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Our commitment

We deliver services to governments, serve the public and help to protect 
national interests. As a provider of public services we are committed to 
operate with a public service ethos and recognise our responsibilities.

Our commitment to corporate responsibility recognises evolving political and economic landscapes, 
public expectations, our broader impact as a company and how all of these align to the outcomes 
our customers seek to achieve. 

In 2015-2016, we refreshed our Group strategy, clarified our purpose and established the new 
Corporate Responsibility Committee of the Board. In 2017, we have continued the refresh of  
our corporate responsibility agenda through development of a new corporate responsibility 
framework, to better reflect our strategy and the manner in which we conduct our business.

A good deal of care has been taken in the formulation of our framework and the elements addressed 
within it. We have structured it around our key stakeholders – underpinned by our Values, purpose 
and public service ethos – focusing in particular on how we work to add sustainable value whilst 
delivering their requirements with accountability and transparency.

The framework defines our principal areas of responsibility and will help to guide future practice and 
behaviour whilst facilitating measurement of our performance, supporting us in our efforts to:

• set exemplary standards in public service delivery;

• execute brilliantly to deliver our stakeholders’ expectations; 

• meet or exceed the outcomes our customers seek to achieve;

• uphold relevant laws and regulatory requirements;

• honour our relationships with our internal and external stakeholders; and

• manage our impact upon the environment and the economies and communities in which  
 we operate.

It will form a foundation for enhancing how we conduct our business for years to come. 

We have begun to embed the framework in our approach. We will continue to focus on this in 
2018 as well as examining stakeholder priorities and expectations across our principal areas of 
responsibility in greater detail. We will also explore opportunities for richer corporate responsibility 
performance measurement.

For now, we share here a summary of our approach to managing corporate responsibility –  
of how we have delivered our public services and lived the principles recognised within the 
framework – along with our progress and performance in 2017.

We have continued to build momentum in long-term objectives for sustainable improvement – 
consolidating progress and maintaining our key strategies. At the same time, however,  
we recognise enduring challenges that, whilst not exclusive to Serco, are high priority  
issues for our business and customers. 

Mike Clasper CBE
Senior Independent 
Director and Non-
Executive Director 

Chair, Corporate 
Responsibility Committee
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For example: 

•  we continue seeking to safeguard our people and service beneficiaries whilst ensuring that we 
learn and move forward meaningfully from every experience; this includes building our health 
and safety influence across the broader context of our operations and – where applicable – 
confronting developing trends in violence and aggression with care and innovation; and

•  we continue striving to strengthen gender balance at all levels of our organisation, which 
includes creating the conditions and catalysts for a more diverse and inclusive talent pipeline.

We cannot claim to have met our expectations of progress in all areas, particularly where shifting 
climates, pressures and other causal factors remain beyond our control, but we firmly believe we can 
do better, and will continue our resistance of complacency and relentless pursuit of improvement.

Our commitment
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About Serco

What we do, and how we do it
Serco delivers services to governments and other institutions who serve the public or protect vital national 
interests.

We deliver services through people, supported by effective processes, technology and skilled management. 
Our customers define what outcomes or services they need to deliver, and we develop new and more 
effective ways to deliver them. We deliver innovative solutions to some of the most complex challenges facing 
governments, bringing our experience, capability and scale to deliver the service standards, cost efficiencies 
and policy outcomes governments want. In this way we make a positive difference to the lives of millions of 
people around the world, and help keep nations safe.

Our core sectors
Our business is focused across five core sectors and four geographies, with 
revenue in 2017 (including share of joint ventures and associates) of £3,310m

Defence Transport
Justice & 

Immigration
Health Citizen Services

£973m
29%

£559m
17%

£559m
17%

£348m
11%

£871m
26%

Base and 
operational 

support
Engineering, 
management 

and information 
services

Maritime services

Custodial 
services

Immigration 
detention 
services

Detainee 
transport and 

monitoring

Rail and ferries
Road traffic 

management
Air traffic control

Contact centres 
and case 

management
Middle and back 
office services; IT 

services
Employment and 

skills services

Non-clinical 
support services

Patient 
administration 

and contact

Key Services

Our purpose
Our purpose at Serco is to be a trusted partner of governments, delivering superb public services that 
transform outcomes and make a positive difference for our fellow citizens. 
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Americas 

£688m
21%

UK & Europe 

£1,685m
51% Middle East 

£352m
11%

Asia Pacific 

£585m
18%

Revenue in 2017 (including share of joint ventures and associates).

About Serco

Winning good 
business

Executing brilliantly
Being a place 

people are proud  
to work

Being profitable and 
sustainable

Our geographical footprint

Our method
The method we use to deliver our ambition is to concentrate on doing four things really well. These are the 
things we want Serco to be famous for:

We try to make sure that everything we do improves our performance against one or more of these 
objectives, and start from a position where we know we can do much better. We can improve the way we bid 
and manage contracts; develop innovative propositions; measure performance; reduce the cost and improve 
the quality of our administrative systems and processes. None of these come easily or quickly, and we need to 
steer a tricky course between the urgent need to reduce our costs in line with reduced revenues in the short 
term and investing in systems and processes that will produce sustainable benefits in the long term.

Our deliverables
We consider the tangible evidence of our success or otherwise can be measured in the three key planned 
outcomes of our strategy:

Trading margin
~5–6%

Employee engagement 
>60% and increasing

Revenue growth  
~5–7%

Our ambition
Our ambition is to be considered the best-managed business in our sector. Since our success in delivering 
is almost entirely dependent on people, we believe that such an ambition is a worthy and value-creating 
aspiration, and one that we can use to inspire our management teams and customers.
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Our corporate responsibility framework

Our corporate responsibility (CR) framework is structured around: 

Our Values: Our Values shape the way everyone in Serco works 
and behaves.

Behaving with integrity and treating people with respect: We 
operate morally and ethically, with respect for human rights.

Our customers: We are driven by our public service ethos to 
help our customers create positive outcomes for society.

Our people: We are committed to enabling the development, 
wellbeing and safety of our people. 

Our world: We are responsible in how we impact the 
communities, economies and environments in which we 
operate.

Our owners: We are determined to protect our shareholders’ 
interests and create long-term, sustainable value for them.

Public service: Everything we do is motivated by our desire to 
be a trusted partner of governments, delivering superb public  
services that transform outcomes and make a positive 
difference for our fellow citizens.
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Our key responsibilities are recognised within our business strategy, for which the Serco plc Board has 
ultimate responsibility. Specific matters reserved for the Board include health and safety and the Group’s 
Values, culture and ethical direction. The Board has established a Corporate Responsibility Committee (CRC) 
which focuses in four areas: health and safety, people, ethics and our corporate responsibility framework.

Mike Clasper is Board sponsor for CR and chairs the CRC, reporting activity to the Board and raising specific 
issues for consideration and action. Overseeing our approach to all aspects of CR, it met four times in 2017 to 
review progress and performance across the framework.

Members of the CRC are responsible for promoting our approach to CR and its effective implementation 
across the Group. This is agreed with the Executive Committee, which oversees its implementation.

Elements within the CR framework have designated Group Leads, responsible for engaging with Divisional 
Chief Executive Officers (CEOs) to develop strategy, objectives and performance indicators, and monitoring 
and reporting performance to the Executive Committee and CRC.

Each Divisional Executive Management Team (EMT) incorporates appropriate elements into their operational 
and strategic plans. Delivery and performance are reported to Divisional EMTs and Group Leads for review, 
consolidation and Group reporting.

Meetings of the Committee are normally attended by the Group General Counsel and Company Secretary, 
the Director, Business Compliance and Ethics, and the Managing Director, Group Operations.

2017 scheduled committee meetings Attendance (eligibility)
 
Chairman
Mike Clasper 4(4)

 
Committee members
Sir Roy Gardner 4(4)
Ian El-Mokadem1 2(2)
Angie Risley2 2(2)
Kirsty Bashforth3 2(2)
Edward J. Casey Jr4 4(4)

Corporate Responsibility Committee membership and attendees
The Committee is comprised of both Executive and Non-Executive Directors.

1  Ian El-Mokadem was appointed to the Committee on 1 July 2017.

2  Angie Risley resigned from the Committee on 15 September 2017.

3  Kirsty Bashforth was appointed to the Committee on 15 September 2017.

4  Edward Casey resigned from the Committee on 31 December 2017.

Our corporate responsibility governance
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Activities of the Corporate Responsibility Committee during 2017
During the year, the Committee’s key activities included:

•   Changes to Committee membership – The Committee concluded the search for Non-Executive Directors 
in 2017; Ian El-Mokadem was appointed to the Committee on 1 July 2017 and Kirsty Bashforth was 
subsequently appointed to the Committee on 15 September 2017, following the resignation of Angie 
Risley;

•  The Committee reviewed and updated the CR framework to ensure it reflected the Group’s public purpose 
and responsibilities;

•  Health and Safety performance – the Committee considered the Group’s Health and Safety performance 
and reviewed health, safety and environment (HSE) reports at each of its meetings. This included lessons 
learnt and action plans from particular incidents, an overview of HSE governance and oversight and 
specific initiatives to drive continuous improvement such as zero harm week, safety culture assessment and 
‘just culture’;

•  HSE Deep Dives – a series of deep analysis in the following areas: serious physical assaults, with a 
particular focus on UK Justice & Immigration; rail safety, the management of Saudi Arabia Railways where 
operations had expanded from running freight trains to running passenger trains; and aviation safety with a 
particular focus on operations within our FAA contracts in the US;

•  Ethics and Speak Up activities and performance – the Committee reviewed reports detailing trends, 
resolution times, investigation outcomes, lessons learnt and implementation of the third party due 
diligence process. In addition, the Committee also considered the outcomes from the UK Anti-Bribery and 
Corruption toolkit and the Gifts and Hospitality and Conflicts of Interest registers;

•  Corporate Renewal Programme – the Committee continued to review and progress its Corporate Renewal 
Programme including: the findings of the annual SMS self-assessment process; implementation and 
findings from compliance assurance; and ongoing contract management performance and reporting;

•  Received a briefing on the Culture Index included within the Viewpoint engagement survey to monitor the 
ongoing culture of the Group; and

•  Anti-Bribery and Corruption – the Committee reviewed the Anti-Bribery and Corruption procedures across 
the Middle East and UK & Europe Divisions.

Performance review
During the year, the Committee was assessed as part of the Board’s annual effectiveness review. Following 
that review, the Committee concluded that the Committee was performing effectively. However, it was felt 
that the Committee should review the content of its annual training programme, continue to consider the 
remit of the Committee and re-consider the format in which updates are provided to the Board following 
Committee meetings.

Corporate responsibility governance
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Our Serco Management System
The Serco Management System (SMS) is our management framework. It describes how we do 
business and defines the rules governing how we operate, behave and deliver our strategy, including 
all areas covered by our CR framework.

At the heart of the SMS are 16 Group policy statements and 23 Group standards. Group policies are 
owned by Group Functional Directors, signed by the Group Chief Executive and approved by the plc 
Board. They define our strategic commitments and apply across the Group. 

Group standards reflect our Values and define the minimum standards we must achieve, focusing on 
mandatory requirements applicable across the Group.

Group, Country, Divisional and Local operating procedures build on these foundations within the 
SMS, providing direction on how to achieve mandatory requirements and comply with relevant laws 
and regulations in the countries where we operate. Operating procedures are sensitive to local 
customs, traditions and cultures. All elements of the SMS are subject to a schedule of regular review, 
ensuring they meet our needs and are up-to-date, relevant and appropriate.

In 2017, a new Privacy policy statement and new Group Standards for Insurance, Human Rights and 
Information and Data Privacy were published and the Insider Information and Share Dealing Standard 
was replaced with a more detailed Group Standard Operating Procedure and Share Dealing Code.

Employee and manager responsibilities regarding SMS compliance are clearly defined and all 
employees complete appropriate SMS, Code of Conduct and Values training on joining Serco and 
periodically during their time with Serco. Our Group Consequence Management Standard defines 
how instances of non-compliance are managed.

To provide management assurance, a ‘three lines of defence’ model has been implemented to test 
business compliance. Each level of assurance informs our risk management process and the delivery 
of local, regional and Group improvements.

1st line of defence:
At an operational level, local controls are implemented to ensure customer, legal and regulatory 
requirements are met. In addition, an annual SMS self-assessment process is undertaken across the 
Group which helps managers increase their understanding of SMS requirements and improve 
compliance with SMS controls by completing actions for any areas of non-compliance identified.

2nd line of defence:
A programme of Division-led retrospective compliance assurance reviews test compliance with SMS 
controls and risk management processes. Reviews against the SMS are carried out at contract, 
Business Unit and Divisional levels.

3rd line of defence:
Internal Audit provides independent review (sometimes delivered by independent external parties) of 
the design and operating effectiveness of our controls. External Audit is also used to test control 
effectiveness in areas of the business where there is a customer or legal requirement.

Our Serco Management System  
and Code of Conduct



11Serco Group plc Corporate Responsibility Report 2017

Our Serco Management System and Code of Conduct

Our Code of Conduct
Our Code of Conduct helps us to drive continuous and consistent responsibility and behaviours 
across our organisation. Based on our Values it forms part of the SMS, clearly and concisely defining 
our expectations of operational and behavioural compliance.

Our Code applies to everyone who works for and on behalf of Serco, regardless of role, location and 
background, and confirms what they can expect of us as well as what we expect of them. 
 
All Serco employees are expected to know, use and live our Code.

To support them, we:

•  provide a working environment where our Code and Values are actively supported;

•  do our best to make sure everyone who works for or with us understands and complies with our 
Code;

•  encourage everyone to seek help and advice if they are unsure about what to do or concerned 
that our Code is being violated;

•  provide confidential resources for everyone to get advice or report Code violations;

•  support and protect anyone who reports a violation or helps an investigation, and make certain 
there is no retaliation of any kind against them;

•  deal effectively with any concerns about conduct;

•  only work with customers and third parties who share our ethical standards;

•  put improvements into place quickly after we have identified them; and

•  remedy any wrongdoing we have identified as soon as possible.

This year we have reviewed and updated our Code. Key changes include: reflecting our position 
regarding human rights, in particular human trafficking and slavery; adding detail on the importance 
of personal security; and communicating improved means of reporting issues through our enhanced 
online Speak Up portal and case management system, including the facility to ask questions and for 
managers to capture issues they have managed locally. These changes have been fed into an update 
of our Supplier Code of Conduct.

We have also added a behaviours section to support our Values, enabling employees, people 
managers and leaders to better understand the behaviours expected of them.

Our publically accessible Code of Conduct has been refreshed, rebranded and embedded in our 
corporate website, www.serco.com/code

In 2018, we will develop a condensed code for temporary workers. 



Serco Group plc Corporate Responsibility Report 2017

Serco corporate  
responsibility report 2017
Our values



13Serco Group plc Corporate Responsibility Report 2017

Our values

First, foremost and without exception, Serco will live by its Values
Our culture is based on a set of four values - Trust, Care, Innovation and Pride – that shape  
our individual behaviours and hence the way the company behaves. They help to ensure  
we are all working from a commonly understood base that can be consistently applied  
cross our organisation.

Our Values need to be lived every day, used to help us work through any challenges we may 
face and help us recognise and celebrate our achievements. They guide us in our dealings with 
colleagues, customers, suppliers, partners, shareholders and the communities we serve. 

It is important that we hold ourselves and others accountable for our Values every day and have 
defined a set of behaviours that are expected from all of us. They describe how our behaviours 
bring Serco’s Values to life.

Embedding our refreshed Values and monitoring our culture
Following the refresh of our Values in 2016, we have continued to embed them in our ways of 
working and the business consciousness.

Our Divisions have driven the Values through local and regional initiatives, including alignment  
to Divisional engagement, recognition and corporate responsibility activity.

From a Group perspective, the Values are being incorporated into the Serco Management System, 
our Code of Conduct and all existing channels, publications and resources. For example:

•  Our annual employee engagement survey, Viewpoint, and our premier programme of 
employee recognition, the Pulse Awards, are now aligned to our Values, enabling us to measure 
values-based engagement and celebrate values-based behaviour.

•  Our Values are now integrated into our Code of Conduct, Leadership Model and annual 
Performance and Development Review process, enabling us to clearly define our expectations 
of values-based behaviour and ensure they are met. Our bonus payment ‘Values gate’ enables 
us to reward performance aligned to our Values.

•  Our Values are also being incorporated into our approach to recruitment, enabling us  
to recruit people who share our desire to make a positive difference and have the capacity  
and commitment to deliver the services our customers expect.

Alongside our ‘Speak Up’ whistleblowing process, these elements also enable us to regularly 
assess and reinforce our culture, as defined by our Values. Our Viewpoint Culture Index comprises 
engagement levels for each of the four Values and provides insight into our culture as perceived 
by our people (covering ethics, integrity and diversity and inclusion).

Culture Index results inform annual engagement action planning while we continue integrating our 
Values into our internal processes. www.serco.com/values.
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What behaving with integrity and treating people with respect means to us
Across all our regions, we aim to meet the high moral and ethical 
standards we have set ourselves, within the bounds of expected individual 
and corporate behaviour, with regard for relevant laws and regulatory 
requirements, with sensitivity to local cultures and with the utmost respect 
for human rights.

Our policy and commitment
Our commitment to business ethics and human rights is defined within our Business Conduct and 
Ethics Policy Statement, supporting standards and related operating procedures. We publish an 
annual Modern Slavery Statement on www.serco.com/slaverystatement.

In summary, we:

•  have zero tolerance for any form of corrupt behaviour or activity that breaks any law relating to 
human rights, either directly or indirectly, anywhere in the world;

•  recognise our obligations under the UK Modern Slavery Act 2015 and will not engage in any form 
of human trafficking or use forced, bonded, illegal or child labour, nor knowingly work with anyone 
who does;

•  use international human rights standards as a framework to assess, monitor, mitigate and remedy 
any actual or potential adverse human rights impacts (AHRIs) that may affect our business;

•  provide guidance and support to all employees to help them identify, manage and respond to any 
risk or issue;

•  maintain confidential reporting resources for anyone concerned about violations of our Values, 
policies or Code, whilst ensuring there is no need for them to fear the consequences of doing so; 
and strive to

•  record and report information about our business accurately, honestly and transparently.

Key components in our governance
•  Our Corporate Responsibility Committee (CRC) provides formal oversight of business ethics 

and human rights strategy and performance against agreed objectives and targets. The CRC, 
Executive Committee and Divisional Executive Management Teams (EMTs) review quarterly 
operational and strategic performance reports.

•  Our Group Business Compliance and Ethics Lead is responsible for developing and maintaining 
associated policy and governance, and chairs the Group Ethics Oversight Committee (including 
Divisional Ethics Leads), which meets regularly to discuss strategic and operational performance 
and share best practice.

•  Divisional EMTs are responsible for appropriate Divisional adherence to policy and standards and 
managing associated risks, while Divisional Ethics Leads are responsible for implementing policy 
and governance across the Division.

•  Depending on the context and scale of any ethical dilemmas or suspected AHRIs, our position will 
be determined by Divisional EMTs, the Executive Committee, Investment Committee or  
plc Board.

Behaving with integrity and treating people 
with respect
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•  Our Business Lifecycle governance process ensures due diligence, review and oversight of related 
risks throughout bidding and operations.

•  Our human rights assessment and decision tree enables us to evaluate any AHRI caused or 
contributed to by our operations, or linked to them through our business partners and related 
third parties.

•  Our ‘Speak Up’ whistleblowing process is available to all employees, supported by an online case 
management system provided by an independent third party.

Our progress and performance in 2017
We have:

•  refreshed our human rights assessment and decision tree process, strengthening its coverage of 
slavery and human trafficking;

•  improved our Speak Up programme by implementing an enhanced case management system, 
provided as before by an independent third party, to make the system more accessible and easier 
to use;

•  refreshed mandated ethics and compliance training with a new suite of courses ready for 2018, 
including modern slavery;

•  updated our online gifts and hospitality register to enable approval as well as registration of items, 
helping to ensure compliance with the UK Bribery Act;

•  undertaken further reviews of anti-bribery and corruption (ABC) adequate procedures  
in our Divisions, completing UK & Europe, Middle East and Asia Pacific; and

•  piloted our new tool for assessing contract ABC adequate procedures in the UK.

Key performance indicators: 2016 2017
 
Viewpoint Ethics and Integrity Index 69% 69%

Upheld cases of corrupt behaviour 0 0

Upheld cases of human rights violations 0 0

Upheld Speak Up cases 48% 43%

For additional data and performance commentary, see: Corporate responsibility KPIs (page 59) 

 
Our next steps
We will:

• complete our review of ABC adequate procedures in our Divisions (Americas);

•  apply elements of the UK ABC assessment toolkit across other Divisions to drive benefit  
and value; and

•  continue working to increase employee trust in the Speak Up process.

For items relating to fair competition and conflicts of interest, see: Fair competition (page 44) 
For items relating to third parties, see: Responsible relationships (page 46)

Behaving with integrity and treating people with respect 
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Duty of care

What duty of care means to us
At the heart of the design and delivery of our services, we place the 
health, safety and wellbeing of our service users and citizens.

Our policy and commitment
Our commitment is defined across our policy framework, principally our Policy Statements on:  
Business Conduct and Ethics; Business Development; Governance; Health, Safety and 
Environment; Operations; People; and Quality, as well as supporting standards and related 
operating procedures.

In summary, we strive to:

•  prioritise, protect and promote the health, safety and wellbeing of the recipients of our services, 
whether they are those for whom we are directly responsible, such as individuals in our prisons 
or travelling on our transport, or those who are the direct beneficiaries of our services, such as 
patients in the hospitals that we clean;

•  design and deliver services in ways that focus on the needs and experiences of service 
users and enable and enhance service-related outcomes, including the provision of service 
environments, equipment and employees that are conducive and contribute to these 
imperatives;

•  ensure that service users are treated at all times with consideration, courtesy, compassion and 
respect, and that every provision and interaction exemplifies our value of Care, helping us 
make a positive difference, including the maintenance of feedback channels to enable effective 
identification of and response to risks and improvement opportunities; and

•  identify and assess risks to our service users that arise from our activities and services, 
investigating incidents and monitoring performance and systems – regularly reviewing,  
learning and identifying opportunities for continual improvement.

Key components in our governance
Our commitment to duty of care benefits from the governance in place across other areas of our 
corporate responsibility (CR) framework. 

For example:

•  ensuring we deliver all contracted duty of care requirements is part of our commitment  
and approach to quality service delivery (page 20);

•  ensuring the health and safety of our service users is part of our commitment and approach  
to safe and healthy operations (page 29);

•  ensuring we treat service users with utmost respect for their human rights and to a high moral 
standard is part of our commitment and approach to behaving with integrity and treating 
people with respect (page 14); and

•  the materiality of service user health, safety and wellbeing is recognised in our principal risks, 
‘failure to act with integrity’ and ‘catastrophic incident’. Mitigating these risks effectively is part 
of our commitment and approach to duty of care. See: Managed risk (page 56)
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In addition:

•  Divisional Business Lifecycle Review Teams help to ensure our commitment to duty of care is 
complied with at all stages of our Business Lifecycle, including solution design, implementation 
and operation.

•  Our Corporate Investigations Group Standard Operating Procedure sets out the standards and 
approach to be taken when investigating serious incidents and allegations, including those 
involving or reported by service users.

•  Our value of Care is integrated into our Code of Conduct, Leadership Model and annual 
Performance and Development Review process, enabling us to define our expectations  
of caring behaviour and helping to ensure these are met.

Our progress and performance in 2017
Specific duty of care objectives are defined, managed and delivered at contract level, and monitored 
by relevant Business Units. More broadly, our commitment to duty of care informs Divisional and 
sector-specific business strategies, overseen by Divisional Executive Management Teams and/or our 
Sector Centres of Excellence (CoEs).

It is also a defining factor for activity across our CR framework, for example:

•  improving our Speak Up system makes it easier for employees to report potential risks to service 
users; and

•  improving the engagement levels of service-user-facing employees contributes to a better 
experience for service users.

Our employee engagement survey helps us to measure employee understanding of our value of 
Care, and the extent to which they believe it is lived in the organisation. In 2017, our employee 
engagement Care score increased to 64% from 63% in 2016.

Our next steps
We will:

•  continue to support our contracts, Divisions and CoEs in delivering all objectives relating to 
duty of care, directly or indirectly; and

• explore opportunities to measure and report our duty of care performance at a Group level. 

Duty of care 

Our CR in action
To find out more about how we fulfil our responsibility for the health, safety and 
wellbeing of service users, go to www.serco.com/duty of care
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Quality service delivery

What quality service delivery means to us
We draw on our international best practice, cross-sector experience and our 
ability to innovate in order to help governments raise standards of public 
service. 

Our policy and commitment
Providing reliable and high quality products and services that meet customer and service user needs 
is important to us. To the best of our abilities, aligned to helping customers achieve value for money, 
we seek to deliver services that are as high quality as possible and subject to appropriate focus on 
continuous improvement.

Our commitment is defined across our policy framework, principally our Policy Statements on 
Operations and Quality, as well as supporting standards and related operating procedures. 

In summary, we strive to:

• employ an experienced, knowledgeable and well-trained frontline workforce;

• deploy quality systems that deliver excellent service usability for our end users;

•  work closely with our customers to anticipate, understand and review current and future needs and 
policy environments;

•  enable quick and proactive innovation through deployment of our Centres of Excellence (CoEs), 
test new ways of doing things and improve continuously throughout the lifetime of our contracts;

•  transfer international and cross-sector best practice and experience to scale and customise our 
solutions;

•  invest in research and design thinking by utilising Experience Labs to deliver services that are 
citizen-centred and outcome-focused; and

•  attract, develop and retain expert and empowered people from across the globe.

Key components in our governance
High quality services are delivered through good management and improved on through consistent 
research and evaluation.

In summary, we:

•  embed appropriate management systems, designed in line with ISO 9001, that enable quality to 
be assessed and managed to drive and demonstrate continual improvement in line with customer 
needs and expectations;

•  deliver certification to appropriate industry standards;

•  conduct formal monthly reviews of contracts and projects, held by Divisional Executive 
Management Teams, which ensure monitoring and reporting of performance against  
contract obligations;

•  hold regular meetings with customers, including contract performance reviews; and

•  collate annual feedback from our customers on the quality of our services and deploy this insight 
to drive continual improvement.
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Our progress and performance in 2017

We have:

•  continued to develop our leaders across the business through the Oxford Management 
Programme – a further 118 of our global management population have completed the 
programme in 2017, bringing the cumulative total to 208;

•  further developed our CoEs in Justice & Immigration, Healthcare and Transport to help us to build 
differentiated capabilities, strengthen our sector propositions and maximise the benefits of our 
cross-regional experience; and

•  developed a new strategy for re-establishing the Serco Institute, which will be deployed to provide 
research for the improvement of public services. 

Our next steps
We will:

•  launch the Serco Institute to operate at full capability to develop thought leadership and 
innovation in response to the challenges faced by our customers;

•  continue to invest in the testing and trialling of new pilots across our service lines to improve 
the quality of our services; and

•  explore opportunities to measure and report our quality service delivery performance at a 
Group level.

Quality service delivery

Our CR in action
To find out more about how we fulfil our responsibility for helping governments 
raise public service standards, go to www.serco.com/qualityservicedelivery
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Social outcomes

What social outcomes means to us 
We aim to enhance social outcomes by designing and delivering frontline 
public services that make a real difference to people’s lives. 

Our policy and commitment
We believe that the provision of public services around the world – for us, for our customers and for 
society – requires commitment to a social as well as a commercial contract.

We recognise a responsibility for delivering services that enable the achievement of positive 
outcomes for society, whether achieved for those directly experiencing our services, such as prisoners 
in our care, or through the indirect benefits of our services, such as citizens in general who benefit 
from our contribution to reduction of reoffending.

Our commitment is defined across our policy framework, principally our Policy Statements on 
Business Development, Operations and Quality as well as supporting standards and related 
operating procedures.

In summary, we strive to:

•  maintain our public service ethos and aspiration to do the best for citizens, not just for our 
customers;

•  regularly communicate and embed our Values throughout the organisation;

•  research, measure and improve our solutions so that they are citizen-centred, aligned to our 
commitment to quality service delivery; and

•  maintain a focus on delivering particularly complex and transformational services that are critical 
to the functioning of society.

Key components in our governance
To enhance social outcomes across the services we provide, we aim to continuously evaluate 
and improve their design and delivery. We do this through our robust governance process and 
standardised programme management framework that manages the lifecycle of our business from 
bid through transition and the operating period of a contract.

In summary, we: 

•  follow a governance framework and business development process that manages risk, enables 
transparent and well-informed decision-making, and facilitates delivery of value and social 
outcomes;

•  monitor service user and customer satisfaction levels; and

•  meet regularly with our customers to openly review our performance and enable continuous 
improvement.
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Our progress and performance in 2017
We have continued to enable the achievement of enhanced social outcomes through consistent 
and well-managed frontline services.

For example: 

•  Justice: We have helped to safeguard society and reduce reoffending through the provision  
of prison management, police support and prisoner escorting services.

•  Immigration: We have helped to protect borders and manage immigration through the 
provision of border control, detention centre and asylum seeker housing and welfare services.

•  Citizen Services: We have contributed to local community wellbeing through the provision  
of leisure facilities and waste management services.

•  Health: We have helped to enhance patient experiences and maintain safer environments  
in hospitals through the provision of facilities management services.

•  Defence: We have contributed to the protection of national and international security through 
the provision of critical support services to defence organisations.

•  Transport: We have helped to facilitate national travel, enabling local and regional economies 
and societies to function through the provision of air, sea, road and rail services.

Our next steps
We will:

•  seek to increase citizen involvement in the design of frontline services to enable their 
delivery in as user-friendly and self-serviced way as possible; 

•  put further focus on trialling, testing and experimenting with new approaches in the service 
environment; and

•  explore opportunities to measure and report our social outcomes performance  
at a Group level.

Social outcomes 

Our CR in action
To find out more about how we fulfil our responsibility for enhancing social 
outcomes, go to  www.serco.com/socialoutcomes
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Value for public money

What value for public money means to us
Along with quality of delivery, we aspire to greater efficiency in public 
services and in enabling governments to deliver better for less.

Our policy and commitment
We are committed to enabling governments to achieve the best value for money for the public 
services we deliver.

Our commitment is defined across our policy framework, principally our Policy Statements on 
Business Development and Operations as well as supporting standards and related operating 
procedures.

In summary, we strive to:

•  select and bid for opportunities where we can create the most value for our customers;

•  manage our business with commercial rigour;

•  regularly review our overheads and contract costs;

•  establish appropriate benchmarks for services within our sectors;

•  utilise our Centres of Excellence (CoEs) to identify cost effective innovation at the contract and 
corporate level;

•  fully utilise our economies of scale and our international, transferrable expertise;

•  measure, monitor and report on key supplier performance to drive a cost effective  
supply chain; and

•  maintain our public service ethos that drives us to deliver superb services.

Key components in our governance
We have a robust governance process and standardised programme management framework that 
manages the lifecycle of our business from bid through transition and through the operating period 
of a contract.

In summary, we:

•  apply principles of good programme and project management to all of our bids, sharing best 
practice and applying lessons learned;

•  fully apply operational expertise to business development decisions;

•  follow a governance framework and business development process that manages risk, uses 
resources effectively and enables transparent, robust and well-informed decision-making whilst 
maximising value;

•  balance innovation and our entrepreneurial spirit with robust risk management at all stages of 
business development, especially when entering new markets;

•  conduct Divisional Performance Reviews and Business Lifecycle Reviews of all contracts, held by 
Divisional Executive Management Teams;
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•  oversee and assess all aspects of operational, financial and strategic performance of contracts, 
held by Business Units within each Division; and

•  ensure the transition of contracts is effective, implementing agreed solutions and delivering 
agreed customer requirements.

Our progress and performance in 2017
Through 2017 we have continued to drive greater efficiency in our operating costs, including:

•  significant work undertaken on our operating model and overhead costs which should reap 
benefits, efficiencies and effectiveness in forthcoming years – merging our two UK oriented 
Divisions in 2017 was just the first step of this project;

•  progress made on developing refreshed strategies for procurement, digital and finance; and

•  renewing our focus on innovation through our CoEs to develop solutions, cement expertise  
and share best practice.

Our next steps
We will:

•  continue to drive efficiency through increased standardisation of processes, systems and 
elements of solutions;

•  continue the review of our operating model; and

•  explore opportunities to measure and report our value for public money performance  
at a Group level.

Value for public money 

Our CR in action
To find out more about how we fulfil our responsibility for greater efficiency in 
public services, go to www.serco.com/valueformoney
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Safe and healthy operations

What safe and healthy operations means to us
Our vision is zero harm. Wherever we work, we are committed to the 
promotion of wellbeing and the prevention of injury and ill health.

Our commitment
Our commitment is defined within our Health, Safety and Environment (HSE) Policy Statement, 
supporting standards and related operating procedures.

In summary, we strive to:

•  promote a ‘just’ health and safety culture based on active and caring leadership and mutual trust, 
innovation and pride;

•  actively encourage input from employees and others to build sustainable solutions, helping us 
make decisions based on a deep understanding of work conditions and constraints;

•  identify and assess the health and safety hazards, impacts and risks that arise from our activities 
and services, investigating incidents and monitoring performance and systems; and

•  regularly review, learn and identify opportunities for continual improvement.

Key components in our governance

•  Our Corporate Responsibility Committee (CRC) provides formal review and oversight of HSE 
strategy and performance against agreed objectives and targets. The CRC, Executive Committee 
and Divisional Executive Management Teams (EMTs) review quarterly operational and strategic 
HSE performance reports.

•  Our Group Business Compliance and Ethics Lead is responsible for developing and maintaining 
associated policy and governance, and chairs the HSE Oversight Group (including Divisional HSE 
Leads), which meets regularly to discuss strategic and operational HSE performance and share 
best practice.

•  Divisional EMTs are responsible for appropriate Divisional adherence to policy and standards and 
managing associated risks, while Divisional HSE Leads are responsible for implementing policy 
and governance across the Division. In addition, we have c.150 operational HSE leads across the 
business, advising on HSE issues whilst ensuring company policy and management systems are 
properly applied and aligned to business requirements.

•  Our annual compliance assurance and internal audit programmes cover health and safety, whilst 
regulatory audit and external certifications provide independent review and assurance.

 

Our progress and performance in 2017
We have:

•  reviewed our Group policy and strengthened supporting Group Standards with the definition of 
safety critical risks;

•  embedded Incident Management and Reporting standards to raise visibility of and improve 
consistency in related activity;

•  launched a significant review of safety-related risks in support of the Group principal risk, 
‘catastrophic incident’;
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•  continued to build our health and safety influence across the broader context of our operations, 
for example in Transport, where our experiences have intensified our resolve to help improve 
road safety in the United Arab Emirates (UAE) – not just for our people but for all UAE citizens – 
and strengthen our aviation safety oversight and sharing of best practice – not just regionally but 
internationally through a global aviation safety forum;

•  piloted the Health and Safety Laboratory (HSL) ‘Safety Climate’ tool in the UK to evaluate and 
benchmark our safety culture; and

•  run ‘Zero Harm Week’ across our Divisions in October in support of our Group objective to 
improve health and safety engagement by promoting a safety culture.

Key performance indicators: 2016 2017

Viewpoint Safety Index 73% 75%

Lost Time Incident Frequency Rate (per 1m hours worked) 4.98 3.93

Major Incident Frequency Rate (per 1m hours worked) 0.27 0.30

Physical Assault Frequency Rate (per 1m hours worked) 6.92 8.64

Serious Physical Assault Frequency Rate (per 1m hours worked) 0.93 1.40

For additional data and performance commentary, see: Corporate responsibility KPIs (page 59) 

Our next steps
We will:

•  develop a ‘just’ health and safety culture framework for adoption across the business  
and roll the HSL Safety Climate assessment tool out across all divisions;

•  complete a formal review of our online incident management tool, launched 2017,  
and work to improve reporting of ‘near miss’ incidents;

•  replicate the global aviation safety forum in other safety critical areas; and

•  continue to drive continuous safety improvement in the Divisions, appropriate to the safety risks 
of their operations. To monitor this, we have set reduction targets for 2018 based on our actual 
2017 performance – see Corporate responsibility KPIs (page 59) 

Create links

Safe and healthy operations 

Our CR in action
To find out more about how we are striving to deliver our vision of zero harm, go 
to  www.serco.com/safeandhealthy
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Employee engagement and development

What employee engagement and development means to us
We are committed to fostering professional development and positive 
working environments that enable our people to be highly engaged, 
capable, passionate about public service and motivated to achieve personal 
success.

Our policy and commitment
Our commitment is defined within our People Policy Statement, supporting standards and related 
operating procedures.

In summary, we strive to:

•  regularly review and improve levels of employee engagement and performance, including the 
development of employee skills to meet current and future business needs;

•  address any behaviour identified as negatively impacting employee engagement in line with our 
policies and procedures; and

•  provide relevant training and development where necessary to enable individuals to perform their 
duties within role.

Key components in our governance

•  The Group Chief Executive is responsible for our people objectives and ensuring our people 
strategy is reviewed annually. The plc Board validates the people strategy and receives quarterly 
reports on delivery across the Group.

•  The Group Human Resources Director (HRD) is responsible for people strategy design, 
management and execution, supported by an HRD Forum including Divisional HRDs,  
Group HR Centre of Expertise Directors and HR Share Services leadership.

•  The Group HR Centres of Expertise are responsible for policy, strategy and governance across the 
employee lifecycle, and the Talent Centre of Expertise is responsible for employee engagement 
and development policy and strategy, regularly convening a Global Talent Forum including 
Divisional Talent Leads.

•  Divisional Executive Management Teams are responsible for appropriate Divisional adherence 
to policy and standards, while Divisional HRDs are responsible for implementing policy, strategy 
and governance across the Division, supported by their Talent Leads in the case of employee 
engagement and development.

•  Role-related training is managed at the appropriate Divisional or Functional level.

The above also applies to: Inclusive workplace (page 35) 
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Our progress and performance in 2017
We have:

•  achieved improvements in overall employee engagement whilst incrementally strengthening 
priority engagement drivers identified by our 2016 results (connection to Serco, taking action on 
employee feedback, recognition and resources);

•  sustained momentum in building leadership engagement whilst focusing on our people 
managers, prioritising contract managers, and updated our survey and results configuration  
to improve analysis of their engagement levels and drivers;

•  rolled our ‘Engagement Insights’ tool out beyond our leadership population, enabling immediate 
feedback and support for all employees completing our survey online;

•  launched a Steering Committee to improve engagement across our Group Functions and 
Corporate Shared Services, chaired by the Group Chief Financial Officer (CFO); and

•  continued working to enhance and embed our core development programmes, including our 
Management Programme, designed in partnership with Oxford Saïd Business School to develop 
a cadre of managers aligned to driving our performance and strategy. A further 118 of our global 
management population have completed the programme in 2017, bringing the cumulative total  
to 208.

Key performance indicators: 2016 2017

Employee engagement 54% 56%

People manager engagement 62% 65%

Leadership engagement 72% 71%

Viewpoint Learning & Development Index 48% 49%

For additional data and performance commentary, see: Corporate responsibility KPIs (page 59)

Our next steps
We will continue working to improve levels of employee engagement, focusing on our priority 
engagement drivers as identified by our 2017 survey (see below). We improved across all of 
these areas in 2017, but recognise opportunities for further improvement in 2018.

• Connection to Serco

• Taking action on survey results

• Performance management

• Learning and development

• Recognition

Employee engagement and development 

Our CR in action
To find out more about how we enable our people to be highly engaged, capable 
and passionate about public service, go to  www.serco.com/engagement
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Inclusive workplace

What inclusive workplace means to us
Our business thrives because of our talented and diverse workforce, 
which we seek out, nurture and empower. We recognise, however, that we 
must continually challenge ourselves to ensure diversity and inclusion are 
embedded in our culture and ways of working.

Our policy and commitment
Our commitment is defined within our People Policy Statement, supporting standards and related 
operating procedures.

In summary, we strive to:

•  promote equality of opportunity and create an inclusive and enabling environment in which 
all our people are treated fairly and with respect, dignity and zero tolerance for any form of 
discrimination; and

•  proactively manage and regularly analyse the diversity of our workforce, seeking to attract, 
develop and retain employees from the broadest possible talent pool.

Key components in our governance
Our approach to Diversity and Inclusion (D&I) recognises that achievement of our overall goals needs 
to take account of business maturity, regional variations and local legislation. 

Implementation of our strategy therefore takes place at three levels:

•  Aligned to our People Strategy governance, Group sets policy and the broad framework to ensure 
consistency of approach, as well as providing clarity on key areas of focus through the Group 
Talent Centre of Expertise.

•  Divisional Executive Management Teams are responsible for appropriate Divisional adherence 
to policy and Group strategy, maintaining a Divisional D&I strategy aligned to the overall Group 
framework with priorities appropriate to their geographies, sectors, employee base and local 
legislation. Divisional Human Resources Directors (HRDs) are responsible for implementing policy, 
strategy and governance across the Division, supported by their D&I Leads. Progress is reported 
through normal business review and governance frameworks.

•  For some Business Units or contracts within a Division, a further level of focus is appropriate. This 
would be the case in businesses of a particular size, in particular geographies, or according to 
local customer specifications.

For our People Policy and Strategy governance, see also: Employee engagement and development  
(page 32)

Our progress and performance in 2017
Following the launch of our refreshed approach to D&I in Q4 2016, we have:

•  been establishing regular monitoring and reporting of progress and delivery of targets at each 
level (Group / Division / Business Unit or Contract), whilst continuing our work towards achieving a 
minimum of 25% females in leadership roles by 2020, focusing in particular on improving gender 
balance in senior recruitment and our talent pipeline;

•  established D&I as a standing agenda item for our Quarterly Talent Reviews (attended by the 
Group HRD and Divisional Chief Executives and HRDs), ensuring relevant actions are delivered 
and risks managed;
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•  incorporated D&I demographics into our employee engagement survey, as appropriate by 
Division, expanding options for gender identity, sexual orientation and disability;

•  developed and launched an Unconscious Bias e-learning programme; and

•  continued to introduce, build and promote Divisional councils, committees, working groups and 
networks in support of strategy delivery.

In the UK, we have completed preparations for reporting pay gap information annually from April 
2018, as required by the Equality Act 2010. We are committed to ensuring that all our employees 
are treated fairly, with dignity, and with an equality of opportunity throughout their careers with 
Serco. Measuring, understanding and reporting our Gender Pay Gap is a welcome and important 
step in this journey.

We have undertaken extensive analysis of what is behind our current median gender pay gap  
of 12.9% so that we can identify real opportunities to reduce this. This figure reflects the average 
paid to men and women across our UK businesses. It is not a comparison of pay rates for men 
and women doing work of equal value. The primary cause of the gender pay gap within Serco is 
the demography of our UK employee population, in which we currently have an imbalance in the 
number of men and women at the various levels within the organisational structure. We have fewer 
women than men in more senior positions and typically people in more senior positions receive the 
highest pay and bonus pay. This impacts the hourly pay and the bonus pay figures.

Complementing our strategic D&I focus on leadership gender, our analysis shows that an equal 
gender distribution at our manager level and above would reduce the overall pay gap below UK 
averages.

Key performance indicators: 2016 2017

- Viewpoint D&I Index 69% 70%

- Percentage of female Directors 22.2% 30.0%

- Percentage of female senior managers 17.1% 21.7%

- Percentage of female employees 41.9% 41.6%

For additional data and performance commentary, see: Corporate responsibility KPIs (page 59)

Our next steps
We will:

•  continue our work to improve the gender balance of our leadership team by attracting 
more women into senior roles, supporting their development and providing more career 
progression opportunities for women; 

•  develop our understanding of ethnicity as a strategic D&I focus in our different geographies; 
and

•  continue to deliver our Divisional D&I strategies, supported by central resources and sharing 
of best practice. 

Inclusive workplace 

Our CR in action
To find out more about how we seek out, nurture and empower a diverse 
workforce, go to www.serco.com/inclusive
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Contributing to communities

What contributing to communities means to us
Through our business operations we contribute to local employment, 
small-medium enterprises, communities and economies. Beyond this, 
we encourage, facilitate, and proactively drive community initiatives and 
charitable giving both from colleagues and from the Serco Foundation.

Our policy and commitment
We are committed to doing everything we can to make a positive difference to the communities 
and economies within which we operate. Our commitment is defined within our Operations Policy 
Statement, supporting standards and related operating procedures.

In summary, we strive to:

•  work closely with communities and partner effectively with local governments in order to best 
contribute to local economies;

•  employ people from the local community where possible;

•  ensure small firms, voluntary and community organisations, and social enterprises are actively 
encouraged to be members of Serco’s supply chain;

•  encourage, monitor and measure local employment and the role of local organisations in our 
supply chain; and

•  encourage and participate in charitable activity that aligns with our Values.

Key components in our governance
In summary, we:

•  utilise Assure, Serco’s compliance management system, to track corporate responsibility activities; 
and

•  follow our Community Investment Group Standard Operating Procedure.
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Our progress and performance in 2017: 
Our community activity is as diverse as our business, and managed locally. Our Divisions and 
individual contracts are best placed to understand the needs of the communities in which they 
operate, how these align with the aims of our customers and how they relate to our employees.

We have:

•  enabled and facilitated efforts in fundraising and support for local communities across our 
businesses through our Divisional sponsorship programmes (such as the ‘Serco Heart’ programme 
in Serco Americas and our ‘Community Sponsorship Program’ in Serco Asia Pacific) as well as other 
local partnerships with governments, social enterprises, charities and community representative 
bodies;

•  supported a variety of local and regional education and work experience initiatives across  
our businesses;

•  prioritised and facilitated recruitment from local communities where appropriate; and

•  sought to expand and enrich the diversity of our supplier base through engagement with  
small-medium enterprises where appropriate.

Additionally in 2017, we have been preparing to relaunch the independent Serco Foundation  
with a new strategy centred on deploying funds to charitable partners focused on innovation  
to improve public service outcomes for citizens.

Our next steps
We will:

•  expand the governance relating to community initiatives and charitable giving; and

•  relaunch the independent Serco Foundation and its new strategy.

Contributing to communities 

Our CR in action
To find out more about how we make a positive difference to the communities 
and economies where we operate, go to  www.serco.com/communities
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Protecting the environment

What protecting the environment means to us
We are committed to limiting the impact our operations have on the 
environment through more sustainable business practice.

Our policy and commitment
Our commitment is defined within our Health, Safety and Environment (HSE) Policy Statement, 
supporting standards and related operating procedures, aligned to the ISO14001:2015 standard on 
Environmental Management.

In summary, we strive to:

•  promote a commitment to the environment based on active and caring leadership and mutual 
trust, innovation and pride;

•  minimise adverse environmental impact through the implementation of environmental 
management systems that are proportional to each contract, aligned to customer specification 
and contractual requirements, and underpinned by our Group Standard Operating Procedure for 
Health, Safety and the Environment;

•  actively encourage input from employees and others to build sustainable solutions, helping us 
make decisions based on a deep understanding of work conditions and constraints;

•  identify and assess the environmental hazards, impacts and risks that arise from our activities and 
services, investigating incidents and monitoring performance and systems; and

•  regularly review, learn and identify opportunities for continual improvement.

Key components in our governance

•  Our Corporate Responsibility Committee (CRC) provides formal review and oversight of 
environmental strategy and performance against agreed objectives and targets. The CRC, 
Executive Committee and Divisional Executive Management Teams (EMTs) review operational and 
strategic HSE performance reports.

•  Our Group Business Compliance and Ethics Lead is responsible for developing and maintaining 
associated policy and governance, and chairs the HSE Oversight Group (including Divisional HSE 
Leads), which meets regularly to discuss strategic and operational HSE performance and share 
best practice.

•  Divisional EMTs are responsible for appropriate Divisional adherence to policy and standards and 
managing associated risks, while Divisional HSE Leads are responsible for implementing policy 
and governance across the Division. In addition, we have c.150 operational HSE leads, supported 
by a small team of Environment, Energy and Sustainability experts, advising on HSE issues whilst 
ensuring company policy and management systems are properly applied and aligned to business 
requirements.

•  Where we have direct control of environmental impacts, activities are managed locally, covering 
a wide range of initiatives focused on energy and fuel efficiency; greenhouse gas emissions; 
resource efficiency; waste hierarchy improvements; pollution prevention; supply chain; biodiversity 
and climate resilience.

 •  Across more than two thirds of our business we work on our customers’ premises and are not in 
direct control of environmental impacts. In such cases we work collaboratively with our customers, 
supporting them in applying their own environmental management systems and objectives.
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•  Our contract-level Planned General Inspections plus independent compliance assurance reviews 
and internal audit programmes provide comprehensive coverage of environmental issues.

•  We gain external independent review of performance via certification to the ISO14001:2015 
standard on Environmental Management in pertinent areas of our operations. We are also audited 
globally to the ISO14064-3:2006 standard on validation and verification of Greenhouse Gas 
assertions, providing assurance on our annual carbon reporting.

Our progress and performance in 2017 
We have:

•  benchmarked our approach to climate change via the globally-recognised annual Carbon 
Disclosure Project (CDP) climate change questionnaire, achieving a score of B (of all participating 
companies 23.3% scored A, 24.4% scored B and 52.3% scored C or D, while within our sector 22% 
scored A, 21.6% scored B and 56.4% scored C or D) – further information can be found on the CDP 
website, www.cdp.net/en;

•  undertaken an initial Scope 3 carbon emissions assessment to identify priority areas in our indirect 
carbon emissions; and

•  investigated the Science Based Target methodology to inform our future carbon target setting.

Key performance indicators: 2016 2017

Carbon dioxide equivalent (tonnes CO2e) Scope 1: 
Combustion of fuels and operation of facilities 182,819 174,289

 109,064 79,366

  

tCO2e Scope 2: Grid electricity purchased for own use

Scope 1+2 carbon emissions intensity
(Total Group tCO2e/FTE)  5.98 5.56

 
For additional data and performance commentary, see: Corporate responsibility KPIs (page 59) 

Our next steps
We will finalise development of a new environmental strategy to consolidate performance to 
date and refocus our activities to address priority environmental issues by taking a broader 
lifecycle approach to our environmental impacts.

Protecting the environment

Our CR in action
To find out more about how we are striving to limit our impact on the 
environment, go to www.serco.com/environment
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Fair competition

What fair competition means to us
We compete legally, fairly and ethically, making sure we promote 
competition in business, protect our customers’ interests and avoid 
situations that may, or may appear to, create a conflict of interest.

Our policy and commitment
Our commitment to fair competition is defined within our Business Conduct and Ethics Policy 
Statement, supporting standards and related operating procedures.

In summary, we strive to:

•  ensure we do not abuse any dominant market position we may have, obtain competitive 
intelligence through improper means, or enter into any agreements, arrangements or concerted 
business practices which appreciably prevent, restrict or distort competition; and

•  engage with competitors and trade associations with appropriate caution.

Key components in our governance

•  Our Business Lifecycle defines the governance process we must apply to achieve commercial 
rigour – managing risk and enabling transparent and well-informed decision-making. The lifecycle 
covers business development, sales and marketing, bidding and solution development. Our 
Divisional Business Lifecycle Review Teams ensure the requirements and spirit of each relevant 
standard in the Serco Management System are met and accounted for. 

•  Our Divisional Legal Representatives advise on and record competition and anti-trust matters, 
using legal advisers in accordance with local practice to provide additional advice and guidance 
on issues relating to competition and anti-trust law and their application.

•  Fair competition is included in our Code of Conduct and ‘Serco Essentials plus’  
training programme.

For our business ethics governance, which covers any items relating to fair competition, see also: Behaving with 
integrity and treating people with respect (page 14) 

Our progress and performance in 2017
We have reviewed and refreshed training for managers and developed a conflicts of interest register 
with approvals and action workflows.

Key performance indicators: 2016 2017

Upheld cases of anti-competitive behaviour 0 0

Our next steps
We will deploy our refreshed training and new conflicts of interest register across the business.
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Responsible relationships

What responsible relationships means to us
We build honest, respectful and transparent relationships with customers, 
partners and suppliers who share our ethical standards and who follow 
regulatory compliance.

Our policy and commitment
Our commitment is defined within our Business Conduct and Ethics and Procurement Policy 
Statements, supporting standards and related operating procedures.

In summary, we strive to:

•  only work with customers, partners and suppliers who respect our Values and meet our standards 
of business conduct and ethics;

•  complete legal, ethical and human rights due diligence on proposed key third parties, relating to 
any aspect of our Business Lifecycle, and conduct ongoing monitoring throughout the lifetime of 
the relationship;

•  complete robust needs analysis and establish a clear management structure, aligned to the 
Serco Management System and overall strategies for each business opportunity, for all third party 
arrangements considered necessary to meet contract requirements, including joint ventures, 
strategic partnerships or consortium arrangements; and

•  apply robust supplier sourcing and selection criteria, and monitor supplier performance, to inform 
relationship management and identify opportunities for improvement.

Key components in our governance

•  Our Investment Committee provides formal oversight and approval of any partner/strategic 
relationship contractual structures and arrangements, whilst Divisional Executive Management 
Teams are responsible for managing these relationships, including regular strategy and 
performance review meetings with partners, supported by members of the Executive Committee 
and plc Board as appropriate.

•  Divisional Legal Representatives manage all contractual arrangements with customers, partners 
and suppliers.

•  Our Procurement and Supply Chain Function delivers consistent procurement processes in the 
selection and management of suppliers, ensuring compliance with laws and regulations, our 
ethical standards, Code of Conduct and human rights throughout our supply chain.

•  Our Supplier Code of Conduct clarifies our requirements and expectations regarding our suppliers 
and their facilities, wherever they are located.

For our business ethics governance, which covers any items relating to responsible relationships, see also: 

Behaving with integrity and treating people with respect (page 14) 
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Our progress and performance in 2017
We have:

•  continued embedding our newly enhanced third party due diligence processes and commenced 
ongoing monitoring;

•  refreshed our Supplier Code of Conduct and updated components in our supplier governance to 
meet modern slavery and human trafficking requirements, including the strengthening of contract 
terms;

•  engaged Anti-Slavery International to help us better understand the risks of human trafficking and 
slavery in our supply chain, and provide training to the procurement team;

•  worked to improve management of risk across our supply chain in our UK & Europe, Middle East 
and Asia Pacific Divisions by implementing enhanced supplier onboarding (incorporating latest 
anti-bribery and corruption and ethical due diligence requirements), improving search capability 
and clause visibility/standardisation in our supplier contract databases, and developing a best 
practice toolkit to enhance strategic supplier sourcing; and

•  piloted a new supplier relationship management (SRM) programme in the UK, developed  
to deliver ongoing performance and innovation improvements with key suppliers.

Key performance indicators: 2016 2017

Third party due diligence screening  
 Third parties validated - 28,066

 Third parties pending review - 1,143

 Third parties disqualified - 3

For performance commentary, see: Corporate responsibility KPIs (page 59) 

Our next steps
We will:

•  improve guidance on ethical and human rights due diligence for new geography/market  
entry and selection and appointment of partners;

•  deploy our new SRM solution whilst applying our enhanced onboarding to existing  
suppliers; and

•  continue working with all third parties to help ensure slavery and human trafficking are not 
within their own supply chains, whilst exploring opportunities to address tier 2 suppliers in  
high risk areas.

Responsible relationships

Our CR in action
To find out more about how we manage our relationships with customers, 
partners and suppliers, go to  www.serco.com/relationships
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Shareholder returns

What shareholder returns means to us
We focus on creating long-term, sustainable value – protecting the 
interests of our owners alongside those of our employees, customers and 
communities in which we operate.

Our policy and commitment
We focus as much on the preservation and growth of the business as on the maximisation of 
shareholder value. We believe that in a free market system, and in the long-term, the two will 
automatically coincide, even if there is some short-term divergence.

Delivering sustainable, profitable growth is therefore central to appropriate delivery of shareholder 
returns, and our performance framework is structured accordingly.

In summary, we strive to:

•  ensure a balanced performance framework that recognises value must be delivered to our 
shareholders as well as our customers and the people who work in the business;

•  align remuneration and incentive arrangements to long-term, sustainable value creation; and

•  implement the new strategy presented to shareholders in March 2015 and deliver our five-year plan 
to achieve our purpose of becoming a trusted partner of governments, delivering superb public 
services that transform outcomes and make a positive difference for our fellow citizens.

Key components in our governance

•  Our performance framework does not explicitly include ‘maximising shareholder value’. Instead, 
shareholder value is expected to coincide automatically with the appropriate achievement of 
‘our deliverables’. Just as each component in the performance framework is expected to support 
achieving our deliverables, they are also expected to deliver shareholder returns in the long term.

•  Short-term incentives include a mix of financial measures as well as key strategic goals aligned 
to generating long-term shareholder value, whilst long-term incentives directly include relative 
total shareholder return (TSR) as an explicit performance measure, alongside earnings per share 
(EPS) growth and return on invested capital (ROIC) – the two other most appropriate measures for 
sustainable shareholder value generation.

•  Our Remuneration Committee has set personal shareholdings guidelines and requirements for 
our senior management team to support long-term commitment to Serco and the alignment of 
employee interests with those of our shareholders.

Safeguarding shareholders’ investments, along with our assets, our people and our reputation, is paramount. For 

more information about how we manage and mitigate our collective business risks, see: Managed risk (page 56)
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Our performance framework

Our values

Our purpose – what we want to be

Our organising principles

Our method

Our deliverables

A trusted partner of governments, delivering superb public services that 
transform outcomes and make a positive difference for our fellow citizens

Flair, agility, innovation

Empowerment

Decentralisation of execution

Winning good business A place people are proud to work

Executing brilliantly

Employee engagement  
>60% and increasing

Profitable and sustainable

Trading margin  
~5–6%

Revenue growth  
~5–7%

Loose – Tight management

Disciplined entrepreneurialism 

Being the best-managed 
company in the sector

Rigour, discipline

Common processes

Centralised intent

Trust Care Innovation Pride

Shareholder returns 



52 Serco Group plc Corporate Responsibility Report 2017

Shareholder returns

Our progress and performance in 2017

•  As shareholders have not received dividend income in recent years, TSR is reflected in share price 
performance (SPP) only. Point-to-point SPP has been -27%, +52% and -31% from start to end of the 
financial years 2015, 2016 and 2017, respectively.

•  SPP is influenced by many factors: financial and non-financial, historic and prospective,  
and related specifically to Serco and to the wider stock market. However, the earnings and returns 
on invested capital delivered are considered important to SPP. Underlying EPS performance was 
-27%, +20% and -17% for 2015, 2016 and 2017, respectively, whilst underlying ROIC has been at 
11.1%, 10.7% and 8.7% for these three years.

•  Our initiatives and financial performance are comprehensively assessed in our Annual Report for 
each respective year, including Key Performance Indicators and broader discussion and analysis in 
the Strategic Report, Directors’ Report and Financial Statements.

Our next steps
As set out in our guidance and outlook, we expect profits to grow strongly over the next 
two years. Beyond 2019, our long term ambitions for margins and revenue growth (as 
originally expressed with our Strategy Review announced in March 2015 and shown within the 
deliverables of our performance framework above) remain intact, but the timing of achieving 
these continues to be subject to seeing improvements in trading conditions across our markets. 
In the meantime we continue to deliver against our plans and make good progress against our 
strategy.
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Transparency

What transparency means to us
With investors, as with customers, we seek long term relationships based on 
transparency, honesty and clarity. We are therefore committed to open and 
regular engagement with our shareholders.

Our policy and commitment
We recognise that meaningful engagement with our institutional and retail shareholders is integral 
to our continued success. Our reporting must be fair, balanced and understandable – containing 
the information necessary for shareholders to assess our performance, business model and strategy. 
Transparent communication requires high quality management information, which we have invested 
in to ensure we can report appropriately to all stakeholders, both internal and external.

In summary, we  strive to:

•  maintain open, meaningful dialogue with all our shareholders, and use a variety of communication 
means to update investors on performance and gain insight into shareholder views, including 
ensuring that Board members and the wider senior management team are available to address 
shareholder questions and views at our Annual General Meeting;

•  provide meaningful insight into our results and prospects, and have management information 
systems that enable efficient and effective internal and external reporting; and

•  base our approach to executive remuneration on a clear rationale in which the alignment  
of interests are recognisable and understandable.

Key components in our governance

•  Primary responsibility for day-to-day Investor Relations activities and engagement with 
shareholders rests with the Group Chief Executive, Group Chief Financial Officer and the Investor 
Relations function.

•  In addition, the Chairman may meet with some of our largest shareholders, whilst the 
responsibilities of the Senior Independent Director include providing an alternative point of 
contact for them. The Chair of the Remuneration Committee meets separately with advisory 
bodies and institutional shareholders to discuss our approach to remuneration.

•  In order to maintain effective and ongoing dialogue regarding our performance, we conduct 
regular presentations, meetings and calls with institutional investors and analysts in addition  
to our Stock Exchange Announcements.

•  Assurance of our reporting is a key responsibility of our Audit Committee, who in turn review 
guidance from bodies such as the Financial Reporting Council and are supported and challenged 
by our External Auditor.

•  Our management information framework includes the contract performance monitoring process 
(tracking performance measures specific to each customer operation), our monthly management 
accounts and our Divisional Performance Review (DPR) processes. Recent and ongoing 
development of these is key to improving internal and external transparency. 

•  The Board reviews regular Investor Relations reports, which highlight investor perspectives, 
share price movements, changes in the share register, our recent and planned investor relations 
activities, analyst recommendations and financial forecasts, and significant news from the market 
and the support services sector.



55Serco Group plc Corporate Responsibility Report 2017

Our progress and performance in 2017
We have:

•  worked to ensure transparency by issuing two trading updates in addition to the requirement to 
report half- and full-year results, as well as issuing a further 18 announcements regarding contract 
or corporate transaction news;

•  engaged with over 100 different institutional investment funds – holding around 200 meetings with 
institutional investors and attending six investor conferences as part of the investor roadshows 
conducted by our executive directors after half- and full-year results or at other times during the 
year;

•  hosted a Capital Markets Event, focused on the Justice & Immigration and Defence sectors as well 
as Transformation updates, to deepen understanding of our operations and strategy – featuring 
business and contract case studies given by 16 members of our management team and attended 
by around 100 analysts and investors; and

•  been recognised for our commitment to transparency with a top sector ranking and  
‘Most Honoured Companies’ award from Institutional Investor.

Our next steps
We will continue to deliver our annual schedule of internal and external reporting, shareholder 
engagement and reporting assurance.

Transparency 
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Managed risk

What managed risk means to us
In order to achieve our strategic and business objectives, protect our 
stakeholder interests and maximise our returns, we seek to identify, manage 
and mitigate our exposure to risks through robust procedures and controls 
throughout the organisation.

Our policy and commitment
Our commitment is defined within our Risk Management Policy Statement, supporting standards and 
related operating procedures.

In summary, we strive to:

•  support informed risk-taking that promotes business growth and success whilst recognising the 
risks associated with key decisions;

•  embed systematic, structured and timely risk management in our organisational processes, linked 
to achievement of our objectives;

•  gain early line of sight regarding increases in threat or exposure;

•  maintain a robust control environment that reduces negative impacts to our business performance; 
and

•  be dynamic, iterative and responsive to change, facilitating continuous improvement of our risk 
management through review and assurance.

Key components in our governance

•  Our Group Risk Committee (GRC) sets the context for risk and organisational risk taking, providing 
oversight of Group-level risk management and principal risks. The GRC and Divisional Executive 
Management Teams (EMTs) review relevant risk registers quarterly, examining individual risks as 
required, with the Committee Chair updating the Board directly on GRC outcomes.

•  The Group Director Risk and Compliance is responsible for reviewing and maintaining the Risk 
Management Framework, providing oversight and reporting on business risk and the performance 
of the framework.

•  The Group Risk and Compliance Function is custodian of the Group Risk Register and Compliance 
Assurance Programme, providing oversight and assurance and ensuring material controls are 
effectively implemented.

•  Our Risk Management Lifecycle is mandated across the business and enables us to manage risk 
effectively, systematically and consistently.

•  Divisional EMTs are responsible for reviewing and challenging risks facing Divisions and 
ensuring appropriate risk resources are in place, while Divisional Risk Leads are responsible for 
implementing the Risk Management Framework, policy, standards, procedures and key controls 
across the Division.

See also: Three lines of defence, Our Serco Management System (page 10)
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Our progress and performance in 2017
We have:

•  reviewed all Group principal risks as planned to ensure they remain current, taking into 
consideration Functional and Divisional risk registers and any emerging risks that could threaten 
our strategy execution, business model, future performance, solvency and liquidity; and

•  conducted in-depth analysis of five of the principal risks confirmed in 2016, as planned, examining 
how they have been managed and the activities underway to better define, understand and 
mitigate them.

As of end-2017 our Group principal risks are:

•  Failure to grow profitably
 
•  Contract non-compliance,  

non-performance or misreporting

•  Major information security breach
 
•   Failure of business critical partner, 

supplier, sub-contractor

•  Financial control failure 

•  Failure to act with integrity

•  Failure to deliver expected benefits  
from Transformation

•  Failure to manage our reputation

•  Catastrophic incident

•  Material legal and regulatory  
compliance failure

In addition, we have:

•  worked to improve management oversight on principal risks and heighten focus on consistent risk 
management by embedding the Group Risk Committee, initiated in 2016;

•  refined our definition of a ‘catastrophic incident’ to ensure the right level of understanding  
of this risk and assign appropriate focus on risk mitigation activities;

•  reviewed Divisional risk management in UK & Europe, Middle East and Asia Pacific;

•  delivered priority mitigation and contingency actions to improve the effectiveness of our Group-
wide material controls for all principal risks; and

•  reviewed and enhanced our corporate risk management tool.

Our next steps
We will:

•  continue to conduct in-depth reviews of Group principal risks and risk management in the 
Divisions; 

• continue to review our exposure to catastrophic risks and relevant mitigations; and

• continue to improve the effectiveness of our mitigation for principal risks.

Managed risk 
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Corporate responsibility key performance indicators

  2013 2014 2015 2016 2017 2016 v 2017 Var % Comment

Behaving with integrity and treating people with respect         
Viewpoint Ethics and Integrity Index % 66 70 69 69 69 0  -  Historical Viewpoint Index data has been adjusted to reflect modifications 

to the index calculation methodology in 2017. An index comprises one or 
more related questions that cover a specific area of analysis. Scores are 
generated based on the % of survey respondents who ‘agree’ or  
‘strongly agree’ to all questions within an Index.

Upheld cases of corrupt behaviour  Number 0 0 0 0 0 0 - 

Upheld cases of human rights violations  Number 0 0 0 0 0 0 - 

Speak Up cases:          Where anonymous cases provide insufficient information, we are unable  
to investigate.

    Investigated % - 95 96 97 90 -7 -7.3 

    Corrective action taken % - 56 63 53 42 -11 -20.8 

     Disciplinary action taken against one or more individuals  
involved in a case % - 15 24 16 9 -7 -43.8 

    Dismissal of one or more individuals involved in a case  % - 9 6 6 5 -1 -16.7 

    Closed within three months  % - 70 48 64 89 25 39.1 

Our people         

Employee engagement and development:         

Employee engagement % 42 51 53 54 56 2 3.7 

People manager engagement % 49 58 59 62 65 3 4.8 

Leadership engagement % 51 51 55 72 71* -1 -1.4 *  We have maintained a healthy overall engagement profile and leadership 
engagement has remained stable while we have focused on improving 
employee and people manager engagement.

Viewpoint Learning & Development Index % 44 44 46 48 49 1 2.1 See historical Viewpoint Index data note above.

Inclusive workplace:          Inclusive workplace and age figures are representative only of employees 
for whom relevant data is available.

Viewpoint Diversity & Inclusion Index % 67 75 67 69 70 1 1.4 See historical Viewpoint Index data note above.

Female Directors % 16.7 30.0 30.0 22.2 30.0 7.8 35.1 

Female senior managers % 14.8 16.2 16.7 17.1 21.7 4.6 26.9 

Female employees % 40.9 44.4 42.6 41.9 41.6 -0.3 -0.7 

People with disabilities % 0.2 0.7 1.3 1.2 1.0 -0.2 -16.7 

Age profile:         See data availability note above.

    16-24 % 10.2 10.2 9.5 9.1 8.7 -0.4 -4.4 

    25-40 % 33.9 35.2 35.9 35.7 38.8 3.1 8.7 

    41-54 % 28.9 29.8 29.2 29.2 31.4 2.2 7.5 

    55-64 % 13.4 14.6 14.9 15.6 17.9 2.3 14.7 

    65+ % 2.3 2.4 2.3 2.6 3.1 0.5 19.2 

    Undisclosed % 11.3 7.8 8.2 7.8 0.1* 7.7 98.7 *  Reduction reflects improvements in data availability resulting from new 
D&I strategy and focus on developing clear and robust data.
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Corporate responsibility key performance indicators

  2013 2014 2015 2016 2017 2016 v 2017 Var % Comment

Staff turnover % 31.5 31.0 32.8 33.8 30.6 3.2 9.5 

Proportion of days lost to sickness % 2.8 3.3 3.2 3.2 3.1 0.1 3.1 

Safe and healthy operations:         

Viewpoint Safety Index % 71 70 71 73 75 2 2.7 See historical Viewpoint Index data note above.

Lost Time Incident Frequency Rate Per 1m hours worked 5.12 4.81 5.79 4.98 3.93 1.05 21.08 

Lost Time Incident Severity Rate % 18.90 17.53 19.10 16.08 15.57 0.51 3.17 

Major Incident Frequency Rate Per 1m hours worked 0.25 0.33 0.34 0.27 0.30 -0.03 -11.11 

Physical Assault Frequency Rate Per 1m hours worked 5.11 7.04 7.19 6.92* 8.64 -1.72 -24.71 *  Slight adjustment in rate due to late capture of incidents on  
reporting system.

Serious Physical Assault Frequency Rate Per 1m hours worked - 0.38 0.49 0.93 1.40* -0.47 -50.54 *  Data includes incidents of spitting/potting as serious assaults in line with 
UK reporting requirements. When these are excluded the comparable  
rate is 0.88, a 5% improvement on 2016.

Prosecutions Number 0 0 1* 0 0 0 - * Relates to an incident in 2011.

Fines paid £’000 0 50 200 0 116* 116 - *  Dubai Metro: February 2017 (500,000AED) public hazard relating to 
escalator maintenance by a sub-contractor – fine paid by sub-contractor 
and revised work instructions implemented; August 2017 (100,000AED) 
unsafe lifting operations relating to glass movement in station –  
revised work instructions implemented. 

Our world         

Protecting the environment:           

Carbon dioxide equivalent - Total Group (Scope 1+2) Tonnes CO2 equivalent 398,519 343,717 298,986 291,883 253,655 38,228 13.1 Our reporting year for greenhouse gas emissions is one quarter behind our 
         financial year, namely 1 Oct 2016 to 30 Sept 2017.

          We quantify and report to ISO 14064-1 2012, using an operational control 
approach to defining our organisational boundary. The classification of 
reporting boundaries is set out in detail in our Basis of Reporting document, 
available on our website, www.serco.com

          We report all material emission sources for which we consider ourselves 
responsible and have set our materiality threshold at 5%.

    Electricity % 53 54 46 37 31* -6 -16.2 *  Sale of our private sector offshore BPO business (10,630,000 kgCO2e in 
environmental reporting year 2015/16); AsPac basis of estimation reduced 
due to loss of contracts (c.5,000,000 kgCO2e); Hong Kong Cross Harbour 
Tunnel contract ended Q4 2016 (c.4,000,000 kgCO2e); Leisure reductions 
(c.2,500,000 kgCO2e); Scatsta – responsibility for paying electricity 
contract returned to client in 2016 (c.500,000 kgCO2e); UK conversion 
factor down 15%.

    Gas % 12 12 9 10 10 0 - 

    Petrol % 1 0 0 1 1 0 - 

    Diesel % 7 7 9 10 9 -1 -10.0 

    Fuel oil % 8 7 2 1 2 1 100.0 

    Specialist marine fuel % 19 20 34 40 46* 6 15.0 * Increased proportionally due to electricity reductions.

    Fugitive emissions % 0 0 0 0 0 0 - 

Headcount Intensity (Scope 1+2) tCO2e/FTE 7.27 6.32 5.16 5.98 5.56 0.42 7.0 

Scope 1 - Combustion of fuels and operation of facilities Number 187,217 173,441 162,198 182,819 174,289 8,530 4.7 

Scope 2 - Grid electricity purchased for own use  
(location based) Number 211,302 170,276 136,789 109,064 79,366 29,698 27.2 

Scope 2 - Grid electricity purchased for own use  
(market based) Number - - - - 70,629 - -  Expanded scope of measurement in 2017, market based measurement uses 

conversion factors from suppliers where available and is a metric asked for 
in the CDP submission.
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  2013 2014 2015 2016 2017 2016 v 2017 Var % Comment

Scope 3 – Business travel Number - - - - 7,621 - -  Expanded scope of measurement in 2017, includes air, rail, private car,  
hire car and hotel stays.

Headcount Intensity (Scope 3) tCO2e/FTE - - - - 0.17 - - 

Carbon Disclosure Project Score 92% 97% 99% B B -  New scoring mechanism introduced in 2015.

Prosecutions Number 0 0 0 0 0 0 - 

Fines paid £’000 0 0 0 0 0 0 - 

Enforcement notices Number 0 0 0 0 0 0 - 

Fair competition:         

Upheld cases of anti-competitive behaviour Number 0 0 0 0 0 0 - 

Responsible relationships:          2017 numbers reflect implementation of new third party due diligence 
screening. All current and legacy suppliers and customers have been 
processed in 2017 – a total of 35,850 organisations.

Third party due diligence screening         

    Third parties validated Number - - - - 28,066 - - 

    Third parties pending review Number - - - - 1,143 - - 

    Third parties disqualified Number - - - - 3* - - *  An additional 6,634 organisations were disqualified because they  
are no longer used by Serco or there is a gap of two years or more  
in the relationship.

Notes:

The performance analysis is based on data reported as at 21 February 2018. Additional data may arise after this date. 
Where this occurs, numbers will be corrected in the following year’s table.

All data excludes JVs and historical BPO data to enable a like-for-like comparison. Our private sector offshore BPO 
business was sold in December 2015.

Current workforce KPI levels are in line with benchmark targets for the geographies and markets in which we operate, 
however we continue to try to improve them. Annual targets are managed at local and regional levels.

Health, Safety & Environment Targets 2018

Key Performance Indicator 2018 Performance Target

Viewpoint Safety Index >75%

Major Incident Frequency Rate Maintain at 2017 baseline

Lost Time Incident Frequency Rate Maintain <4

Serious Physical Assault Frequency Rate -10% against 2017 baseline

Physical Assault Frequency Rate Maintain at 2017 baseline

Headcount Intensity (Scope 1+2) tonnes CO2 equivalent -3% against 2017 baseline

Corporate responsibility key performance indicators




