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Corporate Responsibility defined

‘Corporate Responsibility’ (CR) is our chosen term for 
referring collectively to our principal areas of responsibility 
and sustainability. We define and drive our ESG agenda 
through our CR Framework. It brings all our ESG priorities 
together in one model to enable easier oversight and 
governance, management of risks and value generation, 
measurement, and communication. Our efforts are not 
limited to these items, but this is where we focus our 
attention and ambitions most closely.

Board oversight and scrutiny of CR is embedded in our 
corporate governance through the Board’s standing 
committee, the Corporate Responsibility Committee, 
comprising both Executive and Non-Executive Directors and 
chaired by a Non-Executive Director.

Each element in our CR Framework is embedded in how we 
manage our business – defined and driven by specific Group 
policies and strategies, with dedicated oversight and 
leadership at Board, Group and Divisional levels.

Our CR Framework was updated in 2020 to maintain alignment 
with our evolving materiality assessment and ESG agenda. We 
have updated the structure of our reporting accordingly, 
focusing first on our Social priorities and then looking at 
Environmental and Governance.

Further information is available at
 www.serco.com/about/corporate-responsibility

https://www.serco.com/about/corporate-responsibility
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Patient 
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Key services

Our fundamental role in the functioning of an orderly society

Defence TransportJustice & 
Immigration

Citizen 
ServicesHealth

Our business is focused across five core sectors, with revenue in 2020 of £3,885m or, 
including our share of joint ventures and associates to reflect our total scale in each sector, 
of £4,250m.

At the core of our CR Framework and our business are our 
Values – Trust, Care, Innovation and Pride. They set our culture 
and shape our individual behaviours and hence the way the 
Company behaves. They ensure we are all working from a 
commonly understood base that can be applied across our 
organisation.

Trust – We work hard to earn trust and respect.
We deliver on our promises; are open, straightforward and 
honest; do the right thing; and take personal responsibility 
for getting things done.

Care – We care deeply about the services we provide, 
and the communities we serve, and we look after 
each other.
We work together to deliver high-quality public services, 
often of great importance to the nations and the 
communities we serve. We take care of each other, and those 
we serve, and we aim to make a positive difference to 
people’s lives.

Innovation – We aspire to be better than anyone else 
at what we do.
We continuously improve our ways of working, and try new 
ideas, big and small. We share our knowledge and 
experience and embrace change, knowing that if we don’t 
provide innovation and value for money to our customers, 
our competitors will.

Pride – We want to be proud of what we do.
We know that the work we do is important, and we take pride 
in doing it well. We value energy and enthusiasm, skill and 
experience, and an ability to make hard work fun. We 
contribute both as individuals and as part of a team.

Our ValuesSerco 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 more than 55,000 
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.

Our core sectors
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Kirsty Bashforth
Non-Executive Director
Chair, Corporate Responsibility Committee

Reflections on the year

The Coronavirus pandemic has 
wrought havoc across 
businesses, governments and 
the lives of billions of people. 
As a major supplier of public 
services, we have been deeply 
affected from the start, and 
from the start we made our 
priorities clear:

“Our priority in this crisis is 
to support the delivery of 
essential public services and, 
within that context, do all we 
can to protect our 
employees from harm and 
our shareholders from loss.”
Trading Update 2nd April 2020.

The scars of the pandemic will remain 
with us all for years to come: millions 
dead before their time; governments 
left with current account deficits and 
burdens of debt which would have 
previously been considered the height 
of folly; whole industries bankrupted; 
others growing fast. Changes in the 
way people work and consume goods 
and services, which have been 
gradually creeping up on us, suddenly 
accelerated and became part of a  
‘new normal’. 

The way important changes happen ‘gradually, 
and then suddenly’ was famously observed in 
Ernest Hemingway’s 1926 novel,  
The Sun Also Rises:

“How did you go bankrupt?” Bill asked.

“Two ways,” Mike said. “Gradually, and then 
suddenly.”

This resonates with our thinking about 
Corporate Responsibility. Just as a 
government’s first responsibility is to protect  
its citizens, so a company’s first responsibility  
is to protect its shareholders and other 
stakeholders. And just as there are many ways 
in which governments can fail in their 
responsibility to protect their citizens, there  
are many ways in which companies can fail in 
their responsibilities to shareholders and  
other stakeholders. 

Corporate Responsibility, commonly  
sub-divided into three core components of 
Environmental, Social and Governance (ESG), 
encompasses a number of issues which 
investors now recognise can damage the value 
of a company, or even bankrupt it, every bit as 
much as failures of financial control or 
competitiveness. And they need constant 
attention, because, like bankruptcy, they can 
wreak their destructive havoc ‘gradually, and 
then suddenly’.

We believe that Corporate Responsibility 
should not be seen as something whose only 
purpose is to protect from harm. Done well,  
it builds strength and resilience in a 
corporation. We believe that the effectiveness 
of our response to the Covid-19 crisis is in part 
due to our painstaking work, led by the Board, 
around risk management, culture and 
Corporate Responsibility. The value of this 
work, built up gradually over recent years, 
suddenly became evident in 2020.

Our Values of Trust, Care, Innovation and Pride 
gave us an effective cultural framework that 
enabled us to adapt to rapidly changing 
customer requirements and deliver services at 
speed, to high levels of quality and assurance.

• Trust was important because it allowed  
our customers to give us contracts at  
short notice, knowing that they could  
trust us to deliver, and importantly, to 
adapt our services if circumstances 
changed. A culture of mutual trust and 
respect amongst Serco management  
also enabled us to mobilise rapidly and 
effectively in the face of large and  
rapidly changing requirements.

Rupert Soames
Serco Group plc Chief Executive
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Reflections on the year

• Pride and Care were important because 
they meant that colleagues cared enough, 
and had enough pride in their work, to 
understand the importance of delivering 
on our promises even when under  
intense pressure.

• Innovation was important because we had 
to invent completely new ways of service 
delivery and scale up internal processes to 
levels at which we had never used them 
before. By way of example, around the 
world between 1st January 2020 and 31st 
December 2020, we hired around 20,000 
people directly or indirectly. And we have 
adapted our systems to allow thousands of 
people to work from home, rather than 
sitting at desks in large offices. All this was 
done at breakneck speed, but without 
breaking necks. 

Our ‘loose-tight’ management philosophy 
performed exceptionally well during the crisis:

• Devolving power and responsibility to sit as 
close as possible to the people delivering 
to our customers has given us great agility. 
This applies as much to businesses which 
have shrunk during the crisis as to those 
that have seen significant growth.

• A well-established framework of controls 
and processes, along with a culture of 
compliance and transparency, have 
enabled us to maintain assurance and risk 
management without which such rapid 
change would have been extremely risky.

All of these things are fruits of a focus on 
Corporate Responsibility, built into the culture, 
processes and systems of the business over 
several years.

We moved into 2020 with clear objectives 
across our Corporate Responsibility agenda, 
focused on consolidating progress and 
building greater momentum in addressing our 
ESG priorities. Even as the impact of Covid-19 
impelled us to ramp up and accelerate existing 
plans in some areas – such as our ambitions for 
enhancing colleague experience, wellbeing 
and connectivity – we have held to our 
priorities in all areas, recognising that our 
material issues remain material issues, even in 
the face of a global health crisis. 

This includes our new Group Strategy for 
Environment – focusing on climate-related risks 
and opportunities – and ongoing drive to 
mature our governance around an increasingly 
integrated and clearly defined ESG agenda 
that is closely aligned to our purpose – focused 
on protecting shareholder interests by 
managing our business in a way consistent with 
the broader interests of society.

Here, in our 18th Corporate Responsibility 
Report (the first one was published in 2003), we 
summarise our impact, progress and 
performance in delivering our commitments 
across our ESG priorities. Brought together in 
one model, our Corporate Responsibility 
Framework, we drive them forward as 
continuously maturing and integrating systems 
of policy, people and process – governed by 
our Values and bound by our purpose, with 
appropriate Board and Executive oversight and 
dedicated leadership at all levels.

We are proud of the strength and depth of our 
approach to Corporate Responsibility; we 
believe that our focus on it, particularly over 
recent years, has served the Company and its 
stakeholders well. However, we also 
understand that, to coin a phrase, ‘the price of 
liberty is eternal vigilance’. It is when 
companies think they are doing well that they 
can sow the seeds of their own destruction; 
they can become complacent, too believing in 
their own righteousness, and insufficiently 
humble in the face of the fact that in any 
company as large and diverse as ours, 
someone, somewhere, is doing something 
stupid or wrong every day of the year. It is 
eternal vigilance, an understanding that the 
gravitational pull of temptation is constant, a 
belief in transparency, a willingness to admit to 
fault and accept our own fallibility, and a desire 
to do the right thing, even when it hurts, which 
are the ways to preserve long-term value for 
our shareholders.
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Covid-19 – Our response

Covid-19 has created 
unprecedented challenges
for business and the world of 
work. Here we provide an 
overview of Serco’s response 
through these extraordinary 
times. 

Whilst our footprint is international, the 
nature of Covid-19 and its different 
impacts at different stages in different 
regions has meant we have taken a 
local approach with central 
coordination to remain flexible and 
share best practice as it developed. In 
our trading statement on Covid-19, 
issued on 2nd April 2020, we set out 
our operational priorities:

“Our priority in this crisis is to support the 
delivery of essential public services and, 
within that context, do all we can to protect 
our employees from harm and our 
shareholders from loss. …Our mettle is 
being tested as never before, and we are 
determined to rise to the level of events.” 

Whilst there are common factors in delivery of 
essential public services, each customer takes 
their own nuanced approach. We have, 
therefore, had to react to rapidly changing 
requirements, relying greatly on the ingenuity, 
flexibility and commitment of our colleagues.

We have achieved this through our ‘loose-tight’ 
model by devolving responsibility as close as 
possible to the people delivering to our 
customers, which has given us agility, 
supported by a framework of controls and 
processes enabling us to maintain assurance 
and risk management. This is balanced with 
our culture. Over the past five years, we have 
laid much emphasis on our Values of Trust, 
Care, Innovation and Pride. These played a 
significant part in sustaining the ability of the 
business to deliver under extreme and 
unprecedented pressure. Trust allowed our 
customers to give us contracts at short notice. 
Pride and Care meant that colleagues cared 
enough, and had enough pride in their work, 
to deliver on our promises even when under 
intense pressure. Innovation enabled us to find 
new ways of service delivery and scale up 
internal processes.

Supporting our people
Throughout, we have been clear and decisive 
about seeking to protect people and address 
wellbeing concerns, such as the impact on 
homeworkers and those in hospital 
environments, and equipping managers to 
support their teams.

Our commitment to health, safety and 
wellbeing was already reflected in its recent 
elevation as a Group Principal Risk, reflecting 
our commitment to the health and wellbeing of 
colleagues and service users. From a safety 
perspective, we implemented Covid-19 action 
and adaptation plans across our Business Units 
and Contracts and deployed High Visibility 
Safety Awareness resources, including 
collateral to support our Covid-19 response.

We built on work already started on employee 
wellbeing, including launching our new Group 
Strategy for Employee Health & Wellbeing 
(EHW), strengthening EHW governance and 
policy, and enhancing EHW communications, 
services and training. We launched a series of 
weekly virtual wellbeing events, invested in 
specialist mental health awareness training to 
upskill our managers, launched a new mental 
health app and improved our Employee 
Assistance Programme. We introduced tailored 
risk assessments for homeworking colleagues 
and commissioned a study on the longer-term 
effects of homeworking; and continued 
investing in workforce management and 
remote working solutions, enabling enhanced 
flexibility and support in response to colleague 
and customer needs. We streamlined our 
recruitment and onboarding processes, 
leading to significant efficiencies in bringing 
new colleagues into Serco; and maintained our 
Graduate Programme in all regions.

We increased the depth, breadth and 
frequency of colleague communications using 
a range of platforms. Covid-19 pages were 
added to Divisional and Group intranets. 
Weekly Thursday ‘Thank You’ communications 
were shared company-wide, celebrating an 
individual or team. These continued through 
the year. Regular virtual town halls and video 
messages from leaders were used to engage 
colleagues. This commitment to engagement 
with colleagues was reflected in the results of 
the Company’s employee survey in 2020 – in 
which the question, ‘my manager cares about 
my wellbeing’, scored an average 76 out of 
100, up 12 from 2019. We also consulted 
leaders and managers globally on our Covid-19 
response, achieving an overall engagement 
score of 84. 

Our people have had a huge diversity of 
experiences. For some there was new work and 
new areas to cover; for others there was 
significant reduction in work or closure of 
Contracts. We have risen to the challenges in 
standing up and deploying large numbers of 
people on short notice whilst seeking to ensure 
they are onboarded, integrated, aligned with 
how we do business, and safe. 

For colleagues who have suffered Covid-19, 
and for the bereaved families of those we have 
lost, we have worked to provide support during 
this difficult time.

Recognising the extraordinary efforts of our 
colleagues around the world during the 
pandemic, we distributed a one-off ex-gratia 
payment to around 50,000 of our frontline 
colleagues, totalling £5m.
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Covid-19 – Our response

Supporting our customers
Just as we have been tested, Covid-19 has 
tested our customers. 

Some parts of our business were severely 
affected, such as our leisure business and our 
rail and ferry Contracts. However, there have 
also been positive impacts with the support of 
the UK Government’s mobilisation of test 
centres and call handling within the NHS Test 
and Trace programme. Similar demand for call 
centres has been seen in Australia.

In Defence in the US, UK and Australia, most of 
the work we do has been designated essential 
to national security. We have continued this 
work while adjusting our provision of services 
to deal with resource challenges and social 
distancing requirements.

In Justice and Immigration, we have worked 
with authorities to manage the operational 
implications of a highly contagious virus in 
prisons. Keeping those in our care healthy and 
safe has continued to be our top priority. Our 
teams have delivered a range of innovative 
approaches whilst also serving and supporting 
the local communities where they are based.

Covid-19 has presented transport 
infrastructure worldwide with huge, new 
challenges. By continuing to operate our 
services with increased and innovative health 
and safety solutions, Serco has played a vital 
role in getting key workers from A to B during 
the crisis.

In Health, demand is unprecedented, as are 
the challenges of meeting that demand. In 
every hospital we serve we have increased  
our cleaning regimes, managed increased 
patient flow, new equipment, systems and 
processes, and supported additional 
temporary care facilities. 

Across all our businesses, it has been gratifying 
to see customers turning to Serco as a trusted 
and capable partner to help them deal with the 
enormous challenges they have faced. 

Supporting our communities

Throughout 2020, whilst working to ensure 
continuity of essential public services and 
addressing unprecedented challenges in their 
own lives, our teams have rallied hard to help 
charities and community groups combat the 
challenges posed by Covid-19. The Serco 
Foundation – our independent charitable trust 
– launched the Coronavirus Community 
Support Fund. All Serco colleagues were 
invited to nominate not-for-profit organisations 
helping fight the Covid-19 emergency in their 
local communities to receive financial support. 
The Fund made more than £600,000 of grants 
to 300 organisations. Recipients in c.20 
countries included hospices, education and 
healthcare organisations, mental health 
specialists, respite care and community food 
schemes. For more information, visit 
www.sercofoundation.org

Supporting our shareholders 
Throughout, the Executive and Board have 
maintained contact with principal stakeholders 
including shareholders, and published trading 
statements on the impact of the crisis. We 
maintained internal governance processes, 
including Divisional Performance Reviews and 
monthly reporting, and the Investment 
Committee, which oversees bids and 
investments, met no fewer than 85 times.  
We also ensured effective governance was 
deployed to maintain robust risk-based 
decision making focused on sustaining the 
viability and value of the Company.

The Board took an active role, meeting with 
increased frequency to discuss the evolving risk 
and impact on the Company’s existing business 
and operational requirements, and the 
additional requirements of governments 
worldwide. For example, items considered by 
the Board and its Committees included: the 
potential impact of Covid-19 on the supply 
chain, endorsing temporary changes to 
procurement processes; the potential impacts 
across the Group principal risks and associated 
internal controls, along with the emerging risk 
landscape; and how fundamental human and 
social needs, rights and expectations are 
managed through the Group’s immediate and 
longer-term response to Covid-19.

Anthony Kirby, Group Chief Operating Officer, 
was appointed as Executive Sponsor of the 
response initiative and established a Group 
Pandemic Steering Committee which met 
through the initial stages of the pandemic. 
Meetings focused on status updates and 
actions to mitigate challenges and risks, 
receiving reports from the Divisions on current 
status, risks and impacts. This was used to 
inform the Executive Committee and the Board. 

Formal crisis plans were invoked, the objectives 
of which were to protect lives, respond to 
short-term actions and long-term strategic 
imperatives, enable the continuation of critical 
public service delivery, protect Serco’s 
reputation and protect the long-term viability 
and financial stability of the Group. Our 
response was tied to local guidance, so while 
we adopted a consistent approach where 
practical, our response was tailored to meet 
legislative guidance in each geography where 
we operate. Each Division set up its own 
Divisional Pandemic Steering Committee with 
the same purpose as the Group Committee. 
Divisions worked collaboratively to share  
best practice. 

We managed a coordinated response between 
Group and the Divisions to assess the impact 
of Covid-19 and associated emerging risks. 
Divisional risk leads completed risk 
assessments of Contracts to prioritise activities 
and resource allocation. Contracts completed 
Covid-19 safety and remote working risk 
assessments. Business continuity and crisis 
management plans and processes were 
leveraged and served the business well, 
evident through operational preparedness, 
resilience and response. 
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Covid-19 – Our response

The Global Procurement team established a 
task force to track, manage and mitigate the 
Covid-19 risks posed by our extensive supply 
base, including supply shortages, lack of 
available labour or supply networks and price 
volatility. The situation was monitored daily. 
The team worked around the clock to establish 
supply routes, set up centralised buying and 
warehousing and a 24-hour procurement 
support line. We implemented faster supplier 
onboarding to meet acute business need for 
critical goods and services. Recognising the 
potential impact on our capacity to assess and 
address risks, we deployed our emergency 
onboarding process. By May, supply chains for 
most product lines had stabilised.

A wide range of relevant policies were 
reviewed or introduced, including those 
relating to travel, health and safety, personal 
protective equipment (PPE) usage, hand 
washing, social distancing, home working and 
access to offices, and numerous new guidance 
documents were produced. 

Riding the storm
As the situation has settled into a steadier 
state, we have taken time to reflect on our 
response and where we should sustain focus. 
There are several processes and capabilities we 
recognise we need to maintain, at least until 
vaccinations have occurred and society 
re-emerges from lockdowns. These include our 
strong focus on health and safety, engagement 
and wellbeing, including mental health and 
understanding the long-term effects of this 
situation on our people; close collaboration 
and joined-up messaging with our local 
customers; social distancing; and supporting all 
individuals in ‘shielding’ and vulnerable 
categories. 

There are also practices and enabling tools we 
have adopted during Covid-19 that we should 
continue to use and build on because they 
work well or better in some cases. These 
include maintaining home working in certain 
activities and services; new approaches for 
cross-Divisional and Business Unit 
collaboration, including the sharing of skills 
and resources; agile solution design and 
development; a stronger focus on supporting 
and improving work-life balance; new 
approaches for remote recruitment and 
onboarding; building stronger partnerships 
and enhanced relationships with key suppliers; 
new technologies for communication and 
collaboration; and leveraging our investment in 
resource modelling and forecasting.

We recognise that there is light at the end of 
the tunnel, but will not let up our efforts. We 
will all need to adapt to the longer-term impact 
– not just on our people, but also on our 
customers – and the changing needs of all our 
stakeholders. We will hold firm to our 
commitment to support the delivery of 
essential public services and, within that 
context, seek to protect our employees and 
service users from harm and our shareholders 
from loss.

For more information about our response  
to Covid-19, see the Serco Annual Report 2020 at 
 www.serco.com/investors/results-reports-events

https://www.serco.com/investors/results-reports-events
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Our ESG commitment

As a public company our job is 
to create value for shareholders, 
delivering competitive returns 
on their capital. They expect us 
to increase our profits over 
time; without profits we could 
not generate or attract 
investment or deliver services 
or employ people. However, for 
those profits to be sustainable 
and grow over the long-term, 
the Company needs to operate 
and behave with the utmost 
integrity, and in a way that is 
responsible and consistent with 
the broader interests of society. 

This is true of all public companies, but 
it is particularly important to Serco, as 
our customers are governments, and 
governments want their suppliers to 
behave in a way that is consistent with 
their public policy objectives. 
Furthermore, much of the work we do 
for governments is in sensitive areas 
such as immigration, justice, defence, 
health and citizen services. Often our 
role is on the front line, working on 
behalf of governments to deliver their 
policies in the most effective and 
efficient manner in the interests of both 
taxpayers and service users.

Our focus on the issues now often collectively 
referred to as ‘ESG’ predates the widespread 
use of the phrase in stakeholders’ thinking. 
Whilst the first mention of ESG in our Annual 
Reports may have been in our 2019 report, we 
have been committed to delivering and 
communicating our position and performance 
across these criteria for many years, recognising 
the relevance to our profitability and 
sustainability of all that we do in those areas. 
And we have worked to expand and deepen our 
reporting whilst strengthening our transparency, 
not just in our Annual Report, but through an 
evolving online suite of dedicated resources 
which includes our full Corporate Responsibility 
Report. Beyond the change in the naming 
convention of ESG, managing these issues and 
taking them seriously is something we have 
been doing for a long time.

Our work delivering public services on behalf  
of governments means that our agenda 
emphasises the Social aspects of ESG, as we 
continuously strive to improve our contribution 
as a public service provider, employer and 
participant in industry, infrastructure and the 
wider economy, wherever we operate. 
Recognising that Environmental sustainability is 
a critical factor in the wellbeing of society, we 
work to manage our environmental impact and 
support customer environmental objectives. All 
of this is delivered from a mature foundation of 
Governance which enables ethical and effective 
direction, control and assurance of the business, 
including where we operate, who we serve and 
how we manage our responsibilities.

For more information, see:

 – Social (page 15)

 – Environmental (page 26)

 – Governance (page 32)
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Governments are expected  
by their citizens, and funded  
by their taxpayers, to do  
hard-edged things: to defend 
their nation, they keep weapons 
which, if ever used, would 
wreak unimaginable damage  
to people and property; to 
keep communities safe, they 
hold people in prison; to secure 
their borders, they deport 
people who don’t meet their 
entry and immigration criteria; 
and in managing their budgets, 
they make spending trade-offs 
which impact some  
people unfairly.

Implications of Serco being a supplier 
of services to governments

But they are also subject to scrutiny by 
opposition parties, by the press and by 
campaigning organisations. Every 
newspaper, every day, has stories of 
government incompetence and 
maladministration, and of the allegedly 
cruel and inhumane consequences of 
their decisions. Some of this criticism 
will be fair, objective and balanced; an 
awful lot will be partial, biased, 
subjective and unfair. That is a fact of 
life of being a government in most  
free countries. 

As a supplier of government services, we are 
expected by our customers to help them do 
some of these hard-edged things. So Serco 
helps governments maintain weapons; we help 
governments keep people in custody; we help 
governments deport people; and we help 
them manage the consequences of difficult 
spending decisions. 

We use our governance processes to pick and 
choose which governments we will deal with, 
and which services we offer; by way of example, 
we might be happy to provide air traffic control 
services to a particular government, but not 
custodial services if we do not think that their 
justice system aligns with our Values. 

However, the vast majority of our customers are 
democratically elected governments, pursuing 
policies which are publicly acknowledged and 
which are legal; we therefore have to be 
suitably cautious when thinking that we might 
super-impose our own morals on theirs. 
Although there are occasions when we have 
refused to do certain types of work for 
governments, that is by exception and, on the 
whole, where they lead within the law and in 
accordance with our Values, we follow.

As a consequence, and entirely properly, we 
too are subject to scrutiny by opposition 
parties, by the press and by campaigning 
organisations. And in many cases, this scrutiny 
is all the fiercer because to some people the 
idea that private companies deliver sensitive 
government services is in and of itself 
anathema. In the normal course, therefore, we 
face a level of scrutiny and public discussion 
around our services which is greater than would 
be the case for companies doing business with 
each other. The failure of a construction 
company to deliver a multi-million pound new 
office building on time to another company is 
unlikely to be a matter of public consequence 
or commentary. 

If Serco fails to pay the correct overtime to a 
teacher employed by a local council, however, 
it can be the lead story on local press, radio 
and TV for a month, and our failure will be 
accessible via online search engines in 
perpetuity. Almost every service we run is 
subject to public scrutiny, and quite rightly so. 
However, in the same way that much of the 
scrutiny and comment aimed at governments 
is often far from impartial or fair or based on 
facts, so we must have broad shoulders and 
accept that we will often be unfairly criticised  
in public.

It is therefore important for those who analyse 
our ESG performance to understand that 
public criticism and scrutiny is an important 
and inevitable part of our business. Some of it 
will be fair, objective and balanced; but some 
will be partial, biased, subjective and unfair. 
The year in which a review of online search 
engines or social media does not reveal 
criticisms of our business in the press or in 
Parliament will be the year that we are not 
doing our job, which is to serve governments 
even when they do hard-edged and difficult 
things. Some ESG analysts take a binary view: 
for them, any public criticism of a company 
involving detention, weapons or immigration 
enforcement is an automatic black mark.  
It’s in the press, it must be right, no?  
Well, no, actually.
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Our involvement in Yarl’s Wood Immigration Removal Centre

On behalf of the UK Home Office, we 
manage the Yarl’s Wood Immigration 
Removal Centre, which historically has been 
used to house women in the final stages of 
their deportation. The process of removing 
women from the country tends to be very 
much more controversial than that of 
removing men, and Yarl’s Wood has been 
subject to numerous campaigns from groups 
who have sought to delay removal of 
individuals or to press for the closure of Yarl’s 
Wood in its entirety. This attracts a great deal 
of press attention and commentary. Some is 
fair, balanced and objective; much is unfair, 
unbalanced and subjective. All of it is 
available to anyone searching on the internet.

On the other hand, Yarl’s Wood performs an 
essential service in the eyes of the UK 
Government: assisting with the delivery of its 
immigration policies. Partly as a response to 
all the campaigning groups, Yarl’s Wood is 
also subject to significant volumes of 
supervision and inspection. There is an 
Independent Monitoring Board (IMB), who 
have access to Yarl’s Wood 24/7, and who 
report annually to the Home Secretary; the 
Home Office are co-located on site; in 
addition to the IMB reports, in the last five 
years there have been no fewer than six 

independent reports, two from Her Majesty’s 
Inspector of Prisons, one from the Home 
Office – ‘The Shaw Review’, one from the 
National Audit Office, one from the Care 
Quality Commission, and one independently 
commissioned by Serco –  
‘The Lampard Review’. 

Whilst not uncritical, and urging improvement 
in some areas, these paint a generally 
humane picture of life at Yarl’s Wood and are 
at variance to the claims of some of the 
campaign groups as reported in the press.

Whilst there is no avoiding the fact that the 
women held at Yarl’s Wood are not happy to 
be there – deportation is a hard-edged and 
difficult part of government policy – we know 
of no government which does not do it as 
part of the implementation of their 
immigration policy. The important thing is 
that it should be done humanely and well, 
and the people managing it should be 
constantly held to high standards. We invite 
anyone wishing to judge Serco’s track record 
in this area to read the various reports.

Yarl’s Wood reports
• Independent investigation into concerns 

about Yarl’s Wood Immigration Removal 
Centre; www.verita.net

• Yarl’s Wood Immigration Removal Centre;  
www.justiceinspectorates.gov.uk

• Review into the Welfare in Detention of 
Vulnerable Persons – A report to the 
Home Office by Stephen Shaw; 
www.gov.uk/government/publications

• Annual Report of the Independent 
Monitoring Board at Yarl’s Wood 
Immigration Removal Centre for the 
reporting year 1 January – 31 December 
2019; www.imb.org.uk

• Care Quality Commission – Yarl’s Wood 
Immigration Detention Centre;  
www.cqc.org.uk

Implications of Serco being a supplier 
of services to governments continued
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Our ESG commitment

Determining where we 
operate, what we do and 
who we serve

We work in many difficult, sensitive areas of 
government policy delivery, balancing 
diverse interests across a complex global 
ecosystem of stakeholders. We approach 
new and repeat business opportunities with 
conscience and caution. We will not pursue 
an opportunity if we are uncomfortable 
with what it will require of us and deem it 
at odds with our Values, nor if the risks are 
unacceptable. 

Our decisions are carefully governed through 
our Business Lifecycle process of rigorous 
review and qualification, which we apply to our 
business activities – managing risk and taking 
many factors into account, including social and 
environmental impact.

Recent enhancements include our guidance for 
New Country Due Diligence, which prescribes 
the extent and depth of due diligence required 
before the decision to do business in a new 
country can be made.

Further information is available at
 www.serco.com/about/corporate-responsibility/
inside-cr

http://www.verita.net
http://www.justiceinspectorates.gov.uk
http://www.gov.uk/government/publications
http://www.imb.org.uk
http://www.cqc.org.uk
https://www.serco.com/about/corporate-responsibility/inside-cr
https://www.serco.com/about/corporate-responsibility/inside-cr
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Our ESG commitment

We continuously challenge ourselves 
to make sure we understand and 
provide appropriately for what 
matters most regarding our role in 
society, the impact that we have and 
the value we create. To help us 
ensure that our ESG agenda remains 
closely aligned to stakeholder 
interests and the needs of the 
business, we use an independent 
materiality assessment aligned to 
external best practice and based on:

• material relevance to our business 
model, corporate strategy, principal 
risks and key performance 
indicators; and

• material importance for our 
business and operations as 
perceived and experienced by our 
key stakeholder groups.

Our materiality assessment was 
updated in 2020 to reflect the 
increased relevance and importance of 
employee health and wellbeing and 
environmental factors.

Staying focused on 
what matters most to 
our business and 
stakeholders We seek not only to meet our reporting 

obligations but to provide assurance  
that we are properly addressing our  
ESG responsibilities and communicating  
our position and performance across  
ESG criteria. 

This year, amongst all other developments, 
we have:

• expanded our data disclosure to include 
additional items;

• prepared to report against the Task Force 
on Climate-related Financial Disclosures 
(TCFD) as of 2021; and

• made it easier to navigate our reporting by 
ESG criteria at  
www.serco.com/about/corporate-
responsibility/esg

Further information is available at
www.serco.com/about/corporate-
responsibility/esg

Reporting on our  
ESG priorities

https://www.serco.com/about/corporate-responsibility/esg
https://www.serco.com/about/corporate-responsibility/esg
https://www.serco.com/about/corporate-responsibility/esg
https://www.serco.com/about/corporate-responsibility/esg
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UN SDGs we contribute to as a participant 
in global industry, infrastructure and the 
wider economy

Our contribution is through how we  
manage, grow and govern the business,  
particularly through our focus on:

• protecting stakeholder interests and  
creating long-term, sustainable value;

• effective and transparent direction,  
control and assurance of the business  
at all levels; and

• ethical standards and sustainability throughout  
the business and our supply chain.
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Our ESG commitment

Our contribution is through limiting 
the impact of our operations on the 
environment through more 
sustainable 
business practice 
for our customers 
and wider 
stakeholders.

UN SDGs we contribute 
to through our 
commitment to limit 
our environmental 
impact

C

Contributing to the United Nations  
Sustainable Development Goals

The United Nations Sustainable 
Development Goals (UN SDGs) are one 
of a number of initiatives and goals that 
help inform our thinking and approach. 
We are proud that many of our 
operations and ESG initiatives have 
linkage to UN SDGs.

For example:

• We help governments to deliver reliable, 
high-quality services which represent 
good value for the taxpayer; in many 
cases this involves providing citizens (or 
people who aspire to be citizens) with 
services at difficult times in their lives, or 
providing services which support critical 
national infrastructure and assets. Doing 
these things well is an important 
contribution to society, and in so doing 
we support the UN SDGs 11 (Sustainable 
Cities and Communities) and 16 (Peace, 
Justice and Strong Institutions). 

• We serve society by employing more 
than 55,000 people, and giving them 
jobs which are fairly paid, a safe and 
healthy workplace where diversity is 
positively valued, careers which allow 
them to develop and achieve to the best 
of their abilities, and ensuring that they 
are treated with respect. In so doing we 
support the UN SDGs 1 (No Poverty), 3 
(Good Health and Wellbeing), 4 (Quality 
Education), 5 (Gender Equality), 8 
(Decent Work and Economic Growth) 
and 10 (Reduced Inequalities).

• In our interactions with others – be they suppliers, 
politicians, competitors, lenders or investors – we 
contribute to society by being straightforward, 
transparent, respectful and fair. In so doing we 
support the UN SDGs 12 (Responsible 
Consumption and Production) and 16 (Peace, 
Justice and Strong Institutions).

• The Company and its employees pay tens of 
millions of pounds in taxes. In so doing we 
support the UN SDGs 12 (Responsible 
Consumption and Production) and 16 (Peace, 
Justice and Strong Institutions).

B

C

D

A

D

UN SDGs we contribute to as a public 
service provider

Our contribution is through the services we 
provide to citizens and society, and how we 
provide them, particularly through our focus on:

• the health, safety and wellbeing of the  
public and making a real difference to 
people’s lives; and

• helping governments to raise standards of 
public service whilst enabling them to deliver  
better for less.

A

UN SDGs we contribute to as an employer

Our contribution is through how we 
attract, select, manage, develop and look 
after our employees, particularly through 
our focus on:

• the health, safety and wellbeing of  
our people;

• employee engagement and 
development; and

• building a diverse workforce and 
creating inclusive workplaces.

B
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Employee 
engagement in 2020 

73
Manager 
engagement in 2020 

75
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Percentage of women in 
senior leadership up

44.4% 
from 2016 to 2020

Upheld cases of corrupt or 
anti-competitive behaviour 
or human rights violations
2016 to 2020

compared to 
54% in 2016

compared to 
62% in 2016

compared to 
72% in 2016
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Because of our role delivering public services for governments, 
the Social element of ESG is a particular focus for us. We serve 
society as a public service provider, employer and participant in 
industry, infrastructure and the wider economy.

Social

See page 39 for our complete  
CR performance and disclosure dataset.

Social

Employee turnover down  

31% 
from 2016 to 2020

2016

23.3%

2020

33.8%

Lost Time Incident 
Frequency Rate down  

11.6% 
from 2016 (5.01 hours per 1m hours worked) 
to 2020 (4.43 hours)
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Social

Because of our role delivering public services for 
governments, the Social element of ESG is a 
particular focus for us.

Above all, we strive to live and manage our business by our Values, 
and behave with integrity and treat people with respect – 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.

We deliver specific elements of 
government policy – providing 
efficient and economical services and 
systems that address complex social 
challenges and contribute directly to 
the wellbeing, resilience and 
prosperity of whole nations, local 
communities and individual citizens.

• Defence. Reducing costs and 
improving outcomes for modern 
defence organisations, and thus 
helping to maintain national 
security in a way that is safe and 
sustainable.

• Justice & Immigration. 
Safeguarding society and 
supporting often vulnerable 
people in their journeys through 
justice and immigration systems.

• Transport. Safety, satisfaction and 
smart, sustainable solutions – 
putting customers and 
communities at the heart of 
modern transport and mobility.

• Health. Helping to create a 
healthier world – improving 
patient outcomes through safe, 
caring and efficient healthcare.

• Citizen Services. Building greater 
wellbeing, resilience and 
sustainability into society – 
serving the everyday needs of 
citizens and communities.

We strive to understand the 
challenges that shape our chosen 
markets and help our customers 
address them – to be a trusted 
partner of governments, delivering 
superb public services that transform 
outcomes and make a positive 
difference for our fellow citizens.

Public service 
provider

We are a team of more than 55,000 
people working in more than 20 
countries. Our workforce is 
multi-skilled and diverse – drawn 
from the communities in which we 
operate and reflective of the 
communities we serve, and 
providing opportunities for full and 
part-time work and for people to 
develop their skills and careers.

We strive to promote and enable the 
diversity, development, wellbeing 
and safety of our people, and to be 
the employer of choice for public 
services – recruiting, developing and 
retaining exceptional leaders and 
high-performing workforces to 
deliver our commitments to our 
customers and service users.

As a provider of a wide range of 
public services in more than 20 
countries around the world, we strive 
to be responsible in how we manage 
our impact on the communities and 
economies in which we operate. 
Across these we recognise our 
responsibilities to a range of 
stakeholders, including the third 
parties with whom we interact as 
neighbours, customers, peers and 
partners. 

We strive to build strong, reliable 
and service-enhancing supply chains, 
partnerships and relationships with 
our communities – aligned to ethical 
standards and sustainability, 
generating greater value for society 
and enhancing social outcomes.

Participant in 
industry, 
infrastructure 
and the wider 
economy

Employer
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Corporations should not be arbiters of 
morals and ethics; however, they can set 
standards of behaviour for themselves and,  
if they do this well, set an example to 
others. In our case, these standards of 
behaviour are reflected in our Values.

Our Values are the bedrock of our culture. 
Providing a commonly understood base that 
can be consistently applied across our 
organisation, they shape our individual 
behaviours and hence how the Company 
behaves. They help us work through any 
challenges we may face and guide us in our 
dealings with each other and our stakeholders.

It is inevitable in any company employing more 
than 55,000 people that individuals or small 
groups may sometimes behave inappropriately. 
The Company’s role is to foster a corporate 
culture which reduces the risk of people 
stepping outside the guard-rails of our Values, 
and to have a culture of transparency and 
compliance, backed by good reporting 
systems, which will increase the probability of 
finding out about bad behaviour quickly, so it 
can be dealt with appropriately.

Living our Values,  
behaving with integrity  
and respecting human 
rights

Social

In addition to embedding and building on previously 
reported progress, and delivering our standard 
processes and programmes, we have:

• restructured and strengthened our Group and 
Divisional Ethics & Compliance teams;

• established Values and Integrity (V&I) Networks in 
each Division;

• improved Divisional assessment of Ethics & 
Compliance risks, definition of related controls, 
and compliance assurance;

• conducted a detailed review of human rights risks, 
and our approach to mitigating and managing 
these risks, across Justice and Immigration 
operations;

• conducted an assurance review across potential 
high-risk contracts regarding the heightened risk 
of fraud during the pandemic;

• strengthened Divisional Ethics & Compliance 
reporting and integrated Ethics & Compliance into 
monthly Executive Management Team (EMT) 
Divisional Performance Reviews;

• developed a tool to assess the local culture on a 
Contract and its alignment with our Values;

• run scenario-based business integrity training for 
the Board, Executive Committee, Divisional EMTs 
and Leaders, including a Trust and Integrity 
workshop delivered in person to all leaders by the 
Group Chief Executive and Group General 
Counsel and Company Secretary through annual 
Leadership Conferences in each Division;

• relaunched our global ethics helpline and 
investigation process, Speak Up, supported by a 
new ‘Raise a Concern’ online guidance hub for 
employees; 

• rolled out new Fair Competition training for 
individuals in high-risk roles;

• improved our Conflict of Interest processes and 
systems following an assurance framework review; 

• published a detailed supplement on our policies 
and procedures regarding anti-bribery and 
corruption; and

• been recognised for our commitment to anti-
bribery and transparency by the Transparency 
International Defence Companies Index on 
Anti-Corruption and Corporate Transparency with 
a ‘High’ commitment rating (Band B).

Progress in 2020

• review operations, impact and benefits of our  
V&I Networks;

• strengthen alignment of HR and Ethics & 
Compliance processes and data;

• complete the professional CCEP-I certification of 
our Ethics & Compliance Leads;

• trial our new contract culture tool in each region;
• implement an updated Gifts and Hospitality 

register; and
• review our approach to Serco Essentials training 

and develop a new three-year roadmap.

Our next steps  
include plans to

For progress and next steps relating to third parties – including our Group Modern Slavery 
Programme – see Responsible relationships and sustainable procurement (page 25).

Details of our policy and governance are available at  
www.serco.com/about/corporate-responsibility/inside-cr

https://www.serco.com/about/corporate-responsibility/inside-cr
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We aim to enhance social outcomes by designing and 
delivering frontline public services that make a real 
difference to society and people’s lives.

Social: Our customers

We seek to place human rights and the 
health, safety and wellbeing of the public at 
the heart of service design and delivery, 
whilst working to help governments raise 
standards of public service, efficiently and 
economically. 

From the start of the pandemic, we made our 
priorities clear: 

“Our priority in this crisis is to support the 
delivery of essential public services and, within 
that context, do all we can to protect our 
employees from harm and our shareholders 
from loss.” Trading statement 2nd April 2020.

Throughout we have worked to protect people 
and public services – helping governments 
around the world to address the complex 
challenges posed by Covid-19, combat the 
spread of the disease and manage its impact.

We have worked to ensure continuity of service 
whilst innovating at speed across our sectors to 
meet new challenges presented by the 
pandemic:

• enacting business continuity and 
contingency plans across the business to 
form a globally coordinated response, 
sharing best practice across our regions;

• rapidly building brand new services and 
adapting existing ones to overcome 
unprecedented challenges and enable 
society to continue to function safely, 
securely and efficiently; and

• doing all we can to keep our people safe 
and giving them what they need to protect 
themselves and those they serve, while 
they have worked to maintain public 
services in frontline environments. See Our 
people (pages 20 to 23).

We are now working with our customers to 
predict longer-term impacts of Covid-19 across 
the service landscape in our sectors, 
forecasting future requirements and designing 
new service solutions to meet those needs.

At the same time, we have and will continue to:

• invest in, develop and improve citizen-
centric, outcome-focused service solutions 
in our sectors;

• enhance the social impact of our 
operations through strong consultative and 
collaborative partnerships with specialist 
non-governmental organisations and the 
continuing development, implementation 
and execution of our new Social Value 
strategy;

• deploy the Serco Institute as a mechanism 
for researching and developing innovative 
public service solutions for the future; for 
example, through our 2020 report, ‘The 
Whole Force by Design: Optimising 
Defence to Meet Future Challenges’; and 
new ‘Policy People’ interview series with 
key figures from across the international 
public service landscape;

• work to develop best practice and drive 
innovation in public service delivery, whilst 
continuously improving the efficiency and 
productivity of our service delivery, through 
our global Centres of Excellence, 
Communities of Practice and collaboration 
forums; and our Operational Excellence 
programme;

• work to deliver contracted service user 
care/outcome requirements and address 
service-specific risks and challenges 
throughout our business lifecycle;

• deliver our annual schedule of formal 
Contract, Business Unit and Divisional 
Performance Review; and

• deliver key transformation programmes to 
enhance our internal capabilities whilst 
maintaining or improving our overhead 
efficiency.

Further information is available at 
www.serco.com/about/coronavirus-serco-response
www.serco.com/about/corporate-responsibility/case-studies
www.sercoinstitute.com

Details of our policy and governance are available at
www.serco.com/about/corporate-responsibility/inside-cr

https://www.serco.com/about/coronavirus-serco-response
https://www.serco.com/about/corporate-responsibility/case-studies
https://www.sercoinstitute.com
https://www.serco.com/about/corporate-responsibility/inside-cr
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Social: Our people

Safe operations

Our vision is zero harm. We aim to ensure 
that no one comes to harm because of the 
work we do. 

Wherever we work, we are committed to the 
prevention of injury and promoting a just safety 
culture in which we foster transparency, honesty 
and trust in order to identify root causes and 
prevent recurrence.

In addition to embedding and building on previously 
reported progress, and delivering our standard 
processes and programmes, we have:

• further strengthened our safety leadership, 
appointing a Group Director of Health, Safety and 
Environment (HSE);

• rapidly implemented Coronavirus action and 
adaptation plans across our Business Units and 
Contracts, with oversight and coordination from 
dedicated Group and Divisional steering 
committees, focused on maintaining essential 
operations safely and securely and protecting 
service users and employees;

• expanded our global HSE Oversight Group to 
include Human Resources, Procurement, Legal 
and Insurance representatives;

• elevated Health, Safety and Wellbeing into the 
Group Principal Risk Register in its own right and 
deepened focus on HSE elements in the Group 
Principal Risk, Catastrophic Incident;

• deployed our new safety observation reporting 
tool and High Visibility Safety Awareness resources 
globally, including new collateral to support our 
Coronavirus response;

• launched new HSE education modules for Serco 
Essentials, our mandatory all-employee training 
programme;

• conducted safety culture pulse surveys, focused 
on Transport and Defence; and

• delivered our annual Zero Harm Week programme 
of HSE engagement, education and awareness 
events in every region.

Progress in 2020

• consolidate, embed and build on new approaches 
and ways of working introduced or accelerated in 
2020, including ongoing support of remote 
workers and Coronavirus safety standards 
implemented across the business in all regions; 

• improve our HSE reporting through a new 
reporting app;

• introduce person-based risk assessments, 
especially for vulnerable colleague communities at 
greater risk from Coronavirus;

• review our food safety management programme 
and management of third-party contractors and 
safety-critical equipment suppliers to identify 
opportunities for driving greater value across the 
business; and

• deliver a third phase of safety culture pulse surveys 
in advance of a company-wide safety culture 
survey in 2022.

Our next steps  
include plans to

Read more about our people in the Serco People Report at
www.serco.com/about/people-report

See examples of our CR in action at
www.serco.com/about/corporate-responsibility/case-studies

Details of our policy and governance are available at
www.serco.com/about/corporate-responsibility/inside-cr

https://www.serco.com/about/people-report
https://www.serco.com/about/corporate-responsibility/case-studies
https://www.serco.com/about/corporate-responsibility/inside-cr
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Social: Our people

Employee health 
and wellbeing

Wherever we work, we are committed to 
the promotion of wellbeing and the 
prevention of ill health. 

We understand that healthier, happier 
employees go hand-in-hand with strong 
business performance, enhanced productivity 
and better outcomes for those we serve.

In addition to embedding and building on progress 
reported previously, and delivering our standard 
processes and programmes, we have:

• launched our new Group Strategy for Employee 
Health & Wellbeing (EHW), with a focus on mental 
and financial wellbeing as well as musculoskeletal 
and inactivity risks;

• strengthened our EHW governance – launching a 
global EHW Oversight Group and updating our 
Employee Wellbeing Group Standard;

• rapidly grown and enhanced our EHW 
communications, services and training, including:
 – making it easier for our people to access all 

EHW resources, services and support networks;

 – launching a new ongoing series of weekly 
virtual wellbeing events covering a wide range 
of topics, with expert guest speakers providing 
useful information and practical solutions for 
common challenges;

 – investing in specialist mental health awareness 
training to upskill our managers – more than 
3,500 completions since going live in Q4 2020;

 – launching new mental health apps for all 
employees in our UK & Europe, Asia Pacific 
and Americas Divisions;

 – improving Employee Assistance Programme 
access for all employees in all regions;

 – improving access to seasonal flu vaccinations 
for employees in all regions;

• introduced tailored risk assessments for 
homeworking colleagues and commissioned a 
study on the longer-term effects of homeworking; 
and

• continued investing in workforce management 
and remote working solutions, enabling enhanced 
flexibility and support in response to employee 
and customer needs.

Progress in 2020

• consolidate, embed and build on new approaches 
and ways of working introduced or accelerated in 
2020, including refining and embedding our 
systems and support for a flexible and 
decentralised workforce;

• focus on our financial wellbeing services;

• grow our mental health education service;
• form a global network of ‘wellbeing allies’; and
• complete and act on a study we have 

commissioned on the benefits of maintaining an 
active lifestyle throughout the working day.

Our next steps  
include plans to

Read more about our people in the Serco People Report at
www.serco.com/about/people-report

See examples of our CR in action at
www.serco.com/about/corporate-responsibility/case-studies

Details of our policy and governance are available at
www.serco.com/about/corporate-responsibility/inside-cr

https://www.serco.com/about/people-report
https://www.serco.com/about/corporate-responsibility/case-studies
https://www.serco.com/about/corporate-responsibility/inside-cr
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Social: Our people

Employee engagement 
and development

We want everybody who works for Serco to 
have a positive experience and access to 
opportunities to develop in their chosen 
careers.

We track the engagement of our employees 
and measure the trends to determine where 
together we can improve further.

In addition to embedding and building on progress 
reported previously, and delivering our standard 
processes and programmes, we have:

• maintained positive upward trends in engagement 
at all levels measured, achieving an overall score 
of 73 in our annual survey (up two points from 
2019), with a response rate of 71%;

• continued broadening and maturing our approach 
beyond employee engagement to focus on 
colleague experience, appointing a Group 
Director of Colleague Experience and conducting 
research with the Chartered Institute of Personnel 
and Development and University of Oxford, Saïd 
Business School;

• increased the depth, breadth and frequency of 
colleague communications, with a focus on 
recognition and keeping colleagues informed and 
connected during the pandemic;

• consulted leaders and managers globally on  
our Coronavirus response, with high approval 
ratings;

• maintained momentum and established a rhythm 
in our Employee Voice approach, Colleague 
ConneXions, delivering an expanding schedule of 

engagement and consultation events with 
increasing Non-Executive Director (NED) 
participation; this now includes a programme of 
virtual site visits and regular NED involvement in 
employee network events, as well as a repeat of 
the opportunity to address the plc Board through 
our annual employee survey, with 14,278 
comments received in 2020;

• enhanced the candidate, new employee and 
talent development experience by making 
recruitment, onboarding and learning more 
accessible and more tailored to individual needs;

• continued to expand opportunities for early, mid 
and advanced career talent development across 
Serco, including extending our Graduate 
Programme to all regions;

• improved performance management with a new 
toolkit, MyCatch-up, focused on frequent, 
meaningful manager-employee dialogue; and

• continued building partnerships with our 
recognised trade unions, with increased 
engagement regarding our Coronavirus response, 
and launched manager training for working in a 
unionised environment (UK).

Progress in 2020

• develop and embed Colleague Experience 
principles in our people processes and  
systems and Employee Value Proposition;

• explore new ways to engage colleagues  
more effectively, particularly those in  
customer-facing roles;

• Colleague ConneXions: Dame Sue Owen, 
Non-Executive Director, was appointed as our new 
Colleague Voice representative on the Board in 
January 2021, succeeding Kirsty Bashforth. We will 
be launching quarterly communications from the 
Board to all employees, responding to feedback 

received; sharpening focus on key issues through 
surveys and focus groups; building collaborative 
partnerships with key colleague networks; and 
launching a strategic forum with representatives 
from all regions;

• increase trade union engagement regarding 
wellbeing, diversity and inclusion – working 
together to inform our plans and enhance the 
reach and impact of our communications in these 
areas; and

• launch manager training for working in a unionised 
environment (Americas and Asia Pacific).

Our next steps  
include plans to

Read more about our people in the Serco 
People Report at
www.serco.com/about/people-report

See examples of our CR in action at
www.serco.com/about/corporate-responsibility/
case-studies

Details of our policy and governance are 
available at
www.serco.com/about/corporate-responsibility/
inside-cr

https://www.serco.com/about/people-report
https://www.serco.com/about/corporate-responsibility/case-studies
https://www.serco.com/about/corporate-responsibility/case-studies
https://www.serco.com/about/corporate-responsibility/inside-cr
https://www.serco.com/about/corporate-responsibility/inside-cr
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Social: Our people

Diverse workforce and 
inclusive workplace

Our business thrives because of our 
talented and diverse workforce.

We are constantly looking to improve our ways 
of working in order to make Serco an even 
better place to work for everybody. Not only 
do we firmly believe this is the right thing to 
do, we believe that diverse teams, reflecting 
the communities they serve, outperform in 
their service delivery and provide greater value 
to our customers.

In addition to embedding and building on progress 
reported previously, and delivering our standard 
processes and programmes, we have:

• improved performance against the UK Inclusive 
Employers Standard, achieving Silver (up from 
Bronze in 2019) and ranking in the top 10% of 
participating employers;

• been recognised as a Disability Confident Leader 
(Level 3 accreditation) for our commitment to 
removing barriers and changing perceptions 
about disabilities, impairments and health 
conditions, and joined the Valuable 500, a growing 
global movement revolutionising disability 
inclusion through business leadership;

• signed the UK Race at Work Charter, publicly 
formalising our commitment to racial equality and 
inclusion in the workplace and creating a stronger 
platform for future progress atop all we have 
achieved to date;

• developed new best practice guidance to support 
our Divisions in refining and delivering region-
specific Diversity & Inclusion (D&I) strategies;

• supported our maturing employee networks 
(Serco Inspire, Serco Embrace, SercoUnlimited 
and In@Serco – addressing gender, race and 
culture, disability and LGBT+, respectively) as they 
increase their reach and impact whilst working to 
improve support for vulnerable colleagues; help 
leaders become visible allies and role models; 

facilitate more frequent, open engagement on key 
issues at all levels; and host schedules of 
celebration, awareness, education and support 
events – including a global Virtual Pride 
programme led by our LGBT+ network;

• continued exploring new employee network 
opportunities, such as the recent introduction of 
our new SercoVets network for veteran employees;

• published our fourth Gender Pay Gap Report, 
sharing our UK pay gap data (10.9% in 2020, up 0.7 
percentage points from 2019) and communicating 
our progress in all regions to attract more women 
into traditionally male-dominated roles and 
provide equal and inclusive support to enhance 
wellbeing and opportunities for development and 
progression; and conducted in-depth studies into 
underlying talent gaps to further clarify key factors 
and refine action plans;

• increased dialogue with our colleagues regarding 
ethnicity and multiculturalism in the workplace to 
develop targeted action plans;

• maintained strong focus on diversity in our early, 
mid and advanced career talent development 
programmes; and

• continued maturing our workforce diversity data, 
and recognition of psychological safety in data 
disclosure, to improve performance monitoring 
and value generation for colleague communities.

Progress in 2020

• improve diversity in our management and 
leadership groups through our work in talent 
development and talent acquisition;

• increase connectivity and collaboration between 
our employee networks on a global level;

• consolidate our D&I learning and development 
programmes into a single curriculum; and

• do more with our D&I partners to support and 
enable employee networks, leaders and 
managers.

Our next steps  
include plans to

Read more about our people in the Serco 
People Report at
www.serco.com/about/people-report

See examples of our CR in action at
www.serco.com/about/corporate-responsibility/
case-studies

Details of our policy and governance are 
available at
www.serco.com/about/corporate-responsibility/
inside-cr

Our Gender Pay Gap Report is available at 
www.serco.com/about/corporate-responsibility/
gender-pay-gap-report

https://www.serco.com/about/people-report
https://www.serco.com/about/corporate-responsibility/case-studies
https://www.serco.com/about/corporate-responsibility/case-studies
https://www.serco.com/about/corporate-responsibility/inside-cr
https://www.serco.com/about/corporate-responsibility/inside-cr
https://www.serco.com/about/corporate-responsibility/gender-pay-gap-report
https://www.serco.com/about/corporate-responsibility/gender-pay-gap-report
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Contributing to communities 
and society

Social: Our world

Operating amongst and on behalf of  
our communities, we have a deep 
understanding of the complex social 
challenges that impact them. Across Serco, 
positive and meaningful engagement  
with individual communities, charities  
and partners is managed primarily at 
Contract level.

Every year, our teams work to develop and 
strengthen service-enhancing relationships 
with their local communities whilst striving to 
make a difference for the causes that matter 
most to them. Our role is to encourage and 
facilitate such endeavour, providing additional 
support where appropriate.

Throughout 2020, this has taken on new 
meaning and greater urgency. Even whilst 
working to ensure continuity of essential public 
services and addressing unprecedented 
challenges in their own lives, our teams have 
rallied hard to help charities and community 
groups combat the challenges posed by 
Covid-19.

In response, and per its commitment to 
support vulnerable citizens internationally, the 
Serco Foundation – our independent 
charitable trust – launched the Coronavirus 
Community Support Fund. All Serco 
employees in every region were invited  
to nominate not-for-profit organisations 
helping fight the Covid-19 emergency in their 
local communities to receive financial support.

The Coronavirus Community Support Fund 
made more than £600,000 of grants to 300 
organisations during 2020. Recipients in c.20 
countries included hospices, education and 
healthcare organisations, groups supporting 
victims of domestic and sexual violence, 
mental health specialists, religious groups, 
respite care, community food schemes, 
not-for-profit transportation providers and 
charities supporting displaced or 
disadvantaged communities.

Following the strong engagement of Serco 
employees with the Serco Foundation in 2020, 
the principal objective in 2021 is to leverage 
this enthusiasm to encourage more employee 
fundraising and corporate volunteering in all 
regions. Initiatives to enable this are in 
development.  

The Serco Foundation is a charitable trust, working internationally,  
to enhance public service outcomes for vulnerable citizens.

We do this by supporting a range of partners, including charities, 
research bodies and social enterprises.

Our mission
At a time when society and governments are undergoing significant 
financial and structural challenges, the needs of many citizens are 
complex.

The Foundation exists to support these citizens. We make financial 
grants to a range of partners. Through our relationship with Serco, and 
its 90 years’ experience of public service, we also offer in-kind support, 
sharing the expertise of the Company’s employees worldwide.

Who we support
The Foundation supports not-for-profit organisations operating in the 
public service sphere across Europe, Asia-Pacific, North America and the 
Middle East, including:

• new and innovative approaches to the delivery of public services;

• programmes and charities supporting vulnerable citizens;

• academic research for public benefit; and

• programmes that foster skills development in the public sector.

serco
FOUNDATION

Further information is available at
www.sercofoundation.org
www.serco.com/about/corporate-responsibility/case-studies

https://www.sercofoundation.org
https://www.serco.com/about/corporate-responsibility/case-studies
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Social/Environmental: Our world

Responsible relationships 
and sustainable 
procurement

We seek to build honest, respectful and 
transparent relationships with customers, 
partners and suppliers – requiring that they 
maintain regulatory compliance and share 
our ethical standards and commitment to 
sustainability throughout the supply chain.

In addition to embedding and building on previously 
reported progress, and delivering our standard 
processes and programmes, we have:

• completed the implementation of our refreshed 
ethical due diligence process and new screening 
tool and published our Third-Party Due Diligence 
Manual – a single volume comprising all existing, 
updated and new Group Standard Operating 
Procedures for due diligence of suppliers, agents, 
strategic partners and customers;

• worked with Action Sustainability to develop  
new sustainable procurement goals and begin 
aligning all procurement practice across  
Serco with ISO20400 Sustainable Procurement (to 
complete by 2022);

• implemented a Supplier Management 
programme for our most business-critical 
suppliers, comprising contract compliance, risk 
management and performance management;

• reported our Serco Ltd supplier payment 
performance (89% of invoices paid on time in 
2020, up 1 percentage point from 2019) and 
continued rolling out our e-invoicing solution, 
providing better visibility of payments  
for suppliers;

• refreshed and continued to build our Group 
Modern Slavery Programme:
 – establishing a Modern Slavery Oversight 

Group, with representatives from all Divisions, 
to drive continuous improvement;

 – developing a new Group modern slavery 
response and remediation process to enable 
swift, victim-centric response and cooperation 
with relevant authorities;

 – training our global recruitment teams and 
certain key contracts on applicable modern 
slavery practices;

 – developing a new Supplier Code of Conduct 
training video, covering human rights, fair 
working conditions and modern slavery;

 – working with Stronger Together to:

• review current practice, plan key actions 
and train our Procurement, Legal and Ethics 
& Compliance teams on modern slavery in 
purchasing practices;

• develop an enhanced methodology for 
modern slavery risk assessment and apply it 
to our Tier 1 supplier population; and

• develop a new supplier questionnaire for 
enhanced modern slavery due diligence 
and integrate it into our supplier 
onboarding process.

Progress in 2020

• publish a Sustainable Procurement Charter 
outlining our priorities, minimum standards for 
suppliers and ambitions to generate additional 
value for society, economy and environment from 
our supply chain;

• complete enhanced modern slavery due diligence 
on Tier 1 suppliers in high-risk categories and 
commence enhanced risk assessment of our  
Tier 2 suppliers;

• embed our new modern slavery response  
and remediation process, supported by new 
management training; and

• embed our supplier training video as a mandatory 
requirement in supplier onboarding.

Our next steps  
include plans toFurther information is available at

www.serco.com/about/corporate-responsibility/
slavery-and-human-trafficking-statement

Details of our policy and governance are 
available at
www.serco.com/about/corporate-responsibility/
inside-cr

https://www.serco.com/about/corporate-responsibility/slavery-and-human-trafficking-statement
https://www.serco.com/about/corporate-responsibility/slavery-and-human-trafficking-statement
https://www.serco.com/about/corporate-responsibility/inside-cr
https://www.serco.com/about/corporate-responsibility/inside-cr
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Alongside our customers and other stakeholders, we 
recognise that environmental sustainability is a critical factor 
in the wellbeing of society. We also recognise that the 
impacts of climate and environmental emergencies will be 
felt ever more acutely across the public service landscape, 
driving evolution, adaptation and innovation in order to 
keep pace with the changing needs of society.

Environmental

See page 43 for our complete  
CR performance and disclosure dataset.
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Environmental

Managing our environmental impact and supporting 
customer environmental objectives

This year, we have taken another 
significant step forward in strengthening 
our environmental agenda and aligning it 
more closely to our purpose. 

Our specialist teams in every region have 
been working to recalibrate our 
environmental commitments and 
management around future risk and 
opportunity, customer objectives and broader 
environmental impact factors. At the same 
time, they have continued working to build a 
strong culture of ownership among our 
people, harnessing the ethos of proactive 
environmental responsibility that permeates 
our workforce.

The output has been a refreshed Group 
Strategy for Environment with sharper focus 
on delivering longer-term Group 
Environment, Energy and Sustainability 
commitments in our operations and supply 
chain. It places focus on four areas: carbon 
and climate; resource efficiency; 
environmental protection; and embedding 
environmental behaviours in Group culture.

These support our commitment to address 
the environmental and climate emergencies 
and support the net zero carbon ambitions of 
our clients and wider society. We will lead and 
support our people to be carbon conscious, 
resource efficient and to limit their impact on 
the environment.

Our new strategy recognises a number of 
challenges and opportunities over the next 
ten years, including: escalating environmental 
and climate emergencies and green recovery 
from Covid-19; potential increases in 
legislation to curb emissions and travel; the 
need for greater resource efficiency, a 
transition to a more circular economy and 
consideration of supply chain impacts; and 
the growing demand for data and analytics.

To address these, we are focusing on 
enhanced understanding of our 
environmental and climate risks and 
opportunities; evolving our business lifecycle 
process to capture and cost carbon and 
environmental risks; reducing business travel, 
emissions and carbon; and measuring and 
reducing the impact of our supply chain.

Our impact and opportunity to make a positive difference from an 
environmental perspective varies in each market and is 
dependent on the nature of services we deliver and the level of 
operational control we hold at any given Contract.

We are committed to helping protect the environment by:

Managing our 
environmental 
impact

We adopt sustainable business practices to reduce the environmental 
impacts of the services we deliver, the products and services we buy and 
the ways in which we operate. Where we have direct control of 
environmental impacts, activities are managed locally.

We strive to:

• build a culture of environmental stewardship that drives improvement;

• minimise adverse environmental impact through effective 
environmental management systems;

• actively manage environmental hazards and risks arising from our 
activities and services; and

• monitor our performance and investigate any incidents that occur.

Supporting 
customer 
environmental 
objectives

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.

https://www.serco.com/about/corporate-responsibility/case-studies
https://www.serco.com/about/corporate-responsibility/inside-cr
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Environmental: Our world

Managing our 
environmental impact 
and supporting customer 
environmental objectives 

continued

In addition to our new Group Environmental Strategy, 
embedding and building on progress reported previously 
and delivering our standard processes and programmes, we 
have:

• set carbon reduction targets aligned to climate science 
and a commitment to net zero in our own assets, leases 
and business travel by 2030;

• further strengthened our environmental leadership, 
appointing a Group Director of Health, Safety and 
Environment (HSE), and Group Head of Environment, 
Energy and Sustainability;

• established a global Environment Oversight Group with 
cross-functional input and support;

• established a Task Force on Climate-related Financial 
Disclosures (TCFD) working group and engaged risk 
leads in each Division to develop and deliver a detailed 
plan for our first full TCFD disclosure, to publish 
alongside our Annual Report 2021; completed an initial 
review of climate-related risks and relevance to business 
strategy across our sectors and regions; and determined 
how the process integrates into our Enterprise Risk 
Management approach – see TCFD: Climate-related 
risks and opportunities – our approach (page 30) for a 
more detailed overview and update; 

• incorporated environmental risks into our new safety 
observation reporting tool;

• worked with our supply chain to improve practice for 
measuring, managing and reporting on Scope 3 (indirect 
emissions) products and services;

• developed new HSE education modules for Serco 
Essentials, our mandatory all-employee training 
programme, and High Visibility Environmental Awareness 
resources;

• launched a new employee-led environmental 
engagement and improvement programme, Serco Goes 
Green, in the UK and Middle East, following its successful 
Serco Europe launch in 2019;

• cultivated a rapidly growing portfolio of environmental 
impact projects within our global Operational Excellence 
programme;

• celebrated World Environment Day and delivered our 
annual Zero Harm Week programme of HSE 
engagement, education and awareness events in every 
region; and

• benchmarked our approach to climate change via the 
globally-recognised annual Carbon Disclosure Project 
(CDP) climate change questionnaire, achieving an 
improved score of B (up two scoring categories from 
2019). Of all participating companies 13% scored A or A-, 
12% scored B and 75% scored B- or below, while within 
our sector 11% scored A or A-, 11% scored B and 78% 
scored B- or below. Further information can be found on 
the CDP website, www.cdp.net/en.

Progress in 
2020

• expand our environmental reporting to include waste, 
water, air emissions and activities on/near 
environmentally protected sites;

• publish our first full TCFD disclosure alongside our 
Annual Report 2021;

• extend Serco Goes Green to all regions;

• work with the Institute of Environmental Management 
and Assessment to review our training and awareness 
resources, upskill our people and improve environmental 
competence, as well as other colleague development 
opportunities; and

• explore additional global certification opportunities 
relating to sustainability.

Our next steps  
include plans to:

We are committed to addressing the 
environmental and climate emergencies and 
supporting the net zero carbon ambitions of 
our clients and wider society whilst limiting 
the impact of our operations on the 
environment through more sustainable 
business practice.
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TCFD: Climate-related 
risks and opportunities –  
our approach

Environmental: Our world

Here we summarise our evolving approach to 
assessing and managing climate-related risks 
and opportunities in line with the requirements 
of the TCFD, and the action we are taking to 
develop our first full TCFD disclosure, for 
publication alongside our Annual Report 2021.

The structure of this section is based on the 
TCFD recommendations framework.

Governance

Board oversight of climate-related risks 
and opportunities.

The Serco Group plc Board has ultimate responsibility for our environmental agenda, which includes climate change. 
This is exercised through the Board’s standing committee, the Corporate Responsibility Committee (CRC), which 
provides formal review and oversight of environmental strategy and the delivery of agreed objectives and targets.

Our new Group Environmental Strategy 2020-30, which addresses climate-related risk and opportunity, has been 
endorsed by both the CRC and plc Board.

Role of management in assessing and 
managing climate-related risks and 
opportunities.

Our Group Chief Operating Officer is Group Executive Sponsor for Health, Safety and Environment (HSE). Our Group 
Director of HSE is responsible for HSE policy and strategy, supported by our Group Head of Environment, Energy and 
Sustainability.

We plan to complete a robust assessment of climate-related risks and opportunities by market and geography in 2021, 
building on assessments undertaken to date. Management from all regions will contribute, including Operations, Risk, 
Finance, HSE and Business Development. The results will be incorporated into existing structures of risk oversight and 
responsibility.

Strategy

Climate-related risks and opportunities 
identified over the short, medium and 
long term.

Climate-related risks and opportunities identified to date include the following examples, which we will add to, 
expand on and refine in 2021.

Short term (0-3 years): Regulation: enhanced reporting and carbon pricing mechanisms. Physical: increased severity 
and frequency of extreme weather events such as heatwaves, cyclones and floods; climate-linked wildfires.

Middle term (3-6 years): Technology: transition fleet away from fossil fuels. Reputational: more sustainable supply 
chain to influence client impacts.

Long term (6-25 years): Reputational: tangible contribution to low carbon transition more clearly articulated in Serco 
business strategy, market propositions and case studies. Physical: extreme weather risks escalating.

Impact of climate-related risks and 
opportunities on businesses, strategy 
and financial planning.

As an outsourcing organisation operating across multiple sectors and geographies, the ways in which climate change 
may impact our customers’ assets, where we deliver our services, and their requirements is hugely diverse. This 
presents numerous multi-dimensional risks and opportunities, of which we plan to consolidate the most material for 
full disclosure in the year ahead.

Our Group Environmental Strategy has been developed to address certain anticipated Group-wide impacts. These 
include, for example, policy to source green energy supplies, lower carbon vehicles and fleet; and plans for increasing 
carbon taxation, congestion charging and sequestration costs for unavoidable emissions.

We also plan to analyse carbon impacts throughout our value chain in more depth.

Resilience of strategy, taking into 
consideration different climate-related 
scenarios, including a 2°C or lower 
scenario.

Our Group Environmental Strategy includes targets calculated using both 1.5°C and 2°C trajectories and modelled 
against a business-as-usual scenario. We plan to review other climate scenarios in 2021, granulating by market and 
geography to help ensure we are resilient across our global operations.
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TCFD: Climate-related 
risks and opportunities –  
our approach continued

Environmental: Our world

Risk management

Process for identifying and assessing 
climate-related risks.

Serco has traditionally employed a risk-based impact assessment methodology for quantifying environmental risks. 
Our Contracts are required to undertake environmental aspects and impacts assessment in line with ISO 14001, 
detailing significant outcomes in their risk register. Typical risks and opportunities have been identified at Group level. 
A more robust review, by market and geography, will be undertaken in 2021 and the results integrated into our 
Contract Lifecycle process.

Processes for managing climate-related 
risk.

Control measures are outlined in environmental aspects and impacts registers and risk registers, linked to the Serco 
Management System and/or client management systems. Contract and Business Unit targets are set to address risk, 
aligned to Divisional and Group strategy.

Integration of processes for identifying, 
assessing and managing climate-related 
risks into overall risk management.

Climate-related risks across Contracts are consolidated into Business Unit assessment and risk registers, which are 
then consolidated into a Divisional assessment. ‘Principal’ and ‘Emerging’ Risks are then identified at Group level,  
with oversight from the Group Risk Committee of the plc Board. Environmental and climate risks are addressed in  
our Group Emerging Risk Register at present.

Metrics and targets

Metrics used to assess climate-related 
risks and opportunities in line with 
strategy and risk management process.

We work to expand, evolve and refine the suite of metrics with which we assess environmental risks and performance 
every year. We have incorporated into our new Group Environmental Strategy metrics which align with Global 
Reporting Initiative (GRI) reporting disclosures and are mapped to UN Sustainable Development Goals. We plan to 
develop a more comprehensive data set in the years ahead. For example, current consideration is being given to:

• proportion of low carbon vehicles in fleet;
• proportion of electricity sourced from green tariffs; and
• proportion of electricity self-generated.

Scope 1-3 greenhouse gas (GHG) 
emissions and related risks.

We disclose these in our annual CR Report (see CR performance and disclosure data, page 43). Material Scope 3 
emissions remain our largest proportion, in particular purchased goods and services and capital goods. We continue 
to mature our Scope 3 reporting for greater precision.

Targets used to manage climate-related 
risks and opportunities.

Within our new Group Environmental Strategy we have developed Scope 1 and 2 targets that align with 2050 net zero 
ambitions and the Science Based Targets initiative, including a commitment to net zero in our own assets, leases and 
business travel by 2030. Scope 3 targets will be developed once our Scope 3 reporting has reached an appropriate 
level of maturity.

Our Scope 1 and 2 targets over the next decade are outlined below, representing absolute reductions against a  
2019 baseline.

- 6% 2020

- 22% 2025

- 38% 2030
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See page 46 for our complete  
CR performance and disclosure dataset.
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For Serco, governance is not an exercise in compliance, nor is it a 
specific form of management. It is an essential part of our public 
service ethos and how we manage our impact as a public company 
– seeking to protect shareholder interests by managing our 
business in a way consistent with the broader interests of society.

Governance

Group order 
book up 

36%
from £9.9bn in 2016 to 
£13.5bn in 2020

3 women 
on the Serco Group plc 
Board in 2020
2 women in 2016

 
Leaders fulfilling 
Values criteria  
for variable 
remuneration
compared to 99.7% in 2019

95% 
of original 
Group-wide 
Internal Audit plan 
for 2020 delivered
with 15 additional projects also 
delivered in support of our 
Covid-19 response 

100%
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Governance

For Serco, governance is not an 
exercise in compliance, nor is it 
a specific form of management. 

It is an essential part of our public service 
ethos and how we manage our impact as a 
public company – seeking to protect 
shareholder interests by managing our 
business in a way consistent with the 
broader interests of society. 

We strive to achieve this through our 
commitments to:

• Shareholder returns

• Transparency

• Corporate governance and control

• Managed risk

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.

We strive to ensure a balanced performance framework that 
recognises value must be delivered to our shareholders as well 
as customers and employees; align remuneration and incentive 
arrangements to long-term, sustainable value creation; and 
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.

Shareholder 
returns

We recognise that meaningful engagement with our 
shareholders is integral to our success. Our reporting strives to 
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 invest in to ensure we can report appropriately to all 
stakeholders.

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; provide meaningful insight into our results 
and prospects; and base our approach to executive 
remuneration on a clear rationale in which the alignment of 
interests is recognisable and understandable.

Transparency

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.

We strive to embed an Enterprise Risk Management framework 
throughout the business that will support informed risk-taking 
that promotes business growth and success; embed systematic, 
structured and timely risk management in our organisational 
processes, linked to achievement of our objectives; and be 
dynamic, iterative and responsive to change.

Managed risk

We have a comprehensive corporate governance framework, 
with clearly defined responsibilities and accountabilities to help 
safeguard long-term shareholder value. Below this our 
overarching management framework, the Serco Management 
System, describes what needs to be done, and by whom, while 
our Code of Conduct defines how we expect it to be delivered.

We strive to:

• maintain an effective system of internal control that ensures 
we operate safely and ethically and deliver quality services, 
and that safeguards the best interests of our stakeholders, 
assets and reputation;

• manage our business within an organisational structure 
where responsibilities and accountabilities are clearly 
defined and allocated appropriately;

• make sure our legal entities comply with relevant laws, 
properly record all commercial, business and legal 
transactions and retain material documents, and correctly 
report their business activities; and

• meet our regulatory commitments and obligations per our 
listing on the London Stock Exchange.

Corporate 
governance 
and control
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Governance: Our shareholders

Shareholder returns

We focus on creating long-term, sustainable 
value – seeking to protect the interests of 
our owners alongside those of our 
employees, customers and the communities 
in which we operate.

Transparency

With investors, as with customers, we 
seek long-term relationships based on 
transparency, honesty and clarity – all of 
which are critical for building trust. We 
are therefore committed to open and 
regular engagement with our 
shareholders.

Each year we deliver a comprehensive 
schedule of internal and external reporting, 
shareholder engagement and reporting 
assurance, which in 2020 included:

• issuing regular trading updates in 
addition to the requirement to report 
half- and full-year results;

• issuing 116 announcements throughout 
the year regarding Contract awards, 
Contract losses, changes to the Board, 
material shareholdings, refinancing and 
corporate transactions;

• engaging with more than 100 different 
investment funds – holding meetings 
with institutional investors and attending 
investor conferences as part of our 
programme of post-results roadshows 
and corporate access activity; and

• hosting 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.

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 
-3%, +69% and -26% from start to end 
of the financial years 2018, 2019 and 
2020, 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, we consider earnings per 
share (EPS) and returns on invested 
capital delivered (ROIC) particularly 
important to SPP. Underlying diluted 
EPS performance was +55%, +18% 
and +37% for 2018, 2019 and 2020, 
respectively, whilst underlying ROIC 
has been at 13.6%, 15.4% and 19.1% 
for those years. The Group’s order 
book was £12.0bn, £14.1bn and 
£13.5bn at the end of 2018, 2019 and 
2020, respectively, despite disruption 
from Covid-19.

Progress in 
2020

As set out in our guidance and 
outlook, after the dramatic growth of 
the last three years – with 33% 
compound annual growth in 
Underlying Trading Profit (UTP) – we 
see 2021 as being a year of more 
normal rates of growth in revenues 
and profits. We will have some ‘drags’ 
on our profitability, notably only 
having six months of the AWE 
contract, and we expect revenues 
related to Covid-19 services to be 

much stronger in the first half than in 
the second. Nonetheless, we expect 
revenue of ~£4.2bn, including organic 
revenue growth of ~4%, and UTP of 
~£175m, which equates to 10% 
constant currency growth in the year. 
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.

Our next 
steps  

For more information and broader discussion and analysis 
on our progress and performance in 2020, as well as our 
guidance and outlook, see the Serco Annual Report 2020 at
www.serco.com/investors/results-reports-events

Details of our policy and governance are available at
www.serco.com/about/corporate-responsibility/inside-cr

https://www.serco.com/investors/results-reports-events
https://www.serco.com/about/corporate-responsibility/inside-cr
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Governance: Our shareholders

Corporate governance  
and control

We work within a structure of governance 
that seeks to enable ethical and effective 
direction, control and assurance of the 
business, including where we operate, who 
we serve and how we manage our 
responsibilities to stakeholders.

In addition to embedding and building on previously 
reported progress, and delivering our standard processes 
and programmes, we have:

• Corporate governance
 – delivered to the UK Serious Fraud Office our Year 

One report under the Deferred Prosecution 
Agreement (DPA);

 – continued to mature our governance structure 
around an increasingly integrated and clearly defined 
ESG agenda;

 – strengthened the use of ESG measures in our 
incentives through the incorporation of specific ESG 
scorecards into annual bonus and long-term incentive 
awards. In 2021 the scorecards are focused on 
governance processes, stakeholder engagement, 
operational health and safety, colleague diversity and 
engagement, and environmental performance and 
management of environmental risks;

 – been recognised for the second year in succession as 
the most admired company in our sector in 
Management Today’s ‘Britain’s Most Admired 
Companies Awards 2020’. We were also rated top in 
our sector for Quality of Management, Effective Use 
of Corporate Assets, Inspirational Leadership and 
Effective Corporate Governance;

• Serco Management System and Code of Conduct
 – added, updated or retired Group Standard 

Operating Procedures (GSOPs) to suit evolving 
business needs; new GSOPs include:

• Clinical risk assessment and governance;

• Modern slavery response and remediation;

• Serco Essentials training;

 – delivered Serco Management System (SMS) and 
Code of Conduct training for managers and 
employees – including new, refreshed and updated 
modules and refined content to drive engagement 
and impact in specific areas of focus – per our 
ongoing Group-wide programme of ‘Serco 
Essentials’ training;

• Three lines of defence – internal control and 
compliance assurance
 – reviewed the maturity of our financial assurance 

programme, and prepared for any new requirements 
which may be legislated following the Independent 
Review into the Quality and Effectiveness of Audit 
performed by Sir Donald Brydon (the Brydon Review);

 – increased focus on critical controls within our annual 
SMS self-assessment process and implemented 
Group-wide refinements;

 – refined our compliance assurance reporting and 
corporate tool to improve action closure; and

 – commenced a Group-wide review of compliance 
assurance governance and capability and a multi-year 
plan to further enhance our internal audit capability.

Progress in 2020

• continue delivering our obligations under the DPA and 
report progress;

• launch the next instalment of our ‘Living our Code of 
Conduct’ training;

• review our approach to and content of mandated 
training for the next three years;

• consult with frontline employees to inform a refresh of 
our Code of Conduct and how they engage with it;

• maintain the effectiveness of our financial assurance 
programme and commence implementation of changes 
aligned to any internal control compliance requirements 
following the Brydon Review; and

• continue working to enhance our three lines of defence.

Our next steps  
include plans to

For activities of the Board of Directors in 
promoting effective governance and 
compliance with the UK Corporate 
Governance Code see the Corporate 
Governance Report in the Serco Annual 
Report 2020 at
www.serco.com/investors/results-reports-events

Details of our policy and governance are 
available at
www.serco.com/about/corporate-responsibility/
inside-cr

https://www.serco.com/investors/results-reports-events
https://www.serco.com/about/corporate-responsibility/inside-cr
https://www.serco.com/about/corporate-responsibility/inside-cr
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Governance: Our shareholders

Managed risk

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.

Whilst the onset of the Covid-19 pandemic and our 
response to it has become a primary focus this year, it has 
not disrupted our risk and governance processes and we 
continue to monitor and respond to the impact of it on 
Group operations. We have:

• reviewed Group principal risks as planned, seeking 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; 

• conducted in-depth reviews of 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;

• introduced additional in-depth reviews into topical risk 
themes delivered by Business Unit (BU) leads to improve 
assurance and oversight into how risk management is 
executed within BUs;

• continued to assess the impact of Covid-19 and 
associated emerging risks as a coordinated Group and 
Divisional response, leveraging the increasing maturity of 
our Enterprise Risk Management (ERM) approach – in 
particular our crisis management and business continuity 
capability. Our risk management and governance 
processes have operated throughout, providing a 
risk-focused approach to stresses on our principal risks. 
We have reviewed the impact on key controls for each 
principal risk, assessed the coverage of our three lines of 
defence assurance mechanisms and adjusted our focus 
and plans accordingly. This has helped us to identify 
interdependencies between principal risks and place 
additional emphasis on the efficacy of common controls.

As of the end of 2020 our Group principal risks are:

• Failure to grow profitably
• Failure to manage our reputation
• Financial control failure
• Major information security breach or cyber attack
• Contract non-compliance, non-performance or 

misreporting
• Failure of business-critical partner, supplier or sub-

contractor
• Failure to act with integrity
• Failure to attract, engage and retain key talent
• Health, safety and wellbeing *
• Catastrophic incident
• Material legal and regulatory compliance failure

* We have established this as a standalone principal risk to 
more clearly articulate our focus and commitment to the 
health and wellbeing of our employees and service users.

Progress in 2020

• continue focusing on mitigation plan progress whilst 
conducting in-depth reviews of Group principal risks; 
and

• continue to develop and implement our ERM model.Our next steps  
include plans to

For more information about our ERM 
approach and principal risk mitigation plans, 
see the Serco Annual Report 2020 at
www.serco.com/investors/results-reports-events

Details of our policy and governance are 
available at
www.serco.com/about/corporate-responsibility/
inside-cr

http://www.serco.com/investors/results-reports-events
https://www.serco.com/about/corporate-responsibility/inside-cr
https://www.serco.com/about/corporate-responsibility/inside-cr
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Appendix

ESG 2016 2017 2018 2019 2020
2019 vs. 

2020 Var % Notes

Living our Values, behaving with integrity  
and respecting human rights
Employee engagement: Our Values 16–17: %

18–20: Avg. score
79 81

81 82 69 -13 -16
1. Represents scores per one or more specific questions within our employee 

engagement survey.
2. Pre-2018, engagement results represent the proportion of engaged employees 

expressed as a percentage. From 2018, engagement scores represent the 
average response, with maximum potential scores of 100.

3. Each year we refine our survey questions to examine areas of strength and raise 
the bar for future improvement. The significant shift in score from 2019-2020 is 
due to a new, targeted focus on the recognition of Values-led behaviour.

Target 2023: 75

Employee engagement: Business Integrity 16–17: %
18–20: Avg. score

69 69
73 75 75 0 – See notes 1 and 2.

Upheld cases of corrupt behaviour Number 0 0 0 0 0 0 – Annual target: 0

Upheld cases of human rights violations Number 0 0 0 0 0 0 – Annual target: 0

Upheld cases of anti-competitive behaviour Number 0 0 0 0 0 0 – Annual target: 0

Speak Up cases

Speak Up cases Number 635 577 496 461 706 245 53

Case rate per 100 employees Number 1.33 1.22 1.08 0.95 1.30 0.35 37

Anonymous cases % 17 25 35 52 62 10 19

Investigated % 97 90 94 92 91 -1 -1 4. Where anonymous cases provide insufficient information, we are unable to 
investigate.

Closed cases Number 577 450 498 454 631 177 39

Average days to close Number 75 59 69 60 47 -13 -22 Target 2023: <40

Case closed within three months % 64 89 75 89 89 0 –

Closed case substantiation rate % 55 43 40 37 24 -13 -35

Corrective action taken % 53 42 54 52 39 -13 -25

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

% 16 9 18 24 25 1 4

Dismissal of one or more individuals involved in a case % 6 5 11 8 7 -1 -13

Agents and Lobbyists

 Agent Payments £’000 – – – – 1,275 – – 5. New performance indicator/disclosure data introduced in 2020.

Serco Americas £’000 – – – – 228 – – 6. In-country agents supporting operations.

Serco Asia Pacific £’000 – – – – 0 – –

Serco Middle East £’000 – – – – 991 – – See note 6.

Serco UK & Europe £’000 – – – – 56 – – 7. Sales consultants supporting business development.

Lobbying payments £’000 – – – – 230 – – See note 5.

Serco Americas £’000 – – – – 162 – –

Serco Asia Pacific £’000 – – – – 43 – –

Serco Middle East £’000 – – – – 0 – –

Serco UK & Europe £’000 – – – – 25 – –

Corporate Responsibility performance and disclosure data

So
ci

al
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ESG 2016 2017 2018 2019 2020
2019 vs. 

2020 Var % Notes

Our people
Safe operations

Employee engagement: Safety 16–17: %
18–20: Avg. score

73 75
77 79 79 0 – See notes 1 and 2.

Lost Time Incident Frequency Rate Per 1m hours worked 5.01 4.41 5.30 5.69 4.43 1.26 22 8. Although we are always working to improve our safety performance, Covid-19 had 
a suppressing effect in 2020. Many of our frontline operations have continued to 
operate, but with control measures in place that have had an artificial impact on 
safety performance. We anticipate that our safety performance will realign 
increasingly to the pre-2020 trend as and when Covid-19 control measures are 
relaxed permanently.

Target 2022: 23% reduction against 2019 baseline

Lost Time Incident Severity Rate % 22.53 23.74 27.80 23.38 25.44 -2.06 -9 Target 2022: 25% reduction against 2019 baseline

Major Incident Frequency Rate Per 1m hours worked 0.40 0.45 0.50 0.39 0.41 -0.02 -5 Target 2022: 8% reduction against 2019 baseline

Work-related fatalities Number 0 0 1 0 0 0 – See note 5.

9. 2018: Asia Pacific – Hong Kong. Male employee (Traffic Officer II) fell while 
ascending steps of a crew bus, tragically suffering a fatal head injury.

Physical Assault Frequency Rate Per 1m hours worked 7.04 8.96 13.13 8.09 7.61 0.48 6 See note 8.

Target 2022: 16% reduction against 2019 baseline

Serious Physical Assault Frequency Rate Per 1m hours worked 0.95 0.87 1.32 0.63 0.67 -0.04 -6 Target 2022: Maintain 2019 baseline

Prosecutions Number 0 0 0 0 0 0 – Annual target: 0

Fines paid £’000 0 116 0 0 0 0 – 10. 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.

Annual target: 0

Employee health and wellbeing

Employee engagement: Wellbeing Avg. score – – – 64 76 12 19 See notes 1 and 5.

11. Every year we refine our survey questions to examine areas of strength and raise 
the bar for future improvement. The significant shift in score here may be in part 
due to a new, targeted focus on manager-employee engagement regarding 
wellbeing.

Absence Number 7.8 7.4 5.6 6.3 6.7 -0.4 6 12. We have changed our absence reporting from ‘Proportion of days lost to sickness’ 
to ‘Rolling 12-month average sickness days per employee’.

Annual target: 5% reduction on previous year

Employee engagement and development

Employee engagement 16–17: %
18–20: Avg. score

54 56
67 71 73 2 3

See note 2.
Target 2023: >73

People manager engagement 16–17: %
18–20: Avg. score

62 65
70 73 75 2 3 See note 2.

Leadership engagement 16–17: %
18–20: Avg. score

72 71
69 77 83 6 8 See note 2.

Employee engagement: Learning & Development 16–17: %
18–20: Avg. score

48 49
60 64 66 2 3 See notes 1 and 2.
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ESG 2016 2017 2018 2019 2020
2019 vs. 

2020 Var % Notes

Employee engagement and development continued

Internal promotion rate for leadership roles % – 53 39 48 64 16 33 See note 5.
Target 2023: 65%

Staff turnover % 33.8 30.6 27.0 29.3 23.3 6 20

Redundancies Number 764 973 405 402 519 -117 -29 See note 5.

Employees covered by collective bargaining agreements % – – – – 58.8 – – See note 5.

13. In both the United Arab Emirates and Kingdom of Saudi Arabia there remain no 
independent trade unions and while there are trade union organisations in both 
Qatar and Iraq, there is no direct link to our employees there. For all our 
employees in the region, however, we encourage direct employee engagement 
through:
• regular briefings from management to colleagues on a wide range of 

operational and employment matters;
• adherence to our global standards, as outlined in the Serco Management 

System and associated internal policies, such as the Employee Wellbeing 
Divisional Standard Operating Procedure – which provides a number of routes 
for individuals to raise any workplace issues or concerns; and

• continued use of our annual employee engagement survey where individuals 
share their views with us on an entirely confidential basis.

• Separate to our internal mechanisms, employees are also able to raise 
workplace concerns via the relevant labour offices in each country.

Diverse workforce and inclusive workplace 14. Diverse workforce data is representative only of employees for whom relevant 
data is available.

Employee engagement: Diversity & Inclusion 16–17: %
18–20: Avg. score

69 70
74 79 78.5 -0.5 -0.6

See notes 1 and 2.

Number of women:

Serco Group plc Board Number (%) 2 (22.2) 3 (30.0) 3 (33.3) 3 (33.3) 3 (33.3) 0 –

Executive Committee and Direct Reports Number (%) 12 (17.1) 15 (21.7) 28 (31.8) 25 (29.4) 21 (24.7) -4 -16 15. Based on data submitted to the UK Hampton-Alexander Review in Oct 2020.
16. Difference between 2020 percentage and 25% represents less than 1 FTE. The 

average percentage of women at this level in 2020 was higher than 25%. It is well 
recognised by the Board that the Company needs to improve female 
representation in its Executive Committee and its direct reports. The Company 
has an active and targeted plan to improve this in early 2021.

17. 2019 restated to be fully in line with Hampton-Alexander submission; Executive 
Committee members mistakenly omitted from numbers reported previously.

All other employee levels Number (%) 18,798 
(41.9)

18,129 
(41.6)

18,960 
(42.4)

20,896 
(43.1)

21,238 
(43.0)

342 2

Global Leadership Team Number (%) – – – – 101
(29.1)

– – See note 5.
18. Includes Board and Executive Committee members and direct reports to the 

Executive Committee.
19. We are working to achieve 35% female representation in our Global Leadership 

Team by 2023.

Number of men:

Serco Group plc Board Number (%) 7 (77.8) 7 (70.0) 6 (66.7) 6 (66.7) 6 (66.7) 0 –

Executive Committee and Direct Reports Number (%) 58 (82.9) 54 (78.3) 60 (68.2) 60 (70.6) 64 (75.3) 4 6.7 See notes 15 and 17.

All other employee levels Number (%) 26,054 
(58.1)

25,435 
(58.4)

25,757 
(57.6)

27,634 
(56.9)

28,156 
(57.0)

522 2

Global Leadership Team Number (%) – – – – 246
(70.9)

– – See notes 5 and 18.

Number of employees with disclosed disabilities Number (%) 516 (1.2) 425 (1.0) 343 (0.8) 847 (1.7) 1,690 (3.4) 843 99.5 20. 2020 increase due primarily to increased disclosure resulting from improved 
disclosure options and targeted communication campaigns.

Corporate Responsibility performance and disclosure data continued
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Corporate Responsibility performance and disclosure data continued

ESG 2016 2017 2018 2019 2020
2019 vs. 

2020 Var % Notes

Diverse workforce and inclusive workplace continued

Age profile

16–24 % 9.1 8.7 8.5       8.9 7.3 -1.6 -18

25–40 % 35.7 38.8 38.7      37.8 36.8 -1.0 -3

41–54 % 29.2 31.4 29.8      29.1 30.6 1.5 5

55–64 % 15.6 17.9 17.6      18.1 19.1 1.0 6

65+ % 2.6 3.1 3.1      3.5 4.1 0.6 17

Undisclosed % 7.8 0.1 2.3      2.6 2.1 -0.5 -19 21. Reduction in 2017 due to improvements in data availability.

Our world
Responsible relationships and sustainable procurement 22. For data relating to our modern slavery programme and supply chain, see our 

Group Modern Slavery Statement 2020, available on www.serco.com

Third-party due diligence screening

Third parties validated Number – 28,066 7,867 5,253 4,053 – –
23. 2018-2020 data reflects business-as-usual addition of third parties following 

completion of initial due diligence review of all third parties completed in 
2016-2017.

Third parties pending review Number – 1,143 191 1,092 283 – –

Third parties disqualified Number – 3 1 0 16 – –
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2019 vs. 

2020 Var % Notes

Our world
Managing our environmental impact and supporting customer objectives 24. Our reporting year for greenhouse gas (GHG) emissions is one quarter behind 

our financial year, namely 1 Oct 2019 to 30 Sept 2020.
25. We quantify and report to ISO 14064-1 2012, using an operational control 

approach to define our organisational boundary. The classification of reporting 
boundaries is set out in detail in our Basis of Reporting document, available on 
www.serco.com

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

27. Units reported: MWh = megawatt hours of energy; tCO2e = Tonnes Carbon 
Dioxide Equivalent; FTE = Full Time Employee.

28. See notes below table for examples of energy efficiency action as required by 
Streamlined Energy and Carbon Reporting.

29. Our environmental reporting metrics continue to grow, and we plan more 
expansive reporting on broader categories in 2021 following the upgrade of our 
compliance management and reporting system.

Carbon dioxide equivalent (Scope 1+2) tCO2e 291,883 253,655 259,814 266,894 237,759 29,135 10.9 30. In 2020 our overall Scope 1+2 emissions (location-based) reduced by 10.9%, 
exceeding our net zero carbon reduction target of 6% absolute reduction vs 2019 
baseline. Significant contributing factors include:
• Covid-19 impacts, in particular the closure of our carbon-intensive UK Leisure 

sites and reduced service on our Scottish NorthLink Ferries Contract;
• Contract attrition, in particular our carbon-intensive Hong Kong Tunnel 

Contract which ended in 2019;
• carbon conversion factors reduced across most electricity grids as renewable 

energy policies continue to drive reductions;
• Green tariff electricity policy implemented in Serco UK & Europe, reducing 

overall Scope 1+2 emissions by 5% when reporting using market-based 
methodology; and

• continued focus on driving reductions through initiatives, behaviours and our 
culture.

Target 2025: 22% reduction against 2019 baseline
Target 2030: 38% reduction against 2019 baseline

UK tCO2e – 189,059 191,329 193,387 169,117 24,270 12.5

Rest of world tCO2e – 64,596 68,485 73,507 68,642 4,865 6.6

Carbon dioxide equivalent (Scope 1+2) market-based Scope 2 tCO2e – 244,918 257,086 262,996 225,456 37,540 14.3

Scope 1 – Combustion of fuels and operation of facilities tCO2e 182,819 174,289 176,254 181,413 165,259 16,154 8.9

Total UK tCO2e – 164,663 169,759 175,681 156,379 19,302 11.0

Total Rest of world tCO2e – 9,626 6,496 5,732 8,880 -3,148 -54.9

Gas tCO2e 28,188 25,680 26,381 26,658 19,931 6,727 25.2

UK tCO2e – 25,256 25,449 25,887 18,787 7,100 27.4 31. Restated 2019 from 26,279. 2019 Rest of world Basis of Estimation number for Gas 
(392) was mistakenly reported under UK instead of Rest of world.

Rest of world tCO2e – 424 932 771 1,145 -374 -48.5 32. Restated 2019 from 379. See note 31.

Petrol tCO2e 3,860 2,862 4,067 3,546 4,283 -737 -20.8 33. Restated 2019 from 3,162. See note 34.

UK tCO2e – 612 612 663 487 176 26.5 34. Restated 2019 from 279. 2019 estimated petrol consumption for UK Company Car 
reimbursed mileage mistakenly reported under Diesel instead of Petrol.

Rest of world tCO2e – 2,250 3,455 2,883 3,796 -913 -31.7 35. Scope categorisation for operational reporting across Contracts in Serco Asia 
Pacific has been reviewed and updated, resulting in the inclusion of an additional 
ship (Defence Contract) and fleet vehicles (various Contracts).

Diesel tCO2e 27,931 23,965 24,633 27,369 28,665 -1,296 -4.7 36. Restated 2019 from 27,753. See note 37.

UK tCO2e – 19,526 24,237 27,082 27,864 -782 -2.9 37. Restated 2019 from 27,466. See note 34.

Rest of world tCO2e – 4,440 396 287 801 -514 -179.1 See note 35.

Other fuels

Burning oil / Kerosene tCO2e 680 463 384 1,098 834 264 24.0

UK tCO2e – 462 384 1,098 834 264 24.0

Rest of world tCO2e – 1 0 0 0 0 –

Corporate Responsibility performance and disclosure data continued
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LPG / Propane tCO2e 2,137 2,198 1,672 2,131 2,063 68 3.2

UK tCO2e – 182 221 339 213 126 37.2

Rest of world tCO2e – 2,016 1,451 1,792 1,850 -58 -3.2

Gas oil tCO2e 2,089 3,199 2,973 1,899 1,421 478 25.2

UK tCO2e – 3,199 2,973 1,899 1,421 478 25.2

Rest of world tCO2e – 0 0 0 0 0 –

Specialist marine fuel tCO2e 117,656 115,652 115,883 118,480 107,011 11,469 9.7

UK tCO2e – 115,652 115,883 118,480 106,350 12,130 10.2

Rest of world tCO2e – 0 0 0 661 – – See note 35.

Biomass tCO2e – – – – 46 – –

UK tCO2e – – – – 46 – – 38. New biomass heating infrastructure installed in Lilleshall National Sports & 
Conferencing Centre.

Rest of world tCO2e – – – – 0 – –

Fugitive emissions tCO2e 278 270 263 232 1,005 -773 -333.2

UK tCO2e – 270 263 232 377 -145 -62.5

Rest of world tCO2e – – – – 628 – – 39. 2020 inclusion due to review of our estimation process.

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

tCO2e 109,064 79,366 83,560 85,481 72,500 12,981 15.2

UK tCO2e – 23,900 21,308 17,707 12,739 4,968 28.1

Rest of world tCO2e – 55,466 62,252 67,774 59,761 8,013 11.8

Scope 2 – Grid electricity purchased for own use (location-based) MWh – – – – 152,154 – – See note 5.

Scope 2 – Grid electricity purchased for own use (market-based) tCO2e – 70,629 80,832 81,583 60,197 21,386 26.2

Energy consumption used to calculate Scope 1+2 emissions MWh – 873,287 891,931 918,740 827,475 91,265 9.9

UK MWh – 763,268 772,007 792,086 693,610 98,476 12.4

Rest of world MWh – 110,019 119,924 126,654 133,865 -7,211 -5.7

Headcount intensity (Scope 1+2) tCO2e/FTE 5.98 5.56 5.80 5.87 4.78 1.09 18.6

Headcount intensity (Scope 1+2) market-based Scope 2 tCO2e/FTE – – – 5.78 4.53 1.25 21.6

Financial intensity (Scope 1+2) tCO2e/per £m 
revenue

83.59 85.96 91.58 82.17 61.20 20.97 25.5

Fleet fuel consumption tCO2e – – – – 139,959 – – See note 5.

Fleet fuel consumption MWh – – – – 545,381 – – See note 5.

Renewable sources % 0 0 0 0 29 – – 40. Commenced in 2020. Includes estimated electricity where we are not responsible 
for electricity contracts.

Renewable sources MWh 0 0 0 0 43,621 – – See note 40.

Scope 3 – Business travel tCO2e – 26,891 24,094 27,291 22,582 4,709 17.3

Air travel tCO2e – 21,940 20,009 22,203 14,875 7,328 33.0 41. Covid-19 impacts reduced air travel emissions significantly.

Rail travel tCO2e – 467 298 370 171 199 53.8

Hotel stays tCO2e – 2,436 1,943 2,459 5,075 -2,616 -106.4 42. 2020 increase mainly due to need for quarantining and isolating following 
international returns, plus essential in-person technology upgrade requirements 
of a specific Contract.

Private car / hire tCO2e – 2,048 1,844 2,258 2,461 -203 -9.0

Corporate Responsibility performance and disclosure data continued
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Headcount intensity (Scope 3 business travel) tCO2e/FTE – 0.59 0.54 0.60 0.45 0.15 25.0

Scope 3 – Electricity and gas upstream leased tCO2e – – – 15,870 6,408 9,462 59.6 43. 2020 reduction attributed to increased data precision made possible by smart 
metering technology, reducing reliance on estimated consumption.

Scope 3 – Electricity transmission and distribution loss tCO2e – 6,567 5,810 5,878 5,781 97 1.7

Scope 3 – Well to tank emissions tCO2e – – – – 47,917 – – See note 5.

Scope 3 – Basic screening using Quantis Scope 3 evaluator tCO2e – 1,208,078 1,258,528 981,237 867,559 113,678 11.6 44. 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 the 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 78.7 78.5 0.2 0.3

Carbon Disclosure Project Score B B C C B – –

Operations covered by certified ISO 14001 Environmental 
Management Systems

% – – – – 34 – – See note 5.

45. All Contracts are required to comply with our SMS and environmental 
requirements, which align with ISO 14001. 34% of Contracts where we have 
management control and report environment data externally are covered by 
Serco certified ISO 14001 management systems. At many of our Contracts we 
also operate within customer ISO 14001 certified management systems.

Operations covered by certified ISO 50001 Energy Management 
Systems

% – – – – 15 – – See note 5.

46. A smaller proportion of our Contracts have certified ISO 50001 management 
systems, as only our more energy-intensive operations benefit from this standard.

Prosecutions Number 0 0 0 0 0 0 – Annual target: 0

Fines paid £’000 0 0 0 0 0 0 – Annual target: 0

Enforcement notices Number 0 0 0 0 0 0 – Annual target: 0

Corporate Responsibility performance and disclosure data continued
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Our shareholders
Shareholder returns

Share price performance
(share price)

%
(pence)

+52
(143.3)

-31
(98.9)

-3
(95.6)

+69
(161.9)

-26
(119.5)

– – 47. See also employee engagement (page 40).
48. For more information and broader discussion and analysis on our progress and 

performance in 2020, see the Serco Annual Report (specifically: Key Performance 
Indicators, Chief Executive’s Report, Directors’ Report and Financial Statements).Underlying diluted earnings per share Pence 4.06 3.36 5.21 6.16 8.43 2.27 36.8

Underlying return on invested capital % 10.7 9.6 13.6 15.4 19.1 3.7 24.0

Group order book £bn 9.9 10.7 12.0 14.1 13.5 -0.7 -4.3

Corporate governance and control

Number of women: Serco Group plc Board Number (%) 2 (22.2) 3 (30.0) 3 (33.3) 3 (33.3) 3 (33.3) 0 – 49. For more information about Board and Committee membership and attendance, 
see the Serco Annual Report (specifically: Board and Governance in the Corporate 
Governance Report).Independent membership of the Board % 66.7 70.0 77.8 77.8 77.8 0 –

Independent membership of the Audit Committee % 100.0 100.0 100.0 100.0 100.0 0 –

Independent membership of the Remuneration Committee % 100.0 100.0 100.0 100.0 100.0 0 –

Independent membership of the Nomination Committee % 100.0 100.0 100.0 100.0 100.0 0 –

Independent membership of the CR Committee % 80.0 80.0 80.0 80.0 80.0 0 –

Independent membership of the Group Risk Committee % 100.0 100.0 100.0 100.0 100.0 0 –

Independent board member attendance of Board and 
Committee meetings

% 90.8 94.2 94.1 98.2 96.4 -1.8 -1.8

Leaders fulfilling Values criteria for variable remuneration % – 99.7 99.7 99.7 100.0 0.3 0.3 See note 5.

Annual SMS self-assessments completed % – – – 95.7 99.7 4.0 4.2 See note 5.

50. 2020 increase attributed to an upgrade to the self-assessment tool.

Annual Compliance Assurance plan delivered % – – – 94.3 85.2 -9.1 -9.7 See note 5.

51. 2020 programme delivery affected by Covid-19, including: transition to virtual 
reviews; cancellation/postponement due to site closure; and refocus on Covid-19 
impacts.

Annual Audit plan delivered % – – – 100.0 94.6 -5.4 -5.4 See note 5.

52. 35 of 37 audits originally planned were completed. Completion gap due to 
introduction of 15 additional projects specific to Covid-19.

Corporate Responsibility performance and disclosure data continued
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Managed risk 53. Historical trend data not available for 2016–2017.

54. For 2020 risk trend commentary, see our Serco Annual Report 2020 (specifically: 
Principal Risks and Uncertainties).

Failure to grow profitably Risk trend – –
   

– –

Failure to manage our reputation Risk trend – –
 

– –

Financial control failure Risk trend – –
   

– –

Major information security breach or cyber attack Risk trend – –
  

– –

Contract non-compliance, non-performance or misreporting Risk trend – –
   

– –

Failure of business-critical partner, sub-contractor or supplier Risk trend – –
   

– –

Failure to act with integrity Risk trend – –
   

– –

Failure to attract, engage and retain key talent Risk trend – – –
  

– – 55. Added to our principal risk profile in 2019, acknowledging the value we place on our 
workforce and the importance of succession planning for business-critical roles.

Health, safety and wellbeing Risk trend – – – – – – 56. Added to our principal risk profile in 2020 to more clearly articulate our focus and 
commitment to the health and wellbeing of our employees and service users.

Catastrophic incident Risk trend – –
   

– –

Material legal and regulatory compliance failure Risk trend – –
  

– –

Failure to deliver expected benefits from Transformation Risk trend – – – – – – 57. Removed from our principal risk profile in 2019 to reflect good progress made and 
in recognition of the benefits returned to the organisation.

Notes:
Data is for the total Group unless otherwise stated. Data excludes joint ventures to enable like-for-like comparison.
Data is as reported internally in January 2021 unless otherwise stated. Additional data may arise after this date; numbers will be corrected in the following year’s report.
Current performance levels are in line with benchmark targets for the geographies and markets in which we operate. However, we continue to try to improve them. Please refer to data commentary included here for details of any Group targets. Other targets are 
managed at local and regional levels.

Corporate Responsibility performance and disclosure data continued

The trend indicator depicts the trend of our residual risk rating 
internally each year.
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Corporate Responsibility performance and disclosure data continued

Examples of energy efficiency action as required by Streamlined Energy and Carbon Reporting
In the 2020 reporting period, we have addressed energy usage in some of our most energy-intensive Contracts:

1. NorthLink Ferries Contract, Serco UK & Europe
Our NorthLink Contract accounted for 34% of our global 2020 emissions due to significant marine fuel use. In 2020, our best practice interventions continued to be implemented by the Contract / client (captured within our ESOS energy audit recommendations in 
2019). Our bespoke monitoring system continues to assist carbon reporting and to help evaluate performance on individual voyages, assess the impact of operational changes and benchmark sister vessel energy performance, helping to deliver energy savings. In 
2020, the monitoring system was utilised to evaluate the MV (Motor Vessel) Hamnavoe’s data and delivered an energy saving equating to 13% for this vessel over the period.

2. Citizen Services Environmental Services Business Unit, Serco UK & Europe
Our UK Environmental Services business accounted for 9% of our global 2020 emissions. From a fleet energy perspective, it remains one of our most energy-intensive business units globally. In 2020, as part of one new Contract, we included three electric 
supervisor vans and a 7.5t hybrid waste collecting cage vehicle to replace existing diesel vehicles, reducing our energy and environmental impact. This also included the installation of two double electric vehicle (EV) charging points. The Contract has projected 
an annual 5% fuel saving, equivalent to 21,000 litres of diesel. Our fleet of new recycling vehicles (up to 26 tonnes) are Euro 6 specification, replacing Euro 5 specification vehicles. All meet the new Transport for London Driving Vision Standards, holding permits for 
operation in London effective March 2021.

In 2020, we also provided two Local Authority (LA) clients with a proposal to move from standard B7 road diesel to Hydrotreated Vegetable Oil fuel (HVO) for refuse collection vehicles, to reduce carbon by up to 90% and lessen the impact of wider air emissions. 
The Council in question has now had full approval to implement HVO with an implementation target date of April 2021. This fleet of Council vehicles currently represent around a quarter of the total Council CO2 emissions; the move will be significant step towards 
the Council becoming carbon neutral by 2030, as pledged when both LAs declared climate emergencies in 2020.

More widely, the Business Unit is collaborating with the Serco Business Services Fleet team to trial and plan for the widespread roll-out of electric refuse collection vehicles. We also have fuel-additive trials planned for 2021, to reduce harmful emissions in diesel 
engines ahead of the transition to electric vehicles where practical. We have telematics across a significant proportion of our fleet which monitor fuel efficiency, clutch control and braking style, enabling training interventions to influence more fuel-efficient driver 
behaviour to ensure our fleet energy consumption is constantly managed.

3. Leisure Business Unit, Serco UK & Europe
Our ISO 50001 certified Leisure Business Unit accounted for 5% of our global 2020 emissions and remains one of our most energy-intensive business units. Due to Covid-19 restrictions, our sites remained closed for a significant portion of the reporting year. 
However, when open, we continued to drive forward energy efficiency measures and maintain current controls, including monitoring and targeting, pool covers, LED lighting upgrades, insulation upgrades, Variable Speed Drive / plant upgrades, time schedule 
reviews and housekeeping. We are reviewing our approach to our utility monitoring and targeting system, with 2021 seeing the arrival of a nationally recognised energy manager software package. 2021 also sees the arrival of a new Microgeneration 180kw 
Combined Heat and Power (CHP) unit to one of our Southern sites. This system utilises the waste heat of electricity production to the swimming pools with operating savings of 40%. We are also reviewing the CHPs (often managed via contracts directly with our 
clients) on our sites and exploring the opportunity to benefit from excess power generated by CHP units to power EV charge points as public demand increases. A number of Serco personnel have already taken (or are awaiting) delivery of company EVs with EV 
charge point availability a critical element to success and take up. In 2021, we are looking to appoint a national provider, offering a turnkey solution with an expanding network. 
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Appendix

Managing our ESG priorities through our Corporate Responsibility Framework

ESG CR Framework

Our principal areas of 
responsibility and 
sustainability What we mean Policy Strategy Oversight Leadership

Behaving with integrity and respecting human rights

Underpinning our approach to all stakeholder groups are our 
Values and our commitment to behave with integrity and treat 
people with respect.

Across all our regions, we strive to behave with integrity and 
treat people with respect – 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.

Business 
Conduct and 
Ethics

Ethics and 
Compliance 1  2

3

4  8

9

Our customers Duty of care We place human rights and the health, safety and wellbeing of 
the public at the heart of service design and delivery.

Operations

Business 
Development

Business 
Strategy, 
Group

2

3

5  6  7

10

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

Operations

Business 
Development

Business 
Strategy, 
Group

2

3

5  6  7

10

Quality service 
delivery

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.

Operations

Business 
Development

Business 
Strategy, 
Group

2

3

5  6  7

10

Value for public 
money

Along with quality of delivery, we seek to enable governments 
to deliver better for less.

Operations

Business 
Development

Business 
Strategy, 
Group

2

3

5  6  7

10

Oversight

1    Corporate Responsibility  
Committee

2   Group Executive Committee

3    Divisional Executive  
Management Team

Leadership: Executive

4    Group General Counsel  
and Company Secretary

5   Group Chief Executive

6   Divisional Chief Executive

7    Group Strategy and 
Communications Director

Leadership: Group

8    Group Director, Business 
Compliance and Ethics

Leadership: Divisional

9    Divisional Ethics and 
Compliance Director

10    Divisional Executive 
Management Team

Further information is available at
www.serco.com/about/corporate-responsibility/inside-cr

So
ci

al

https://www.serco.com/about/corporate-responsibility/inside-cr
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Appendix

Managing our ESG priorities through our Corporate Responsibility Framework continued

ESG CR Framework

Our principal areas of 
responsibility and 
sustainability What we mean Policy Strategy Oversight Leadership

Our people Safe operations Our vision is zero harm. We aim to ensure that no one comes 
to harm because of the work we do. Wherever we work, we 
are committed to the prevention of injury and promoting a just 
safety culture in which we foster transparency, honesty and 
trust in order to identify root causes and prevent recurrence.

Health,  
Safety and 
Environment

Health and 
Safety 1  2

3

4  5

10

Employee health  
and wellbeing

Wherever we work, we are committed to the promotion of 
wellbeing and the prevention of ill health. We understand that 
healthier, happier employees go hand-in-hand with strong 
business performance, enhanced productivity and better 
outcomes for those we serve.

People People 
(Employee 
Health and 
Wellbeing)

1  2

3

4  6

11

Employee 
engagement and 
development

We want everybody who works for Serco to have a positive 
experience and access to opportunities to develop in their 
chosen careers. We track the engagement of our employees 
and measure the trends to determine where together we can 
improve further.

People People
1  2

3

4  7  8  

9  11

Diverse workforce 
and inclusive 
workplace

Our business thrives because of our talented and diverse 
workforce. We are constantly looking to improve our ways of 
working in order to make Serco an even better place to work 
for everybody. Not only do we firmly believe this is the right 
thing to do, we believe that diverse teams, reflecting the 
communities they serve, outperform in their service delivery 
and provide greater value to our customers.

People People

1  2

3

4  8

11

Oversight

1    Corporate Responsibility 
Committee

2   Group Executive Committee

3    Divisional Executive 
Management Team

Leadership: Executive

4    Group Chief 
Operating Officer

Leadership: Group

5    Group Director, Health, Safety  
and Environment

6    Group Head of Employee  
Health and Wellbeing

7    Group Head of Talent Development

8    Group Director, Colleague 
Experience

9    Group Director, Employee Relations

Leadership: Divisional

10    Divisional Health, Safety  
and Environment Director

11    Divisional HR Director

So
ci

al

Further information is available at
www.serco.com/about/corporate-responsibility/inside-cr

https://www.serco.com/about/corporate-responsibility/inside-cr
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Appendix

Managing our ESG priorities through our Corporate Responsibility Framework continued

ESG CR Framework

Our principal areas of 
responsibility and 
sustainability What we mean Policy Strategy Oversight Leadership

Our world Contributing to 
communities and 
society

Operating amongst and on behalf of our communities, we 
have a deep understanding of the complex social challenges 
that impact them. We encourage and facilitate community 
initiatives and charitable giving, both from employees and 
from the Serco Foundation. Beyond this, as an active and 
community-minded employer and participant in national 
infrastructure, we contribute to the sustainability and 
wellbeing of society and the economy wherever we operate.

Operations Business 
Strategy, 
Business Unit

1  3

4

5  8

12

Responsible 
relationships and 
sustainable 
procurement

We seek to build honest, respectful and transparent 
relationships with customers, partners and suppliers – 
requiring that they follow regulatory compliance and share our 
ethical standards and commitment to sustainability throughout 
the supply chain.

Business 
Conduct and 
Ethics

Procurement 
and Supply 
Chain

Ethics and 
Compliance

Procurement 
and Supply 
Chain

1  2

3  4

6  

9  11

13  15  16

Managing our  
impact

We are committed to addressing the environmental and 
climate emergencies and supporting the net zero carbon 
ambitions of our clients and wider society whilst limiting the 
impact of our operations on the environment through more 
sustainable business practice.

Health,  
Safety and 
Environment

Environment
1  3

4

7  10  

14Supporting customer 
objectives

Oversight

1    Corporate Responsibility  
Committee

2   Investment Committee

3    Group Executive Committee

4    Divisional Executive 
Management Team

Leadership: Executive

5    Divisional Chief Executive

6    Group General Counsel and  
Company Secretary

7    Group Chief Operating Officer

8    Group Strategy and  
Communications Director

Leadership: Group

9    Group Director, Business 
Compliance and Ethics

10    Group Director, Health, 
Safety and Environment

11    Group Director, Procurement 
and Supply Chain

Leadership: Divisional

12    Divisional Executive  
Management Team

13    Divisional Ethics and  
Compliance Director

14    Divisional Health, Safety  
and Environment Director

15   Divisional General Counsel

16   Divisional Procurement Director

So
ci

al
En

vi
ro

nm
en

ta
l

Further information is available at
www.serco.com/about/corporate-responsibility/inside-cr

https://www.serco.com/about/corporate-responsibility/inside-cr
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Appendix

Managing our ESG priorities through our Corporate Responsibility Framework continued

ESG CR Framework

Our principal areas of 
responsibility and 
sustainability What we mean Policy Strategy Oversight Leadership

Our shareholders Shareholder returns We focus on creating long-term, sustainable value – seeking 
to protect the interests of our owners alongside those of  
our employees, customers and the communities in which  
we operate.

Governance Business 
Strategy, 
Group

2  4

5

6  7

13

Transparency With investors, as with customers, we seek long-term 
relationships based on transparency, honesty and clarity –  
all of which are critical for building trust. We are therefore 
committed to open and regular engagement with  
our shareholders.

Finance Investor 
Relations

2  4 7  9

Corporate 
governance and 
control

We work within a structure of governance that seeks to enable 
ethical and effective direction, control and assurance of the 
business, including where we operate, who we serve and how 
we manage our responsibilities to stakeholders.

Governance Business 
Strategy, 
Group

1  4

5

8  10  11  

14

Managed risk 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.

Risk 
Management

Enterprise 
Risk 
Management

3  4

5

8  12

15

Oversight

1   Serco Group plc Board

2   Audit Committee

3    Group Risk Committee

4   Group Executive Committee

5    Divisional Executive 
Management Team

Leadership: Executive

6    Group Chief Executive

7    Group Chief Financial Officer

8    Group General Counsel and 
Company Secretary

Leadership: Group

9    Group Director, Investor Relations

10    Group Deputy Company Secretary

11    Group Director, Operations

12    Group Director, Enterprise Risk

Leadership: Divisional

13    Divisional Executive Management Team

14   Divisional General Counsel

15    Divisional Risk Director

G
ov

er
na

nc
e

Further information is available at
www.serco.com/about/corporate-responsibility/inside-cr

https://www.serco.com/about/corporate-responsibility/inside-cr
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