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WELCOME

A Message From Eric Stallworth
Head of Diversity and Inclusion for North America

As we introduce our first ever North 
American Diversity and Inclusion 
(D&I) Report, I find myself reflecting 
on my professional career as a D&I 
practitioner. I realize that I’ve been 
in this space of D&I formally for 

20 plus years. However, I feel like I’ve been on this 
path since I was in the third grade. I am a product 
of two staunch civil rights activists and advocates. 
My parents instilled in their children a strong sense 
of self-awareness, family, and civil advocacy. It was 
the latter quality that prepared me for a career that 
at the time didn’t even exist. I learned at an early 
age the concepts of race, ethnicity, privilege, and 
culture. In my teenage years, I recall discussions on 
more mature subjects like racism, sexual identity, 
sexual orientation, and the like. I discovered that I 
was comfortable being uncomfortable, and this 
knowledge, empathy, and understanding allowed 
me a deep and unique perspective on humanity.

After graduating from college, I found myself teaching 
elementary school. What I discovered during those 
six years of teaching was that the concepts of D&I 
and my understanding of differences allowed me to 
reach students where they were comfortable, not 
where I was comfortable. I was again comfortable 
being uncomfortable, and I still have relationships 
with students that I taught some 25 plus years ago.

Later into my teaching career, I was presented with 
an internship opportunity. Teachers in Industry was a 
program whereby teachers who had the summers off 
were offered the opportunity to work in local industries. 
I found myself at Motorola Semiconductors, and I knew 
absolutely nothing about that industry but immersed 
myself in every meeting and opportunity that I could. 
My thirst for understanding as well as my determination 

landed me an offer of permanent employment as a shift 
manufacturing Area Supervisor. In this unfamiliar setting, 
I relied on and leveraged my teaching background to 
become successful. Manufacturing environments are rich 
with diversity with all walks of life, backgrounds, ages, 
races, perspectives, and experiences. Like my students, 
I managed my employees to their strengths and quickly 
realized that we now had one of the highest performing 
shifts in the factory. People were empowered, engaged, 
and were able to see the fruits of their labor, and as a 
result this program was expanded successfully. I was 
doing D&I work and it was again time for a career pivot.

I embarked on the D&I journey with Motorola, 
Rockwell Collins, American Airlines, Exelon, Kimberly-
Clark, and now with ISS. The concepts and best 
practices have changed slightly but the general 
rule for success has essentially remained the same: 
Lead with inclusion and empathy, and treat 
others the way they want to be treated.

It is indeed and honor and a privilege to be leading our 
D&I efforts, but enhanced diversity and inclusion is a goal 
that we all have a shared accountability to achieve. Much 
like safety, ethics, or environmental responsibility, we all 
have a stake in our mutual success. I am very excited to 
share with the ISS community our North America D&I 
Vision and look forward to hearing your feedback and 
updating you regularly on our D&I journey together.

—Eric Stallworth

Enhanced diversity 
and inclusion is 
a goal that we 
all have a shared 
accountability 
to achieve.

—Eric

“

“
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Inclusion First

At ISS, D&I has always been an important part 
of our heritage, and our diverse workforce has 
played a critical role in fostering our innovation 
and success and influencing our company culture. 
However, over the past year we have made the 
decision to be more explicit with our D&I efforts.

An impactful D&I strategy needs not only ways to 
leverage diversity but also promote inclusion. We lead 
with inclusion and prioritize it because we know that 
valued and engaged employees create better solutions 
for our clients. Employee retention is increased, and 
we transform our culture from “a place to work” to 
“a place where employees do their best work”.

We are on a journey together. We have work to 
do but we are confident and are aspirational with 
improving our D&I efforts across all aspects of our 
business in North America. We have set ambitious 
goals and are on track to deliver in a thoughtful 
and measured way. We have dedicated the last 
several years integrating the ISS and Guckenheimer 
processes, policies, procedures, and cultures. 

Looking, thinking, and behaving 
like the people we serve.
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LEAD  
 

with inclusion: 
Inclusion unlocks the 
power of diversity and 
leading with inclusion creates an 
environment where ALL people 
feel welcomed and valued. 
Diversity without inclusion 
creates a revolving door of talent. 
Leaders should seek to first 
create an environment of inclusive 
behaviors where employees 
genuinely feel, believe, and see 
it demonstrated that the way 
that they think, the way that they 
act, the way that they approach 
problems, their background and 
who they are, are all valued.

GROW 
diverse representation 
and cultivate an 
inclusive culture:  
As we create a diverse by design 
culture, it is imperative that we 
look, think, and behave like the 
people that use our services. 
This will require us to source 
and tap into new talent streams 
and accelerate the development 
of diverse top talent creating 
a “ready now” pipeline. 

DEEPEN 
client and community 
partnerships:  
In our quest to become 
more reflective of our community 
and clients, we will take on a 
more explicit approach and 
actively look for opportunities 
to work directly with clients and 
community partners in order 
to gain additional perspective, 
build trust, and win consistently.

Strategies and Goals
Our data-driven strategy and analytical approach to 
D&I guides us in ensuring that we are focused on what 
is truly important, allows us to accurately measure our 
success, and consistently monitor and adjust as needed. 
Our D&l strategy is divided into three critical pillars: 

In action:

• Identify and provide inclusive 
leadership behaviors                                                                   

• Provide D&I education and 
training

• Invest in D&I  Council 

In action:

• Identify high potential  diverse 
and frontline talent and source 
mentoring opportunities

• D&I key performance indicators

• Identify, analyze, and address 
disparities in the workplace of 
women, LGBTQ+, and people of 
color

• Develop and invest in inclusive 
leaders

• Provide D&I training

• Invest in D&I Council

In action:

• Develop strategy to embed D&I 
lens throughout our employee 
programs and branding 

• Bolster client interactions for 
global key accounts

• Enhance community partnerships 
(customers/suppliers)
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The actions and deliverables associated 
with each of the pillars helps us to put 
forth a comprehensive and holistic 
2020-2021 Strategic Roadmap that 
will allow us to build upon our diverse 
and inclusive foundational history. 
We have successfully established a 
cross-functional D&I Council and have 
formalized our D&I strategy. This 
strategic document is a data-driven 
strategy designed to help chart a course 
to be best-in-class with respect to D&I. 

We feel confident that our strong D&I 
strategy, backed up by sound data 
and deliverables, and spearheaded by 
senior level leadership will set us up for 
a success in achieving all our goals.

INCLUSION FIRST TOUCHPOINTS

How we optimize our D&I strategy

• Highlight 
responsibility 
via social 
media

• Inclusive 
marketing 
strategies

• Community 
outreach

• Inclusive 
recruitment 
strategies

• Recruitment 
panels

• Nameless 
resumes

• Tapping into 
alternate 
sourcing 
streams

• Inclusive 
orientation

• Immersive 
engagement 
strategies

• Collaboration 
encouraged 
across service 
streams

• Inclusive 
access

• How to lead 
with an 
inclusive 
mindset

• Intentional 
inclusion

• Bias-free 
succession 
planning

• Coaching and 
engagement

• Encouraging 
opportunities 
for people 
with a variety 
of skill sets

• 360 reviews

• “Stay 
conversations”

• Skip-level 
dialogues

• Employee 
engagement 
surveys

• Exit interviews 
through a D&I 
lens

• Including 
stakeholders 
to capture 
the employee 
experience

• Promotion 
of process 
to all exiting 
employees

Community 
Awareness Recruitment Onboarding Training Career 

Development Evaluations Off-Boarding
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Meet the Steering Councils

People Make Places
ISS has always been a people organization, working 
with a strong belief that great people and their wealth 
of perspectives and experiences, can and do make 
all the difference. We want to continue to create 
environments where diversity can thrive.

Moving forward, our D&I strategy will be explicit and 
deliberate, helping us to clearly embed the strategic 
principles of D&I into how we treat each other, our 
customers, our clients, and our community.

To enable this, we have been actively working 
to formalize our D&I policy, infrastructure, and 
implementation. We have created two D&I councils: a 
Steering Council and a General Council. The primary 
role of the councils is to connect D&I activities to our 
broader business-driven, results-oriented strategy.

Councils are a critical driver in fostering real 
organizational change, establishing a dedicated focus 
on D&I priorities, and helping to provide structure 
to our new D&I program. They provide platforms for 
ISS to oversee and assess the effectiveness of the 
D&I function and introduce reform when needed. 
Tapping a cross-section of thought leaders who 
represent the full breadth of functional expertise will 
help our organization clarify the meaning of D&I and 
its importance to our organization’s employees, as 
well as our overall culture and business strategy. 

Please take a minute to learn a little about our 
members below and why a strong Diversity and 
Inclusion culture at ISS is important to them. We 
would love to hear your thoughts too! You can send 
these to: diversity.inclusion@us.issworld.com.
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Craig Honig
Head of IFS Accounts, 
North America

“I am excited to be able to bring 
change and disruption to the 
Facilities Management industry. 
We need the fresh perspective 
and inclusion. We need to learn, 
mentor and educate not just our 
associates but the industry to 
create a fully inclusive workplace.”

Katrine Husum 
Jensen 
Head of People & 

Culture, North America
“A diverse mix of people, 
perspectives, and experiences lead 
to better discussions, innovative 
ideas, and better decisions. As the 
leader for P&C, I too am committed 
to integrating the principals of 
Diversity & Inclusion to help make us 
a better organization that truly has 
great People and a great Culture.” 

Susanne Jorgensen
North America CEO
“These are polarizing times 

for this country, but they also reveal 
many opportunities to come together 
for the common good. We see the 
momentum once we begin, and it is 
an exciting time to make a difference. 
I’m looking forward to collaborative 
sessions with the council to 
further implement the specifics of 
our strategy and harness the power 
of every unique individual that works 
for this company to move forward.“

Helene Kennan
Global Head of 
Food Programs

“Diversity and inclusion are important 
to me because everyone deserves 
a seat at the table, and everyone 
is essential. We all benefit when 
more voices are welcomed, and we 
build thought coalitions that create 
equanimity and thrive on mutual 
collaboration and respect. I am so 
encouraged by the conversations 
we are having in the workplace, 
learning to uncover and challenge 
limiting beliefs, and expand our 
understanding of each other. 
This results in more pathways 
for success for EVERYONE!”

Dan Ryan
Global Chief 
Commercial Officer

“My family and I have benefited 
enormously from our multi-cultural 
experiences living in Indonesia, the 
Middle East, Europe, and Hong Kong. 
Our home city now, San Francisco, 
prides itself on diversity and I couldn’t 
be more lucky to live here. Being 
more inclusive and engaging with our 
company workforce (and the diverse 
populations within), can produce that 
same experience. We have all these 
cultures and more, and many diverse 
groups in ISS today. We plan to better 
leverage the opportunities for our 
people and our customers to benefit 
from these unique demographics.”

Eric Stallworth
Head of D&I, 
North America

“I am excited to work with such a 
passionate and dedicated executive 
steering council. It is vitally 
important for an organization’s 
success in D&I to be modeled from 
the top. Equally impressive is the 
skill, passion, and creativity of the 
General Diversity Council. I look 
forward to the journey and couldn’t 
be prouder to work alongside such 
a diverse and capable team.”

John Sumner
General Counsel, 
North America

“One of the key reasons I joined 
ISS is the fact that it is a special 
company with a 120-year 
commitment to improving the lives 
of our employees and our clients’ 
employees. Our efforts to expand 
opportunity for everyone and build 
an ISS community of inclusion and 
equity for all embodies the ISS 
spirit and demonstrates how we 
value the unique contributions of 
everyone. We must ensure that 
opportunities to succeed and thrive 
are available to people with different 
backgrounds and experiences in 
order to achieve our purpose of 
connecting people and places to 
make the world work better. “

D&I Steering Council Members
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Kevin Andrade
Account Manager
I am passionate about 

D&I because they are essential 
to the development of a strong 
workplace culture that includes 
everyone. My passion for a 
strong workplace culture means 
embracing different perspectives 
and experiences and then using this 
knowledge to formulate the best 
possible solution. Working with a 
well-rounded and diverse team will 
make us stronger in all that we do.

Tom Bradshaw
Key Account Manager
D&I principles are 

a key element of a company’s 
ethos that must be leveraged 
as a tool to effectively augment 
the spirit of innovation in order 
to drive a competitive stance 
in the marketplace. Diversity of 
ideas, backgrounds, and thought 
processes can and will drive 
innovation. Innovation ensures 
consistent industry-specific 
leadership for our company.

Isela Cornejo
Food Service Manager
D&I is important to me 

because having people of different 
cultures and including them in 
various programs will build up 
confidence to provide a comfortable, 
supportive, inspiring atmosphere, 
and enable our teams to flourish.

Jennifer Faulkner
Tax Manager
I grew up in a military 

family. Diversity is all I’ve ever known 
and, as the “new kid” in 5 different 
schools over the course of 8 years, 
I learned very quickly that inclusion 
was the only way to navigate those 
changes. In college, I became one 
of the founding members to revive 
Xi Tau – the only sorority on campus 
that would accept anyone and 
everyone who wanted to be a part 
of the group. We had a membership 
that spanned all races, socioeconomic 
demographics, genders, and LGBTQ+. 
Throughout my career, I have 
continually seen that diversity helps 
to create new and interesting ideas, 
innovations, and methodologies. 
Inclusion is listening to and seriously 
considering these new ways of 
thinking. I believe everyone should 
feel valued no matter their role 
in a company, and am excited 
to be part of the D&I Council. 

Aldo Garza
Billing, Specialized 
Services

I feel passionate about D&I because 
a diverse and inclusive workplace 
is one that makes everyone, 
regardless of who they are or 
what they do for the business, feel 
equally involved and supported.

Claudia Gonzalez
District Manager, 
Specialized Services

D&I is important to me because 
I believe employees are more 
than just a headcount and that 
respecting the unique needs, 
perspectives, and potential of all 
us will result in more productive 
and committed team members.

Stacey James
Lead Control Center 
Receptionist 

Having migrated to the United 
States from St. Lucia as a teenager 
and adjusting to the American way 
a of life was a huge change for me. 
Often when I speak, I am questioned 
where I’m from because people can 
hear an accent. D&I is important 
to me because everyone is special 
in their own way. Hopefully being 
a part of this group we can bring 
awareness to some of these issues. 
We can possibly support resolution 
where every employee can feel 
comfortable to speak about issues 
important to them without being 
judged for expressing their opinions.

D&I Council Members
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Sophia Johnson
Client Solutions
Frontline workers are the 

true reflection of many companies, 
yet rarely do we see people that 
look like them in leadership roles. 
Playing my part in helping to develop, 
maintain, and live a company culture 
of inclusion is critical to me so that 
each coming generation, my children 
included, can experience equity. 
D&I is important because there is an 
intentional focus around ensuring 
that all employees are greeted with 
the same attitude and opportunities.

Austin Lacy
Senior Food Service 
Director

D&I is important to me on many 
different levels. Having an influencial 
voice in the workplace is essential for 
career satisfaction. Many employees 
feel that their voice cannot be heard 
and to be selected for this council 
is important to me. Taking pride in 
who I am and using my voice to help 
others is very exciting to me. I really 
believe in a team approach. When 
any team comes together to make 
decisions, it is important for all to 
feel involved and to have a higher 
sense of ownership. I am genuinely 
interested in what my colleagues and 
I can accomplish on this council to 
help drive the best results possible 
around D&I with ISS/Guckenheimer.

Michael Martinez
Internal Auditor
I am interested in the D&I 

Council as I feel it is important to set 
the precedent for the future. I have 
been fortunate to move around within 
the company and be promoted. To 
that point, it is important to note that 
others may not be afforded the same 
opportunity, so I must take advantage 
of my current situation and advocate 
for those that come from the same 
background. My purpose is not to pull 
up those that look like me, but to give 
all those around me an opportunity 
to excel and prove their abilities.

Dawn Meier
Director of Controlling
Being on the D&I 

Council means a lot to me. Helping 
develop a culture where our 
differences are celebrated and all 
employees feel recognized and 
validated is an incredible honor. 
I’m so excited to see the impact we 
can make on the organization!

Jon Montero
Transition Manager
I believe that as 

a company where people are 
our greatest resource, we have 
a responsibility to ensure our 
employees have equal opportunities 
and feel represented. We are 
stronger together when we are 
able to recognize and celebrate 
our diverse backgrounds.

Joseph Mullings
Content Writer & PMO 
I have a passion for 

D&I because I was raised to love 
myself and others. Having overcome 
the odds stacked against me 
and my peers, I want to be part 
of a virtuous circle that creates 
opportunities for learning that 
reshapes the way we think, feel, 
and behave around each other.

Rotondo Young
Supervisor
 As a retired military 

veteran, I have had the pleasure of 
personally witnessing individuals of 
different backgrounds, cultures, and 
genders work together to accomplish 
a mission. I also strongly believe that 
diverse and inclusive workplaces 
earn deeper trust and more 
commitment from junior employees, 
peers, and senior leadership.

D&I Council Members
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Get to know Susanne Jorgensen, 
North America CEO
Perspective on D&I

Why is D&I Important? 
As a Danish national and a woman in 
the role of CEO living in a place that 
is not traditionally my home, I am 
both intrigued and challenged by the 

scale and variety of D&I elements in North America. I 
consider myself well travelled having lived and worked in 
various countries, but there is nothing to take for granted 
when it comes to understanding the intrinsic cultural 
nuances that are integral to the workplace in any country. 

I think 2020 challenged us all to sit up and pay attention 
to how issues previously considered partisan, or not 
suitable for comment in the workplace, impact our 
people and their ability to be at their best when they turn 
up to serve our customers. And what a huge learning 
curve it’s been for everyone, both professionally and 
personally. For me, we couldn’t have invested in a Director 
for D&I at a more essential time in both the history of 
our company and especially in the United States. It’s only 
right that we question our assumptions of what we think 
we know and to take more time to listen to one another. 

The results from the research into the benefits 
of a diverse workforce, from the frontline to the 
executive table, have been “in” for several years. 
It’s very clear that the most diverse organizations 
are far more competitive and achieve 
better business results than ones that recruit 
people who supposedly “fit” the existing culture. 

Upbringing in Denmark 
We all draw on the experiences of our upbringing 
whether consciously or subconsciously. My 
upbringing, as well as my career, has enabled me to 
me to live in four countries. It was eye-opening for 
me when I first moved to the United States over 16 

years ago, to see the vast economic disparities in 
the United States by simply driving down along any 
major highway. It was clear that there was a great 
deal for me to understand; that it was possible in 
a land of such great promise and wealth, that 
despite hard work, people face a range of socio-
economic and historic factors creating barriers to 
upward social mobility. These barriers present us 
with both challenges and opportunities across our 
public institutions as well as in the business world. 

My parents worked in the civil service and I was 
raised with two important values I still model 
today: “Work hard and be honest and transparent 
with others.” I feel where we can make the most 
impact in D&I is in relation to being transparent 
and creating a dynamic workplace experience for 
everyone, where diversity is embraced, and inclusion 
permeates the way we operate at every level. 

What would you want your legacy to 
be regarded as it relates to D&I at ISS?
I strive to lead in a collaborative manner and I 
want my leadership to do the same with their own 
teams. To that end, I strive to be a role model for 
this. Our strength lies not in the power of our job 
titles or rank, but in our ability to make others feel 
comfortable enough to be vulnerable and share 
their skills and strengths with us. I want to support 
creating a diverse and inclusive culture at ISS across 
all parts of the organization. Everyone should have 
the permission to be themselves and our ISS culture 
should not just tolerate this- but encourage it.

Diversity and Inclusion is always 
a journey of understanding, 
no matter what your level.

—Susanne

“ “
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Highlights of Our Partnerships 
and Recent Events
Our Partnership Philosophy: 
We are actively engaging with our clients as 
well as other industry organizations in order to 
promote outreach as we expand our D&I efforts.

SHFM
(Society for Hospitality and Food Service Management)
During the COVID-19 crisis, ISS hosted a variety of virtual 
events including a recent SHFM panel event on how to 
elevate critical D&I topics for their “Conversations That 
Matter” webinar series. The sessions are designed to 
provide important context on timely issues including 
diversity and inclusion topics to encourage frank, 
solution-focused dialogue. A dynamic panel of workplace 
hospitality professionals shared their insights on the 
critical role diversity plays in recognizing the value 
of differences in eliminating systemic barriers to 
success. Capturing these generational viewpoints on 
creating a culture of inclusion and overcoming personal 
and organizational bias to succeed is important. 

We will continue to work with leading organizations 
in our industry and others to promote engagement, 
collaboration, and share best practices. We are 
also excited to share that Helene Kennan has been 
inducted in the Board of Directors to further enhance 
her advocacy and leadership role at SHFM.
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Genesys Works
Genesys Works is a college access and technology 
workforce development program that empowers 
high school seniors through classroom training and a 
year-long paid internship. Students use their program 
experience as a springboard into college and career 
success. Genesys Works continues working with students 
as they progress through college by providing support 
in applying for scholarships, additional internship 
opportunities, and more. Genesys Works served 
approximately 3,800 students in 2019, and program 
participants are graduating from college at a rate 3.5 
times higher than that of their peers. Additionally, 
40% of program gradates go on to pursue degrees in 
STEM education. The goal of Genesys Works is to break 
the cycle of poverty through access to the economic 
mainstream, all while building a more diverse workforce.

ISS joins the growing list of nationwide corporate 
partners that work with Genesys Works. This 
organization provides pathways to career success for 
high school students in underserved communities 
through skills training, meaningful work experiences, 
and impactful relationships. We have worked 
with Genesys Works to create a nationwide pilot 
program that may lead to potential opportunities 
for participants to learn about the culinary arts 
and work at one of our many client sites across the 
country. Our successful partnership will increase staff 
productivity, improve employee engagement at our 
client sites, and create employment and mentoring 
opportunities across a range of businesses.
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Recent Events

Caring Conversations 
We understand that tackling important areas of 
D&I might sometimes make us uncomfortable. But 
we also know that temporary discomfort is key to 
permanently improving our company at every level and 
across our workforce, workplace, and marketplace.

In the wake of the George Floyd’s death and ensuing 
worldwide protests, our North America CEO, Group CCO, 
Director of D&I met with over 45 of our employees in 
intimate sessions to listen to the various experiences of 
race and racism from the personal and professional lives 
of some of our people. Our Group CCO, Dan Ryan was 
able to share his vantage point based on his personal 
journey having lived in different countries around the 
world and raising his children largely outside of the 
United States. A variety of experiences from people of all 
racial backgrounds were shared as part of this process. 
It was amazing to see how this pivotal incident created 
a platform for conversation for people who have felt 
deeply about this subject but were never presented 
with an opportunity to share their perspectives.

Following these conversations, Dan addressed the 
incident in writing. Steeped in the dialogue with ISS 
colleagues, he showed solidarity with ISS employees 
on a subject which has never been discussed in 
our workplace so explicitly by leadership. This 
simple gesture alone elicited replies and remarks 
of gratitude from across ISS and help set the tone 
for the development of our D&I strategy.

Conscious Inclusion: 
Unconscious Bias Seminars
How do we begin to recognize and manage our 
unconscious biases? Our brains are wired and pre-wired. 
It helps us to move safely and efficiently throughout 
our lives, but these naturally occurring mental defaults 
can often prevent us from making objective bias-free 
decisions. This workshop is designed to help illuminate 
our blind spots. It will also help us to recognize when 
situations might create a biased result, allowing us 
to make more informed and productive decisions 
about our most important ISS asset: Our people.

Eric Stallworth led over 10 Unconscious Bias 
Seminars reaching over 400 employees. 
We will continue to expand the reach of this 
important training into 2021 and beyond.
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