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Our commitment

As a private sector company with global presence and a strong public sector 
bond, taking responsibility defines what we do and how we do it. We serve 
society on behalf of governments who trust us to provide public services, and 
citizens who trust us to take care of them in diverse circumstances. In this we 
are also trusted to serve as a responsible employer, partner, neighbour and 
investment.

Being a responsible business is about more than just meeting our minimum obligations. It is how 
we contribute and create sustainable value. It is the outcomes that define us, and how we achieve 
them. It is recognising that, to best protect the interests of any one group of stakeholders, we must 
determinedly embrace our responsibilities to all stakeholders.

From the boardroom to the frontline, we seek out opportunities to make a meaningful difference. 
Not because we are required to, but because it makes good business sense; because we are in a 
good position to make that difference; and because it is in our nature as a team of more than 50,000 
people who share the same values and sense of purpose.

Externally, the focus on what it means to be a responsible and sustainable business has continued to 
grow, expanding in scope and driving increased scrutiny and rigour.

In the past 12 months, for example, we have commenced measuring and reporting our Gender Pay 
Gap and supplier payment performance in the UK, aligned our social responsibility governance with 
the Corporate Social Responsibility Act in the United Arab Emirates, and worked on implementation 
of the new Modern Slavery Bill in Australia.

Alongside our customers and other stakeholders, we see industry-shaping potential in these 
developments: to drive transparency, accountability and improved governance further and deeper 
across the public service landscape. For Serco, these changes complement our existing endeavours 
and are welcome opportunities to share our performance more widely and inclusively whilst helping 
our key stakeholders become better and more objectively informed.

Through our corporate responsibility framework, we address the most pressing needs of our key 
stakeholder groups. Our efforts are not limited to these items, but this is where we focus our 
attention and ambitions most closely.

Beyond this report, our organisation is alive with leadership and action. Each component in our 
framework represents a continuously improving system of people, projects and processes – managed 
by global teams and fulfilled by our employees, touching the lives of countless service users every 
day. In our report we celebrate examples of exceptional contributions around the world. Harder 
to share is all that exists behind the scenes, enabling them to make a difference. Nonetheless, we 
all stand on the shoulders of our colleagues, atop a solid foundation of shared strategy, policy and 
governance.

We believe Serco to be a responsible business, well-positioned not only to deliver quality services 
and value for money, but also to promote higher standards in public services. We are not perfect, nor 
are we immune to mistakes, but we do not hide our imperfections, just as we do not hide our efforts 
to overcome them and the strengths with which we strive to improve.

We define our responsibilities by our principal stakeholder groups, and the strength of these 
relationships is the true test of our progress and performance. In this report we summarise how we 
are learning from them and responding to their needs whilst living the values that underpin our 
approach.

Kirsty Bashforth
Non-Executive Director 

Chair, Corporate 
Responsibility Committee
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About Serco

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

Serco’s roots go back to 1929, and in 1988 the Group was listed on the London Stock Exchange. Now, Serco 
is a FTSE 250 company managing over 500 contracts worldwide and employing over 50,000 people across our 
operations.

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 provide 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, often looking after some of the most vulnerable and disadvantaged in 
society and helping to keep nations safe.

movements per year

Our core sectors
Our business is focused across five core sectors, with revenue in 2018 of £2,837m or,
including our share of joint ventures and associates to reflect our total scale in each
sector, of £3,212m.
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About Serco

Where we operate
Serco’s operations are across four geographic regions:

Our business mix
Serco’s revenue by sector and geographic division:

Americas

£646m UK & Europe

£1,674m

Middle East

£342m

Asia Pacific

£550m

Revenue in 2018 (including share of joint ventures and associates).

Defence 

Justice & Immigration

Health

Citizen Services

Americas

UK & Europe

Midde East

Asia Pacific

Transport

Revenue by Sector Revenue by Division

12%

24%

17%

17%

52%

11%
20%

17%

30%

Total revenue £3,212m Total revenue £3,212m
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Our corporate responsibility framework
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Our corporate responsibility (CR) framework is structured around our key stakeholders, focusing 
in particular on how we work to add sustainable value whilst delivering their requirements with 
accountability and transparency. It defines our principal areas of responsibility and helps to 
guide practice and behaviour whilst facilitating measurement of performance.

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 strive to manage our impact on the 
communities, economies and environments in which we 
operate responsibly.

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 CR categories Next steps identified in our 2017 report Progress in 2018

Behaving 
with integrity 
and treating 
people with 
respect

Develop a condensed Code of Conduct for temporary workers.

 

Complete our global review of Anti-Bribery and Corruption (ABC) ‘adequate 
procedures’.

 

Apply elements of the UK ABC assessment toolkit in other Divisions.

 

Our 
customers Relaunch the Serco Institute.

 

Explore opportunities to measure and report performance for our responsibilities to 
our customers at Group level.

 

Our  
people

Develop and deploy a ‘just’ health and safety culture framework.

 

Deploy our safety culture assessment tool globally.

 

Replicate our new global aviation safety forum in other safety critical areas.

 

Complete a formal review of our online incident management tool.

 

Improve ‘near-miss’ incident reporting.

 

Continue working to improve our leadership gender balance.

 

Develop our understanding of ethnicity as a strategic diversity focus in our regions.

 

Our  
world

Relaunch the Serco Foundation.

 

Refresh and refocus our environment strategy.

 

Launch our refreshed fair competition training for managers and our new  
conflicts of interest register.

 

Improve guidance for ethical and human rights due diligence in new geographies 
and partner selection and appointment.

 

Deploy our new Supplier Relationship Management solution.

Explore opportunities to address Tier 2 suppliers in high-risk areas.

 

Our progress at a glance  

Completed

 

In progress

 

Under review
 

Ongoing (target for 
2020 achieved and 
revised upwards)

For progress and priorities relating to our responsibilities to our owners, see our Strategic Report in the Serco Annual 
Report 2018 (specifically: Key Performance Indicators, pages 9-11; Chief Executive’s Review, pages 20-27; and Principal 
Risks and Uncertainties, pages 54-63).

We have continued to build momentum in long-term objectives for 
sustainable improvement: consolidating progress and maintaining 
key strategies.
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Our CR categories Our priority next steps 

Behaving 
with integrity 
and treating 
people with 
respect

• Develop a Group business ethics and 
human rights dashboard.

• Further review the legislative standards for 
Modern Slavery that apply in each Division 
to ensure all local requirements are met.

Our 
customers

• Continue to explore opportunities to 
measure and report performance for  
our responsibilities to our customers at 
Group level.

• Continue to drive a range of initiatives 
across our custodial, health and transport 
operations to address increasing violence.

• Better coordinate and share insight from our 
Divisional customer surveys.

• Build respect for the new Serco Institute 
and deploy its capabilities to the maximum 
through developing strategic partnerships.

• Embed our new Communities of Practice.
• Continue to develop and promote our 

proposed four principles for governing 
outsourced public service delivery in  
the UK.

Our  
people

• Finalise and deploy our ‘just’ health and 
safety culture framework.

• Act on our safety culture assessment results.
• Continue our work to improve ‘near-miss’ 

incident reporting.
• Drive employee wellbeing forward as a 

strategic priority.
• Launch our new cross-Divisional oversight 

groups for safety-critical areas.

• Formulate and deliver Corporate and 
Divisional action plans to improve employee 
engagement in response to our 2018 survey.

• Respond to Provision Five of the 2018  
UK Corporate Governance Code.

• Promote our staff inclusion networks at both 
the Divisional and Group levels.

• Launch our new employer brand.
• Launch an annual People Report for internal 

and external publication.

Our  
world

• Formally relaunch the Serco Foundation 
externally.

• Improve community investment reporting.
• Roll out our new environmental strategy 

across our Divisions.
• Commence reporting in line with The 

Companies (Directors’ Report) and Limited 
Liability Partnerships (Energy and Carbon 
Report) Regulations 2018.

• Incorporate risk tolerance variation into our 
due diligence process.

• Complete the launch of our new conflicts  
of interest register and Group Standard 
Operating Procedure for conflicts of interest; 
develop and deploy new fair competition 
training for high-risk roles.

• Publish new guidance for ethical and human 
rights due diligence in new geographies and 
partner selection and appointment.

• Trial our new Tier 2+ supply chain 
questionnaire.
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Our key responsibilities are recognised within our business strategy, for which the Serco plc Board has 
ultimate responsibility. For the areas identified in our corporate responsibility (CR) framework, Board oversight 
and scrutiny is enabled through its standing committee, the Corporate Responsibility Committee (CRC).

The Terms of Reference for the Committee are available at: www.serco.com/about/the-board-and-governance

The Committee is comprised of both Executive and Non-Executive Directors. Mike Clasper was Board 
sponsor for CR in 2018 and chaired the CRC, reporting activity to the Board and raising specific issues for 
consideration and action. The CRC met three times in 2018 to review progress and performance across the 
framework.

Kirsty Bashforth was appointed Chair of the Committee following Mike Clasper’s decision to stand down from 
the Board, with effect from 1 January 2019. Newly-appointed Non-Executive Director, Eric Born was also 
appointed to the CRC with effect from 1 January 2019.

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. As of 2018, each Division also has a CR lead nominated by the Divisional 
EMT. For 2019, the Divisional CR leads are:

• Sean Mattingly, Vice President Division Operations and Chief of Staff, Serco Americas 

• Tim Evans, Director of Corporate Affairs, Serco Asia Pacific

• Ahmed Al Teneiji, Marketing and Corporate Affairs Director; Laura Kelly, Assurance Director,  
Serco Middle East

• Greg Nicoll, Commercial Director, Serco UK & Europe

* Sir Roy Gardner was unable to attend the committee meeting on 12 December 2018 due to illness. 

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

Membership Chair Joined CRC 2018 scheduled committee meeting  
   attendance (eligibility)
Kirsty Bashforth From 1 Jan 2019 2017 3(3)
Eric Born   2019 -
Mike Clasper 2016-2018 2016 3(3)
Ian El-Mokadem  2017 3(3) 
Sir Roy Gardner  2016 2* (3)
Rupert Soames  2018 3(3)
 

Corporate Responsibility Committee membership and attendees

Our corporate responsibility governance
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Activities of the Corporate Responsibility Committee during 2018

Key activities included:

• supporting the embedding of the Serco CR Framework whilst ensuring it remains integral to the Group’s 
public purpose and responsibilities;

• monitoring and reviewing the progress of the Serco Corporate Renewal Programme, including: the 
findings of the annual SMS self-assessment process and compliance assurance programme; ongoing 
contract management performance and reporting; and in-depth analysis of progress in our Americas and 
Asia Pacific Divisions;

• ratification of the refreshed Group Health, Safety and Environment (HSE) strategy and monitoring and 
reviewing the Group’s HSE performance, including: lessons learnt and action plans from specific incidents, 
an overview of HSE governance and oversight, specific initiatives to drive continuous improvement and in-
depth analysis of marine safety and physical assaults;

• monitoring and reviewing the Group’s Ethics and Speak Up performance, including: trends, resolution 
times, investigation outcomes, lessons learnt and specific initiatives to drive continuous improvement;

• reviewing the culture of the Group through analysis of the Culture Index generated by the annual 
‘Viewpoint’ employee engagement survey;

• in-depth analysis of the Group principal risk, failure to act with integrity; and

• preparation of the Group’s annual Corporate Responsibility Report and Modern Slavery Statement.

2019 priorities and focus

During 2019, the Committee will:

• continue to undertake deep-dives into key areas within its remit to ensure appropriate focus, control and 
rigour throughout the Group, including a review of Corporate Renewal Programme progress in our Middle 
East and UK & Europe Divisions; 

• continue to support embedding the Serco CR Framework whilst ensuring it remains integral to the Group’s 
public purpose and responsibilities;

• review the Committee’s position, focus and approach regarding corporate renewal and corporate 
responsibility to ensure they remain appropriate, embedded in the business and conducive to the ongoing 
delivery of the Group strategy;

• oversee the implementation of the Group’s Business Integrity Compliance Plan and continue to challenge 
the integrity and effectiveness of Speak Up, including the strengthening of trust in the process;

• oversee the effective implementation of the refreshed Group HSE strategy; and

• review the approach adopted to further ensure workforce engagement in accordance with the provisions 
of the 2018 UK Corporate Governance Code.

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, 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;

• 24 Group standards, approved by the Executive Committee. They define the minimum standards we must 
achieve, focusing on mandatory requirements applicable across the Group; and

• 45 Group Standard Operating Procedures, owned by functional subject matter experts and approved by 
the Executive Committee. They provide consistent procedures to address key areas of control that are 
applied across the 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 to ensure they meet our needs and are 
up-to-date, relevant and appropriate.

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 employment. 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 by all contracts and support 

Our Serco Management System  
and Code of Conduct
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Policy, process and 
minimum standards

Individual employee 
action and behaviour

Serco Management 
System

Serco Code of 
Conduct

In operational terms, our principle responsibilities...                         ...are delivered through...          ...which are defined by the...
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functions 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 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.

Our progress and performance in 2018

We have:
• developed a version of our Code of Conduct for short-term temporary workers;

• revised our Supplier Code of Conduct, reinforcing our expectations of compliance regarding modern 
slavery in our supply chain; and

• developed short briefing videos on gifts and hospitality and conflicts of interest, the first in a series on 
elements in our Code.

Our next steps
We will:

• review the impact, effectiveness and accessibility of current Code of Conduct materials; and

• refresh our approach to Code of Conduct training for new and existing employees.

Our Serco Management System and Code of Conduct



Serco Group plc Corporate Responsibility Report 2018

Serco corporate  
responsibility report 2018
Our Values

D
iverse w

orkforce

and inclusive

w
orkplace

D
iverse

w
orkfkk orce

and
inclusive

w
orkplace



14 Serco Group plc Corporate Responsibility Report 2018

Our Values

First and foremost, Serco lives 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 across our organisation.

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

Our Values are 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 aligned to our Values, enabling us to measure values-based 
engagement and celebrate values-based behaviour.

• Our Values are 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 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 and our Values strategy.

Our progress and performance in 2018

In addition to the ways in which our Values are embedded and reinforced continuously through 
Group systems and processes (see above), each Division is responsible for the ongoing promotion of 
our Values at the local level, driving them through employee communications, recognition schemes 
and engagement initiatives. Our 2018 employee engagement survey results indicate that employee 
perceptions of our Values remain similar to last year.

Key performance indicators 2017 2018
Engagement survey results for  
‘I understand Serco’s values 81% 81 (avg. score)
Viewpoint Values index: Trust 66% 71 (avg. score)
Viewpoint Values index: Care 64% 70 (avg. score)
Viewpoint Values index: Innovation 60% 67 (avg. score)
Viewpoint Values index: Pride 60% 68 (avg. score)

For additional data and performance commentary, including changes to our engagement scoring and our 

Viewpoint indices, see: Corporate Responsibility KPIs (page 69)

Our next steps
We will continue to actively and regularly promote and reinforce our Values throughout the 
business whilst monitoring employee understanding and perceptions of how well they are lived. 
As required, we will respond with specific, focused and appropriate interventions.
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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 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 at www.serco.com/slaverystatement

In summary, we:

• have zero tolerance for corruption and any activities that break any law relating to human rights, 
either directly or indirectly, anywhere in the world;

• will not engage in or approve any form of bribery; and will take disciplinary action, and issue 
criminal proceedings where appropriate, if an employee participates in or condones any irregular 
payment or payment in kind;

• will not engage in any form of human trafficking or use forced, bonded, illegal or child labour, nor 
knowingly work with anyone who does; this commitment recognises all applicable modern slavery 
legislation;

• 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 and Speak Up Oversight Group 
(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.

• 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.

Behaving with integrity and treating people 
with respect
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Our progress and performance in 2018
We have:

• completed a review of Anti-Bribery and Corruption (ABC) adequate procedures and Speak Up in 
our Divisions;

• developed our UK ABC assessment tool into a Group ABC Risk Indicator Questionnaire, 
embedding it in our SMS self-assessment tool, completed annually by contracts across all 
Divisions;

• assessed ethics, regulatory compliance and human rights risks in all Divisions;

• delivered new modern slavery awareness training to all managers in all Divisions. All managers are 
required to complete the course and we are tracking compliance; 

• continued promotion of Speak Up at Divisional level to increase trust in the process, whilst 
reviewing it for improvement. For example,

 − in the UK, analysis of cases raised via Speak Up has prompted action to promote dialogue with 
line managers and HR before resorting to Speak Up, when appropriate;

 − in Americas, confidence in the Speak Up process is reinforced through transparent reporting of 
non-confidential data regarding Speak Up performance in the employee newsletter; and

 − also in Americas, we have analysed the Speak Up process for potential unconscious gender 
bias, studying cases and outcomes by gender from 2008-17. Our analysis concluded that 
unconscious bias does not appear to affect management of individual cases. 

Key performance indicators 2017 2018
Viewpoint Ethics and Integrity Index 69% 73 (avg. score)
Upheld cases of corrupt behaviour 0 0
Upheld cases of human rights violations 0 0
Speak up: cases closed (substantiation rate) 450 (43%) 498 (40%)

For additional data and performance commentary, including changes to our engagement scoring and our 

Viewpoint indices, see: Corporate Responsibility KPIs (page 69) 

 
Our next steps
We will:

• continue to monitor and work actively to mitigate our ethics, regulatory compliance and 
human rights risks;

• review data and internal reporting to develop an effective dashboard;

• continue to raise awareness of Speak Up and review how we monitor live cases to ensure 
optimal case management and closure; and

• further review the legislative standards for modern slavery that apply in each Division to 
ensure all local requirements are met.

For items relating to fair competition and conflicts of interest, see: Fair competition (page 52) 

For items relating to third parties, see: Responsible relationships (page 54)

Behaving with integrity and treating people with respect 
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We recognise our customers to be those we serve – the public – and the governments and other 
organisations who engage us to provide public services. We operate internationally across four 
geographies: UK & Europe, North America, Asia Pacific and the Middle East and across five 
sectors: Defence, Justice & Immigration, Transport, Health and Citizen Services. This means we 
work for and on behalf of multiple governments and stakeholders across these sectors.

Our ability to develop long-term relationships with our customers is critical to our business. We 
maintain service-specific feedback channels for service users, such as dedicated customer service 
personnel and surveys, and follow formal processes for engaging with our contract customers, 
including contract bidding and performance review. Individual contract customer relationships are 
managed by our business leadership from Contract Directors to our Group Chief Executive Officer.

In addition to our contractual responsibilities to our customers, we also share with them a genuine 
and common goal to deliver superb public services. This is reflected in our purpose: ‘To be a 
trusted partner of governments, delivering superb public services, that transform outcomes and 
make a positive difference for our fellow citizens’. All in all, we are driven by our public service 
ethos to help our customers create positive outcomes for society.

Therefore, central to our approach is maintaining and always improving: our duty of care to end 
users, the quality of our service delivery, the social outcomes we deliver and the value for money 
we deliver to the public.

We also engage customers through the Serco Institute, an independent think tank working to help 
governments develop the next generation of public service solutions for citizens through research, 
insight and innovation.

Our four major governmental customers are the UK Government, the US Government, the 
Australian Government, and the Government of the United Arab Emirates.

At the regional level, our major customers include:

Our customers

Serco Americas

• The US Navy

• The US Air Force

• The US Army

• The US Department of 
Health and Human Services

• The US Patent & Trademark 
Office

• The Canadian Department 
of National Defence

• The Ontario Ministry of 
Transportation

• US State and Local 
Departments of Transport

Serco Asia Pacific

• The Australian Department 
of Home Affairs

• The Western Australian 
Department of Health

• The Western Australian 
Department of Corrective 
Services

• The Australian Department 
of Defence

• The Australian Taxation 
Office

Serco Middle East

• The United Arab Emirates 
Roads and Transport 
Authority

• Mubadala

• The Saudi Railway 
Company

• Dubai Airports

• The Australian Defence 
Force

• GCANS (General Company 
for Air Navigation Services)

• DACO (Dammam Airports 
Company)

• HMG (Dr. Sulaiman Al-
Habib Medical Group)

Serco UK & Europe

• The UK Ministry of Defence

• The UK Ministry of Justice

• The UK Home Office

• Transport Scotland

• The UK National Health 
Service

• The UK Department for 
Work and Pensions

• Hertfordshire County 
Council

• The European Space 
Agency
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Duty of care

What duty of care means to us
We place the health, safety and wellbeing of the public at the heart of service 
design and delivery.

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 and maintain;

• 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 with consideration, courtesy, compassion and respect, and 
that our provisions and interactions exemplify 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 23);

• ensuring the health and safety of our service users is part of our commitment and approach to 
safe and healthy operations (page 34);

• ensuring we treat service users with 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 15); 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 66)

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.
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• 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, annual Performance 
and Development Review process and Pulse Awards recognition programme, enabling us to 
define our expectations of caring behaviour and helping to ensure these are met.

Our progress and performance in 2018

We have:

• made use across our service delivery of Serco’s ExperienceLab – which specialises in citizen-centric 
design;

• embedded our Serco Cares programme to improve patient experience – training 3,000 hospital 
colleagues;

• continued to implement a broad range of coordinated, mutually supporting initiatives to address 
prison violence, e.g. key worker training, five-minute interventions, improved intelligence, social 
responsibility units and body cameras;

• established a security working group across our Health business to review security and address 
issues of increased violence in hospitals;

• actively worked with UK police authorities to tackle increased violence on trains; and

• deployed our Centres of Excellence (CoEs) to focus on end user experience and outcomes.

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;

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

• continue to drive a range of initiatives across our custodial, health and transport operations to 
address increasing violence.

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 2018

We have:

• worked to improve the relationship between suppliers and contractors through our development 
of the ‘Four Principles’ on how to better govern public services, which should help strengthen 
delivery of outsourced services across the sector;

• continued to develop how we bring various different elements of management information 
together to enable us to focus management attention to address potential issues and 
opportunities;

• run customer insight surveys in each of our regions;

• strengthened operational delivery further – achieving win rates of around 50% for new bids and 
around 90% for rebids and extensions;

• relaunched the Serco Institute (www.sercoinstitute.com) which sources crowd thinking for 
innovation in public service delivery; and

• deployed our Centres of Excellence to enhance best practice and product development.

Our next steps

We will:

• continue working to develop and promote our proposed four principles for governing 
outsourced public service delivery in the UK;

• better coordinate and share insight from our Divisional customer surveys;

• build respect for the new Serco Institute and deploy its capabilities to the maximum through 
developing strategic partnerships; and

• commence the contract managers’ development programme with Oxford Saïd Business 
School. For more information, see: Employee engagement and development (page 37)

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 2018

We have:

• developed and agreed a new strategy for the Serco Foundation, focused on supporting non-
profit organisations engaged in enhancing public service outcomes;

• made use across our service delivery of Serco’s ExperienceLab – which specialises in citizen-
centric design;

• more generally:

 − 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:

• formally relaunch the Serco Foundation and increase further its charitable support and 
impact on social outcomes; and

• continue to explore potential criteria with which to more precisely define and measure our 
contribution to social outcomes through our operations.

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 achieve optimal balance of value creation for our 
stakeholders;

• 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, transferable 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;

• 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.
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Our progress and performance in 2018

We have:

• launched Communities of Practice (CoPs) which are international fora to develop, enhance and 
share best practice in specific capability or competencies – including contract efficiency; 

• found significant efficiencies for our customers on several next generation contracts including 
our MELABS contract with the Australian Defence Force in the Middle East and our CMS health 
insurance eligibility support contract in the US;

• further rolled out formal Operational Excellence training and activities across all our Divisions to 
help run continuous improvement exercises and improve the efficiency of our operations; and

• reduced our overhead costs thereby enabling us to be more efficient in our delivery to customers.

Our next steps

We will:

• embed the CoPs and consider extending them to additional competencies;

• continue to review the efficiency of our contract delivery, including through the continued use 
of Operational Excellence; and

• improve our measurement of the value of outsourced services to the public.

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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We are a team of more than 50,000 people responsible for delivering essential public services 
around the world. Our people are the individuals and teams we depend on to deliver those services. 
Whether they have joined Serco through choice or transfer of operations, they have all chosen a 
career in public service.

Whilst the majority are Serco employees, our people can also include temporary and contract 
colleagues, helping us to manoeuvre with pace and flexibility wherever and whenever we need to.
At the same time, not all Serco employees will wear Serco uniforms. Some of our arrangements 
with specific customers or partners require our people to represent alternative organisations or our 
customers themselves.

Regardless of how they are employed and the uniforms they wear, all are integral to our team. They 
share our Values, our strong bond with the public sector and our commitment to serve. For many, 
like Serco itself, that public service ethos originates in a strong public sector background with a deep 
foundation of knowledge and experience.

Everyone at Serco plays a critical role, whether directing strategy, working side-by-side with our 
customers or engaging face-to-face with our service users. Our people are all specialists in their roles, 
whether executive directors or team leaders, business support (e.g. personal assistants, bid writers or 
software developers) or frontline operations (e.g. psychologists, engineers, prison custody officers, 
life guards or caterers).

Our workforce is vibrant, diverse and dynamic – drawn primarily from the communities in which 
we operate and reflective of the communities we serve. We prioritise local employment in our 
workforce solutions whilst leveraging our globally-mobile talent and being sensitive to local customs, 
constraints and customer requirements.

We actively manage our employee relationships through open, honest dialogue at all levels. 
Effective leadership and line management are our principal means of engagement. Building trust 
and relationships and communicating effectively are key competencies in our Leadership Model. 
We also invite employee feedback via: Viewpoint, our employee engagement survey; Speak Up, our 
whistleblowing process; and Yammer, our internal social media platform. We also maintain various 
employee-led networks and strong relationships with our recognised trade unions.

Our people are united in their drive to make a positive difference. They are proud of who they are 
and what they do. It is our responsibility to engage, enable and support them. First and foremost, 
this means upholding our Values and policies; respecting and supporting individual needs and 
differences; providing necessary training and opportunities for development; encouraging and 
responding positively to their ideas and opinions; and safeguarding their wellbeing.

Our people

Figure 1: Where our people are based
(Excludes joint ventures)

Serco UK & Europe

Serco Asia Pacific 

Serco Americas

Serco Middle East

Group Corporate Functions 
and Shared Services

54.6%
20.8%

13%

9.7%
1.9%
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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) strategy, HSE Policy 
Statement, supporting standards and related operating procedures. We recognise that our 
commitment to a vision of zero harm is a challenging, long-term aspiration that will take continuous 
concerted effort if it is ever to be achieved given our operational risks. Our HSE strategy is designed 
to help clarify our next steps on our journey.

In summary, we strive to:

• identify, assess and actively manage the health and safety hazards, impacts and risks arising 
from our operations, investigating incidents and monitoring performance and systems;

• 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;

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

• regularly review, learn and identify opportunities for continual improvement at all levels of 
governance.

Key components in our governance

• The Serco plc Board has ultimate responsibility for HSE, assisted by our Corporate Responsibility 
Committee (CRC), which 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. HSE data is also included in

 − monthly Business Performance Reviews by Divisional Chief Executive Officers (CEOs) and 
Business Unit Managing Directors; and

 − Divisional Performance Reviews by the Group CEO, Group Chief Financial Officer and Divisional 
CEOs.

• 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 2018

We have:

• refreshed our Group Health, Safety and Environment strategy in response to evolving risks and 
opportunities and the continuous improvement of our health and safety governance, oversight 
and risk assessment capability. The new strategy reinforces our existing principles and priorities 
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whilst introducing a more prominent focus on employee wellbeing and increased emphasis on 
shared ownership, ‘just’ culture and preventive awareness;

• developed a ‘just’ health and safety culture framework for adoption across the business and 
incorporated this in our online incident management tool to support the review of incident and 
accident investigations and actions taken;

• rolled the Health and Safety Laboratory (HSL) Safety Climate culture assessment tool out across 
all Divisions. Our results were favourable overall, and above ‘all industry’ benchmark average in 
all areas. Opportunities to improve our health and safety culture and use of the tool have been 
identified and are being formulated into future plans;

• enhanced our safety management system by introducing functionality to facilitate identification 
and management of operational safety hazards and improve line of sight for new or changing 
risks;

• completed a formal review of our online incident management tool against market leaders, as part 
of a wider review of our Governance, Risk and Compliance tool set, identifying opportunities for 
improvement that we will act on as of 2019 (see ‘Our next steps’ below); and

• celebrated our annual Zero Harm Week in October, raising safety and wellbeing awareness across 
our Divisions. Areas of focus included mental health, reducing violence and road safety.

Key performance indicators 2017 2018
Viewpoint Safety Index 75% 77 (avg score) 
Lost Time Incident Frequency Rate (per 1m hours worked) 4.18 4.93
Major Incident Frequency Rate (per 1m hours worked) 0.33 0.41
Physical Assault Frequency Rate (per 1m hours worked) 8.96 13.12
Serious Physical Assault Frequency Rate (per 1m hours worked) 0.89 1.37

For additional data and performance commentary, including changes to our engagement scoring and our 

Viewpoint indices, see: Corporate Responsibility KPIs (page 69)

Our next steps
We will:

• act on the findings from the culture assessment tool;

• finalise and deploy our ‘just’ health and safety culture framework;

• build on current work to improve near miss reporting and safety observations, focusing on 
those that present the greatest potential impact;

• drive employee wellbeing forward as a strategic priority, building on everything we already 
have in place;

• launch new cross-Divisional oversight groups to drive and coordinate our continued focus on 
improvement in the following safety-critical areas: Rail, Marine and Physical Assaults;

• simplify our safety management documentation for the benefit of user engagement and 
application;

• complete our systems review to better align the management of safety, compliance, 
environment, risk and insurance and better inform risk management by providing an holistic 
view of data and performance;

• continue driving continuous safety improvement in the Divisions, working to maintain current 
overall performance relating to physical assaults and improve on our 2018 Major Reportable 
Incident Frequency Rate and Lost Time Incident Frequency Rate by 7% and 5% respectively; 

• we will explore potential longer-term future performance trend indicators. 

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.

Our progress and performance in 2018

We have:

• begun to develop our approach to engagement beyond a traditional annual survey by introducing 
a stronger and more versatile survey capability (through our new engagement partner, Glint), 
which will enable us to engage with employees more closely and regularly throughout the 
employee lifecycle;

• supported our leaders in owning and driving their career and personal development, continued to 
involve leaders in our business plans and strengthened leadership communications;

• supported our managers through interventions focused on building capability and pride, at all 
levels and throughout the workforce;

• supported all employees through stronger promotion of taking action to build engagement 
locally;
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• reinforced engagement as a strategic priority by incorporating it as a performance measure into 
our Performance Share Plan Awards, made to our Executive team and senior leaders globally;

• continued to build and strengthen our system of Group and regional development programmes;

• delivered our Oxford Management Programme for a further 120 members of our global 
management population, bringing the cumulative total to 328. Through the programme (designed 
and delivered in partnership with Oxford Saïd Business School) we are developing a cadre of 
managers to drive our performance and strategy; and

• opened the Management Programme to a broader population of management roles across the 
business whilst introducing an ongoing curriculum of virtual education for programme alumni.

Key performance indicators  2017 2018
Employee engagement  56% 67 (avg. score)
People manager engagement 65% 70 (avg. score)
Leadership engagement 71% 69 (avg. score)
Viewpoint Learning & Development Index 49% 60 (avg. score)

For additional data and performance commentary, including changes to our engagement scoring and our 

Viewpoint indices, see: Corporate Responsibility KPIs (page 69)

Our next steps: 
We will continue working to deliver our 2020 employee engagement target of 70 points or 
above, as defined in our Group performance framework.

Our Corporate and Divisional engagement actions for 2019 will respond to colleague 
feedback from our 2018 Viewpoint Survey, where the following improvement areas have been 
highlighted:

• Performance management and development

• Recognition and appreciation

• Communication of our future direction and the important role of our colleagues 

Divisional engagement action plans for 2019 will also reflect any other regionally-specific focus 
areas. These activities will be supported by our people managers across Serco, who develop 
engagement action plans with their teams to drive improvement locally.

In addition, we will explore our options for enhancing how employee interests are factored 
into Board decision-making in order to respond to Provision Five of the 2018 UK Corporate 
Governance Code.

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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Diverse workforce and inclusive workplace

What diverse workforce and inclusive workplace means to us
Our business thrives because of our talented and diverse workforce, for which 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:

• attract, develop and retain employees from the broadest possible talent pool;

• proactively manage and regularly analyse the diversity of our workforce; and

• 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.

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 more details of our people policy and strategy governance, see also: Employee engagement and 
development (page 37)
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Our progress and performance in 2018

We have:

• achieved our 2020 target of a minimum 25% women in leadership roles, and revised our target to 
35% by 2025;

• recognised four official global focus areas, assigning each an Executive Sponsor: Anthony Kirby, 
Group HR Director, for Gender; David Dacquino, Serco Americas CEO, for Disability; Mark Irwin, 
Serco Asia Pacific CEO, for Multicultural (BAME); and Kevin Craven, Serco UK & Europe CEO, for 
LGBT+; 

• refreshed and refined our Divisional D&I strategies in response to progress made since 2016, 
key organisational changes and the new global focus areas. All Divisions have continued taking 
action to deliver regional D&I objectives, including: further development of employee networks; 
promoting a culture of diversity and inclusion; and improving the balance of diversity in senior 
appointments. For specific examples, please see our CR in action case studies at www.serco.
com/inclusive; and 

• reported our Gender Pay Gap for 2017 in April (12.9%) and prepared our 2018 Gender Pay Gap 
report (11.9%).

Key performance indicators 2017 2018
Viewpoint Diversity & Inclusion Index 70% 74 (avg. score)
Number of women: Serco Group plc Board 3 (30.0%) 3 (33.3%)
Number of women: Executive Committee and Direct Reports 15 (21.7%) 28 (31.8%)
Number of women: all other employee levels 18,129 (41.6%) 18,960 (42.4%)

For additional data and performance commentary, including changes to our engagement scoring and our 

Viewpoint indices, see: Corporate Responsibility KPIs (page 69)

Our next steps:

We will work to:

• create excitement around staff inclusion networks both within our Divisions and across the 
Group;

• ensure each Division sets stretching ambitions around the short and medium term;

• launch our new employer brand – ‘make a difference everyday’ – to attract and recruit a 
more diverse workforce; and

• launch an annual People Report which we will share both internally and externally to keep 
momentum and focus.

Create links

Diverse workforce and 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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Our world

As a provider of diverse public services, operating in over 20 countries around the 
world, we operate within and contribute to multiple complex social, economic and 
physical environments. Across these we recognise our responsibilities to a range of 
stakeholders, including the third parties with whom we interact as neighbours, peers, 
partners and environmental stewards.

We strive to be responsible in how we impact the communities, economies and environments in 
which we operate – making a positive difference wherever possible and limiting any other impact we 
may have. We are committed to: working closely, collaboratively and partnering effectively with our 
stakeholders; protecting their interests by operating legally, fairly and ethically; and building honest, 
respectful and transparent relationships.

Communities
Our engagement with communities – those we serve and those where we operate – is at two levels: 
business-led and employee-led. We are committed to proactive dialogue with representative 
bodies to understand and manage our impact; and facilitating employee participation in community 
initiatives and charitable giving, which also applies to the regional causes our employees choose to 
support.

At Contract and Business Unit levels we maintain relationships with specific non-governmental 
organisations (NGOs) with whom we consult or collaborate for delivery of service outcomes. For 
example, our contract to operate Her Majesty’s Prison Belmarsh West, UK, is delivered in partnership 
with voluntary-sector partners, Turning Point and Catch 22.

We also engage with NGOs and charities in the regions where we operate through the Serco 
Foundation, an independent charitable organisation established specifically for that purpose.

Suppliers
Our supply chain is an important component in achieving high performance in our business. In 
selecting suppliers, we work hard to choose reputable business partners who are committed to 
ethical standards and business practices compatible with our own. We complete appropriate due 
diligence to understand those we work with.

The total number of Tier 1 suppliers in our supply chain as of 13th February 2019 was 14,356. While 
we operate in several different sectors, our operations are characterised by the provision of services. 
This is reflected in the make-up of our supply chain, demonstrated in Figure 1 below.

We spend c£600m annually with small and medium-sized enterprises (SMEs) through our supply 
chain. SMEs are involved in the delivery of around a third of our operations. We have partnering 
relationships with more than 7,000 SMEs.

Strategic partners
We are engaged in several joint ventures with commercial partners. For example, Merseyrail is a joint 
venture between Serco and Abellio in the UK, while in Australia, Serco Sodexo Defence Services Pty 
Limited is a joint venture between Serco and Sodexo, delivering garrison support services to the 
Australian Defence Force.

We also have joint ventures with customers. For example, Viapath is a pathology services joint 
venture between Serco and the Guy’s and St Thomas’ and King’s College Hospital NHS Foundation 
Trusts.
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In some cases, we deliver services through consortium arrangements. For example, we are part 
of the NorthernPathways consortium in Australia (with John Laing, John Holland and Macquarie 
Capital), appointed by the New South Wales Government to design, build and operate the new 
Clarence Correctional Centre.

We maintain strong, collaborative relationships with our suppliers and strategic partners, both 
centrally and locally, engaging them regularly in strategy and performance review meetings, 
management forums and site visits.

The environment
We recognise our responsibility for the environmental impacts of the services we deliver, the 
products and services we buy and the ways in which we operate. We consider the following 
environmental aspects to be material to our activities: carbon emissions generated through our 
own operations, energy consumption and business travel; climate resilience; waste generation and 
disposal; water consumption; resource use; pollution; and biodiversity.

Where we have direct control of environmental impacts, activities are managed locally. 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.

Our world

Figure 1: Spend by category

Corporate Services

Information & Communication 
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Human Resource Services 

Ground Transportation
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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 and facilitate 
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:

• use our compliance management system, Assure, to track corporate responsibility activities; and

• follow our newly published Group Standard Operating Procedure for Charitable Donations, 
Sponsorships and other Contributions.

Our progress and performance in 2018

We have:

• strengthened our governance relating to community initiatives and charitable giving through 
a new Group Standard Operating Procedure, ‘Charitable Donations, Sponsorships and other 
Contributions’, requiring more robust due diligence in the consideration of any sponsorship 
opportunity or charitable contribution. We have also updated our compliance management 
system to enable easier data capture;

• developed a new strategy for the Serco Foundation which has now been agreed by all Trustees. 
Its refreshed mission is to support non-profit-making organisations in the delivery of public 
services through awarded grants and the secondment of Serco employees. It has already 
started supporting charitable causes under this new mission, awarding grants to the following 
organisations in 2018:

 − £15,000 for the Police Citizens Youth Club (www.pcycnsw.org.au) in the Grafton area of New 
South Wales, Australia – working with young people to develop skills, character and leadership 
whilst helping to reduce and prevent crime by and against young people;

 − £15,000 for the Grafton-based Gurehlgam Corporation (www.gurehlgam.com.au) – promoting 
and encouraging the development and empowerment of Aboriginal communities;
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 − £5,000 for NHS Lanarkshire, UK to build a hairdressing salon for the elderly in Wishaw Hospital; 
and 

 − £10,000 for The Soldier’s Arts Academy (www.soldiersartsacademy.com), a community interest 
company based in London, UK – providing a route for wounded, injured and sick military 
personnel and their families into the arts to enable them to recover, retrain and enter new 
careers.

• strengthened executive oversight and facilitation of our social responsibility agenda in the Middle 
East in response to our workforce’s strong appetite for contribution and new legislation in the 
UAE which is withdrawing legacy restrictions, promoting corporate action and introducing formal 
reporting requirements.

Our next steps
We will:

• build on our work in 2018 to reinvigorate our governance for charitable and community 
contributions, focusing on the improvement of community investment reporting across the 
business. We recognise significant levels of local activity by our operations and our employees 
in all regions, but also recognise challenges in capturing the full extent of our commitment. 
We will engage with the business in order to identify and implement improvements that will 
enable us to resume reporting our global community investment performance; and

• formally relaunch the Serco Foundation externally and build real momentum in its activities.

 

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) strategy, HSE Policy 
Statement, supporting standards and related operating procedures, aligned to the ISO14001:2015 
standard on Environmental Management.

In summary, we strive to:

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

• 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 the Serco Management System;

• 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;

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

• regularly review, learn and identify opportunities for continual improvement at all levels of 
governance.

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.

• 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 2018

We have:

• refreshed our Group Health, Safety and Environment strategy in response to evolving risks and 
opportunities and the continuous improvement of our environmental governance, oversight 
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and risk assessment capability. The new strategy reinforces our existing principles and priorities 
whilst introducing a more prominent focus on specific customer priorities concerning carbon and 
climate, resource efficiency and the protection of biodiversity and natural capital;

• benchmarked our approach to climate change via the globally-recognised annual Carbon 
Disclosure Project (CDP) climate change questionnaire, achieving a score of C. See our Corporate 
Responsibility KPIs on page 69 for more information and performance commentary;  

• shaped future environmental strategy and driven continuous improvement in our most energy and 
carbon intensive business units, including a programme of environmental and energy reviews in 
our UK Justice & Immigration business and a new Energy Management System for our UK Leisure 
business. We have also worked with our UK waste contractors to reduce the amount of waste we 
send to landfill, achieving zero waste to landfill at over 70 sites where we are responsible for waste 
management and recycling over 40% of waste generated at these locations; 

• worked with a leading independent energy performance and carbon compliance consultancy 
to explore the opportunity for science-based carbon reduction targets aligned to Government 
requirements. We have received their report and are considering our future approach in this area; 

• prepared to expand our energy use and greenhouse gas emissions reporting in line with the 
additional disclosure requirements of The Companies (Directors’ Report) and Limited Liability 
Partnerships (Energy and Carbon Report) Regulations 2018; and

• celebrated World Environment Day in June with the cross-Divisional theme of reducing plastic 
waste.

Key performance indicators 2017 2018
Carbon dioxide equivalent (tonnes CO2e)     
Scope 1: Combustion of fuels and operation of facilities 174,289 176,254
tCO2e Scope 2: Grid electricity purchased for own use     
(location-based) 79,366 83,560
Scope 1+2 carbon emissions intensity (Total Group tCO2e/FTE) 5.56 5.53

For additional data and performance commentary, see: Corporate Responsibility KPIs (page 69)

Our next steps
We will:

• roll out our new environmental strategy across our Divisions to further embed a culture of 
environmental stewardship and to drive environmental improvements proportionate to the 
risks of specific operations;

• commence reporting in line with The Companies (Directors’ Report) and Limited Liability 
Partnerships (Energy and Carbon Report) Regulations 2018;

• act on the findings from our Greenhouse Gas verification report and continue to work with our 
supply chain partners to meet good practice on measuring, managing and reporting on the 
Scope 3 products and services category;

• simplify our environmental management documentation for the benefit of user engagement 
and application; and

• monitor Divisional action planning and delivery to ensure that Business Units continue driving 
improvement in their most energy and carbon intensive contracts. 

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 strive to 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 15)

Our progress and performance in 2018
We have completed significant work to develop appropriate processes for capturing conflicts of 
interest. This has included redrafting operating procedures, developing an online tool and producing 
a short video explaining what a conflict of interest is and what to do about it.

Key performance indicators 2017 2018
Upheld cases of anti-competitive behaviour 0 0

Our next steps
We will:

• roll out and embed our new Group Standard Operating Procedure and register for conflicts of 
interest across the business; and

• develop and deploy targeted fair competition training for high-risk roles.
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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 analysis of requirements and establish a clear management structure (aligned 
to the Serco Management System and overall strategies for each business opportunity) for 
third-party arrangements considered necessary to meet contract requirements, including joint 
ventures, strategic partnerships and 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 contractual structures 
and arrangements for any partner/strategic relationship, 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 15)
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Our progress and performance in 2018

We have:

• strengthened the human rights elements in our Supplier Code of Conduct;

• developed a new questionnaire for enhanced supplier due diligence, focusing on how our Tier 1 
suppliers manage modern slavery risks within their own supply chains;

• completed a review of our third-party due diligence process, including quality of reports and 
information provided; and

• commenced reporting our supplier payment performance per new UK regulations introduced in 
2017. In 2018, 83.09% of our supplier invoices were paid on time, putting Serco in the top quartile 
of reporting companies but still with room for improvement.

In our previous report we advised that in 2018 we would deploy the new Supplier Relationship 
Management solution piloted in the UK during 2017. This work has since been placed under review 
whilst alternative priorities have taken precedence.

Key performance indicators 2017 2018
Third party due diligence screening

Third parties validated 28,066 7,867
Third parties pending review 1,143 191
Third parties disqualified 3 1

For performance commentary, see: Corporate Responsibility KPIs (page 69)

Our next steps
We will:

• publish new guidance on ethical and human rights due diligence for new geography entry 
and the selection and appointment of partners;

• review our third-party due diligence process to enable different risk tolerances to be applied 
at initial assessment and through ongoing monitoring; and

• trial our new Tier 2+ supply chain questionnaire for modern slavery due diligence.

 

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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Our owners

Serco is a Public Limited Company (PLC), incorporated in the UK and listed on the 
Main Market of the London Stock Exchange (LSE). Our owners are those who hold our 
shares. Our issued share capital consists of a single class of shares which carry no right 
to fixed income. Each ordinary share of the Company carries one vote at our general 
meetings.

Serco’s ‘free float’, representing the portion of shares that can be publicly traded without restriction, 
is 100%. Our share capital at 31 December 2018 was 1,098,564,237 ordinary shares and the closing 
price on the LSE at that date was 95.6p, representing a market capitalisation or equity value of the 
Company of £1,050m. 

Serco’s ownership profile is heavily weighted in value terms to institutional shareholders. Private 
shareholders holding in their own name on the share register represent only around 1% of the 
company ownership, with private brokers and wealth managers representing a further 5%. Our 
mix of 94% institutional and 6% private shareholders is typical of the wider stock market. Our joint 
stockbroker, JP Morgan Cazenove, define institutional investors as investment firms with a mandate 
to manage unitised retail funds, investment trusts, corporate retirement funds and hedge funds.

Our ownership concentration is further demonstrated in Figure 1, with around 85% of the shares held 
by the 20 largest institutional shareholders. This is more concentrated than typical for the FTSE 250, 
which would be around 75%. This is partly a reflection of Serco being a relatively smaller company, 
which tends to result in higher shareholder concentration. The greater concentration is driven at the 
very top of the register. For more information, please see our Directors’ Report in the Serco Annual 
Report 2018 (specifically: Interests in voting rights, page 136).

The geographic ownership of Serco is demonstrated in Figure 2 and is broadly similar to that for the 
FTSE 250 index though with Serco attracting a greater proportion of shareholders from the UK and 
Europe. 

We recognise that meaningful engagement with our owners is integral to our continued success. We 
therefore seek long term relationships based on transparency, honesty and clarity. We are committed 
to open and regular engagement with our institutional and retail shareholders. 

For more information about how we achieve this, please see: Transparency (page 63).

Honouring our relationship with Serco’s owners is a key responsibility and determinant of being 
successful and sustainable. We are determined to protect and maximise our shareholders’ interests, 
and do so through a focus on shareholder returns, how we manage risk and a commitment to 
transparency.
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Our owners

10 largest institutional managed funds

Next 10 largest

UK

North America

Rest of EU

Rest of world

All other institutional shareholders

Figure 1: Concentration of our ownership Figure 2: Our geographic ownership
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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 the 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). As of 2018, an additional two 
performance measures have been included in relation to long-term incentives, which take 
into account progress in the Group’s employee engagement score and our order book. 
Taken together, we consider these five measures to be the most appropriate 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 

66)
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Our performance framework

Our values

Our purpose – what we want to be

Our organising principles

Our method

Our longer term 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 Profitable and sustainable

Employee engagement 
 70 points or above

Trading margin Revenue growth
5%+ 5%+

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 

Our progress and performance in 2018

• 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 +52%, -31% and -3% from start to end of the 
financial years 2016, 2017 and 2018, 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 undiluted EPS performance was 
+18%, -17% and +55% for 2016, 2017 and 2018 respectively, whilst Underlying ROIC has been 
at 10.7%, 9.6% and 13.1% for these three years. The Group’s order book was £9.9bn in 2016, 
increasing to £10.7bn and £12.0bn in 2017 and 2018.

• 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 to deliver further progress in 2019, with 
Revenue growth of 3-4% anticipated and Underlying Trading Profit forecast to increase to 
approximately £105m. Revenue growth is expected to accelerate to around 5% in 2020. In terms 
of our ambition of achieving margins of at least 5% over the longer term, we believe this is 
still achievable. 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.
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Our progress and performance in 2018

We have:

• worked to ensure transparency by issuing three trading updates in addition to the requirement to 
report half- and full-year results, as well as issuing a further 30 announcements regarding contract 
awards or corporate transaction news;

• engaged with over 100 different institutional investment funds – holding meetings with 
institutional investors and attending 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 number of other events, such as meetings for analysts to engage with the wider 
operational management team of the business, or to hear broader perspectives on our sectors 
and markets such as through the work of the Serco Institute; 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 a comprehensive 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;

• 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 Enterprise Risk 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 11)
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Our progress and performance in 2018

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 ‘deep dive’ reviews of all our principal risks, focusing on the effectiveness of mitigation 
actions and the management of any gaps between current risk status and the Company’s risk 
appetite.

As of end-2018 our Group principal risks are:

In addition, we have:

• streamlined reporting to the GRC to make key information more prominent for enhanced 
analysis and decision-making;

• introduced a Key Risk Indicator Dashboard to help improve our management oversight and 
visibility on the effectiveness of our risk management approach;

• completed a review of risk management in all Divisions, launched in 2017; and

• worked to deliver our principal risk mitigation priorities as identified in our 2017 report.

Our next steps
We will:

• continue to focus on progress to mitigation plans whilst conducting in-depth reviews of Group 
principal risks; and

• continue to review and refine our Risk Management Framework to ensure it remains fit for 
purpose.

 

Managed risk 

 − Failure to grow profitably

 − Failure to act with integrity

 − Contract non-compliance, non-
performance or misreporting

 − Failure to deliver expected benefits from 
Transformation

 − Major information security breach

 − Failure to manage our reputation

 − Failure of business-critical partner, 
supplier, sub-contractor

 − Catastrophic incident

 − Financial control failure

 − Material legal and regulatory compliance 
failure
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Corporate responsibility key performance indicators
2014 2015 2016 2017 2018

2017 v 
2018

Var % Comments

Behaving with integrity and treating 
people with respect
Viewpoint Index:
Ethics and Integrity

14-17: %
18: Avg. score

70 69 69 69 73 - 1. Applies to all data from our ‘Viewpoint’ employee engagement survey. In 2018, 
our methodology for calculating employee engagement changed, aligned to 
our new survey provider. Pre-2018, engagement results represent the proportion 
of engaged employees expressed as a percentage. As of 2018, engagement 
scores represent the average response, with maximum potential scores of 
100. It is not possible to adjust all our historic data to restate to the new 
methodology. However, analysis performed by our new survey provider indicates 
that engagement levels from 2017 to 2018 have remained broadly stable, with 
opportunity for improvement against new benchmarks. Regarding Viewpoint 
Index scores, an index comprises one or more related questions that cover a 
specific area of analysis.

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:

Investigated % 95 96 97 90 94 4 4.4 2. Where anonymous cases provide insufficient information, we are unable to 
investigate.

Corrective action taken % 56 63 53 42 54 12 28.6

Disciplinary action taken against one or more 
individuals involved in a case

% 15 24 16 9 18 9 100.0

Dismissal of one or more individuals involved in a case % 9 6 6 5 11 6 120.0

Closed within three months % 70 48 64 89 75 -14 -15.7

Our people
Employee engagement and development:

Employee engagement 14-17: %
18: Avg. score

51 53 54 56 67 - See note 1 above.

People manager engagement 14-17: %
18: Avg. score

58 59 62 65 70 - See note 1 above.

Leadership engagement 14-17: %
18: Avg. score

51 55 72 71 69 - See note 1 above.

Viewpoint Index:
Learning & Development

14-17: %
18: Avg. score

44 46 48 49 60 - See note 1 above.

Diverse workforce and inclusive workplace: 3. Diverse workforce and age profile figures are representative only of employees 
for whom relevant data is available.

Viewpoint Index:
Diversity & Inclusion

14-17: % 
18: Avg. score

75 67 69 70 74 - See note 1 above.

Number of women:
Serco Group plc Board

Number (%) 3 (30.0) 3 (30.0) 2 (22.2) 3 (30.0) 3 (33.3) 0 - 4. From 2018, this data will be the same as that submitted to the annual Hampton-
Alexander Review, UK. For 2018 the data was submitted on 30th June.

Number of men
Serco Group plc Board

Number (%) 7 (70.0) 7 (70.0) 7 (77.8) 7 (70.0) 6 (66.7) -1 -14.3 See note 4 above.
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2014 2015 2016 2017 2018
2017 v 
2018

Var % Comments

Number of women:  
Executive Committee and Direct Reports

Number (%) 12 (16.2) 13 (16.7) 12 (17.1) 15 (21.7) 28 (31.8) 13 86.7 See note 4 above.

Number of men:  
Executive Committee and Direct Reports

Number (%) 62 (83.8) 65 (83.3) 58 (82.9) 54 (78.3) 60 (68.2) 6 11.1 See note 4 above.

Number of women:
all other employee levels

Number (%) 23,157 
(44.4)

21,165
(42.6)

18,798 
(41.9)

18,129
(41.6)

18,960
(42.4)

831 4.6

Number of men:
all other employee levels

Number (%) 29,028
(55.6)

28,531
(57.4)

26,054
(58.1)

25,435
(58.4)

25,757
(57.6)

322 1.3

Number of employees with 
disclosed disabilities

Number (%) 228 (0.7) 468 (1.3) 516 (1.2) 425 (1.0) 343 (0.8) -82 -19.3

Age profile: See note 3 above.

16-24 % 10.2 9.5 9.1 8.7 8.5 -0.2 -2.3

25-40 % 35.2 35.9 35.7 38.8 38.7 -0.1 -0.3

41-54 % 29.8 29.2 29.2 31.4 29.8 -1.6 -5.1

55-64 % 14.6 14.9 15.6 17.9 17.6 -0.3 -1.7

65+ % 2.4 2.3 2.6 3.1 3.1 0 -

Undisclosed % 7.8 8.2 7.8 0.1 2.3 -2.2 -2,200.0 5. Reduction in 2017 reflects improvements in data availability resulting from new 
D&I strategy and focus on developing clear and robust data.

Staff turnover % 31.0 32.8 33.8 30.6 27.0 3.6 11.8

Proportion of days lost to sickness % 3.3 3.2 3.2 3.1 12.3 -9.2 -296.8 6. Increase in 2018 reflects introduction of new absence management system and 
subsequent planned improvement in absence capture.

Safe and healthy operations:

Viewpoint Index: Safety 14-17: %
18: Avg. score

70 71 73 75 77 - See note1 above

Lost Time Incident Frequency Rate Per 1m hours 
worked

4.81 5.79 4.98 4.18 4.93 -0.75 -17.9 7. 2017 numbers corrected following additional data due to reclassifications or 
delayed reporting.

8. Our lost time incident frequency rate in 2018, whilst an increase against 2017, 
reflects the five-year average baseline. One contributing factor is the increase 
reported in assaults. When these are removed the LTIFR is brought down to 4.2. 
The main cause for non-assault incidents remains slips and trips and manual 
handling.

Lost Time Incident Severity Rate % 17.53 19.10 22.96 23.68 26.14 -2.46 -10.3 9. We have changed the way we report lost days. Lost days will now be reported 
so that days lost are allocated in the year they occur rather than the year the 
incident occurred in. Figures presented reflect this change. Adjustments have 
been made to 2016 and 2017 data to enable comparison of current performance.

Major Incident Frequency Rate Per 1m hours 
worked

0.33 0.34 0.27 0.33 0.41 -0.08 -24.2 See note 7 above.

Physical Assault Frequency Rate Per 1m hours 
worked

7.04 7.19 6.92 8.96 13.12 -4.16 -46.4 See note 7 above.

10. 94% of assaults in 2018 relate to Justice and Immigration which has seen a 39% 
increase against 2017. This remains an area of significant management attention. 
We continue to deliver a programme of co-ordinated, mutually-supporting 
initiatives to manage this risk.
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2014 2015 2016 2017 2018
2017 v 
2018

Var % Comments

Serious Physical Assault Frequency Rate Per 1m hours 
worked

0.38 0.49 0.93 0.89 1.37 -0.48 -53.9 11. Clarification was sought from the UK Ministry of Justice regarding the inclusion 
of spitting and potting under serious assaults. They confirmed that these are 
not currently included in published statistics for Serious Assault. These have 
therefore been removed from the figures and the 2017 figure adjusted to reflect 
this change.

Prosecutions Number 0 1 0 0 0 0 - 12. 2015 data relates to an incident in 2011.

Fines paid £’000 50 200 0 116 0 -116 - 13. 2017 data relates to 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 14. Our reporting year for greenhouse gas emissions is one quarter behind our 
financial year, namely 1 October 2017 to 30 September 2018. 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%. Additional 
granularity and wider scope of environmental reporting for 2018. Includes energy 
consumption (kWh) for Scope 1 and 2 emissions in preparation for forthcoming 
Streamlined Energy and Carbon Reporting requirements coming into force from 
April 2019. Units reported: MWh = megawatt hours of energy; tCO2e = Tonnes 
Carbon Dioxide Equivalent; FTE = Full Time Employee.

Carbon dioxide equivalent (Scope 1+2) tCO2e 343,717 298,986 291,883 253,655 259,814 6,159 2.4

Scope 1 - Combustion of fuels and operation of 
facilities

tCO2e 173,441 162,197 182,819 174,289 176,254 1,965 1.1

Gas tCO2e 41,246 26,215 28,188 25,680 26,381 701 2.7 15. Breakdown of Scope 1 consumption adjusted from % to tCO2e

Petrol tCO2e 1,374 600 3,860 2,862 4,067 1,205 42.1 16. Increased reporting in Middle East – estimations required due to change of fuel 
card process.

Diesel tCO2e 23,716 28,393 27,931 23,965 24,633 668 2.8

Fuel oil tCO2e 22,685 - - - - - 17. Fuel oils previously reported combined now reported separately: (i) Burning oil / 
Kerosene; (ii) LPG / Propane; (iii) Gas oil.  Break down not available for 2014.

Burning oil / Kerosene tCO2e - 2,106 680 463 384 -80 -17.2

LPG / Propane tCO2e - 477 2,137 2,198 1,672 -526 -23.9

Gas oil tCO2e - 1,496 2,089 3,199 2,973 -225 -7.0

Specialist marine fuel tCO2e 84,003 102,493 117,656 115,652 115,883 231 0.2

Fugitive emissions tCO2e 417 417 278 270 263 -7 -2.6

Scope 2 - Grid electricity purchased for own use
(location-based)

tCO2e 170,276 136,789 109,064 79,366 83,560 4,194 5.3 18. Additional 9,512 tCO2e due to inclusion of Middle East domestic 
accommodation in scope as per advice received from Carbon Credentials. 
Reductions from closure of Bolton and JD Williams offices (circa 1,000 tCO2e). 
Reductions due to UK conversion factor (UK grid 19% less carbon intensive 
vs 2017). Conversion factors for Middle East and Australia slightly increased. 
Location-based electricity emissions are calculated using the electricity grid 
average emission factors.
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2014 2015 2016 2017 2018
2017 v 
2018

Var % Comments

Scope 2 - Grid electricity purchased for own use 
(market-based)

tCO2e - - - 70,629 80,832 10,203 14.4 19. Expanded scope of measurement in 2017. Market-based electricity emissions are 
calculated using the conversion factors specifically from our suppliers generating 
assets where available.

Headcount intensity (Scope 1+2) tCO2e/FTE 6.32 5.16 5.98 5.56 5.53 -0.03 -0.5

Kilowatt-hours (Scope 1+2) MWh - - - 1,024,994 1,059,347 34,353 3.4

Scope 3 – Business travel tCO2e - - - 26,891 24,094 -2,797 -10.4 20. Expanded scope of measurement in 2017. Business travel emissions for 2017 
restated as previously reported was UK & Europe only (7,621 tCO2e). 2017 
restated via extrapolations by FTE to reflect global dataset and contrast against 
2018 global dataset. 2018 data is a total Group dataset.

Air travel tCO2e - - - 21,940 20,009 -1,931 -8.8

Rail travel tCO2e - - - 467 298 -169 -36.1

Hotel stays tCO2e - - - 2,436 1,943 -494 -20.3

Private car / hire tCO2e - - - 2,048 1,844 -204 -10.0

Headcount intensity (Scope 3) tCO2e/FTE 0.59 0.45 -0.14 -24.1

Scope 3 - Electricity transmission and distribution loss tCO2e 6,567 5,810 -757 -11.5

Scope 3 - Basic screening using Quantis Scope 3 
evaluator

tCO2e 1,208,078 1,258,528 50,449 4.2 21. For many companies, more than 80% of their GHG impacts occur outside of their 
own operations. Quantifying and reporting these Scope 3 ‘value chain’ emissions 
can be time/resource intensive, yet it is a growing stakeholder expectation and 
globally recognised as good practice.  The Quantis Scope 3 evaluator tool was 
developed by World Resource Institute / World Business Council for Sustainable 
Development’s GHG Protocol. It is designed as a first step screening process to 
encourage the measurement and reporting of value chain GHG emissions.

Scope 3 - % of overall Scope 1, 2 and 3 using Quantis 
evaluator

% 82.7 82.9 0.2 0.2 See note 21 above.

Carbon Disclosure Project Score 97% 99% B B C - 22. New scoring mechanism introduced in 2015. We have continued to manage our 
carbon emissions in line with the legacy CDP criteria for a score of B (see our 
CDP scores for 2016-17). However, changes made by the CDP in 2018, including 
the introduction of new or intensified criteria in certain areas, have reset the 
baseline for all participants. We accept that, against the new criteria, our CDP 
score is C, and recognise that our existing plans are appropriate for driving 
improvement. Further information can be found on the CDP website,  
www.cdp.net/en

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 -
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2014 2015 2016 2017 2018
2017 v 
2018

Var % Comments

Responsible relationships:

Third-party due diligence screening 23. 2018 numbers reflect business as usual addition of third parties following 
completion of initial due diligence review of all third parties completed in 2016 
and 2017.

Third parties validated Number - - - 28,066 7,867 -20,199 -71.9

Third parties pending review Number - - - 1,143 191 952 83.2

Third parties disqualified Number - - - 3 1 2 66.6 24. Additional organisations disqualified because they are no longer used by Serco 
or there is a gap of 2+ years in the relationship: 6,634 in 2017; 173 in 2018.

Notes:

The performance analysis is based on data reported as at 20th February 2019, unless otherwise stated. Additional data may arise after this date. Where this occurs, numbers will be corrected in the following year report.

All data is for the total Group unless otherwise stated. All data excludes joint ventures and historical BPO data to enable 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.


