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Message from Peter Slator
Group Chief Executive
2017 was a year of significant change across the OCS business.
We started the year not with all our problems solved, but on
track with the first-year of our recovery plan. Coming into
the year, we’d made headway in our core underlying
operations – most notably the restructuring of our UK
business – but with a long way to go.

The past year was about creating
a strong foundation for the future
profitable growth of our business. The
results are in line with our expectations,
with a £40.0m net profit for the year,
compared to £28.4m in the prior year.
   More importantly, Group operating
profit before any exceptional items was
£7.6m, compared to £2.2m in the prior
year.
   Crucially, our UK business continued
its recovery. The underlying business is
now operating above break-even, with
consistent gross margins being achieved
just ahead of the industry benchmark.
A significant cost-reduction programme
continues to reduce overheads and
drive process improvements to underpin
further profit increase.
   In contrast, we faced some
challenges in the southern hemisphere,
with labour supply in South East Asia
being an ongoing factor, and price
pressure affecting our margin in New
Zealand. Having said this, we continue
to benefit from extremely strong market
positions, especially in Thailand and New
Zealand.
   As well as focusing on underlying
trading profitability and margin
improvement, we also invested
selectively with the acquisition of
Landmark to grow our serviced
office business in the UK. This was a
compelling and unique opportunity
to rapidly scale our serviced office
business. I am extremely pleased
that all the benefits we expected to
realise with this investment have been
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     Having stabilised the performance of the
     business, strengthened the balance sheet, and
still invested in our serviced office business last year,
2018 is now about formulating and agreeing our
investment priorities for the future growth of OCS.
delivered. Investment in our technology
transformation programme continued,
and the development of new client
propositions led to large contracts wins,
including the Sheikh Shakhbout Medical
City in the United Arab Emirates, the
Ministry of Justice in the UK and some
major Westfield shopping malls in
Australia.
   But our industry is changing.
Many of our competitors announced
profit warnings and large-scale
restructuring programmes during
2017, and the challenge for some has
proved insurmountable.
   For us at OCS that means now,
more than ever, being clear on where we
compete, how to win, and making clear
choices for the future – choices about
the geographies and sectors we invest
and compete in, and choices about the
services we invest in to offer marketleading solutions.
   Choice for OCS also means
simplifying our business to ensure we
focus on what we are good at, and so
make it easier for us to drive sustainable
profitable growth. The sale of Cannon
Hygiene at the end of 2017 was one
of those choices. The sale generated
£52.9m of exceptional profit and was an

essential part of our planned three-year
recovery, now giving us the ability to
invest in platforms for future growth with
a balance sheet effectively debt-free.
   So, having stabilised the
performance of the business,
strengthened the balance sheet, and still
invested in our serviced office business
last year, 2018 is now about formulating
and agreeing our investment priorities
for the future growth of OCS.
   Finally, it is only right that we reflect
on the events of last year. Thousands
of our employees have been caught up
in some of the tragic events of 2017 –
natural disasters, fires, and terrorist
attacks. I pay tribute to our employees
around the business who are on the
frontline every day, working with our
clients to deliver excellence at the heart
of our society. Through the services we
deliver, we help to keep the world safe,
clean, healthy and running smoothly.
I am impressed by the spirit and care
shown by OCS staff every day – and
especially proud and humbled by the
actions of colleagues involved in some of
the awful events of the past 12 months.
Thank you for what you do every day.

Our Year
turnover

£1.025bn

UK
Asia-Pacific
Rest of the world

£589m
£371m
£65m

headcount

87,000

UK
Asia-Pacific
Rest of the world

25,000
60,000
2,000

The OCS Group

OCS delivers a comprehensive range of facilities services
around the world, including security, cleaning, passenger
assistance and aviation support services, catering, front of
house and support services, and mechanical and electrical
services. Across the globe, we work closely with our clients to
ensure that our services match their specific business needs
and objectives. In Thailand, Cambodia and Bangladesh we
deliver these services under the PCS brand and in Malaysia
under PWB Services.
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Landmark creates professional workspaces for people who
want to work in new ways, but who still need a business-class
experience. We offer stunning communal spaces and inspiring
design, alongside smartly presented, professional teams.

Setting the Agenda
As a responsible business, we believe we have both an opportunity and a
responsibility to use our footprint and convening power in the economy and society
to have a leading voice.

Empowering change in society
First established in 2015, the OCS Foundation tackles some of the root causes and the effects of social and economic disadvantage,
so improving our communities and wider society.
   We do this by investing in partnerships with organisations who share our vision and passion. Together with our partners, we
fund research to influence public policy and practice and deliver initiatives that address society’s needs and priorities.

Wellbeing in the community and the workplace

The Bromley By Bow Centre is an innovative community organisation in east London, working in one of the most deprived
boroughs in the UK to support families, young people and adults of all ages to learn new skills, improve their health and wellbeing,
find employment and develop the confidence to achieve their goals and transform their lives.
   The OCS Foundation has part funded the Unleashing Healthy Communities research project, which aims to develop a deeper
understanding of the diversity of the local community and the positive difference the Bromley by Bow Centre makes to their health
and wellbeing. The information gathered will be used not only to influence public policy, but also to share learnings with businesses
like OCS, to help shape employment policies and practices.

Dementia

Someone in the world develops dementia every 3 seconds. Last year, dementia sufferers numbered nearly 50 million, and that
global total is expected to reach 75 million by 2030 and 130 million by 2050.
   The OCS Foundation is helping people with dementia to live life to their full potential. Drawing on the research being funded at
Plymouth University into dementia, training will be developed to enable OCS customer care agents to further improve air travel for
people with ‘hidden disabilities’ around the world, and to raise dementia awareness and employee training in other locations such
as shopping malls, arenas and venues.
   The aviation team from Bristol Airport are pictured below, from left to right, Duncan Lowe – Airport Services Manager, Angela Moore
– Customer Service & Operations Administrator, Elizabeth Ranson – Customer Care Agent, Jennifer Purdie – Customer Care Agent, Anita
Lord – Desk Host Agent, David Ball – Regional Skills Trainer for BRS/BHX, and Leigh-Anne Borkar – Customer Service Manager.
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Setting the Agenda

Providing new opportunities
In 2017, our UK Learning & Development team implemented
the first OCS Apprenticeship programme, which is open to all
prospective and existing employees.
   Each year the scheme will give up to 350 apprentices the
opportunity to develop leadership and management skills.
   In its first year, the programme attracted 200 apprentices
in core functions such as facilities management operations,
technology and HR.
   With our strategic focus on creating a strong foundation
for the future profitable growth, we see apprenticeships as a
great opportunity to attract and retain the best talent.
   Across our workforce, OCS is committed to investing
in what really matters to colleagues – their development and
personal growth.

Leading the UK’s flexible workspace market
Early last year, we reinforced our position as one of the
country’s leading providers of professional, flexible, shared
workspaces with the acquisition of Landmark.
   In early 2018, we merged our i2Office and Landmark
businesses under the Landmark brand, and focused our
strategy with a clear client proposition.
“We took time to listen to our clients before evolving
our offering,” explains John Spencer, CEO Landmark. “It was
important for us to understand their needs and exceed their
expectations, as well as respond to market demands for
premium workspace with personality”.
   There are now 44 Landmark workspace locations across
the UK – in London at Victoria and 110 Bishopsgate, and in other
key business centres, such as Manchester and Birmingham.
Each of our workspaces includes 24/7 access to prestigious
buildings with a premium reception area, concierge style
service, communal spaces and secure Wi-Fi – all without any
hidden charges.
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Always amazing service
from @Landmark_Space.
I needed to book a room at the
very last minute. Tammy managed
to re-arrange the venue at short
notice to accommodate us, set up
the room, welcomed guests and
stayed on to check everything was
OK. Event went without
a glitch! Thank you!”

Our People & Our Values
OCS is a people business. Every colleague is an ambassador of our brand and
our success is determined by how we go about our business every day. Our six
sustainable core values drive our culture and our ethos – to be a great place to work
and to deliver great service.

Putting clients first

Passion for protecting people

Nick King (pictured above) is passionate about health, safety,
quality and the environment. As security manager at one of the
UK’s biggest shopping centres, he takes every aspect of his job
very seriously.
   Since joining Centre:MK in Milton Keynes, Nick has
completed more safety inspections, welfare chats, toolbox
talks and refresher trainings than all the centre’s other
managers combined. He has set up meetings with neighbouring
businesses to discuss common issues, and delivered health and
safety training not just to OCS colleagues but also on behalf
of the centre and its partners. Nick’s business continuity and
emergency plans are also used as best practice by the centre
and the Counter Terrorism Security Office.

7

|

The OCS Group Annual Review - 1 January 2018

Crime-fighting duo win praise

CCTV monitoring has never been more important, with crime
statistics increasing in England and Wales and the threat of
terrorist attacks.
   OCS camera operators Daniel Cahalane and Sam Braybrook
(pictured above at their stations) are at the forefront of crime
prevention for the London Borough of Bromley. They support
local police by monitoring suspicious behaviour, reporting events
as soon as they happen, and following any suspects. During one
particularly challenging fortnight, Daniel and Sam’s dedication led
to 18 suspects being arrested following five different incidents.
Their achievement was praised by Bromley police, who wrote to
thank the crime-fighting duo for all their hard work.

Our People & Our Values

Fostering a ‘can do’ attitude
Picture-perfect approach

Osama Hameed (pictured left) exemplifies our ‘can-do’ approach after taking on the
challenge of building OCS service standards across Saudi Arabia.
   After joining OCS in 2017, the 27-year-old quickly completed more than 200
hours of instruction and gained his ‘Managing Safely’ certification. Recognising the
multinational nature of the OCS team in Saudi Arabia, Osama devised a training plan
to ensure no one was left out. Not only did he conduct training in four languages, but
Osama also created a highly visual programme to train our colleagues who only speak
a tribal language.

Going above and beyond at Bristol airport

Major airport disruption on one of the year’s busiest travel days – 22 December – saw
OCS colleagues go above and beyond to support passengers with reduced mobility.
Bristol Airport was put under huge pressure on the Friday before Christmas where 73
flights were either cancelled or diverted due to an aircraft incident.
   Despite a massive increase in their workload, our 25-strong team maintained their
absolute focus on caring for passengers, allaying their anxieties and keeping them
well informed throughout. Because of their actions that day, all 25 team members
were awarded ABCD (Above & Beyond the Call of Duty) Awards. Andy Venn, Victoria
Collins, Veronica Phelps, Gerald Davies, Julia Poole and Elizabeth Ranson are pictured
with their Awards.
   Phil Holder, Head of Operations Support, Bristol Airport said “The strength of our
everyday working relationship really comes to the fore when, together, we need to
quickly and effectively respond to the unexpected.”

Building strong relationships
Darren’s super service

Customer satisfaction is key at Cork Airport in Ireland, and nobody better embodies that
focus than Darren O’Brien (pictured left, with Barry Gregg, Airport Service Manager).
   After setting up its customer feedback website, the airport saw Darren’s
name feature again and again in positive feedback. As a result of the numerous
nominations from passengers, airlines, airline handlers and airport authorities, the
customer care agent was awarded Cork Airport’s Customer Service Award. He also
won certificates in five other categories, including Best Customer Service, Best
Teamwork and Best Solution.

Stress-busting support

At OCS, we aim to build strong relationships with colleagues. Around the world, our
security guards work in pressurised situations every day, and never more so than at
this time of heightened security and terrorist threats.
   Last year, together with an innovative support team from the Bromley By Bow
Centre, we created Wellbeing Workshops to help our security team members handle
stress, manage their finances, and to take care of themselves through a healthy eating
awareness programme.
   It was piloted with our security teams at The O2 Arena in London and our
colleagues reported improved wellbeing. We are now planning to further develop and
roll out this programme across the OCS business.
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Our People & Our Values

Recognising wider responsibilities

Big day for volunteer cleaners

PCS played a leading role in honouring Thailand’s late King Bhumibol Adulyadej ahead of a five-day mourning period in October
2017. Some 200 PCS managers and staff joined other volunteers to clean a large public area in front of a royal exhibition at Sanam
Luang in the heart of Bangkok. An expert PCS team planned the entire work for the day, as well as providing all the cleaning
materials and equipment for volunteers. It was the third time in 2017 that PCS volunteers had participated in a Thailand initiative
called Big Cleaning Day, which encourages people to work together to clean public places. The PCS volunteers are pictured in
action above.

Dedicated to keeping
people safe

The very latest information is essential to
help our security staff protect people and
property from crime and other threats.
That’s why we have dedicated support
teams constantly monitoring events
as they unfold, keeping our security
staff and our clients fully informed, and
alerting them to any actions they need to
take in response to emerging issues.
   For example, within minutes of
a bomb exploding at Parsons Green
underground station on 15 September
2017, our UK National Support Centre
was in contact with the security services
and in less than half an hour had issued
instructions and guidance to all our
teams and client sites across London.
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Our People & Our Values

Promoting change and innovation
New thinking comes in handy

OCS has taken an innovative approach to protect the hands of our cleaning colleagues
across a range of sectors.
   Working with hand-protection specialist Globus, we helped develop the I-CON™
system. It comprises a suite of gloves, each made from a premium nitrile that protects
against the common cleaning chemicals and substances found in four environments –
clinical, treatment and isolation, washrooms, food and drink, and general areas.
The gloves are colour-coded with the same colours already used to identify the
correct cleaning equipment for each specific work area, helping to minimise
cross-contamination risks.

Evolution wins top award

Significant changes made by PWB Malaysia have been recognised with a prestigious
national award.
   Over the last two years, PWB has evolved from a cleaning services company
to become a major player in technical and soft services for Malaysia’s facilities
management industry. As a result, the OCS company won the 2017 Malaysia
Excellence Award for Facilities Management Competitive Strategy Innovation &
Leadership, which recognises brand success leading to best practice within the
industry. Ravi Krishnaswamy, Senior Vice President, Frost & Sullivan, is pictured
presenting the award to Kevin Quinn, Country Director, Malaysia, Singapore &
IndoChina.

Providing great value
Promoting better health for all

OCS has added real value to its long partnership with a district health board in New
Zealand. Based at Wairarapa Hospital in Masterton, the board’s 700 employees
promote, protect and improve the health of more than 41,000 people.
   Over nearly 20 years, OCS New Zealand has worked side by side with the hospital
as its needs have evolved and grown. From the early days of providing a basic
cleaning service, we now support across the hospital delivering excellence in security,
grounds maintenance, hygiene and pest control services. The partnership’s success
is the result of OCS working as part of the Wairarapa team, supporting their vision of
better health for all, and participating in activities such as infection control and health
and safety. “OCS are a professional, well-resourced supplier with a can do attitude to
supporting the important work of our staff, and working together to address issues,”
said Dave Ferguson, Senior Contracts Advisor at Wairarapa DHB.

New technology, new value

OCS Asset Solutions is providing clients with greater value following the 2017 launch
of a new service – ReceiveAll. Using RFID technology, this innovative concept allows
retailers to focus fully on customer sales by removing the need to constantly monitor
stock every step of the way along the supply chain.
   WED2B, the UK’s largest and fastest growing bridal retail chain, won the
FuturMaster Award for Supply Chain Visibility in 2017 after implementing ReceiveAll.
Chris Everest, the company’s Head of Supply Chain, comments: “The implementation
of an RFID stock-monitoring solution has been fundamental to providing greater, and
more accurate visibility of stock at every point throughout the supply chain.”
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Our Customers
From getting passengers to their flights on time at the world’s busiest airports to
keeping lights on in offices large and small, we provide the essential services that
keep businesses and societies running day in, day out.

Aviation

Global expertise meets local knowhow

Key to our success around the world is identifying service partners who not only meet our client’s initial service requirements
but can also grow with them. Our joint venture at Berlin Airport with Gegenbauer, a local facilities management company, is an
excellent example of what can be achieved when partners have customer-centric service solutions and shared business goals.
   OCS’s global expertise in the aviation sector together with Gegenbauer’s excellent local knowledge means our partnership
continues to go from strength to strength. After winning the contract together in 2012, last year we successfully re-tendered to
continue assisting passengers with restricted mobility as well as providing new helpdesk and airport traffic management services. It
is an exciting time to be part of the Berlin Airport operation. Already Germany’s third largest airport with 33.3 million passengers a
year flying to 195 destinations, Berlin is due to open a new airport in 2020.

The sky’s the limit!

With decades of aviation experience and expertise, OCS has
been at the forefront of many changes across the industry.
   So we are excited to be playing a key role at Perth Airport
as new non-stop flights from London turn it into a major air hub
for Australia. In 2017 we won a contract renewal for services at
the airport, where passenger numbers are expected to exceed
14 million in 2018.
   Guy Thompson, Perth Airport’s Chief Operating Officer,
says of the new OCS contract: “Together we will take the
service to the next level, with our combined knowledge
ensuring we continue to deliver a fantastic level
of service to users of the airport.”
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Our Customers

Healthcare
Exciting new role at
healthcare flagship

We are proud to be enabling clinical
excellence at one of the most innovative
healthcare facilities in the world, through a
prestigious five-and-a-half-year contract.
   At 300,000sqm, the Sheikh
Shakhbout Medical City is the largest in
the United Arab Emirates and, located in
Abu Dhabi, the facility provides a costeffective alternative for patients who
would otherwise have to go overseas for
expensive specialised treatments.
   Our 125-strong team of OCS healthcare
technical specialists will grow to 300 by
2019 and support this flag-ship facility
through a range of services including
medical gas pipeline systems, building
management sys-tems and bio-medical
engineering. The OCS Emirates and SSMC
team are pictured outside the prestigious
facility in Abu Dhabi.

Benefiting from expertise around the world

Ageing and growing populations are putting immense pressure on both public and private healthcare organisations. As a leading
provider of healthcare support services, we are helping our healthcare clients deliver uninterrupted clinical excellence and an
enhanced patient experience.
   To further develop this, last year we launched our Healthcare Centre of Excellence to not only leverage our healthcare
expertise around the world, but also to develop our healthcare solutions in line with global best practice. The centre is supported
by our Healthcare Advisory Board of recognised external experts drawn from both the public and private healthcare globally. This
advisory group ensures our innovation is better informed by the priorities, policies and imperatives of this fast-moving and rapidly
evolving sector. Paul Morton, OCS Director of Healthcare, is pictured left with board members Rose Gallagher, James Sumner,
Wendy Richardson, Liz Ashall-Payne, Jonathan Pearson and John Hicks.
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Our Customers

Financial and Professional
Tech tonic for Indian economy

India’s amazing tech success is providing services to businesses around the globe, so
we are delighted to be deepening our relationship with a major technology company,
who place a high value on our pan-India presence, our in-house service delivery, and
our local support underpinned by global best practice. We recently extended our
engineering services partnership from just one site to 16 sites across India, and hope
to continue to grow as we explore opportunities to provide other services to all 21 of
their sites across India.
  “It’s fantastic to grow with our client as a result of working so closely with their
team,” said Sumit Sabharwal, Managing Director of OCS India.

Innovation delivers new opportunities

Our customised and innovative approach to integrated facilities management solutions
in Asia sets us apart from the other providers. Understanding our client’s specific
requirements, we proactively analyse each facility to improve efficiency through
bespoke solutions and implement global best practices from across the OCS Group.
   This approach recently led a global property-management company to appoint us
to manage a major facility in Malaysia’s Klang Valley. Our integrated service includes
maintenance, cleaning, pest control, an offsite 24/7 helpdesk, and health and safety
assessments. Now the same client is exploring opportunities to work with us as its
preferred facilities partner across Asia Pacific.

Retail
Enabling shopping centre success

The rapid growth of online shopping means it is more important
than ever for shopping centres around the world to create and
maintain a great customer experience. Building on our success
with our retail clients in New Zealand and the UK, last year
we were awarded a major contract by the Scentre Group at
three Westfield shopping centres in Australia. OCS will deliver
cleaning and waste management services at these centres
seven days a week for the next six years, meaning a high
quality and attractive environment for both shoppers and retail
employees.

Opening supermarket doors to new services

As supermarkets vie for customers who increasingly have greater choice of where
to shop, meeting their promises to customers is more important than ever before.
Working alongside UK supermarket Sainsbury’s employees in their warehouses, our
95 OCS check auditors play a key role in making sure that online shoppers get the
correct order delivered to their door, as well as us providing logistic support, product
verification and accuracy checking.
   Auditing is essential throughout the year but particularly at busy and high priority
times. At Christmas we all rely on our supermarket not to let us down! Last year,
every single colleague in our OCS Asset Solutions team pulled out the stops and
together worked 2,520 hours over two days to make sure all 155,163 Christmas orders
to Sainsbury’s customers went out 100 per cent accurately and all customers were
assured of a great festive feast!
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Our Customers

Sports, Leisure and Entertainment
A tall order of Guinness

We have many unusual roles around the world but few come close to cleaning a seven
storey pint glass!
   The Guinness Storehouse is a popular visitor centre in the Republic of Ireland.
Welcoming over 1.7 million visitors in 2017, its seven floors surround a glass atrium in
the shape of a Guinness pint glass, topped by the Gravity Bar with stunning panoramic
views across Dublin. The Storehouse has won numerous environmental awards and
we are proud to have taken a major role in achieving ‘zero waste to landfill’ status for
the building. As well as using abseil cleaners to keep the Pint Glass Atrium and Gravity
Bar spotless for visitors, we provide a range of other cleaning, janitorial, and hygiene
services at the building.

Working on the frontline

Terror attacks in crowded places and at major events have prompted an urgent
reappraisal of security, event management and crowd safety around the world.
   The day after the tragic Manchester Arena bombing on 22 May 2017, our
security leaders worked with event executives and the UK security services to plan
an approach at two venues where Take That and Iron Maiden were performing the
following day. Our priority was to ensure that the security presence at both venues
was appropriate and reassuring, whilst maintaining a welcoming environment for
concert-goers. On the night, our security teams at the concerts showed immense
professionalism and character in providing a great service so soon after the shocking
attack in Manchester. It was a reminder of the importance of the frontline role that our
OCS colleagues play today.

Government
Triumph for teamwork

Great teamwork is the beating heart of everything we do at OCS, but our colleagues
who mobilised so quickly and so well to implement a big change across a major
property portfolio last year deserve special recognition.
   Their challenging task was to support OCS in taking over extensive facilities
management services 24/7 across more than 200 Ministry of Justice-led client
buildings in the south of England. This diverse portfolio includes high profile head
offices, prestigious venues such as the QEII conference centre, National Probation
Service Approved Premises and a wide range of other buildings.
   Undaunted by the sheer scale and complexity of their work or its demanding
deadlines, 60 OCS employees from 10 different functions worked flat out to complete
the work in just 12 weeks. So seamless was the mobilisation that the ‘Command
Centre helpdesk’ established to deal with glitches was stood down within 3 days –
a great example of OCS teamwork and ‘can do’ approach!

Clean, fresh… and eco-friendly!

We know that our services to government authorities at a national and local level are
important in delivering on environmental targets. Our commitment to sustainability
was central to our success last year when we won a five-and-a-half-year contract
extension with Curo, who provide affordable housing in the UK as part of a
government programme. Curo wanted a clean, fresh smell in all its properties while
also promoting sustainability, and our Ecolabel chemicals were the ideal solution. A
50-strong OCS team is now providing cleaning and specialist services across Curo’s
portfolio of more than 13,000 affordable homes at 530 sites.
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Our Customers

Hospitality

Putting health on the curriculum

At OCS, our nutrition experts around the world ensure the food served at our clients’ premises is both tasty and beneficial. A
nutritious diet is, of course, essential for people of all ages, but especially the young. Eating the right food not only enables schoolaged children to grow healthily but to concentrate on those all-important lessons!
   Our Foodhouse nutrition team in Thailand recently helped St Andrews International School to improve the variety, taste
and nutrition of its lunch and snack service for pupils and staff. As well as providing special menus for the school, our on-site
nutritionists are giving personalised support to younger pupils and their carers to help them choose energy-rich food to counter
those afternoon dips in concentration.
   “Foodhouse gives a good, caring and kind service to our students, and understands our needs. They offer a great, professional
and healthy catering service, and good services!” said Kingkan DeVos, School Admission manager.

Helping hospitals to
make healthy choices

How do you improve on a top catering
award? Our answer is simple – win more!
After receiving a gold Eat Out Eat Well
award in 2016 for our catering services at
a UK hospital, the same team won three
more gold awards last year.
   Our 2017 awards were for the range
of healthy eating options at St Peter’s
Hospital in Chertsey, including our
‘nature cart’ which encourages patients
and staff to eat more fruit and keep
hydrated. The Eat Out Eat Well Awards
recognise caterers who make it easier for
customers to make healthy choices when
not eating at home.
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Our Customers

Education
Looking after the animals

At OCS, we develop tailored cleaning regimes to meet the most demanding
requirements. But at Massey, one of New Zealand’s largest universities, we have a
very special ’Noah-style’ challenge. Since 2010, we have provided cleaning services
across all three campuses, including the university’s state-of-the-art veterinary
teaching hospital.
   Our team must deliver the highest hygiene standards required in treating a wide
variety of animals and conditions. Over the last two years, our service has enabled the
hospital to meet all audit requirements, reduce the risk of infectious outbreaks and
win numerous compliments – including from some of our furry and feathered friends!

Uninterrupted service at all times

In serving our customers we aim to be A+ every time, taking the worry out of facilities
management and allowing our customers to focus on what they do best.
   At Harrow International School in Bangkok, we manage facilities across a
160,000sqm campus to enable the school management team to focus on its 1,600
students and 350 staff. Our dedicated total facilities contract team works closely with
the School to ensure it receives an uninterrupted service at all times. Using a computeraided facility management system, our one-stop solution saves the school significant
costs - ensuring funds spent on core education activities are maximised.
“OCS is very much an integral part of the Harrow ‘family’ and helps to realise the
full potential of the School and the students in it,” said a school spokesperson.

Manufacturing
Engineering BIG business

With technology driving rapid manufacturing growth in
India, ITC is one of the country’s largest and most prominent
companies.
   The highest engineering standards are essential for ITC,
with its wide-reaching manufacturing portfolio encompassing
fast-moving consumer goods, cigarettes, hotels, agriculture,
paperboard and packaging.
   Our success in supplying engineering services to ITC’s
plant in Delhi has led to our appointment to deliver a range
of services at two other major ITC plants in India. Working
closely with local management at these sites, we are helping
deliver improvements and take services and standards for its
employees there to a higher level.

Bundling brilliance in India

Our relationship with one of the world’s leading pharmaceutical companies has
gone from strength to strength in recent years. We first began working with Teva
Pharmaceutical Industries in 2014, providing engineering & housekeeping services to
just one of its many manufacturing plants in India.
   When Teva decided to move to sourcing a range of different services from a single
supplier, OCS won the day – providing the best bundled offering of services delivered
locally supported by our global best practice solutions. We now supply total facilities
management, engineering and housekeeping services at 5 Teva plants across India.
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Responsible Business
Our values are at the heart of what we do. When it comes to the way we work
with our customers, our people, our suppliers and our communities, our ethos as a
responsible business is to ‘do the right thing’ and in doing so achieve responsible,
profitable and sustainable growth.

Environment

Taking action on sustainability

Across our business and around the world, we are proactively working to address mankind’s impact on the environment.
   For example, our team in New Zealand has made sustainability an integral part of its long-term plan, with the aim of being the
country’s most environmentally sustainable business by 2020. To help achieve this objective, OCS New Zealand is moving to either
hybrid or fully electric vehicles across 30 per cent of its fleet by 2020.
   And we are not acting alone. The OCS team is also partnering with customers and suppliers in making sustainability a priority –
including at Air New Zealand, where in 2017 the company completed the transition of its light vehicle fleet to electric power.
  “I see one of our roles as taking a wider leadership role in sustainability. It is one of the key focuses of the
leadership team, now and in the future, right across the whole business.” says Gareth Marriott, Managing Director of OCS New
Zealand and Australia, pictured right, with LeasePlan Client Development Manager Ursula Montfort (left) and LeasePlan Commercial
Manager Portia Lawrence (middle).

17

|

The OCS Group Annual Review - 1 January 2018

Responsible Business

Water great idea!

At OCS, we constantly look for new ways
to reduce impact on the environment
– for ourselves and for our clients. For
example, our engineers at two major
airports in India are saving water in areas
affected by drought by using treated
rainwater as part of the air-conditioning
process. GMR Group, which owns Delhi
International Airport and Hyderabad
International Airport, is delighted with
our innovative approach.

Campaigning to help the
environment

World Environment Day is the UN’s most
important day for encouraging worldwide
awareness and action for the protection
of our environment. Since it began in
1974, it has grown to become a global
platform for public outreach that is
widely celebrated in over 100 countries.
   Last year Cannon Hygiene
International launched a global campaign
to support the initiative.
   The campaign supporting the
2017 theme of “I’m with nature” was a
huge success, with events held around
the world to spread the message –
for example, in Portugal where we
encouraged people to plant trees at
home by giving them free pine saplings.

Community
Fire heroes save the day

Our frontline colleagues have a key role to play in protecting
people from sudden danger. Security Manager Steve Cox did
just that on 31 December 2017 when he raised the alarm after
fire threatened a major arena in the UK.
   The blaze in the arena’s multi-story car park happened as
4,000 visitors to the Liverpool International Horse Show were
about to leave after the afternoon events and as queues were
forming for the evening. 30 horses were also stabled in the
car park’s lower level. Steve and his team cleared everyone
from the car park, then helped firefighters evacuate the arena.
Working through the night, our colleagues ensured there were
no injuries to people or to horses. It was a reminder of the
importance of the work we do every day, and the role we play
in the communities we work in. Thank you to our quick-thinking
and courageous colleagues.

18 |

The OCS Group Annual Review - 1 January 2018

Responsible Business > Community

Welcoming children
from Chernobyl

At Christmas time last year, our OCS
Ireland team was honoured to once
again support children and young adults
with special needs from the Chernobyl
affected region of Belarus. A group of
youngsters comes to Dublin Airport
every year on their way to stay with Irish
host families for some much needed rest
and recuperation over the festive period.
   The OCS team, pictured with some
of the visitors, assist passengers with
restricted mobility at Dublin Airport and
have been supporting this initiative for
the last 15 years. A spokesperson for the
Chernobyl Children International charity
said: “Words don’t do justice to our
gratitude for your assistance in making
yesterday’s arrivals a complete success.
You and your team were of fantastic
help to us in what can be a hectic and
stressful time.”

Nurturing young lives

In Bangladesh, our PCS team works to support young students who would otherwise stop going to school because they cannot
afford books and tuition fees. In 2014, the team developed a scholarship programme at Nabinagar Shahwar Ali High School in
Nrayanganj, Bangladesh, offering books and tuition fees for 10 students who would otherwise have dropped out of school. By
2017, the number of scholarships for students who were struggling to continue their education had doubled - the 20 students are
pictured below. As a result of the Scholarship programme, they are now daring to dream for a better future!
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Responsible Business

Safety
Our safety-first approach

We continuously monitor, develop and strengthen our
safety culture. As a result, in the UK we have seen annual
reductions in reportable accidents over the last eight years –
an achievement that was recognised by RoSPA, the country’s
safety charity, last year with 18 awards for OCS.
   In 2017 our Group CEO, Peter Slator, underlined our
commitment to global health and safety standards by
spearheading a campaign for all OCS employees. His message
was clear: we never operate with the mindset that ‘accidents
will sometimes happen’. The campaign has served to remind our
colleagues to be constantly safety conscious and highlight the
safety support available to them.

Highlighting digital dangers

Safety is not just about preventing physical accidents. At
OCS, we launched a global campaign in 2017 to counter everincreasing digital dangers, such as identity theft, data hacking
and computer malware. The campaign not only communicated
our policies and processes to safeguard our employees,
company and clients, but was also designed to raise awareness
about information security in our every day lives. It introduced
colleagues to new and upgraded systems that are helping us
work better together and provided online training to get them
up to speed.

Training our frontline teams

Our security staff not only need to know all about the facilities they are guarding but also the people inside them. For example,
in hospitals they need to understand mental health and how to calmly diffuse situations involving volatile patients. Last year, we
supported our security teams in UK hospitals with new training to help them understand and manage a range of human behaviours,
and to learn positive responses and interventions.
   Petra Moss, Managing Director – Healthcare & Education, said “Whether it be protecting medical staff by checking in and
monitoring volatile hospital patients, or proactively identifying the threat of terrorism, we’ve ensured that sufficient training is
offered to the team.”
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Our Heritage
From the smallest of beginnings, OCS is now an
extended family that reaches around the world.
However, as our business has constantly evolved
and expanded over the last 12 decades, we have
remained true to our values and to our people.

1900s

In 1912 Frederick’s oldest son, Gilbert, joins the firm
– a family connection that continues unbroken to this
day with fifth-generation relatives now working for
the company. The First World War hits our fledging
business hard, with Gilbert joining the Army while
Frederick, in his 40s, does his bit as a special constable.

1910s
1920s

As industrialisation gathers pace, Frederick takes the
bold step of diversifying into construction and factory
cleaning. He also launches a new company called Office
Cleaning Services, which is the origin of our OCS initials
today. Taking the lead in emerging markets has shaped
our business growth ever since.
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Peace sees us growing again, with new recruits
including our first female supervisor. Three decades
later we will celebrate another first by appointing a
female MD. Meanwhile, the 1920s see us establish a
pattern for the future, with window cleaners extending
their expertise into new areas.

1930s
1940s

We invest heavily in property-related businesses but we
never stop investing in our people. This commitment
brings many benefits, not least loyalty and long service.
And as we grow, the company asks its most trusted
employees to leave their homes in London to set up
new OCS sites around Britain.

Our story begins in the year 1900 with a ladder, a
pail and a pushcart. Living in London with a wife, two
infants and no job, Frederick Goodliffe faces extreme
poverty until he finds work with a large windowcleaning company. Within months, Frederick takes
the brave decision to set up his own business – The
New Century Window & General Cleaning Company.

1950s

World war again devastates the family business. And,
within two years of its end, the family is mourning
their father and grandfather, and the founder of our
business. Frederick’s three sons – Gilbert, Tom and
George – now take the family business forward as the
dramatic growth in office building begins an exciting
new era for OCS.

1960s

When air travel takes off, so do our aviation
services. And when the business world worries
about rising crime, we launch a new security service.
The 1970s is also notable for two major milestones in
our history – our investment in Cannon Hygiene and
the creation of the OCS Group.

1970s
1980s

With the launch of the internet, the world becomes
a smaller place. As a result, our customers’
expectations change and we again respond with new
services. And with economies developing rapidly in the
southern hemisphere, we invest in new opportunities in
India, Australia and New Zealand.

Today
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As privatisation fundamentally changes the UK,
we launch services for the public sector – most
notably for the National Health Service. Even more
significantly, we widen our business horizons – first
to Europe and the Middle East, then into Asia. In
particular, our highly successful partnership with PCS
in Thailand is a gamechanger.

1990s

2000s
Facing uncertainty and disruption, our customers
want new business solutions. Once again, we
respond. For example: we add to our range of
facilities solutions; we now assist more than 2
million aviation passengers with reduced mobility
around the world; and through Landmark we
provide modern, flexible business space. We sell
Cannon Hygiene internationally at the end of 2017
following a strategic portfolio review and choices
we make on investment priorities for the future.

As mass immigration and automation enable Britain
to grow, OCS responds to customers’ changing needs
with innovative new services delivered by our people,
which remains our approach to this day. From cleaning
windows and offices to cleaning laundry and aircraft,
this is a decade of rapid OCS expansion in the UK.

The World Trade Center attack in 2001 throws aviation,
one of our core markets, into turmoil. OCS identifies
new opportunities including a major contract on the
railways with EuroStar and a baggage-scanning service
at airports. However, the disruption of 9/11 is just the
beginning…

2010s

Our family has grown to more than 87,000 staff, thousands of pensioners, and over 150 family shareholders.
A lot has changed since 1900, but our purpose remains the same: to care for our colleagues, our local
communities and the environment, and to deliver outstanding service for our customers. This is the OCS way.
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Message from Peter Rogers
Group Chairman
With the continued implementation of the strategic three-year
recovery plan, it is important to recognise the level of change
across the OCS Group last year. While the change
programme is not yet complete, the Group ended
the year to December 2017 in a much-improved
position, with stability having been brought
to the business and with underlying trading
profitability being restored across all regions.

Our agreed plan, built on clear focus and
strong sector prioritisation, led to some
outstanding contract wins in the year,
and we have continued to simplify the
business, to focus OCS on those markets
and services where we can thrive, and
ultimately achieve the margins that we
need to deliver continued and sustainable
profitable growth.
   As a private company, the longterm support of our shareholders is
fundamental. Last year, with the focus on
rebuilding and improving profitability, our
shareholders supported the much-needed
investment for the change programme
and accepted lower dividends. Generating
a sustainable level of free cash is now the
priority for 2018, so we can continue to
develop and grow the OCS business, and
enhance shareholder return in the future.
   Peter Slator and the Executive
Leadership Team have taken the business

a long way down the road in the Group’s
transformation, to the extent that later
this year we will be in a position to agree
our future strategy for the business.
   I am delighted to have been
appointed as Chairman last July, and to
have the opportunity to help build the
future success of the OCS Group. The
Facilities Management industry has had
challenges to navigate, not least over the
last 12 months, and I am sure there will
continue to be challenging times ahead
for us and for many of our competitors.
   OCS has a heritage and a footprint
to be proud of. This year’s Annual Review
underlines the importance and scale
of the work we do around the globe,
and the values that drive the ongoing
performance of the Group.
   I am confident that with the progress
we have made, OCS is well positioned to
continue to prosper and thrive.

    This year’s
    Annual
Review underlines
the importance and
scale of the work we
do around the globe,
and the values that
drive the ongoing
performance
of the Group
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