeframe for reducing our overall carbon emissions 

rate (normalised by turnover)

• Vehicle fleet fuel use has now grown to become 94% of 

our carbon footprint

• We have achieved a 37% reduction in our fleet carbon 

emissions rate (normalised by turnover) against our 2015 

baseline, achieving our target three years early

• Finally we have also met our target for reducing estate 

energy use three years early, reducing it by 82% 

(normalised by floor area) against our 2015 baseline

18.5
18.1

17.2

12.9

9.7

9.1
8.4 8.1

Target Reduction Rate
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Focus on fleet 
We have now moved from four fleet providers to 

one, giving us much more control over end-to-end 

fleet performance. In so doing, we are now able to 

work closely with our fleet provider to manage and 

reduce carbon emissions from our vehicle fleet. We 

are already in discussions with them about setting an 

annual target to reduce gCO2e/ km travelled.

For our company car fleet, we provided a choice of Ultra Low Emission Vehicles (ULEVs) in every employee 

banding for the first time. 

For our commercial vehicles, we remain committed 

to deploying tracking devices to monitor driver 

behaviour in our vans and we were once again 

awarded the top Gold rating by Masternaut – our 

telematics provider, for efforts to reduce fleet carbon 

emissions by over 200 tonnes in 2019.

We’re delighted that take up 
is currently 13% as a share of 
new car orders placed by our 
employees.
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Recycling and reducing ever more wasteC02  

Carbon Emissions Recycling & Waste Sustainable Products

Community Relationships Wellbeing in Workplaces Technologies

Talent Pool Diverse CultureDeveloping People

Our targets

1. Office Waste: Target a minimum performance of 

80% of office waste being recycled in the ISS estate 

(where we manage the waste provision) by 2020

2. Food Waste: Reduce food waste by 20% across ISS 

catering businesses by 2025 

Why this matters

Public opinion has increasingly focused on waste 

reduction and recycling in the past year. Our customers 

and employees expect us to have a clear approach 

towards recycling and reducing waste. We believe that 

the most significant waste impacts that we can control 

and reduce in our day-to-day operations relate to general 

waste in our property estate and food waste in our 

catering businesses. For both waste streams, our aim is 

to grow the proportion that we recycle each year and 

a longer term goal is to reduce altogether the actual 

volumes of each.

(Footnote) Data derived from 13 of our UK offices and largest sites where  
our waste services team collate waste data

ISS office waste (Tonnes) by disposal route
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Performance update 
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Food waste 

We explored different approaches to monitoring and 

reducing food waste in 2019 as we continue to work towards 

establishing a baseline for our business. We have piloted a 

new technological solution with an external provider that 

consists of weighing scales and monitors being installed in 

our customers’ kitchens. Trials conducted at four customer 

sites have highlighted the common food categories being 

wasted, enabling us to target reductions on porridge, eggs, 

baked goods and other categories.

Our education sector continues to roll out the Wise Up on 

Waste app across its primary and secondary school sites. They 

have combined this with new ‘Foodie Future’ themed days 

in schools that raise awareness of food waste and include 

menus including leftovers.

Target status key

Achieved On plan Not yet started
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Procuring sustainable products and servicesC02  

Carbon Emissions Recycling & Waste Sustainable Products

Community Relationships Wellbeing in Workplaces Technologies

Talent Pool Diverse CultureDeveloping People

Our targets

1. Risk Management: By 2020, Ensure that 100% of 

the “in scope” current and prospective suppliers 

complete the ISS ProcurePass Stage 1 review.

2. Risk Management: By 2020, Ensure that 100% of 

the “in scope” higher risk suppliers will complete the 

additional risk assessments in ISS ProcurePASS Stage 2

3. Sustainable purchasing: 2020 targets for food sourcing 

to be agreed after benchmarking project is completed

Why this matters

We rely upon a large and varied network of suppliers 

that provide the products and services we need to deliver 

our facilities management services effectively. The scale 

of our procurement means the purchasing decisions 

we make really matter. We are committed to reducing 

environmental and social impacts in our wider value 

chain, by making sustainable choices in our purchasing 

wherever possible. 

Performance update 

Strengthening risk management in our supply chain

Having streamlined our supplier base in 2019, we have now invited 1,369 of our current suppliers onto the ProcurePass 

portal. 59% of these suppliers have now completed the Stage 1 review and 389 higher risk suppliers have now also 

completed the additional risk assessments required under the Stage 2 review. We are continuing to develop an audit 

protocol for higher risk suppliers and will decide which of them to audit based on their Stage 2 review.

Target status key

Achieved On plan Not yet started

STAGE 1
All suppliers will complete a questionnaire that includes basic company information and acceptance  

of the ISS Supplier Code of Conduct. The assessment of a suppliers risk profile starts at this stage with a basic  

risk question set.

STAGE 2
 If stage 1 identifies a supplier as a potential medium-risk supplier to ISS or our clients, they will need to  

provide more detailed information related tokey compliance aspects such as finance, quality, information security  

and sustainability criteria. 

STAGE 3

If the information presented at stage 2 identifies them to be a high-risk supplier, ISS may put them  

through an independent audit.
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Making sustainable choices in purchasing

Our Food Services business continued to make 

progress against its five priority categories of food and 

drink products. 

• Fish - Avoiding fish with an MCS 5 rating and 

growing our proportional spend on fish with an 

MCS 1-2 rating

• Update – As part of our Sustainable Seafood 

policy, we sent communications to our 

operational teams to inform them of any changes 

to MCS ratings during 2019. We were also listed 

on the MCS Wall of Fame due to our ongoing 

use of their Good Fish Guide

• Eggs – Avoiding all caged fresh, boiled and liquid 

eggs whilst sourcing higher welfare alternatives. All 

of which will have the British Lion Quality Mark. 

• Update - Late in 2019, we formalised our 

commitment on egg purchasing and will be 

launching our new Sustainable Eggs policy in 

early 2020.

• Tea/ Coffee – Growing our proportional spend 

on tea or coffee that is certified as either Fair 

Trade, Rainforest Alliance or Organic

• Update – In 2020 we will undertake a tendering 

exercise of our major tea and coffee suppliers 

and including Fair Trade and Rainforest Alliance 

certifications as minimum criteria. 

• Palm Oil – Identifying products containing 

palm oil and growing our proportional spend 

on products that are certified by the Roundtable 

on Sustainable Palm Oil (RSPO) as a minimum 

standard.

• Update – In 2020 we will engage with our key 

food suppliers to understand their process for 

ensuring that products containing palm oil are from 

sustainable sources or are covered by RSPO credits.  

• Single-Use Plastics – Reducing the volumes of 

consumables we procure and replacing them 

with sustainable alternatives where possible

• Update – In 2019 we undertook a major review 

of our food consumables range that enabled us 

to rationalise our number of suppliers, reduce 

volumes and switch from plastic to plant fibre 

alternatives across the entire range. 

What we’re  
doing to reduce  
single-use  
plastics

Based on our ordering  

in 2019, here’s what 

the changes to our food 

consumables range will  

mean at ISS customer 

sites in 2020

Over 1 million polystyrene clam shells,  

burger boxes and plates will be replaced  

with plant fibre alternatives

320,000 plastic 

carrier bags will 

be replaced with 

paper bags

Over 580,000 plastic 

straws will be 

replaced with paper 

alternatives

177,000 plastic sandwich wedges will be  

replaced with compostable alternatives

Over 17.6 million 

units of plastic cutlery 

will be replaced with 

wooden cutlery
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Enhancing Our Customers’ Purpose

The Stroke Association has grown to 

be a hugely popular charity partner 

across the business and we remain 

well on track to achieve our target 

to raise £200,000 over three years. 

Our Executive Board 
sponsor for this pillar are: 

Matthew Brabin, CEO,  
UK & Ireland (left) and

Robert Stanley, COO, 
Specialised Services

We also have taken the partnership 

into new areas this year by creating 

a special film about the role that the  

Stroke Association play in supporting 

stroke survivors and research efforts. 

Our wellbeing campaigns have gone 

from strength to strength and we 

used World Mental Health Day as a 

means for people to consider stress 

and talk about it more openly.

2019 Corporate Responsibility Report 

Team ISS completing Ride London
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Reinforcing local community relationships

C02  

Carbon Emissions Recycling & Waste Sustainable Products

Community Relationships Wellbeing in Workplaces Technologies

Talent Pool Diverse CultureDeveloping People

Our targets

1. We will aim to raise £200,000 for our chosen 

corporate charity by 2020

2. Our key accounts will be supporting their 

customer’s corporate charity through volunteering 

or fundraising by 2020

3. Increase the rate of hours volunteered per Full Time 

Employee by 25% by 2020

Why this matters

Our scale means we are able to provide support and 

exposure for one national charity partner as well as 

supporting a wide variety of local charities in our different 

businesses and client accounts. We strongly believe that 

this support strengthens our license to operate in local 

communities all around the UK and Ireland and drives 

engagement among our employees. It also enhances our 

reputation in the eyes of our customers and we regularly 

look for opportunities to collaborate with them on 

fundraising or volunteering activities.

Performance update 

Our partnership with the Stroke Association

Fundraising 

Year 1: £70,000 Year 2: £65,000

The Three Peaks Challenge raised £13,700. 

One of our biggest fundraising events saw teams from 

the UK Waste Services, Security and Cleaning & Transport 

divisions conquer the three highest peaks in the UK within 

24 hours. Despite the harsh weather conditions including 60 

mph winds the teams walked through the night with some 

completing the mission in 22 hours. 

Hetty Garnier, Keith Middleton, Kevin Brady and Sam Tattum conquering the  

Three peaks challenge.

Stroke Clubs & Groups 

The funds raised by ISS will be invested 

into Stroke Clubs and Groups These are 

peer to peer support networks for stroke 

survivors and their families helping them to 

rebuild their lives after stroke by reducing 

isolation, relearning skills and accessing vital 

information. 

Chesterfield Stroke Group 

In the 6 months to March 2019, 16 grants  

were approved for Clubs and Groups ranging 

from £200 for Health & Wellbeing sessions in 

Cumbria, up to £5075 to set up a new group in 

Gloucestershire. In Chesterfield we have funded 

the set-up of a Stroke Café. Participants of the 

Group have described the café as “Enjoyable 

and brilliant” and that “It’s enabled me to meet 

people who have had similar experiences and 

been helpful to my recovery.”

Target status key

Achieved On plan Not yet started

Over 300 stroke survivors  
have directly benefited from  
ISS fundraising.
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Volunteering 

Stroke Groups

We are also partnering with key Stroke Groups around the 

country to give our people the opportunity to see where their 

funds are going and spend time with stroke survivors helping 

them to rebuild their lives. Volunteers have found that social 

interaction is one of the most important parts of recovery 

and so being part of the club making tea, coming along to 

a Christmas party or having a chat over a picnic have been 

positively received by the clubs we’ve attended. 

Volunteers at the Hammersmith and Fulham Stroke Club

Legacy Garden 

We were delighted to volunteer to help the Stroke 

Association build their first ever legacy garden which 

was showcased at the renowned BBC Gardeners World 

exhibition. The garden is a living monument to the journey 

of stroke survivors, and a celebration of the people whose 

legacies are helping to rebuild lives. Created by award-

winning landscaper, Alex Daley, and legacy officer and stroke 

survivor, Phil Pooley, the garden represents the emotions and 

Awareness raising – World Stroke Day

We are working with the Stroke Association to raise 

awareness on the risk factors for stroke and the cutting edge 

research they are currently supporting. This year on World 

Stroke Day we delivered a multifaceted campaign to improve 

our people’s understanding of stroke. 

Rob Stanley, COO, Specialised Services and ThinkForward@ISS 

Executive Sponsor, met Professor Jane Marshall, City University 

London, to create a film about social interaction and the role 

of speech and language in rebuilding lives after stroke. 

experiences stroke survivors face on the road to recovery.

“I was thrilled to help the Stroke Association with the planting 

of their Legacy garden. We had a great day meeting the team 

and understanding a bit more about the garden concept and 

planting ideas. I hope people take pleasure in the garden, not 

just for those at the Gardener’s World NEC event but also at its 

permanent home.” Rebecca Balson, Bid Manager

We also continued to run our Know Your  

Blood Pressure (KYBP) programme to enable 

our employees to understand the link between 

high blood pressure and their risk of stroke. 

We now have trained 13 volunteers who have 

reached over 140 of our people with KYBP 

sessions up and down the country in 2019. 

“I am writing to let you know that following 

the blood pressure tests you carried out 

recently, one of our team members who you 

identified as having high blood pressure, 

went to his GP for a check-up. He was put 

on medication to reduce his blood pressure 

and is now back to normal. I want to thank 

you on behalf of my team. Keep up the great 

work.” Terry Roberts, Contract Manager, 

Cleaning, Transport and Hotels. 

Know Your Blood Pressure

Rebecca Balson and Jade Atherton creating the Stroke Association’s legacy garden

Blaise de Souza taking Agnieszka Heremza’s blood pressure
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We also worked with 

the Stroke Association to 

develop a guide for ISS 

employees on ‘How to 

reduce your risk of stroke’.

One Water

In 2016 we launched a partnership with One Water, an 

ethical water brand who reinvest 100% of the profits into 

water and sanitation projects in parts of southern Africa. In 

2019, we were delighted to pass the milestone of raising 

over £100,000 through sales of their bottled water and 

other drinks. In May we also out a team of our employees 

to Malawi to see the water and sanitation projects that have 

been funded by our partnership.

Martin Wayman, Corporate Responsibility Manager - ISS UK; Matthew Brabin 

CEO, ISS UK & Ireland; Victoria Steward-Todd, Deputy Director at The One 

Foundation; Paul Vita, Managing Director at The One Brand

Rob Stanley, COO, Specialised Services and Professor Jane Marshall  

City University London

Wakefield Food Fun Club 

Food poverty and hunger is a growing problem 

in Wakefield. Our Education team are able to 

support many children during school time with 

at least one nutritious meal, but many children 

return to school after term breaks having 

experienced hunger. 

To tackle this Jane Hindmarch, Development 

Chef, worked tirelessly to develop a scheme 

in Wakefield called Food Fun Club that runs 

during school holidays. These days include 

food, health and wellbeing activities as well as 

information and training on the importance of 

preparing, cooking and baking using fresh food 

and ingredients.

“I make it fun and educational as I believe 

that children who can see the link between 

what they are learning and the possibilities 

this may open up for them in later life, could 

lead to an exciting future.” Jane Hindmarch, 

Development Chef, ISS Education 

CASE STUDY

“With ISS’ help, we’ve been able to reach communities living 

below the poverty line and bring them a sustainable clean 

water supply.  We’re extremely grateful for ISS’ support and 

look forward to continuing the partnership and reaching more 

people in need.” Duncan Goose, Founder of One Drinkslook 

forward to continuing the partnership and reaching more 

people in need.” Duncan Goose, Founder of One Drinks

Children learnt how to make sandwiches at this picnic 

themed Food Fun Club, a skill that can be the difference 

between a child going hungry



Our targets

1. Achieve the annual safety targets (RIDDOR, LTIF, TAFR)

2. H&W for employees: Achieve a 15% improvement 

to the question “I feel that ISS care about my 

wellbeing” in our annual employee survey by 2020

3. H&W for customers: 2020 targets for healthy food 

and drink to be agreed after initial benchmarking 

project is completed
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Innovating to support safety,  
health and wellbeing in workplaces
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Why this matters

We are committed to providing a safe and healthy 

working environment for all our employees, looking 

after both their physical and mental wellbeing. We 

want our employees to return safe and happy to their 

families at the end of each working day. We continue 

our rigorous efforts to improve our safety performance 

and to create a strong and vibrant safety culture. Among 

other key performance indicators, we continuously track 

the frequency and severity of accidents and have also 

embedded Lost Time Injury Frequency as a part of the 

bonus scheme for our senior leaders.

1 RoSPA President’s 
Award; 6 RoSPA Gold 

Awards; 2 RoSPA  
Silver Award  

29 International  
Safety Awards

2019 was a bit of a roller coaster ride as far as H&S 

performance was concerned with a poor start to the year with 

a lot of lost time incidents. However, with a focussed effort 

and the introduction of our #ichoose2Bsafe campaign we 

managed to reduce our LTIF (Lost Time Incident Frequency 

rate) to 0.3 and our RIDDORs again were at a record low of 53.    

We have continued to push the view that safety is a core value 

and not a priority which as we all know priorities change but 

core values don’t. My monthly blog (Situation On Safety) has 

continued throughout the year and we are building the Safety 

Leader teams across the business to add safety resources to 

our line managers. 

Despite all the good work we must not get complacent 

because we still allowed people to come to work and not 

return home in the same condition as they arrived. In 2020 

we will continue to push our behavioural safety campaign 

#ichoose2Bsafe to reduce accidents 

further and continue to improve our 

safety culture. 

Tim Proctor,  

Director of HSEQ and CR

Performance update 

Health and safety

RIDDORS

2014 20162015 2017 2018 2019

82
69

95

71

60 53

2019

0.30

LTIF

2014 20162015 2017 2018

0.45

0.33 0.34 0.31
0.29

2019

2.79

TAFR

2014 20162015 2017 2018

4.02
3.39

3.233.06 2.9

Target status key

Achieved On plan Not yet started
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LTIF

Supporting our employee’s wellbeing 

ISS cares about the wellbeing 
of its employees. 85% positive 
response*.

*Score based on 4135 responses to the question included in our annual Safety 

Climate Survey. This score has previously been taken from our engagement 

survey and so for 2019 it will not be compared to previous years

Wellbeing@ISS

We continue to prioritise the physical and mental health 

of our employees and want our people to be part of this 

journey with us through engaging campaigns that inform, 

raise awareness and provide access to support. 

World Mental Health Day

Each year we recognise World Mental Health day across our 

head offices and client sites. In 2019, our campaign focused 

on the ‘stress bucket’ concept to empower our teams to talk 

openly about stress and reflect on what causes it, what it 

looks like and how to cope with it.

What stresses me?

What  
helps me?

What are my  
signs of stress?

“The positive mental health of our staff is key to the  

success of our business – if they are not supported in this 

area then they may feel less well equipped to offer the 

best service that they can to our customers. This initiative 

was a real eye opener for us and as a direct result, we are 

exploring further proactive ways in which we can help 

our colleagues within Technical Services.” Kat Crockford, 

Business Transformation Manager, Technical Services

Our employees submitted their own stressors to the stress 

buckets set up in our offices on World Mental Health Day. 

We received a great response and have summarised these 

stressors in the Wordcloud below.

Teams also put into practice some of the techniques 

promoted in our mental health campaigns by taking part in 

meditation and mindfulness sessions

Kat Crockford taking part in the Stress Bucket campaign
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Alcohol Awareness Week 

One of the largest studies into the effects of a four-week 

break from alcohol* reported improved sleep, happiness, and 

productivity amongst other things. With this in mind, we used 

Alcohol Awareness Week to launch One Year No Beer, the 

leading challenge for people wanting to change their drinking 

behaviours, whether it’s to cut down or stop completely. 25 

employees signed up to their 28 day challenge, joining an 

online community and receiving a range of daily inspirational 

talks, podcasts and videos to help them through it.

“The challenge of not drinking any alcohol (not just beer) for 

one year seemed like something too big to accomplish but 

everyday was a win and a growth in confidence. Gradually I 

gained energy and drive, which spurred me into trying and 

doing new things.  I plucked up courage to join CrossFit and 

with new found energy levels I’ve climbed Snowdon, spent a 

weekend training with Ollie Ollerton (of SAS Who Dares Wins) 

and completed two back-to-back Spartan obstacle races in 

Perthshire countryside. I’ve gained more focus, confidence, 

clarity, more compassion and time to do and plan the things 

I want to do.” Nerina Cracuin, Head of Client Accounts - 

Front of House, Support Services

Supporting our healthier workplaces for our customers

As Facilities Management providers we are able to have the 

greatest impact on our customer’s wellbeing through our Food 

Services business and the provision of healthy, nutritious food 

options for their employees. This year Food Services launched 

their Health and Wellbeing strategy which set out their 

commitments on using their food expertise to help their teams 

and their customers teams to eat right, live well, move more 

and go green.

Go Green: We pledge to take an active role in supporting the 

United Nations Sustainable Development Goals, playing our 

part in achieving a better and more sustainable future for all.

Eat right: A pledge to take every opportunity to help our 

customers eat healthier in all of our restaurants and dining 

rooms; making sure the healthiest choice is the easiest choice 

every time.

Eat Right

Exercise and move more: A pledge to provide the 

information, tools, motivation and activities to help all of our 

customers lead healthier lifestyles beyond the restaurant and 

dining room.

Exercise and Move More

GO Green

Nerina Cracuin energised and supporting One Year No Beer.

* Study led by Professor Kevin Moore and Dr Gautam Mehta from the  
Royal Free Hospital, London. 



DRINKING TO  KEEP YOUR WEIGHT DOWN 

TOP TIP
Eating plenty of salad leaves, 
tomatoes, and cucumber is a great 
way to boost your water intake.

4 

GO NUTS

Yes, nuts are high in fats, BUT it’s the 

healthy good fats (omega-3 and omega 

-6) that are essential for cell function, 

brain development, immune system 

function and blood pressure regulation.

TOP TIP

Use a pure nut spread (e.g. almond 

or brazil nut spread) on toast in place 

of butter or margarine. Delicious and 

super-good for you too.

6 
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One commitment is to increase the servings (kgs) 

of vegetables served across the business by 10% by 

July 2020. To support this we have been Peas Please 

pledgers since February 2019 to show how we are 

playing our part to help in Britain eat an extra portion 

of veg a day an creating opportunities to learn about, 

taste test and choose veggies. 

We have made a conscious effort to promote more 

greens on our menu’s by championing ‘Produce 

of the month’. Each month our catering teams in 

schools celebrate a star vegetable by sharing fact 

posters, providing tasters and creating vibrant 

displays. We believe that the more children know 

about their food the more likely they are to tuck in. 

CASE STUDY

Recognising the demand for less meat and more veg 

from our business customers we brought in a range 

of new breakfast, lunch and snack items with veggies 

at their core. We have adapted our most popular 

dishes to reflect seasonal vegetables so they can be 

served all year round. 

2019 Corporate Responsibility Report 

MADE well

To support our employees and those of our customers to ‘eat right’, our Food Services team have created monthly booklets 

on different topics such as hydration, portion sizes, protein, vegetables and pulses. These booklets contain information on the 

importance of the topic to our wellbeing as well as practical tips and an easy activity to take action.

well

PORTION SIZE

HOW MUCH 
SHOULD YOU 
REALLY EAT?



2019 Corporate Responsibility Report 22

What was the opportunity? 

In 2019, a major professional services client 

was keen to work with us to revolutionise their 

employees’ experience of a typical working day 

at their head offices. Drawing upon the ISS 

Touchpoints concept, they wanted to create a 

digital one-stop-shop for booking meeting rooms, 

wayfinding around the building, pre-ordering 

meals, raising helpdesk queries and other daily 

requirements which we deliver as their facilities 

management provider.

The client wanted to attract and retain talent by 

becoming a technological leader among its peer 

group and also wanted to give their employees 

more personal control over their daily touchpoints  

by creating a smart-phone based solution.

CASE STUDY

What did we do?

ISS gathered a specialist team to work closely with 

our client and a technology partner on collaborative 

design, systems integration, project management 

and app development. We took as our starting 

point the ISS Touchpoints in the typical working day 

of our client’s employees. From there, we explored 

what technology was available such as Internet of 

Things (IoT) sensors and Indoor Positioning Systems 

(IPS) that would enhance their experience of these 

ISS Touchpoints. We created a digital feature set 

with a clear scope and were realistic about the 

limitations of the technologies being used. 

The platform came together into a workplace app 

called MyDay that could be used on iPhone and 

Android devices. The app was dynamically aware 

of the employee’s location allowing contextually 

relevant content and support to be offered, and 

removing the burden of working with multiple 

portals, apps and software.

Deploying new technologies in workplaces

C02  

Carbon Emissions Recycling & Waste Sustainable Products

Community Relationships Wellbeing in Workplaces Technologies

Talent Pool Diverse CultureDeveloping People

Our targets

1. At least 20 of our key accounts will be engaging with 

their client on their digital strategy and assessing their 

readiness for connected devices, sensors and systems 

by 2020

Why this matters

As with other sectors of the economy, the rapid 

emergence of new digital technologies within facilities 

management is starting to disrupt and challenge 

traditional approaches to delivering our services to 

customers. The Internet of Things and the opportunity to 

capture and harvest data from connected devices within 

buildings provides a huge opportunity for us to better 

understand how workplaces are used and to provide 

personalised experiences for their users. We are exploring 

the application of these new digital technologies with 

selected customers. Open dialogue with our customers 

about their own digital strategies is crucial before we 

pilot any new technologies.

Performance update 

Constructing a workplace app that brings the ISS Touchpoints to life

Target status key

Achieved On plan Not yet started
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The initial pilot involved rolling out the app to 120 

client employees and 50% of those quickly became 

regular users. There were launch events across the 

London office, with briefings on how to use all the 

functions within the app.

What was the outcome?

The immediate feedback after the pilot was very 

positive and garnered an internal Innovation award 

from our client. Regular users even came forward 

with suggestions for other features to be added to 

the app and there is a plan to expand the app to 

other client sites in the UK and Ireland.

For our client’s employees, it offered convenience 

and saved time on daily tasks as well as 

making their interface with FM services more 

straightforward. For our client’s property team, 

it offered real-time awareness of space usage 

and environmental conditions, which allowed 

maintenance, cleaning and other FM services to be 

delivered more proactively. 

Longer term, this information can also support 

strategic decisions about portfolio requirements 

when it comes to space, moves and changes 

projects.
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People Empowerment 

We now have a number of different 

programmes in place across the 

business that support people from 

disadvantaged backgrounds into 

work. We’ve hosted open days for 

Service Leavers around the country 

and created a special film that 

highlights their importance to ISS 

and the skills they bring. 

We’ve also started a new 

partnership with StandOut to 

support ex-offenders into work 

this year, meaning that each of 

our target groups now has a 

programme in place within ISS.

Once in the business we empower 

our employees to celebrate their 

rich diversity which creates an 

inclusive culture where people 

thrive at work. We marked various 

notable dates such as International 

Women’s Day and Pride this year, 

with our Black History Month 

campaign a particular highlight in 

which we showcased African and 

Caribbean cuisine in restaurants at 

our offices.

2019 Corporate Responsibility Report 

Our Executive Board 
sponsor for this pillar are: 

Aidan Bell, COO,  
Key Accounts 1 (left) and

Philip Leigh, COO,  
Key Accounts 2

Eight graduates from the first  
Project Search programme at Royal Derby hospital
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Recruiting from a broad talent pool
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Talent Pool Diverse CultureDeveloping PeopleOur targets

1. We will have in place employability programmes 

for each of our target disadvantaged groups by 

2020: young people not in education, employment 

or training, forces leavers, ex-offenders and people 

with disabilities.

Why this matters

There are various disadvantaged groups in the UK who 

face major barriers in finding work. Allied to this, the 

facilities management industry may face a potential 

skills shortage as a result of possible restrictions on 

the movement of workers when the UK leaves the EU. 

This represents a risk for us and may hinder our ability 

to deliver our services effectively to customers. Our 

objectives in this area are clear. We want to ensure that 

we have a skilled workforce for the future that has been 

recruited from the broadest possible talent pool.

Performance update 

JointForces@ISS

JointForces@ISS is a unique ISS programme that supports 

Service Leavers, Veterans and spouses into work. Central to the 

programme are the ISS open days that we host at our offices 

around the country. We invite along Service Leavers, Veterans 

and spouses to learn about company, the services we provide 

and what it is like to work for us. We leave plenty of time 

for an open and honest discussion what it is like to transition 

from military to civilian life and have received plenty of positive 

feedback from the four open days we hosted in 2019. 

“There wasn’t one stand out aspect, it was the whole day 

that stood out.”

“The honest and passion of all of the speakers made it an 

excellent day. Thank you to all of the staff involved.”

162 Jointforces@ISS applicants;  
56 mentors

ISS vs Wild 

We’re also on a mission to shout about the skills that 

Service Leavers and Veterans can bring to businesses. We 

challenged some of our Senior Leadership Team to partner 

with Service Leavers now working in our business to take 

part in ISS v Wild, a gruelling military experience day that 

put their teamwork, collaboration, communication and 

leadership experience to the test. 

Ray Cooksley, IMS Manager and Veteran, organised 

the day. “Taking part in a TAB, team navigation, assault 

course, command task and shelter building the team has 

the opportunity to put their teamwork, collaboration, 

communication and leadership experience to the test in 

an environment out of their comfort zone; exactly the 

experience of people transitioning from the forces.” 

Target status key

Achieved On plan Not yet started
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StandOut 

The StandOut programme 

offers a unique opportunity to 

people preparing for release 

from prison.  A series of 

workshops jointly delivered with 

corporate partners equips them with the tools, skills and 

mindsets needed to apply for work so they can re-engage 

with society with confidence. We are delighted that six 

volunteers from ISS supported StandOut through CV and 

interview workshops in 2019. 

“It was a really beneficial day, it felt incredibly rewarding. At 

the end we all sat together and discussed feedback, it evident 

the session provided a real boost of confidence which was 

lovely. The day has completely changed my perspective.” 

Georgina Davies, People & Culture Advisor

“It has given me such a sense of self-worth and belonging, and 

helped my future job search.” StandOut Trainee

“I am happy with my CV as it now glows with my experience 

and skills so will be a huge help for future job opposites.” 

StandOut Trainee

“The StandOut course is amazing. Even life changing.” 

StandOut Trainee

East London Business Alliance (ELBA)

ELBA’s mission is to bring about positive change in East 

London and support social mobility by finding work for those 

not in education, employment or training. We are members 

of ELBA alongside a number of our customers. With a key 

ISS head office and a number of large customer sites located 

in East London we recognise that by partnering with ELBA 

we can play a role in the regeneration of communities and 

supporting local employment. 

“I am extremely grateful that ELBA helped me to find 

employment with ISS as a DLR Revenue Protection Officer, 

I have managed to find a role that works best for my 

circumstances and future aspirations. I am really happy with 

what I do.” Mohammad Rahman

Project SEARCH

In 2011 ISS began working with Project SEARCH, a 

programme that provides students with learning disabilities 

valuable work experience that enables them to move into 

sustainable employment. 

This year we’re especially proud of the team at Royal Derby 

Hospital who made it into the local press with their intern Ryan. 

Ryan is profoundly deaf and has mild learning disabilities, but 

this hasn’t stopped him teaching British Sign Language at the 

hospital while on placement with us in the hospital restaurant 

and described his experience  “This is my dream job and my goal 

is to work here. Everything about the role has been brilliant.”

Hairmyres Hospital  
(launched Project Search  

in 2012)

Calderdale Royal Hospital 
(launched Project Search  

in 2018)

Royal Derby Hospital  
(launched Project Search  

in 2019)

West Middlesex Hospital 
(launched Project Search 

in 2017)

Homerton Hospital 
(launched Project Search 

in 2017)

Moorfields Eye  
Hospital (launched Project 

Search in 2018)
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Building a diverse and inclusive culture
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We take our progress towards building a diverse and inclusive 

culture seriously. As such, we are exploring approaches 

for monitoring diversity data and consulting internally and 

externally to inform our diversity and inclusion targets. 

However, we still made several achievements in 2019. 

The profile of our workforce  

Total number of employees 39,114

Why this matters

We are proud to have a hugely diverse workforce that is 

made up of employees from many different backgrounds. 

Bringing different experiences and ways of thinking into 

the company enriches us. It is the right thing to do, but also 

supports our business success by fostering creativity, driving 

employee engagement, and aligning with our customers 

on their own diversity and inclusion approaches. To this 

end, we are taking a proactive approach to celebrating 

the differences among our employees through campaigns, 

events and other initiatives.

The breakdown of Black, Asian and Minority Ethnic (BAME) employees across our workforce

Benchmark: BAME = 13% of UK population 14% of workforce chose not to declare ethnicity

Total workforce Senior Managers Managers Supervisor Operatives

White: 69% White: 92% White: 88% White: 77% White: 69%

BAME: 31% BAME: 31%BAME: 23%BAME: 8% BAME: 12%
20

40

60

80

100

57% 43%

 
TOTAL 

WORKFORCE
 

MANAGERS

43% 57%

 
OPERATIVES

43%58%

SENIOR  
MANAGERS

24% 76%

The gender breakdown across our workforce

60% 40%

 
SUPERVISORS
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Performance update

Black History Month

We know that 16% of our employees are from black 

communities, well above the UK population of 3% and so we 

take pride in reflecting on and celebrating the contributions 

made by people from black communities to the UK and of 

course ISS. We did this by encouraging our teams to come 

together and drive inclusion by taking part in events to support 

Black History Month.

“Black History Month reminds me to always take that leap 

of faith; to be bold and courageous in the face of adversity” 

Stephanie Idusogie, People and Culture Business Partner, 

Financial Services & Retail. 

To celebrate Black History Month we encouraged our 

employees to connect over food by creating a menu of 

important dishes submitted by our employees and understand 

more about Black History through fun activities like quizzes. 

“We kicked off with the quiz and then were given a lesson on 

some common Yoruba words from our engineer Abiola. Lastly, 

we tucked into some snacks from the Caribbean and Africa. 

All staff went back to their desk with a recipe card of dishes 

inspired by Africa or the Caribbean.” Debbie Taylor,  

Account Manager, Financial Services client

Abiola teaching his team common Yoruba words

The team at a Financial Services client with their Black History Month quiz and spread. 
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Pride

Our support and participation in Pride events has grown since 

our first celebration in 2017. This year colleagues from all 

over the UK and Ireland attended Pride parades in London, 

Birmingham, Dublin, Newcastle and Stoke. Our teams also 

held their own celebrations at ISS and customer sites which 

included raising awareness through quizzes, posters and 

pledge boards. In London we were particularly proud to 

march with our friends from LGBT+ in FM, a collaboration 

of organisations working together to make Facilities 

Management the most attractive and inclusive industry for 

the LGBT+ community. 

The portering team at Coventry Hospital has been 

predominantly male, so in 2019 ISS managers at 

the hospital reviewed their recruitment processes 

to encourage female applicants. In the last year the 

number of women on the team has doubled to 24 and 

three out of the four team leaders are now female. 

“We started looking at our recruitment differently 

by considering people who came from different 

industries such as from care homes which are 

CASE STUDY

predominantly female rather than only those who 

had portering or warehouse experience. This led 

to a much more diverse range of applications. Our 

recruitment days were a huge success. We had 

numerous interviews happening simultaneously where 

hiring managers would signpost people to interview 

for different service streams if they demonstrated the 

relevant skills. The meant a number of women being 

put forward for portering roles which they might 

otherwise not have considered.” Allison Martin, 

Projects, Healthcare 

Women in Portering at University Hospital Coventry and Warwickshire

LONDON

DUBLIN

STOKE

BIRMINGHAM



Our support for the Real Living Wage

As a founding member of the Recognised Living Wage 

Service Provider Group we promote the Real Living Wage to 

current and prospective clients and as Service Provider pay 

the Real Living Wage to staff employed at our offices. 23% 

of our employees were earning the Real 

Living Wage or above in 2019 21% of our 

current contracts were paying the Real 

Living Wage or above in 2019. 

5% club

Commitment: To work towards having 5%  

of our workforce as apprentices by 2024.  

“We are proud to be members of the 5% Club, 

working on shared initiatives to inspire people to join 

apprenticeship schemes. Our focus is to support people 

training in real work environments, 

gaining experience and skills which 

can later lead to a long term career.” 

Stephanie Hamilton, Director of 

People & Culture 
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Developing and growing our people
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Talent Pool Diverse CultureDeveloping PeopleOur targets

1. We will advance internal mobility for our employees 

by launching our new internal recruitment  

app – Opportunities@ISS

Why this matters

A large number of our employees join us in front-line 

roles working in cleaning, catering, security and other 

service environments, before working their way up from 

supervisor to managerial positions and beyond. We take 

great pride in nurturing and promoting talent in this 

way. Prioritising internal promotions and mobility for our 

employees and upskilling them makes commercial sense, 

as well as contributing towards social mobility in the UK.

Apprenticeships 
Apprenticeships have and will continue to provide a route for 

our people to progress. Whether they are new and starting 

their career with us or looking for a progression route within 

their current contract or a change of direction our programme 

enables our apprentices to grow and develop. In 2019 

our employees completed apprenticeships in all areas of 

the business including finance, hospitality, management, 

engineering, project management, catering and facilities 

management. 

In 2019 we have also been working on developing a new 

apprenticeship programme offering including a three-fold 

increase in the number of apprenticeship programmes 

available and developed a new intranet making information 

about the opportunities accessible and understandable. 

Opportunities@ISS 

Our jobs portal, Opportunities@ISS, has been in place since 

2017 empowering our people to access new opportunities 

within ISS, support their personal and professional growth to 

reach their full potential. 

Vacancies advertised: 1734
Internal applications to these 
vacancies: 1632

Examples of new apprenticeships 
offered in 2019: Facilities Manager; 
Security First Line Manager;  
Senior Leader Masters degree; 
Healthcare Cleaning Operative

Target status key

Achieved On plan Not yet started



Some of our Fantastic CR Leaders

Allison thought of a great new way 

to support the Stroke Association by 

volunteering with her team to support the 

Carers Café support groups on the Stroke 

Ward at her hospital contract.

Bernadette has personally raised the profile 

of LGBT+ inclusion on her hospital contract 

by championing Pride and encouraging her 

team to attend the London parade. She has 

also taken an active role in the Trust’s LGBT+ 

network and worked closely with her client to 

organise events that promote LGBT+ inclusion 

across the hospital for employees, contractors 

and patients. 

Allison Martin
Projects, Healthcare

Bernadette O’Connell  
General Manager, Healthcare

Why we’re proud of Al lison Why we’re proud of Bernadette 

Bertrand is a constant source of good 

fundraising ideas and has thought of various 

clever ways to raise funds in his customer’s 

restaurant for our charity partner, the Stroke 

Association. These have included fine dining 

events, pop-up events and dining ware sales. 

Lola spearheaded our campaign for Black 

History Month. She encouraged her team to 

be creative and develop an authentic menu 

of African and Caribbean dishes to be served 

each Wednesday throughout October in our 

Weybridge and London offices.

Bertrand Lienafa 
Group Hospitality and Event Development 

Manager, Financial Services

Lola Kosno
Catering Manager, Food Services 

Why we’re proud of Bertrand Why we’re proud of Lola

2

4

1

3
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For further details please contact:

Martin Wayman 
Corporate Responsibility Manager, ISS UK
cr@uk.issworld.com


