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Welcome to OCS
At OCS, we deliver critical and
essential services to support
more than 20,000 customers
to keep their businesses
running 24 hours a day. From
offices and hospitals to
stadiums and retail parks, to
manufacturing plants, airports,
and court rooms, we protect
assets and people, delivering
services to our customers
across multiple sectors in our
communities every day.

We deliver a comprehensive range of
facilities management services around
the world.
In addition our UK based Landmark
business provides flexible serviced office
solutions and our Midcity Group
business based in Australia provides
insurance building repairs.
In Thailand, Cambodia, and
Bangladesh we deliver facilities
management services under
the PCS brand.

Our 68,000 colleagues expertly deliver
essential and critical services to our global
customers around the clock, 365 days a year.
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Our year in figures

United
Kingdom
£534 million

Asia
Pacific
£338 million

Rest of the World
£37 million

Turnover
£909 million
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A message from John Hunter, Group CEO
On behalf of the leadership team, I would like to say a particular thank
you to our frontline colleagues for their hard work and dedication
throughout the year.

Meeting the challenge together
Keeping our customers’ worlds turning is at
the heart of our work at OCS
In 2021 our 68,000 international colleagues worked together to deliver
the essential and critical services that millions of people rely on every
day.
The story of an exceptional year for the OCS Group, our 2021 Annual
Review highlights the key achievements of our colleagues around the
world during a second year dominated by the Covid-19 pandemic. The
safety of our colleagues and customers remained our number one
priority throughout. By looking after one another, with care at the
heart of our service delivery and sustainability plans, we helped to
keep communities safe, and improved people’s lives for the better.
Our international team of cleaners, security guards, technicians,
service experts, Landmark business centre colleagues and all our
support and functional teams should be extremely proud of the part
they have played in continuing to respond to the pandemic. I am
constantly impressed by our colleagues’ consistent and unwavering
work, adapting our services and ways of working to meet the
changing needs of our customers internationally. Our colleagues are
the heart of our business, and their work is an inspiration to all of us.

Demonstrating the OCS Values of Care, Safety, Trustworthy, and
Expert in getting the job done, our frontline colleagues delivered day
in, day out at our customer sites and across our Landmark flexible
workspaces. They gave their absolute best every day, adapting to
changing restrictions and requirements in response to the pandemic.
I would also like to say a special thank you to our customers for
continuing to trust us to deliver for them in these challenging times.
We deeply value our customer relationships and will never take this
trust for granted. It has been a privilege to see many new customers
turn to OCS for support this year. Partnership Made Personal, our
brand promise, represents everyone at OCS working together with our
customers to deliver the services that local communities and society
at large depend on.

Stable in unstable times and positioned
for growth
Despite the instability caused by the pandemic, we continued to
deliver a relatively strong performance in 2021 which was ahead of
expectations. Our market-led approach and strategy necessitated
some tough choices in response to the ongoing pandemic. We were
pleased to exit the year in the same way we began, as a strong and
financially stable business and we continued to protect as many jobs
as possible in the sectors adversely impacted by demand downturns
due to the pandemic. We are especially proud of our contribution
to the mobilisation of vaccination centres and field hospitals across

several territories. Working in partnership with governments, health
agencies and the NHS, our teams helped to mitigate the impact of
Covid-19.
The year saw us successfully retain significant contracts across both
private and public sectors and we also welcomed new customers to
OCS, expanding our services in several markets. We were pleased to
receive positive feedback from our customers confirming our growing
reputation for providing trusted and expert services during normal
times and in times of crisis. We will work hard to continue to build on
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A message from John Hunter, Group CEO
that standing and further expand our business and reach into more
communities. Our objective remains constant - to be a consistent and
reliable support to our customers and grow with them as the global
economy recovers.
Our UK Landmark business, providing flexible workspaces, was
challenged due to Covid-19 restrictions during 2021, but the entire
Landmark team have been resilient and agile in their response to
the rapidly changing market. As the UK continues to adapt to a
‘new normal’, we enjoy supporting and welcoming more clients and
meeting new demand for flexible safe workspaces.
I am confident that with our strategy in place based on clear choices
and priorities, and with our teams of experts, delivering for our
customers and communities, we will continue to transition effectively
out of the pandemic.

Building a better future
This year we were proud to launch our Group Sustainability Strategy,
underpinning our commitment to building a better future and
expanding on the considerable work we have already done to reduce
our environmental impact and advance social mobility across the
business. With a net zero carbon pledge agreed and our programme
of social mobility underway and evolving, we will continue to make a
positive difference to the world around us. Everyone working at OCS
plays a part in helping the business build a better future. In this Annual
Review, our story of 2021, you can read about the many ways we care
about our OCS family and make a difference in the communities
where we live and work, improving lives every day.

Recognition
2021 was another year when the pandemic brought considerable
difficulty and challenge for many colleagues, customers, and
stakeholders. It was also a source of pride for OCS when we were
recognised for outstanding service across the sectors and industries
that we serve. As a recipient of a variety of awards in 2021, we were
recognised for our culture of excellence and our values. The awards
received show the great dedication, diversity, and talent of OCS
colleagues across the business.
Each year we recognise our colleagues for going the extra mile
and during 2021 more than 4,350 employees were nominated by
customers and colleagues for an OCS Star Award for their exceptional
contribution. Congratulations to all our winners.
Thank you to everyone who has played a part in our success and to
those colleagues, customers and partners featured in our Annual
Review, for allowing us to share their stories.
I hope you enjoy our reflections of 2021 - a flavour of yet another
remarkable year in the history of OCS.

John Hunter

Group CEO
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A message from Peter Slator, Group Chairman
OCS has a proud history stretching back over
more than 120 years
This is the story of 2021 – a year like no other
This was an exceptional year where our colleagues went above and
beyond to deliver reliable, high-quality services for our customers
around the world in the most challenging circumstances. The reliability
and resilience of our frontline colleagues during the pandemic has
been exceptional.
Ensuring the health and safety of our colleagues was our number
one priority. This included helping access vaccinations for colleagues
in certain of our Asian territories where supply was a challenge. I am
extremely proud of how our local leadership teams made this happen
as quickly and effectively as possible.
Living our Values of Care, Safety, Trustworthy, and Expert we
recognised that in navigating the pandemic it was critical to look
after one another. Leaders, managers, and colleagues across our
business have taken the time to care for one other, in a year that
has been incredibly stressful for so many. Our focus on colleague
wellbeing was not only the right thing to do but enabled us to provide
great service to our customers. It is the values and behaviours of our
exceptional teams working in partnership with our customers that
ensured 2021 was a successful year that everyone in the business can
be proud of.
We are now well positioned for the future. I am confident we will
continue to adapt to changing markets and environments to
make the most of the opportunities for growth across the multiple
industries and sectors we support.
In our commitment to deliver our best for our customers, our
Partnership Made Personal customer promise shone through.
Colleagues across the business, purposefully took personal

responsibility for ensuring our customers were well served
every day, and our customers have acknowledged this support
and commitment.
The challenges that Covid-19 presented in each of our territories had
varying degrees of impact at specific times as cases peaked, and new
variants emerged. Our success is thanks to the extended international
leadership team who led the business through the diverse and
dynamic challenges of the pandemic in 2021, navigating their own
local challenges at different times, and learning from one another.

The business delivered a good year, despite
significant challenges
This year the business realised the benefits of the tough decisions we
made at the back end of 2020 which involved restructuring in sectors
where we envisaged Covid-19 would have a lasting impact, such as
aircraft cleaning. The decisions we made, whilst difficult at the time,
created a stronger overall business portfolio where we anticipate
we can add the most value, and which will deliver sustainable
opportunities for growth.
Aligned to our strategic choices of where we intend to grow, we
have made two acquisitions. In Malaysia we welcomed over 1,300
colleagues that joined from our acquisition of the local ISS business.
I am incredibly pleased this business has successfully integrated into
the OCS Group. In New Zealand, despite the pandemic challenges, 1M
was acquired. This acquisition broadens our service proposition in New
Zealand from cleaning services, to being able to offer hard service
solutions to customers. This has been a key step and I look forward to
seeing the business continue to grow in the year ahead as we further
develop our services and expand into new locations. Well done and
thank you to our colleagues involved in the integration of these new
businesses into OCS during the year.

Our Landmark business, providing flexible workspaces in the UK,
responded well to the radical change to working patterns in 2021. It
is thanks to the resilience and talent of the Landmark team that
we were able to navigate the difficulties of an unpredictable and
extremely challenging year. As we start to emerge from the pandemic,
we look forward to a positive year ahead and welcoming colleagues
and clients back to offices. Landmark has an important part to play in
this sector offering flexible, safe workspaces in our major cities.
Finally, I would like to end by recognising the support given by
governments to businesses during the pandemic. The support
involved deferral of tax payments, grants and subsidies and helped to
mitigate the impact of the pandemic in areas of the business which
saw significant drops in demand. The support assisted continuity of
employment in some of our key territories.
It was a remarkable year for OCS. On behalf of the OCS Group Board,
thank you to all our colleagues, customers, and partners.

Peter Slator
Group Chairman
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Our Vision
To work in partnership with our customers to deliver
sustainable and high-quality facilities management
solutions to meet their evolving needs. Our Values of Care,
Safety, Trustworthy, and Expert guide us to do the right
thing, and bring about positive change for our colleagues,
customers, and the communities we work in.
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Our Purpose
Whether it’s investing in our
colleagues or sharing our expertise,
our purpose is to make a positive
difference to lives every day
through the services we deliver to
our customers. We are committed
to supporting the communities
where we work and protecting
the environment through
sustainable service solutions.
Working with our partners and
customers, we’re helping to build
a better future. By delivering on
our Partnership Made Personal
promise, we deliver tailored,
high standard, flexible facilities
management services that enable
our customers to be successful.
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Our Values

Care

Safety

Trustworthy

Expert

We take care of you

We act safely &
responsibly

We are trustworthy

We are experts
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Partnership Made Personal

Partnership Made Personal is our promise to our customers - and
to each other. Whether it is investing in our people or sharing our
expertise and improving the experience of our customers and their
customers, our relationships are key to our success.
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Our Services

We deliver a comprehensive
range of facilities management
services including cleaning,
security, mechanical and
electrical services, and other
specialist services including food
services, utilities, horticulture,
front of house and other
value adding services.
Working across our operations
in the UK, Ireland, Middle
East and Asia Pacific, we
fulfill our Partnership Made
Personal promise, providing
services that match our
customers’ changing needs.

Cleaning

Security

Serviced office solutions

We have been cleaning for over 120 years – and
we continue to innovate and offer new ways to
provide our customers with the most efficient and
sustainable solution to meet their business needs.
Our services include commercial, industrial
and specialist cleaning, including highlevel and deep cleans. We also offer
hospitality and housekeeping services.

We keep our customers, their customers, and our
colleagues safe. We protect people and guard
property at locations such as entertainment
venues, shopping centres, hospitals, schools and
factories. Our security services include staffed
guarding, alarm monitoring and response, CCTV and
intruder alarm systems, remote monitoring, event
stewarding and security and car park management.
We also deliver airport security, hold baggage
screening, and guarding and patrolling for the
aviation industry.

Landmark is a flexible workspace provider with 45
business centres across London and the UK. It serves
over 14,000 clients every day, providing unrivalled
service to fast-growing companies, established
SMEs, and household corporate brands. Landmark’s
22 years of experience mean it is uniquely placed
to help multiple businesses from a huge range of
sectors to find the perfect workspace. As well as
private offices served by professionally trained
teams, Landmark provides meeting rooms, Club
Space co-working memberships, virtual offices
and whole private floors. Landmark understands
that each organisation has unique needs, which
is why its workspaces are bespoke and beautifully
designed to help people succeed.
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Our Services

Mechanical and electrical
engineering
You can trust us to look after your assets, from
mechanical & engineering plants, to fixtures, fittings,
and equipment, to buildings. Our services include all
elements of asset management and maintenance
including electrical, mechanical, energy efficiency
and compliance services. We develop and deliver
planned maintenance programmes to support
businesses, minimising disruption, maximising
investment returns, and ensuring safe and
comfortable environments.

Catering

Aviation and Gateways

From vending to fine dining, from student nutrition
to patient nutrition, we design solutions to suit
our customers’ requirements, catering in hospitals,
schools and businesses.

Our aviation services are extensive, ranging from
security, assistance for passengers with reduced
mobility (PRM), facilities management (cleaning and
associated services), hold load logistics, and laundry
and screening services to airports and airlines.
Our Gateway business offers facilities
management, depot services, station services,
security, passenger, and specialist services within
the rail sector. Our experts also deliver facilities
management, integrated landside operations,
passenger services, security, fleet and logistics and
specialist services to ports and docks across the UK.

Front-of-house and support
services
Our front-of-house services, including reception
and portering, create a great first impression. We
also provide expert teams for retail and events,
mailroom and document management, and a 24/7
helpdesk solution.
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Safety first at OCS
We pride ourselves on being
a responsible business, for our
colleagues, customers, partners,
and the communities in which
we work, whilst protecting the
environment.
A provider of critical and essential services, every
day OCS colleagues set out to make the places
they work safe and secure. We operate to one OCS
Global Health & Safety Standard, which is based on
international standards and underpinned by the
OCS values and is supported by local initiatives to
drive continuous improvement in workplace safety.
Our value of Safety is our number one priority, and
our colleagues maintained engagement across the
business with our health and safety strategy and
policies through another demanding year for our
frontline teams and customers.

Across all our services we monitored and
implemented up-to-date safety guidance, as
required in each country where we work. We have
upheld occupational health and safety standards
across our international operations with a focus on
compliance with Covid-19 protocols and restrictions
in 2021.

Recognising International Safety
Excellence
Demonstrating our commitment to maintaining
an excellent health and safety record across our
operations during 2021 we were awarded 5 RoSPA
Gold Awards in the UK including a Gold Medal in
Health & Education and a Silver Award in the United
Arab Emirates, bringing our total to 48.

UK
	Healthcare and Education – RoSPA Gold
Medal Award
	Government – RoSPA Gold Award
M&G Investments – RoSPA Gold Award
	Aviation & Gateways – RoSPA
Gold Award
	Destinations and venues
– RoSPA Gold Award
United Arab Emirates
RoSPA Silver Award
OCS Ireland
	National Irish Safety Organisation Award 2021
– Facilities Management and Services Category

Maintaining our safety standards across all
frontline services was critical for our colleagues, our
customers and their customers in turn.
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Awards 2021
In addition to safety awards,
we were recognised across
our international territories
for our service excellence,
sustainability activities and our
exceptional teams.
We are immensely proud of the colleagues
behind the awards for improving lives and
ensuring the success of OCS and our customers
during an immensely challenging year.
UK
	EcoVadis sustainability award – silver medal

	CIPP Annual Excellence Awards – In-House
Payroll Team of the Year

	CXO Virtual Tech Summit & Awards – CXO
Innovation Award

	Aviation security training recognised as
‘outstanding’ by the Civil Aviation Authority
(CAA)

	Catalyst Company Awards | FITS Asia –
Transformative Technology Company Award

	People’s Choice Award, Government Property
Awards
Ireland
	Irish Security Industry Association (ISIA)
Awards – Security Officer of the Year
	Facilities Management Awards – FM Project
of the Year
Australia/New Zealand

	Achilles carbon reduction certification

	Toitū net carbonzero certification

	QUBE Awards – Best Newcomer Employer
of the Year

	BCSNZ CleanSweep™ Awards Winners:

	British Security Awards - Best Team – Regional
Winners. Healthcare and Retail
	Women in Security Awards – Frontline
Category Award Winner

Education – Buller High School, Westport
	Retail/Hospitality/Leisure _ Queenstown
Events Centre
India

	Seven Hills Covid Hospital – Covid Warriors
Award
	Express Computer Awards – Innovation/IP
Creation Category Award
Thailand
	AMCHAM CSR Excellence Special Award
Finalist for Sustainability, Diversity, and
Inclusion
	AMCHAM CSR Excellence Recognition Award,
Bronze level
United Arab Emirates
	Medal of Honour for OCS Arabia
	OCS Arabia Contractor
of the Year

	Mumbai Cloud & Data Convention –
Datacentre Service & Maintenance Award
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Building a better future
We are dedicated to adding value
in the communities we work in
around the world. We work in
partnership with our colleagues,
customers, partners and
suppliers to reduce our collective
burden on the environment
and we leverage our reach as
a multinational employer to
advance social mobility.
We want to have a tangible impact, helping
to create better outcomes for our colleagues,
customers and society.

Reducing our carbon footprint
In October 2021 we published the OCS Group
Sustainability Strategy setting out our
commitment to remove greenhouse gasses
emitted through our operations, with OCS UK
companies, OCS Ireland, OCS Australia, OCS New
Zealand, and Landmark committing to a 2040 net
zero target, and our other territories committing
to achieve net zero by 2050, in accordance with
the Paris Agreement.
Our commitment to net zero is based on
science-based targets. OCS is committed to net
zero across all three internationally recognised
scopes of emissions.

These are:

1

2

Our direct emissions,
for example, through
vehicle usage

Indirect emissions,
such as those present
in the energy we
purchase

3

Emissions across
our supply chain,
for example, those
generated by our
suppliers

Our sustainability strategy has been developed
with careful consideration to the role we play in
society, the genuine practical steps we can take,
and a realistic timeframe for implementation. It
has been carefully aligned to the UN Sustainable
Development Goals (SDGs) to ensure we can have a
positive impact over the critical decade to 2030 and
beyond. It focuses on the following SDGs:

With the guidance of external experts and internal
business leaders, we have set out clear and
measurable commitments to reduce our reliance on
natural resources, optimise the sustainability of our
supply chain, and to work in partnership with our
customers and colleagues to have a wider impact.
Our net zero commitment will be supported
by science-based targets to reduce emissions
in line with the Paris Agreement goal to
limit global warming to 1.5 degrees. We
believe that setting science-based targets
provides resilience against new regulations,
drives innovation, and demonstrates our
sustainability commitments are authentic.
Developing and publishing the strategy was just the
first step. We know there is no easy route to net
zero, but we are committed to making this happen
and throughout 2021, we continued to make
positive changes to our ways of working, making
sustainability a default setting in our short, medium,
and long-term planning. These steps included
updating our UK vehicle purchasing policy to make
electric vehicles (EV) compulsory when replacing a
vehicle at the end of its lifecycle, unless there isn’t
an EV alternative.
We are also tackling emissions from petrol and
diesel-powered tools that are used in the delivery
of our services to customers. For example, our
horticultural contracts in the UK have started a
programme of replacing all petrol powered hand
tools with electric alternatives.
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Building a better future
Trust is one of our core values. Our
sustainability goals are genuine
commitments to our customers,
colleagues, and other stakeholders.
We are delighted to make a net
zero commitment which is broad in
both scope and geographic reach.
It is essential that we fully embed
sustainability into what we do to create
a better future for those who follow. We
will focus where we can make a genuine
difference through our actions.
John Hunter, Group CEO

Tracking our environmental impact
Each year we take part in the Carbon Disclosure
Project (CDP), helping us monitor and track our
environmental impact. The rating is used by our
customers and partners to assess our sustainability
and energy efficiency performance and progress.
Taking part in the CDP helps us measure, manage,
disclose, and reduce our greenhouse gas emissions,
thereby supporting our sustainability vision.
This year we achieved a lift of two grades, endorsing
our efforts in all areas of the business to reduce our
carbon footprint.
CDP is a not-for-profit charity that runs the global
disclosure system for investors, companies, cities,
states, and regions to manage their environmental

impacts. The world’s economy looks to CDP as the
gold standard of environmental reporting with
the richest and most comprehensive dataset on
corporate and city action.

Silver rating from EcoVadis for
sustainability focus in the UK
Our UK business was awarded a silver medal this
year in recognition of our sustainability approach
and achievements by EcoVadis, placing us among
the top 25% of companies assessed.
Eco Vadis provides a holistic sustainability rating
service of companies covering a broad range of
non-financial management systems including
Environmental, Labour & Human Rights, Ethics,
and Sustainable Procurement. Further evidence
that we are making good progress in delivering our
sustainability goals.

Toitū net carbonzero certification
OCS Australia and New Zealand became carbon
neutral, offsetting carbon emissions from 2020
and 2021 and achieving Toitū net carbonzero
certification in line
with ISO 14064-1.
OCS Australia was a finalist
in the Toitū Brighter
Future Awards for
Climate Action. The team
achieved an impressive
36% carbon reduction.

Colleagues in India celebrate World
Environment Day
Building a better future matters to our colleagues
around the world. Highlighting the commitment
of our team in India, colleagues celebrated World
Environment Day by planting more than 250
saplings at our customers’ sites and in their homes.
In support of the theme “Reimagine, Recreate,
Restore”, it was their way of helping to restore
the local ecosystem. A team initiative that our
colleagues were proud to be part of.

active role in local and national initiatives aimed at
improving lives by removing barriers to employment.
Across our services around the world our colleagues
work to make a difference in the communities we
work in.

Advancing social mobility
Social mobility is at the heart of our
company story, beginning as just one man
in London, who set up a window cleaning
business to support his young family.
Five generations later, we remain a family business
and firmly believe in the power of a culture where
everyone can thrive. As a result, we look to add
value in every community we work in,
by creating new opportunities for
great careers and contributing
to local economies.
Our frontline colleagues interact
with members of the public
every day at shopping centres,
hospitals, offices, airports,
colleges, and other locations.
We are part of the communities
in which we work, and we play an
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Building a better future

James’ story
James is autistic and takes medication for epilepsy.
He has difficulties with staying focused on tasks as
well as general interaction and communication.

Through the OCS Foundation in the UK, and the PCS Foundation in Thailand, we drive wider social,
economic, and environmental change, through our partnerships with charities and other organisations,
striving to create opportunities for change and greater social mobility. In Ireland we continued to support
the national charity Spinal Injuries Ireland, a charity close to our hearts due to its close association with our
Passengers with Reduced Mobility (PRM) operations throughout Ireland. In New Zealand we provided First
Foundation Scholarships to OCS colleagues’ family members to support them to continue their education.

The OCS Foundation
The OCS Foundation seeks to tackle some of the causes and effects of poverty in the
UK, by providing life changing opportunities to people that need extra support.
We deliver the People into Work programme with partnerships and community
organisations including the Shaw Trust and Clarion Futures.
The programme, that began in 2019, engages with people who may be entering the
workplace for the first time, returning to work after illness, or who may not have the
necessary reading, writing or language skills to find suitable employment.

James was supported by his Employment Support
Officer at Clarion Futures, who helped James
improve his CV to reflect his skills and interests.
As we have an established partnership with
Clarion Futures, James was put forward for a job
opportunity with our People into Work programme.
James was invited for an interview with our team at
the Royal Parks, and our people-centred approach
helped James to feel comfortable during the
phased interview process, he was subsequently
offered a two-day trial.

After trying for several years to find
a service suitable for James, that
understood the difficulties he had
when facing employment, Clarion
and OCS took the time to find a role
that allowed a phased interview and
employment process, which is great
for James who is happy and feels
included within the team. He is super
keen to develop his ongoing skills and
increase his working hours.
David, James’ dad

The team were so impressed with James’ hard
work and passion for gardening and ground
maintenance, that he was offered a role and is now
employed as Ground Maintenance Operative at
Hyde Park, London.

James is enjoying his work with OCS
as he feels supported and valued.
Employment Support Officer, Clarion Futures
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Building a better future
During 2021 we began a new
partnership with The Poppy
Factory, the employment
support charity for veterans
with health conditions,
helping veterans overcome
barriers and move into
sustainable employment.

have been affected by the pandemic. Some
students at the University had lost loved ones
while others had to drop out of school to support
their families. Our donations during the year
provided these students with the opportunity
to continue their education uninterrupted.

Veterans supported through our partnership
may experience many different barriers, such as
PTSD and other mental health conditions, social
isolation, homelessness, and inexperience of
civilian employment.

By working with partners like The
Poppy Factory, OCS can better
support local people who face
significant barriers to entering and
succeeding in the workplace. By
providing growth opportunities and
helping them to enter and remain in
employment, we are enhancing the
social, economic and environmental
conditions in the communities in
which we work.

This donation is a much-needed
encouragement for professors
who want to keep teaching our
students, and it proves that there are
businesses out there who care about
supporting our students through
these difficult times.

Joining forces with OCS has already
helped change the lives of veterans,
who have welcomed the opportunity
PCS Miracle of Giving Campaign
to show just how much expertise
Charinda Wisesratana, Suan Dusit University
and experience they can contribute
makes a difference for young
to civilian employers, given the right
OCS New Zealand and First
students
support network. We are excited at
Foundation making a difference to
Bob Taylor, CEO, OCS UK, Ireland & Middle East
Our Miracle of Giving campaign supports charities
the scale of the opportunity that
and foundations in Thailand to address some of the young lives
this partnership represents, opening The PCS Foundation strengthens local most pressing issues arising from the pandemic, as
OCS New Zealand have successfully partnered
up many new opportunities for those communities in Thailand
well as organisations encouraging social mobility,
with First Foundation since 2014, providing
one of our central pillars for sustainability.
in the ex-Forces community
scholarships to aspiring students who are first
This year PCS has focussed on adding social value
who most need support.
The campaign funded nine different charitable
in their family to study at a tertiary level. The
in the communities where we work, as part of our
Tom Adam, Policy and Impact
Manager, The Poppy Factory

sustainability goals. Some of the organisations
that have benefited from our funding include
TBCA, Chulalongkorn Hospital Princess Srindhorn
Craniofacial Center, Camillian Social Center and
Satriwittaya School.

causes and supported ten projects in 2021.

We know one of the best ways to improve our
future is to support access to education and
one of the beneficiaries of our campaign in 2021
was the Suan Dusit University, Thailand. Our
donations funded various scholarship programmes
to give opportunities to students whose lives

scholarship provides financial support, wrap
around mentoring and work experience.

As part of our activities this year we were proud
to award four First Foundation scholarships. Our
scholars are all family members of OCS colleagues.
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Building a better future
First generation undergraduates tell us what an OCS education
scholarship means to them
Braden Sole

intends to combine
his passion for STEM
based subjects as
well as his drive
to help people
in need. He says
the financial assistance offered
through his OCS scholarship will
make a massive difference in his
future study at university.

“Engineering is by no means a
cheap course to study and the
money gives me the freedom
to study my passion with
little worry or concern about
student loans. Instead, I will be
able to focus on doing what
I want to do, which is helping
people through the power of
science and technology”
Braden’s late mum, Cheryl was a cleaner
in Christchurch.

Isabella Wilson,

despite suffering a
sporting injury that
has left her partially
blind, is determined
her disability will not
be a hindrance to her
pursuing a career in law and one day
becoming a high court judge. Isabella
intends to study a Bachelor of Laws at
The University of Waikato. Isabella said
the scholarship will be particularly helpful
in helping to access extra adapted
resources required due to her vision loss.
She also believes the work experience
through the scholarship will widen her
knowledge and experience, while her
mentor will provide a support system to
transition into tertiary study and help to
increase her independence.
Megan Wilson, Isabella’s mum
is our Bay of Plenty Compliance
& Support Manager.

Nidhi Prasad’s

Joelei Punivalu

“I feel grateful for the doctors,
nurses and other medical
professionals who try their
absolute hardest to come
back with positive news, it’s
the backbone to why I want to
pursue medicine. It’s more than
just a dream. To me it’s about
attempting to put a smile on
those who are going through a
tough time and trying to shine
light in their darkness”

Joelei’s aunt, Florence
Fidow, is an Administrator
in our Auckland branch.

family experience
has driven her desire
to study a Bachelor
of Medicine and a
Bachelor of Surgery
at The University of
Auckland.

intends to study
a Bachelor of
Medicine and a
Bachelor of Surgery
at The University of
Auckland. She said
the financial backing of the OCS
First Foundation scholarship will
help her to defy the odds and
pursue a career in medicine after
her father was recently made
redundant.

Nidhi works part-time to help support her
family, which has only one main source
of income. Nidhi’s mum, Rosaline Devi is a
Supervisor in Auckland
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Building a better future
Giving back

Our 68,000 colleagues around
the world play an active part
in their communities at a
grassroots level, in addition
to our company initiatives
that form part of our Group
Sustainability commitment.
From charity runs and bike
rides to volunteering our
services to help victims
of natural disasters, our
colleagues give their time
and expertise to support
communities and to give back
to society.

Providing opportunities to progress
and grow with the business

Our Royal Parks apprentice Jerome
wins gardening award

We provide a range of learning and development
opportunities for our people to get the most from
their time at OCS. Our support includes online
learning, through the OCS Academy and Landmark
Academy, apprenticeships and scholarships and, in
addition, diplomas for trainees and subsidies for higher
education opportunities in India and Thailand. In the
UK our Apprenticeship Programme provides colleagues
with the opportunity to progress within the business,
regardless of their educational background.

A second-year apprentice at The Royal Parks, in
London, Jerome Webb doesn’t usually get dressed
up for work – but this was a special occasion. At
The Worshipful Company of Gardeners’ awards
ceremony in November Jerome was presented
with the 2021 Horticulture Prize at Capel Manor
College. The award recognised those
professional horticulturists who may
become future leaders in the industry.

In 2021, 47 OCS colleagues completed an
apprenticeship in the UK, with a further 168 beginning
their own pathways. At the end of the year our
apprenticeship programme recorded a total of 302 live
learners on a programme.
We launched our Facilities Management pathway
and coaching and mentoring pathway with a total
of 8 professional pathways offering opportunities
across multiple sectors and levels and professionally
accredited qualifications.

National recognition

We feel Jerome is an
excellent fit for this
award especially;
in addition to his
commitment to his
apprenticeship, he carries
out brilliant community
horticulture work.
Chris Bentley, Contract Coordinator &
Horticulture, Capel Manor College

At Qube Learning’s, one of the UK’s national
recruitment and partnering training providers, annual
awards ceremony in October, OCS saw success with
Contract Manager, Lynn Sheils picking up the ‘Higher
Apprentice of the Year’ award and the business being
recognised as ‘Best Newcomer Employer of the year’.
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Recognition
In 2021, we recognised over 4,350 OCS Stars across our international business
Helen Bates for her work on

our contract with Merseyway
and Redrock.Helen went
beyond expectations during the
mobilisation of our new contract
and her contribution was praised
by the customer team.

Saymanpreet Sandhu,

our security officer in Ireland in
response to exceptional feedback
from our customer, for his
continued hard work and tireless
efforts on site, “This gentleman
continuously goes the massive
extra mile, and I am privileged to
have him in my store”.

OCS Biddulph Primary
Care Centre Team for

their dedication and service to
support patients and the Covid-19
vaccination programme.

Taeshi Mandal, a chambermaid

at one of the leading shopping
malls in Delhi for recovering
and ensuring the safe return
of a handbag to a customer
containing an iPhone and cash
after it was left behind at the
shopping mall.

Watsana Riangsanthiaa,

for her work in a hospital during
the pandemic. With a high
focus on touchpoint cleaning,
customers, healthcare staff
and our colleagues felt in safe
hands. On receiving her award
Watsana said, “We have a
good team here. We work and
support each other. My supervisor
supports us and takes care of
us through the tough times,
especially during the pandemic”.

Perth Airport International
Terminal Sanitising Team

were recognised for their expertise,
completing a very complicated
and specialised sanitising
treatment following a very highrisk international repatriation
arrival at Perth Airport. The job,
carried out in conjunction with
Perth Airport, the Department
of Health, WA Police and Border
Force took several days to plan,
prepare and co-ordinate.

Mark Kellaway at Bristol Airport

for the kindness and support he
showed to his colleagues during
the Covid-19 pandemic. Mark gave
his colleagues regular lifts to and
from work – even when he wasn’t
on duty. When bus services in
some areas were withdrawn during
lockdown, Mark helped his team
members get to site on time for
their shifts.

Hannah Bill & the Buller High School
team for supporting our customer and

colleagues after a one in a hundred years flood
devastated Westport. Hannah and her team
came together going above and beyond to ensure
the school was cleaned up, including the removal
of carpets and furniture, and ready to open for the
new school term in a matter of days. All the while
the team were dealing with their own personal
struggles and losses as a result of the flood.

Sarawut Maisopa, our security

officer in Thailand, apprehended
thieves on more than one
occasion to protect our customer’s
supermarket. Having watched the
behaviours of shoppers, Sarawut is
able to spot suspicious behaviour.
He said “I am proud to work for
PCS with the opportunity to make
a difference every day”.
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Recognition
The Helpdesk team in

Manchester received an impressive
eight star nominations from our
customer, Community Health
Partnership. The team supports
the individual requirements of
49 diverse service contracts
and acts as the linchpin for
our operational teams.

Chalani
Ranathunga our

contract manager
was recognised
for her care,
professionalism,
willingness, cooperation, and the
selfless way she
gave her time in the
aftermath of the
WestCity Shopping
Centre fire.

Recognising our Frontline
colleagues
Our frontline colleagues were
exceptional during 2021, continuing
to play a critical role in supporting
our customers and communities to
transition and adapt throughout
the pandemic. Their agility and
resilience ensured the safety of
each other, so we were able to
continue to deliver the services
that are essential to daily life. We
continued to meet the needs of our
customers so they could continue
to operate safely and effectively.
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Thank you to all our cleaners
In 2021, many of our valued customers joined us to celebrate
Thank Your Cleaner Day™ – a global initiative dedicated to
thanking cleaners across the world for the work they do. We
wanted to thank our cleaning colleagues for keeping our
hospitals, buildings, shopping centres, stadiums, classrooms,
airports, and workplaces safe, clean and hygienic.
John Hunter our Group CEO recognised our valued cleaners and all our
frontline heroes in a video message.

Our frontline colleagues are dedicated and
committed. They carry out physically demanding
tasks, often during unsociable hours, and they keep
our customers’ sites clean, safe, and hygienic. On
Thank Your Cleaner Day™, I want to personally
extend my sincere thanks to all cleaners and their
families. Your dedication, loyalty, commitment, and
contribution is deeply appreciated.

Across our business, from Qatar to Ireland and our Landmark offices
in the UK, cleaning colleagues were recognised with cards, gifts and
certificates of appreciation, and our customers joined in too. In New
Zealand, Prime Minister Jacinda Ardern took time to say thank you to
the country’s 40,000 cleaners and Estelle Courtney, our site supervisor
at Nelson City Council’s Montgomery public toilets, was interviewed
by TVNZ Breakfast. OCS Australia and New Zealand shared a short
video of some of the celebrations our customers held for our OCS
colleagues on the day.
PCS Thailand and our global partner Karcher honoured over 300 of our
cleaners at the Bangkok Hospital, and included award presentations
for the Most Dedicated Cleaner, and Most Dedicated Site Manager
for their tremendous service during the pandemic, always working
together to keep people and operations safe.
In PCS Thailand Pitsamai Chaitham was named Most Dedicated
Cleaner and Nutcharee Rittichai , with 25 years’ service, Most
Dedicated Site Manager, for their service at Bangkok hospital.

John Hunter, Group CEO
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Recognition
Thank you security officers

Security excellence in times of crisis

It was a year when we also publicly celebrated the role of our security
officers who work on the frontline of society to protect people.

Liverpool Women’s NHS Foundation Trust, one of our valued
healthcare customers, specialises in the health of women and their
babies. The team represents some of the most outstanding expertise
in this field, as the only such specialist Trust in the UK and the largest
women’s hospital of its kind.

They were among the heroes of the pandemic as, throughout
lockdowns and other restrictions, they carried out their duties in the
most extraordinary circumstances. Vital to the frontline defence
against Covid-19, stopping the spread of infection through queue
management and prevention measures such as the wearing of
facemasks, their presence helped rebuild public confidence when
restrictions were lifted, and services began to recover.
In July 2021 we recognised the role of our security colleagues worldwide
by celebrating International Security Officers’ Week.
One of our outstanding security colleagues recognised, was Mason
Carr at Worcester Crown Court, UK.

From time to time, I come across people who
stand out. Mason is such a person. He immediately
impressed me by his politeness, professionalism,
and willingness to help. He has immaculate
judgment, and his people skills are some of the best
I have ever come across in my life. Put simply, he is a
credit to your company.

On Sunday 14th November 2021, a terrorist took a taxi to Liverpool
Women’s Hospital and, as the vehicle approached the hospital, an
incendiary device was detonated.
Our security team responded exceptionally to the emergency incident
ensuring the necessary procedures were followed and all in the vicinity
remained safe. Our security team were highly praised by the Hospital
and Police for their outstanding response to the incident.
Our colleagues are there to protect and that
is exactly what they did on this
frightening day.

James Keeley, Barrister
In Ireland, our security colleague, Waqas Ahmad, was awarded
Security Officer of the Year at the Irish Security Industry Association
Awards for his service to a large nationwide retail customer.
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United Kingdom, Ireland & Middle East

Welcome to the
United Kingdom,
Ireland & Middle East

By completing NPS surveys annually with our customers, we’re able
to gain valuable feedback and implement action plans to improve
services, increase customer loyalty and retain business.

NPS Score

Our colleagues continued to deliver the services and solutions that our
customers rely upon every day. We saw strong performance, despite
Covid-19 continuing to impact all aspects our lives.

Customer satisfaction at all time high

Our high standards of care and service
delivery during 2021 is evident from the
UK, Ireland and Middle East achieving our
highest ever Net Promoter Score (NPS).
At OCS, we have measured our NPS
since 2016 and have beaten our industry
‘gold standard’ of 40% since 2018. In 2020
we announced our highest ever score
of 67.31%, and in 2021 we went further
achieving an impressive score of 80.39%.
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United Kingdom, Ireland & Middle East
A focus on employee wellbeing
throughout the year

The wellbeing of our
colleagues was at
the forefront of our
activities in 2021 and,
as the uncertainty and
disruption of the pandemic
continued, we had to
further adapt to new ways
of working and living.
There was no aspect of society that was
untouched by the pandemic. Our teams
worked together to create positive working
environments looking out for one another
and our customers to ensure we came out of
the year as strongly as we could.
As well as complying with the physical
safety measures that protected us, our
customers, and our essential services,
we supported each other in new
ways. We provided advice on health

and lifestyle to support positive mental health and
wellbeing and we expanded our Wellbeing Toolkit
on our Covid-19 planning site. We shared links to
external resources like the NHS Every Mind Matters,
Home Workout Videos and NHS guidance on
Mental Health and Wellbeing.
In the UK we strengthened our partnership with
SuperWellness, to promote and support wellbeing
in and out of the workplace. Living our value
of Care, we focussed on educating colleagues
on wellbeing themes and we launched our
SuperWellness campaign. We provided access to
a range of resources including a wellbeing themed
calendar and a webinar series that was available on
demand so colleagues could watch at a time that
worked for them. The campaign generated strong
engagement across the business and excellent
feedback from our colleagues and customers.

Business growth is a challenge in
any year. To have been able to
develop new partnerships and grow
our business across the UK, Ireland
and the Middle East in the most
challenging of years is a testament
to our colleagues. Each and every
day they demonstrate the OCS
Values, showing our customers and
potential customers how much, they
care about what they do.
From keeping the justice sector
moving, to supporting vaccination
efforts, 2021 was an unforgettable
year for our colleagues, customers
and their customers. In this review we
highlight just a few examples of an
exceptional year.
Bob Taylor, CEO, OCS UK, Ireland and Middle East
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United Kingdom, Ireland & Middle East – Government
A trusted partner with government
The story of 2021 will always be the story of the
pandemic. From helping to maintain the work
of the justice system to keeping government
buildings open, OCS played a key role in ensuring
critical services continued to operate and could be
accessed by those who needed them.
Colleagues in our Government division performed
strongly across all service areas during the year
through their dedication and commitment to public
services. Servicing Her Majesty’s Courts and Tribunal
Service (HMCTS), the Home Office and Ministry of
Justice (MoJ), our colleagues provided a full range
of soft services including cleaning and security that
supported the continuity of public services.
Leading with our value of Safety, all premises
were maintained during the pandemic and our
colleagues protected the safety of public sector
workers in our courts, government buildings, and
famous landmarks. The care and quality of service
provided by our frontline teams was exceptional.

Working with Her Majesty’s Courts
and Tribunals Service (HMCTS)

2021 was a year in which we
	
Delivered an additional 32 temporary courts
across the UK and supplied 176 additional Court
& Tribunal Security Officers (CTSO)
	
Received over 100,000 inbound calls to our
Helpdesk for our HMCTS facilities from court
staff, our colleagues and joint service partners,
to log jobs, compliments and complaints, and
general enquiries
As sole provider of security services, our frontline
colleagues supported the implementation of
additional temporary courts that were essential in
keeping the wheels of justice turning throughout
the pandemic, when social distancing severely
restricted the ability to carry out face to-face
hearings. The courts heard a range of work,
including civil, family and tribunals as well as noncustodial crime cases.

2021 marked an extraordinary year
for the Government sector at
OCS. Our agile teams were at the
forefront of establishing temporary
courts, vital to keeping the wheels of
justice turning during the pandemic.
As well as reacting quickly to the
largest crisis to face Government
in decades, we were able to grow
the business, establishing new
relationships across the public sector.
Every day our colleagues went the
extra mile, reacting quickly to events
and demonstrating the importance
of the OCS Values.
Shelia Newton, Managing Director, Government

The team carried out a site survey for each court,
to assess how many security officers and what
equipment was needed for the court to run safely.
Extra security colleagues were then resourced to
meet the additional demand, alongside uniforms,
PPE, and technology. All new officers underwent
training before being deployed alongside
experienced colleagues, either from our mobile
teams or other courts.
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United Kingdom, Ireland & Middle East – Government
Our colleagues care
deeply about service users’
experience and will always
help people to get the
most from the government
buildings and facilities that
we manage and protect.
Portsmouth Crown Court
We were particularly proud to receive feedback
last year from a blind juror about the support
they received at Portsmouth Crown Court by our
colleagues.
Attending court can be a daunting experience and,
for people with visual impairments, navigating the
physical layout of the site and communications
while in court can pose distinct challenges.
Our team at Portsmouth Crown Court provided an
outstanding service to support a blind juror before
they began service. They talked to the judge and
Crown Prosecution Service to assess what cases
would be suitable and arranged a guided tour of
the building for the juror so they would be familiar
with the layout and facilities.
On the day the juror arrived in court, our security
team helped them through the metal detection
barriers and security checks. Once in the courtroom,
the judge, ushers, and clerks gave clear descriptions
of events and evidence, guiding the juror between
courtrooms and the jury room and showing them
where to get refreshments.

I can only praise the team you have
at Portsmouth Crown Court, from
the initial welcome from security at
reception, all the way through to my
release from service, your colleagues
were truly excellent.
Juror, Portsmouth Crown Court, 2021
We are incredibly proud of this feedback. A great
service and a satisfied customer thanks to the
dedication of our HMCTS team in Portsmouth.

Working with the Ministry of Justice
and the Home Office
Our MoJ and Home Office teams consist of over
1000 colleagues, managing 391 sites including
headquarter buildings for the Ministry of Justice,
Department of Education, Department of
International Trade, and the Wales Office.

2021, a year in which we
	
Delivered 72 service lines across the estate
and 1,496,201-staff hours in support of building
operations
	
Supplied 22,574 litres of hand sanitizer
	
Removed 1.8 million tons of waste from the
estate with 99% being recycled or used in the
waste to energy process
	
Provided 328,265 cooked meals across the sites
we manage

People’s Choice
Award 2021
In 2021 our team received a
People’s Choice Award at
the Government Property
Awards for their support
for an asymptomatic
testing site for civil
servants at the QEII
conference centre in
Westminster, London.

Zero time to
waste
As part of our
sustainability
commitment, we
implemented Tork
PaperCircle®, the first
service to collect used
paper hand towels and
recycle them in the UK
into new tissue products at
our government customer
landmark sites. This is one of
the ways we are working with
our customers to reduce waste
and lower our carbon footprint.

29

United Kingdom, Ireland & Middle East – Healthcare & Education
Our Healthcare and Education teams meet
increased demand

2021 marked a second year in which we felt
the impact of the pandemic on facilities
and industries, with many having to close
and millions of employees being furloughed.
Our Healthcare & Education colleagues
went the extra mile, often working under
pressure in demanding circumstances to
mobilise new services quickly in response
to changing customer needs, ensuring
compliance with evolving Covid-19 secure
safety protocols.
The cleaning services provided by our healthcare and education
colleagues ensured essential services in society were maintained.

In 2021 we
	
Worked with over 40 different Healthcare and Education
organisations
	
Supported 25 NHS Trusts and Healthcare providers across the UK
in their response to the pandemic
	
Secured six new contracts with strategic health authorities and
private healthcare providers

	
Delivered cleaning services for schools, colleges, and universities
across the UK and won two new education contracts
	
Extended 13 contracts with existing healthcare and education
customers

At the heart of the NHS response to the pandemic
Our teams have been at the heart of the NHS response to the
pandemic, mobilising vaccination centres across the UK. As
Government guidance changed, it required a huge effort by our
colleagues to manage, communicate and instil new protocols across
our services.
Our supply chain was a crucial element of our Covid-19 response and
ongoing service delivery. The provision of PPE, food, cleaning products
and other supplies was extremely efficient, meaning we were able to
continue meeting high levels of demand to ensure the continuity of
our customers’ services.

I am pleased to have been able to expand our
Healthcare & Education offering despite the
challenges faced by the country in 2021. Our
Healthcare colleagues were at the forefront of the
UK’s response to the global pandemic, not least
by taking a central role in efforts to vaccinate the
population. In Education, OCS colleagues ensured
facilities were safe for students and staff, doing
their bit to reduce infection risks through the
provision of our expert services. A year none of us
will ever forget.
Ian Nisbet, Managing Director, Healthcare & Education
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United Kingdom, Ireland & Middle East – Healthcare & Education
Supporting the NHS Covid-19
vaccination programme
Several of our teams were directly involved with the
UK’s vaccination roll-out.
We were privileged to continue our partnership
with our valued customer, Central and North West
London NHS Foundation Trust (CNWL) and Quality
Trusted Solutions (QTS) during 2021.
Together we took on the task of mobilising multiple
NHS vaccination centres. This was a huge challenge,
and we were able to deliver the additional services
needed despite some colleagues being in isolation
and on sick leave due to Covid-19.
Our colleagues encountered a variety of challenges
as many of the buildings identified as potential
vaccination centres were not built for clinical
services. Despite this, we achieved mobilisation of
ten new sites within just 24 hours. This involved
mobile cleaning teams being deployed to clean
the centres to a clinical standard, and provide
continuous cleaning around the clock to ensure
hygiene and safety standards were maintained.
We recruited, trained, and equipped over 100
colleagues to provide cleaning and security services
at the new vaccination centres.

OCS played a key part in ensuring
that the essential delivery of
patient care, safety, and wellbeing,
was maintained. The passion OCS

colleagues have for what they
do, coupled with their ability to
continuously provide key services
whilst demonstrating kindness and
care towards patients and staff alike
is outstanding. We count ourselves
lucky, that in difficult times such
as these, we are fortunate enough
to work with OCS who stand
shoulder to shoulder with us. You
are all heroes, and we thank you all
sincerely.
Lee Peddle, Head of Facilities Management,
Quality Trusted Solutions LLP
The vaccination team at Lancashire & South
Cumbria NHS Foundation Trust were praised for
their efforts to make their programme a success.

The Team
	
Successfully mobilised seven mass
vaccination centres
	
21 community pharmacy sites
	
37 primary care network sites
	
10 hospital hubs as well as pop-up and mobile
clinics across the region on time
Through a multi-agency approach, we set up these
centres quickly and efficiently ensuring the high
quality, safe facilities were ready for when the Trust
received the vaccines.

I am absolutely thrilled that the
Covid vaccination team has been
recognised in the Trust’s ‘Time to
Shine’ awards, worthy recognition
of everyone’s hard work and efforts
delivering a successful vaccination
campaign for healthcare staff,
patients and vulnerable groups in our
communities.

dedication and professionalism
given supporting the build of
Llandarcy Hospital and myself as
a college manager. The work by
the team highlighted the diverse
operational capability and ability
to deal with the tasks head on
under pressure. The OCS team were
professional at every level, meeting
the operational requirements of
both the local authority, NHS and
the college allowing the successful
transformation of Llandarcy
Academy of Sport to a field hospital.

Dr Sonia Ramdour, Lancashire and South Cumbria
NHS Foundation Trust

Dave Rush, College Manager – NPTC Group of
Colleges, South Campuses

Our Covid-19 vaccination team were recognised by
the Lancashire and South Cumbria NHS Foundation
Trust in their ‘Time to Shine’ awards, for pulling
together with colleagues from around the Trust to
make the programme a success.

Mobilisation of 360 bed field hospital
in Wales
At the start of the pandemic, Llandarcy Academy
of Sport was selected to be converted into a 360
bed field hospital. Our team of specialist cleaners
and operatives worked on site through a period
of intense uncertainty, co-ordinating and
communicating with campus staff, managers,
and the public to ensure the safety of all.

I would like to take this
opportunity to express my
thanks, for all the hard work,
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United Kingdom, Ireland & Middle East – Healthcare & Education
OCS Stars support re-opening of
facilities post lockdown
In the summer, our cleaning team in Manchester
supported Bupa, to prepare their site at Bupa Place
to re-open. The team carried out deep cleans in the
state-of-the-art building and ensured the premises
were Covid-19 safe and secure.
Nicola Leach, Property Manager, Bupa,
recommended Dave Hedgecock and Lee Smith
for an OCS Star Award in recognition of their extra
dedication to get the job done in a short space
of time. They achieved this by working long days
in addition to their normal evening shift for two
weeks. Their hard work ensured that the site was
ready for full occupancy, as employees started to
return to the office more often.

Your expert catering provider
During 2021 we worked with 12 different
healthcare and education organisations
providing catering services.
Our on-site catering solutions include deli bars,
restaurants, cafes, and vending machines. Equipped
with PPE and, with social distancing protocols
operating across our sites, Covid-19 safety measures
informed our daily cleaning regimes. We provided
catering solutions that encouraged employees to
eat on the premises in a controlled environment
rather than venturing outside of their workplace

to find food outlets, thereby reducing potential
transmission points.
We scaled our catering operations up and down at
our sites in response to changing guidelines, helping
our customers to extend their on-site catering
provision when employees and service users were
welcomed back, and facilities began to reopen.
We remained focussed on providing nutritious
and delicious menus that have a positive impact
on health and wellbeing. We tailored our catering
services to each customer and provided a range of
catering solutions including fresh-cook, cook-chill,
cook-freeze and hybrid to meet patients’ needs.
We want to enable patients to have choices which
meet their therapeutic, physical, clinical, cultural,
and personal needs and our menus are tailored to
patients’ dietary preferences. Our menus fully cater
to the requirements of the International Dysphagia
Diet Standardisation Initiative (IDDSI) framework.

Cooking for a cause
During the year we helped patients, service
users and their families live healthier lifestyles
outside the hospital through our innovative
‘Cooking for a Cause’ scheme, providing quarterly
cooking demonstrations by our chefs and online
information with tips, good practice and recipes.
The programme was tailored to the needs of our
customers and individual service contracts.

Our catering services were praised by our healthcare
and education customers during 2021 with
colleagues at West London NHS Trust Kiril Bozhino,
Head Chef and Contract Manager, Leigh Ashley
being named finalists in the NHS Chef of the Year
Awards 2021.

Best in class innovation
We pride ourselves on best-in-class services and
innovation and we were fortunate to have the
opportunity to work in partnership with East
Suffolk & North Essex NHS Foundation Trust during
2021 to help increase productivity of their cleaning
operation through Co-Botics.
The hospital wanted to improve the standard of
cleaning in their corridors. Working with one of
our trusted supplier partners, ICE, we put forward
a solution to introduce a Co-Botic autonomous
cleaning machine. This would improve the
productivity of cleaning and free up our cleaning
operatives to focus on other areas of the hospital.
This has been very successful, delivering an
increased focus on detailed cleaning and sanitising
activities at Ipswich Hospital, which has ensured a
cleaner and safer environment for patients, staff
and visitors.
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I’m delighted to welcome OCS
as a ProtectED Trusted Partner.
This global organisation, built on
family values and a keen sense
of community, is an ideal partner
for ProtectED and aligns well with
our principles. We look forward
to working alongside OCS in the
development of ProtectED and in
improving standards in the higher
education sector and beyond.

Our colleagues responded positively to the new
technology, which has been seamlessly integrated
into the cleaning operation. The team also reduced
health and safety risks at the hospital, with the
introduction of a quick drying solution for mopping
corridors in main areas of the sites during daytime
hours. The deployment of intelligent technology
and partnership approach supported our cleaning
excellence and high standards providing a safe
environment at Ipswich Hospital.

Brian Nuttall, Director, ProtectED

Meeting the needs of education
providers across the UK

Leading the way in raising service
standards in higher education

Our education team were awarded a new contract
to provide cleaning services to the University of
South Wales, which also includes the Royal Welsh
College of Music and Drama. The contract covers
seven sites in total, including the USW Sport Park
and the USW Treforest and Glyntaff campuses,
all in Pontypridd, which also has residential
accommodation for 1200 students.

Social value is a key element of our work. In 2021
we worked with our partners in colleges and
universities to build a better future by supporting
the communities we work with.

We introduced near chemical-free cleaning
systems and the Audim audit system, which allows
detailed service monitoring and rapid reporting. We
welcomed 145 new colleagues across the sites.

We became the first ‘Trusted Partner’ of ProtectED,
a pioneering scheme that aims to raise student
safety, security, and wellbeing standards across
the UK higher education sector. Universities have a
critical role to play in ensuring the safety, security,
and wellbeing of their students - not only on
campus but throughout their student experience.
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United Kingdom, Ireland & Middle East – Business & Industry and Specialist Services
Our Business & Industry and
Specialist Services keeps some of
Britain’s biggest companies and
iconic buildings running.
Our colleagues played a critical role in the UK’s
response to the pandemic, and we were pivotal
in working in partnership with our customers in
business and industry to rebuild and recover in the
latter part of the year. Delivering continuity and
high standards of service and customer care, our
colleagues’ relentless dedication and care during
an uncertain and disruptive 12 months, delivered
growth, welcoming new customers to OCS.

2021 was a year of innovation and
growth as our teams kept businesses
moving. We introduced the very
latest in technology to support GKN
Aerospace, ensuring facilities were
clean and safe to use throughout the
pandemic. We grew our partnership
with Alliance Healthcare to provide
cleaning services at a range of office
sites, helping keep their staff safe
and healthy. At the Royal Parks our
teams were a part of the nation’s
history, working above and beyond to
support the period of mourning for
HRH The Duke of Edinburgh.

In 2021 we

Jon Fowler, Managing Director, Business & Industry
and Specialist Services

Co-Botics supports our cleaning
teams at GKN Aerospace

Implementing fresh solutions to improve
workplace engagement and user satisfaction,
we continue to work in partnership with our
large and smaller customers across multiple
industries to optimise their performance
and strengthen service users’ experience.
As we start to come out of the pandemic, we are
focussed on creating spaces that help employees
feel confident and safe to return to the
workplaces, buildings and facilities that we care
for.

	
Grew the business, and amongst many
new contract wins three of them
stand out: Alliance Healthcare, Oil Spill
Response, and Cushman & Wakefield
	
Extended 21 contracts with our valued
customers across our integrated
services during the year
	
Achieved our highest CPRE score
for energy efficiency indicating our
progress in our sustainability vision
	
Were shortlisted for a Facilities
Management Award 2021 for helping
Collins Aerospace adapt in response to
the pandemic

There were exciting times as we took delivery
of our first Co-Botics floor cleaning machines,
robots working in co-operation with people.
These fast became a great asset to our team,
looking after repetitive tasks so our colleagues
could focus on activities that required their skills
and expertise – such as identifying and cleaning
high touchpoints.
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Partnership Made Personal: strength to strength at
Alliance Healthcare
It was important that, whilst responding to the pandemic
and customers’ requirements, we continued to provide
high quality and reliable expert services to our valued
customers, delivering on some longstanding contracts
in the sector predating Covid-19.
Having managed the successful mobilisation of a
touchpoint cleaning service covering service centres
nationwide, our partnership with Alliance Healthcare
went from strength to strength and we were
awarded a contract to provide daily office cleans as a
combined service.
Our expertise and use of technology enabled vital
touchpoint cleaning to take place as part of daytime cleaning
routines. Our frontline colleagues delivered a great service every day,
including Charlie, who received great feedback from the Alliance
Healthcare team in Leeds.

Charlie joined OCS after being furloughed during
the pandemic by her previous employer. She is a
great asset and has fitted in well on site, her work
standard is gold star, and she keeps us all safe and
healthy.
Louise Rycroft, Service Centre Manager, Leeds, Alliance Healthcare

Business & Industry south team recognised for their
role in workplace safety
The year saw many of our colleagues recognised for their critical role
in workplace safety including our Business & Industry South team.

They were recognised with a Zero Harm Award by our customer KBR
International, a global technology and engineering solutions business,
for their role in keeping their Surrey facility safe and secure during 2021.

Thank you to the OCS team for their hard work in
helping to keep our Leatherhead office in Surrey
safe during the pandemic. They assisted us in
achieving a Covid-19 Secure workplace.
Paul Stephenson, HSE Director, KBR

Recognition by Institute of Workplace and Facilities
Management in their private sector award
The Institute of Workplace and Facilities Management (IWFM)
shortlisted our team working with Collins Aerospace for an IWFM
Impact Award.
Improved communication lines, robust support, development
opportunities such as apprenticeships and an ambition to deliver even
better services contributed to the team’s impressive Net Promoter
Score of 9 in 2021 and the great feedback from our customer. Being
a finalist is recognition of the care and expertise that delivered an allround exceptional customer experience and service during the year.

Good progress as we focus on sustainable
solutions
Aligned to our sustainability strategy we are tackling emissions
from petrol and diesel-powered tools that are used in the delivery
of our services to customers. Our horticultural contracts in the UK
have started a programme of replacing all petrol powered hand
tools with electric alternatives at the end of their lifecycle to help
reach our net zero commitment.
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Looking after our open spaces

OCS featured in Guards Magazine

Our colleagues in our B&I specialist services
division helped maintain grounds and green
spaces across the UK, places that took on special
significance during the pandemic, including
London’s iconic Hyde Park, St James’s Park, and
Kensington Gardens. Our colleagues were praised
for their sterling work maintaining St James’s
Park and the area outside Buckingham Palace
during the official mourning period that followed
the death of HRH The Duke of Edinburgh.

Our colleagues Greg Brown and Mio Miah from our
Royal Parks team were captured by photographer
William Style reinstalling the Queen’s Life Guard
Enclosure for the first ceremonial Guard Mount
since April 2020. The team were featured in the
Household Division magazine.

Letter of thanks from The Royal Parks
Chief Executive of The Royal Parks charity, Andrew
Scattergood, wrote to the OCS team to express his
thanks.

Throughout the period of mourning,
the presentation of the palace, and
of both parks, was of the highest
quality. The relocation and laying
out of floral tributes in Marlborough
House Gardens were conducted
with dignity and respect, in most
instances out of normal hours.
I am immensely grateful to your
management teams and to all your
staff for the contribution they made.

Collaboration
We worked with our Government sector
colleagues to deliver full external and internal
cleaning to the windows and building fabric of
official buildings in London. Having undergone a
significant refurbishment at a government site, in
readiness for the relocation of employees and civil
servants we completed initial cleans to deadline
and implemented ongoing schedules of visits to
maintain the aesthetics of the buildings.
We were proud to secure & mobilise Her Majesty’s
Courts & Tribunal Service window and gutter
cleaning portfolio, nurturing our valued partnerships
with government and we successfully bid for the
window and gutter cleaning contract to service
190+ court buildings across the North of England,
Scotland & Wales.
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Utility 100% compliance score
One of the many specialist services we provide includes industrial
painting. From electricity towers and gas infrastructure, to bridges,
fuel containers and leisure arenas, and during the year we supported
various projects.
We achieved consecutive audit scores of 100% for our compliance
with industry health, safety, quality, and environment standards under
the Utilities Vendor Database scheme.
We continue to work with our customers to meet their sustainability
targets and minimise our impact on the environment as set out in our
Sustainability Strategy.

Caring is all in a day’s work for our colleague Eoin
Caring is all in a day’s work for our colleagues. When Eoin in our
specialist services teams was working on our National Grid vegetation
contract, he went the extra mile to care for a member of the public.
Whilst carrying out his grounds maintenance work, Eoin saw a
man stagger across a dual carriageway and down to the nearby
embankment where he was working. The man ended up in a deep
ditch of water off the embankment and his head became submerged
in the water for extended periods of time.

Eoin stayed with the man, comforting him until the police arrived to
move the man off the embankment and take him to hospital, where
he received the medical care, he needed. Eoin’s actions on that day
ensured the safety of drivers using the dual carriage way as well as
the wellbeing of the man in distress.

Social value in action
During lockdown our colleague David Mowat, Site Manager at
Dounreay Nuclear Plant, set up a meals on wheels delivery service to
the local community council areas of Melvich, Strathy and Bettyhill in
Northern Scotland.
With the help of local volunteers, David organised the supply and
distribution of cooked meals, once a week to about 100 elderly
and vulnerable recipients from the village of Melvich to as far
as Strathnaver. David’s incredible work and generosity made
his OCS van a welcome sight in the local community. He is
a great example of social responsibility in action and was
an inspiration to our Business & Industry team in 2021.
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OCS Destination & Venues - delivering
to the retail, sport, conference and
exhibition sectors

	
Invested in new software to keep the public
safe at large events

We provide a range of facilities management
services within shopping centres, stadiums,
racecourses, arenas, conference & exhibition
centres and outdoor events. During a very
challenging year our teams focused on their
core purpose to improve lives with care and
safety at the heart of our expert solutions.

	
Retained service contracts including those
at Westfield Stratford City and Eldon Square
shopping centres, and Manchester City FC

Destinations & Venues are guardians of great
memories. We work in environments where people
come together and dwell and the resilience of our
colleagues during the pandemic was exceptional.
We worked in partnership with our customers to
help mitigate the impact of Covid-19 where possible
and deliver bespoke service solutions. We supported
our customers to scale up and down their activities
in line with Government legislation and guidance
while living and breathing our core values of Care,
Safety, Trustworthy and Expert.

In 2021 we
	
Celebrated our colleague Gemma Myring
winning the Frontline Category award at
Women in Security Awards
	
Celebrated our Retail team at The Bridges
Shopping Centre, Sunderland, receiving a
regional award for best team at the National
Security Awards

	
Demonstrated innovation through our
investment in many Co-Botics machines

	
Were awarded new service contracts including
at Aston Villa FC, AFC Wimbledon, Merseyway
and Redrock
	
Were appointed the official security provider
for the Birmingham 2022 Commonwealth
Games

Strength to strength at Westfield
Stratford City
Great colleagues deliver great services,
and we were delighted in 2021 to retain our
cleaning contract at Westfield Stratford
City shopping centre and, in addition, were
awarded the waste handling contract.
Key to the retention and expansion of our
contract with Westfield Stratford City was
our sustainability strategy with its focus on
environmental protection and social mobility.
Hosting ‘Positive Impact’ meetings with a focus
on Corporate Social Responsibility we continue to
develop our partnership with the nearby Bromley
by Bow Centre. We are proud to help the charity to
support entrepreneurial young people by sharing
the expertise of our business leaders and recruiting
locally through our People into Work programme.

Our clients don’t just buy what we
do but why we do it. Everything
we do in Destinations & Venues
is based upon improving lives, we
believe in education, supporting
Working together on the frontline
communities, social values and
protecting the environment. The way Our colleagues played a critical role on the frontline.
we improve lives is by developing and At our NEC Group contract in Birmingham, our
empowering our colleagues to enable Destinations & Venues team worked alongside
the NHS and armed forces to create temporary
our customers to be successful. We
Covid-19 facilities in 2020 which continued to be
achieve this through the meticulous used in part during 2021. In addition, our colleagues
planning and delivery of expert
supported several venues transition to temporary
facilities management services to
Covid-19 testing facilities and vaccination centres.
our exceptional customers.
Chris Morris, Managing Director, Destinations & Venues
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Covid-19 secure: compliance and diligence prevailed
Redefining our service delivery and ensuring our venues were
Covid-19 safe involved continued flexibility and training for our
cleaning and security teams. We delivered new programmes
of deep cleaning using heavy duty mechanical and electrical
equipment to clean large open areas rapidly before and after
events. We ensured colleagues, venue staff and visitors wore
masks and relevant PPE, in line with UK Government guidelines,
and carried out checks for Covid-19 safe passes. Higher levels
of general cleaning were deployed at key congregation points,
such as entrances, exits and traditional meeting points.
As venues began to reopen our teams prepared sites for guests to
return safely. The teams installed clear and effective signage across
venues, alerting visitors to social distancing rules, PPE requirements,
routes, zones, entrances and exits. Our washroom attendants ensured
touch points and sanitary surfaces were regularly sanitised. Digital
information facilitated the ‘route in’ to events which helped ensure
the safety of visitors. We also deployed colour-coded information to
manage entrances, zones and exits.

High standards of service maintained
In November 2021 Visit England assessed our cleaning services at the
ThinkTank Science Museum, part of Birmingham Museums Trust,
awarding a score of 97%.

This is fantastic news and deserves huge
congratulations to your teams for achieving such
excellent feedback and amazing scores. Given
how tough the past year has been with changes
in staffing and interruption from Covid, this is an
amazing achievement.
Toby Watley, Director of Collections, Birmingham Museums Trust

OCS appointed security provider to the Birmingham
2022 Commonwealth Games
During the year we were selected to provide security and cleaning
services for the Birmingham 2022 Commonwealth Games. This
will involve more than 2,000 security colleagues working on various
sites in the lead up to and during the Games. With athletes and
spectators from all over the world attending, this is an exciting highprofile opportunity. As the official security personnel provider, OCS
will provide a range of services including security screening, vehicle
search, patrols, stewarding and cleaning roles at numerous sites across
Birmingham including the Alexander Stadium, NEC Campus, and
Sandwell Aquatic Centre.

using mobile as well as desktop applications, Halo streamlines event
management from the control room to our colleagues on the
ground, connecting multiple agencies, venue functions and teams.
All stakeholders can view live dashboards of an event as well as on
demand reports of incidents and resolution. The Halo technology
allows us to deliver clean, safe, and secure events efficiently.

Superb delivery at Newbury Racecourse
It was brilliant to be able to welcome
public back to the racecourse today,
and we could not have done it
without our amazing team. Well
done everyone.

Amelia Gray, Head of Operations, Newbury
First held in 1930, the Commonwealth Games is a
Racecourse
fully inclusive, international multi-sport spectacular
and I look forward to seeing our expertise in
Supporting recovery in retail
supporting high-profile events in action. A big
With the closure and re-opening of the retail sector
part of Birmingham 2022 is to ensure it is a games
throughout 2021 our teams worked quickly to adapt
for everyone. During the build-up to the games
services to meet changing customer requirements.
OCS will be supporting Sport 4 Life UK charity
Demonstrating values of Care, Safety, Trustworthy and Expert, our
in Birmingham to reach over 1000 people from
colleagues helped retail businesses to open and trade safely. Towards
disadvantage groups and schools to promote sport the end of the year, our focus changed to supporting our customers
and to support athletes of the future.
to embed operational practices that were critical to their venues
Bob Taylor, CEO, OCS UK, Ireland and Middle East

Investing in market leading technologies
During 2021 we invested in new software to keep the public safe at
large events. The Halo System gives our colleagues and customers
access to real time information to aid decision-making. Accessible

reopening. We provided a combination of technology, equipment, and
operating practices with comprehensive communication and staff
training programmes.
We continue to find the right solutions to keep services and
destinations running safely.
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Women in security awards
Gemma Myring, a member of the security team at the
Birmingham Arena, was to be placed on furlough but instead
volunteered to join our Healthcare & Education division to support our
Birmingham Women’s and Children’s NHS Foundation Trust contract
with additional security requirements. Gemma started in the height of
the pandemic and excelled during very testing times.
The Birmingham Women’s and Children’s NHS Foundation Trust
recognised and thanked Gemma for her contribution and support at
the peak of the pandemic and, in addition, Gemma was awarded the
Frontline Category winner at the Women in Security Awards 2021.

Because we care
Living our value of Care during an unsettling year, our colleagues
constantly went above and beyond to make a difference for our
customers whist visiting the facilities that we manage. We received
lots of positive feedback during the year about our services and
our colleagues, including a letter from a visitor to the Eldon Square
Shopping Centre in Newcastle praising Rosa, a key member of our
housekeeping team.

My mum is 93, was very tired and struggling to
drink her coffee. Rosa approached and offered
a cloth for the drips. Rosa was kind, pleasant,
cheerful. We left to go to the car park and she
offered to stay with my mum until I got back to my
car. She then helped me to get my mum into the
car and was gentle, caring and a fantastic support.

It touched my heart and mum and I will always
remember Rosa with fondness for the kind turn she
did us.
Visitor to Eldon Square Shopping Centre
Rosa was presented with flowers by OCS colleagues Paul Thrupp and
Carol McCabe in recognition for such great work.

All smiles in Sunderland
Lifting spirits and making days out memorable is all part of the day
job for our security teams working in our shopping centres up and
down the country. Colleagues Andrew Hunt and Colin Noble, pictured,
kept people and predators safe and smiling at The Bridges Shopping
Centre, in Sunderland.

We strive to be a leading service partner
valued by our colleagues that contribute to the
sustainable future and well-being of our customers,
communities, teams and business. We plan to
achieve this by delivering services safely, expertly
and with care as a trusted partner in our specialist
sector, embracing our family heritage and enabling
our customers to succeed and our colleagues to
thrive. We are able to differentiate from others
through investment in our colleagues and a
relentless focus on improving lives.
Chris Morris, Managing Director, Destinations & Venues
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Aviation & Gateways
Our expert aviation teams provide security and cleaning along with
assistance for passengers with reduced mobility (PRM), facilities
management, hold load logistics, laundry, and baggage screening
services to airports and airlines across the UK and Ireland.
As one of the hardest hit sectors during the pandemic, it was an
unprecedented year for our Aviation & Gateways division. Meeting the
challenges together, our teams continued to provide the best possible
services to our customers.
As passenger air travel was suspended at the start of the year, due
to fears surrounding new variants of Covid-19, and additional delay to
air travel by lockdown extensions, many of our colleagues working at
airports and in support services were furloughed.
As our colleagues dealt with the impact of the pandemic on
the industry, our customers, and their roles, they demonstrated
outstanding commitment to each other as well as the business as a
whole. Living our Values, the effort of colleagues across our customer
sites was nothing short of inspiring.
Despite an uncertain and disrupted year for the aviation industry, the
business delivered some notable successes.

In 2021 we
	Secured a new contract with Aer Lingus at Manchester Airport,
and Jetblue at Heathrow Airport to provide laundry and logistics
	Were awarded our first PRM contract with a regional airport at
Southampton Airport

Securing new business during such an uncertain year shows just how
resilient our colleagues were at meeting the challenges together,
standing strong.
In Ireland we successfully retained our service contracts with the major
airports in the country including:
	Belfast International Airport providing PRM services, cleaning, and
passenger screening
	Cork Airport, where we continue to provide integrated services of
cleaning, hold baggage screening and PRM services
	Dublin Airport delivering the PRM service and hold baggage
screening in terminal 2

2021 was a year in which aviation was impacted
more than most other sectors of the economy.
Despite this, we were able to develop new
relationships. Our colleagues supported all
stakeholders during this difficult period, helping all
airport users to remain safe and offering continued
assistance to passengers with reduced mobility,
even during the most difficult circumstances.
Aine Mulcahy, Managing Director, OCS Ireland, and
Aviation & Gateways
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Southampton International Airport
go live
Winning this PRM contract was a fantastic
achievement for our team in 2021. Southampton
Airport has grown over the past five years,
increasing the number of destinations as well
as attracting more airlines, providing increased
choice for the two million passengers who use the
airport every year. Our multi skilled teams got the
contract off to a great start. The mobilisation team
consisted of a divisional skills trainer and operational
trainers from Glasgow and Bristol airports delivering
on site training for Ambilift and Smax chair
operation and the IT & AvTech teams all joined
forces to deliver the services at go live.
Utilising Dynamic resourcing through the market
leading AvTech Connect system we enabled
enhanced data capture and reporting, introduced
a colleague and reward programme and ensured
good engagement with disability groups.

Pass Track pilot completes
We successfully completed the Pass Track pilot
to support the processing of vetting at some of
the busiest airports in the UK and Ireland and as
the aviation industry continues to recover, we look
forward to seeing this technology rolled out to all
our sites.

Leszek Kancir, Head of Resourcing and Vetting
and James Baxter, Head of IT for Aviation in the
UK led the bespoke design of Pass Track that will
allow us to automate our vetting process, providing
real-time updates and progress of our applicants
and employees. It supports efficient employee
onboarding and reduced lead times, with a view
to reducing overtime and agency spend. Pass
Track has gone live at Heathrow, Southampton
and Manchester airports and is currently being
implemented across the remaining airports within
Aviation & Gateways UK & Ireland.

We are very pleased to continue
to partner with OCS and it is a
reflection of the hard work and
dedication of your team, during
some challenging times you have
continued to deliver an excellent
service. We look forward to working
with you for the extended period to
continue our successful relationship.

We will continue to focus on developing our services
and delivering business growth working with port
authorities, train operating and rail companies and
look forward to delivering a very successful 2022.

Martyn Collings, Operational Support
Manager, Bristol Airport

The importance of ports, docks and
Our customers continue to place their railways in 2021
trust in OCS
The disruption in our aviation sector provided us
Despite the challenges, the team delivered 100%
retention during 2021, retaining our service contracts
with trusted customers such as British Airways,
Glasgow Airport and Bristol Airport.

Bristol Airport PRM contract
extension
We secured a two-year extension at Bristol
Airport for PRM services. We are immensely
proud of our teams at Bristol, and this is a major
success in the retention pillar of our strategy.

with an opportunity to focus on the growth of
services we provide to ports, docks, and railways.
With an integrated services offering covering,
landside operations, passenger services, cleaning,
security, fleet and logistics and specialist
services we secured new customers and
contract awards and we retained our
contract with DFDS Ferries for a further
five years at the Port of Dover.
In 2021 we focussed on building
relationships with port operators,
ferry companies and partners. Our
Gateway business in the UK is now an
important focus for the business and
our growth strategy.
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Welcome to Ireland
Strengthening our services,
innovating, award winning

2021 was a period of considerable growth for OCS Ireland as we
successfully retained several key strategic contracts whilst adding
significantly to our services portfolio across Ireland.
Our Facilities Management Services Division went from strength to
strength. Our customers reacted to uncertainty in the pandemic
by turning to and trusting us to provide them with the services
they needed as their operations flexed up and down, and, as their
requirements changed, we adapted our delivery to match their
requirements. We also secured major new contracts, adding both
government and private sector customers to our existing portfolio.
The retention of key strategic contracts through strong partnerships
and existing relationships remained our priority.
We achieved growth in our Cleaning Division
with new corporate customers and large
multisite nationwide contract wins, and
increased customer focus on soft services
and cleaning in general. This growth has been
supported by increasingly innovative solutions
such as the introduction of mobile response
teams and the use of Co-Botics. In our Security
Division. We continue to be a leader in retail
security and considerable progress has been

made in expanding our presence in Ireland’s transport security sector
as well as our security footprint in Northern Ireland.
2021 was also a year marked with several high-profile awards,
the importance of which cannot be understated. In April, our FM
division won the Project of the Year Award at the FM Awards
2021. The award was for an upgrade project undertaken at
Ervia’s National Services Centre. Ervia is a commercial semistate company which provides strategic national gas and water
infrastructure and services in Ireland. The project included critical
services onsite but also a substantial element of architectural
design and fit out. The project was a perfect example of how
OCS works in partnership with our customers to ensure projects
are completed on time, within budget and without incident.
In November OCS Ireland received a Safety Award in the Facilities
Management Category at the National Irish Safety Organisation
(NISO) Awards 2021. Winning one of Ireland’s premier safety
awards demonstrates the positive and proactive culture of safety
management that exists within our business.
Early 2021 we introduced our Employee Wellness Programme for OCS
Ireland that was broken into distinct timeframes and projects and
was made available to frontline colleagues and our support teams.
Our Wellness Programme aimed to introduce new benefits, lifestyle
changes and events to our teams. We agreed on three distinct
elements to our Wellness Programme.
These included a relaunch of our Employee Assistance
Programme, promoting a series of online Wellness Courses,
and our Employee Benefits portal.
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Making a difference in our communities
We are proud to support our local communities and important charitable organisations. During 2021
we provided much needed donations to SeniorLine, Ireland’s only peer-to-peer telephone service for
older people.

We are most grateful for this donation from OCS Ireland and your support
means a lot to us. 2020 created a very challenging funding environment for
many charities including our own. The need for SeniorLine as a daily support for
older people has never been as great, and your support will help us to continue
this vital work.
Anne Dempsey, Communications Manager & Training Facilitator, SeniorLine
In September, Aine Mulcahy, OCS Ireland Managing Director, took part in a vital Spinal Injuries Ireland (SII)
fundraising event, ‘A Day In My Wheels’. SII is an important charity for OCS due to its close association with
our PRM operations throughout Ireland and this event was a true success that raised an amazing €131,649,
which will allow SII to continue providing a dedicated support service for the 2100+ people living with a spinal
cord injury (SCI) in Ireland and their families.
By taking part in ‘A Day In My Wheels’ challenge, Aine joined many other leading Irish business figures, Irish
celebrities and TV personalities spending 24hrs in a wheelchair to experience first-hand the challenges faced
by wheelchair users daily, while raising both awareness and funds for those who really need it. To get a real
understanding of daily life for wheelchair users everyone undertook both personal and professional tasks
during the challenge.
Aine’s participation in the event allowed her to highlight how vital our PRM services are at Dublin
Airport. SII supplied a film crew to follow Aine in a wheelchair around the airport and she was able to
demonstrate just how important our services are.
The fundraiser was important for us for several reasons, it raised vital funds for a national charity, but
it also raised awareness of the difficulties faced for wheelchair users daily when undertaking everyday
activities. Finally, this event was also important as it allowed OCS to demonstrate that we are making
air travel accessible for all. Our services mean that people living with a spinal cord injury have the same
levels of access to air travel as anyone else.
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Welcome to the Middle East
With an established customer base in the Middle East, we utilised
our expertise and scale to meet the challenges of 2021 and deliver
high quality hard and soft facilities management services to our
customers. We provide a range of services that include cleaning,
mechanical, electrical and preventative maintenance, and biomedical
services in the UAE, Kingdom of Saudi Arabia and Qatar. Working in
manufacturing, education and healthcare we act as a single point of
contact for our customers, managing suppliers and contractors.
During the year we received awards that recognised our services and
values of Care, Safety, Trustworthy and Expert.

OCS Arabia

Contractor of the Year
OCS Arabia was named Contractor of the Year by a market leading
energy customer. The award recognised safe working practices, 100%
KPI scores and excellent standards at the plant, where our team
provided a range of facilities management services.

Medal of Honour
In November 2021, colleagues Issam El Hassan and David
Scott, were involved in an incident in Jeddah. As a result
of their actions on the day, they were awarded with a
Medal of Honour from the French Government.

United Arab Emirates
RoSPA Silver Award

Our UAE business received a RoSPA Silver
Award for dedication to health and
safety in 2021. This is testimony to
the expertise and professionalism
of our colleagues throughout
the pandemic.

This is an excellent achievement by all. Well done
to the management, supervisors and all the team
who work at the plant.
Issam El Hassan, General Manager, OCS Arabia
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Driving the new normal, providing safe working Flexible, safe co-working solutions
During 2021, Landmark provided customers with safe and
spaces, aiding recovery
Landmark is our flexible workspace provider and has 45 business
centres across London and the UK. It serves over 14,000 clients
every day, providing unrivalled service to fast-growing companies,
established SMEs, and household corporate brands. Landmark’s
22 years of experience means it is uniquely placed to help multiple
businesses from a huge range of sectors to find the perfect
workspace. Landmark understands that each organisation and
individual has unique needs, which is why its workplaces are bespoke
and beautifully designed to help people succeed.

2021 taught us that our relationship with the office
is not over, despite what many predicted earlier on.
As a business and thanks to our wonderful teams,
we have been able to navigate the ups and downs
of the pandemic and come out with resilience on
the other side. As long as people continue to want
workspaces, we at Landmark will be here to provide
that and so much more.
No matter what 2022 brings, we remain committed
to helping every working day matter - safely and
effectively. And although the last couple of years
have taught us to expect the unexpected, the
recent waves of people returning to the office
bring hope and a new sense of optimism within our
industry.

secure flexible workspaces in locations throughout the
UK. It promoted high standards of health and hygiene
with enhanced cleaning measures throughout all its
club spaces for co-working and meeting rooms. As
people continued to work from home, Landmark’s
premises throughout UK city centres provided
perfect spaces for all types of businesses.

Despite restrictions on coming together, face to
face meetings and collaboration proved essential to
performance in business, and Landmark’s safe spaces had
good take up as it experienced high demand for larger meeting rooms
and hot desking. While the advice to work from home remained
for a large part of the year, Landmark provided the solution for
organisations and individuals where this was not an option.
When restrictions lifted, Landmark gradually welcomed more clients
back to its centres and supported them in settling into new
models of hybrid working.
Landmark saw teams getting together in person to touch
base at its club spaces, as well as individuals making
the most of private phone booths for virtual meetings.
Landmark’s clients battled against mid-year burnout and
soaked up the summer sun at one of the many centres,
various outdoor spaces and roof terraces.

Ed Cowell, CEO, Landmark
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In response to the changes brought on by the
pandemic to patterns of work, in April Landmark
partnered with Corporate Culture to create the
Human Organisation white paper. This explored
ways in which businesses can make the most of the
workplace and maximize their productivity as they
move out of the pandemic. The paper shared
learnings and benefited from partner insights to
understand and prepare for the emerging trends in
the marketplace.

Design your own space
In July Landmark rolled out its AI-based tool Cognito,
offering clients the opportunity to design their
flexible workspace to support new ways of working
and maximize efficiency. Landmark understands
that the working day looks different for everyone
and are pleased to be able to offer its clients the
ability to tailor their space to fit their needs.
In September Landmark hosted its first in-person
event in over a year, welcoming agents, brokers,
colleagues, and clients to its Beaufort House centre
in Aldgate. Central to the client event was a panel
discussion on the future of work, where current
Landmark clients and several industry experts
shared their insights.
The back end of the year began to see enquiries
about flexible office space offerings finally return
to pre-pandemic level. The year taught us that
the relationship with the office is not over, and

Landmark is positioned to create the workspaces
that work for clients by being flexible and
responsive. It remains committed going forward to
work in partnership with its clients to ensure they
make every working day matter - safely and
effectively.

Helping the community in Bristol
recover and rebuild from Covid-19
Landmark helped businesses in Bristol
to recover and rebuild from Covid-19 by supporting
the Redcliffe and Temple
Business Improvement District (BID).
The BID responded to the challenges of Covid-19 by
improving outdoor spaces and enhancing health
and wellbeing in the Redcliffe and Temple area
in Bristol City. It also aimed to attract and retain
talent, give businesses a voice, and create an
outstanding community.

We’re pleased that the
Redcliffe and Temple BID is
paying particular attention
to landscaping, better lighting,
cleanliness and adding more
seating to make it a more attractive
and enjoyable place to spend time.
Charles Fielder, General Manager, Landmark
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Welcome to Thailand

The impact of Covid-19 across the Asia Pacific businesses in 2021
continued to be significant and, in response, the management teams
took critical steps to ensure the safety of our colleagues. Using
our collective resources, we established accelerated vaccination
programmes in all territories which resulted in our colleagues receiving
the vaccine well ahead of the national average. The resilience and
dedication of our colleagues during the pandemic was nothing short
of exceptional, effectively enabling our customers to be able to
continue to serve their own customers. Working in partnership with
our customers, we kept people safe and ensured business continuity.
In a year defined by change, we are enormously proud of what we
achieved together, in the face of adversity.

This was a year in which we rose to the challenge
of dealing with the big issues of the times. From
ensuring colleagues were protected by vaccines,
to taking practical steps to protect our precious
environment, our business was at the forefront.
Despite a difficult year we were able to further
develop our business across the region, forging new
partnerships through the efforts of our expert
colleagues.
Gilles Mahe, CEO, OCS Asia Pacific

PCS is a business built on respect and one
where everyone is welcome. We continue to be
dedicated to fostering equality in the workplace.
Our Vision is to improve the quality of people’s
lives and to make a positive contribution to the
communities in which we serve. Our Values of
Care, Safety, Trustworthy & Expert, continue to
be the guiding light by which we operate.
In a year of immense challenge, our frontline colleagues and our
management team showed both agility and determination in
adapting our services to ensure compliance with evolving Government
guidance. We quickly changed, modified, reduced, or expanded
our diverse services to meet our customers’ changing needs as the
pandemic progressed throughout the year.

A tough year for Thailand, its people, and our
business. Despite this, our teams demonstrated
remarkable resilience and impressive teamwork.
Our three-point crisis plan: ‘save lives,’ ‘secure the
business’, and ‘recover quickly’ together with our
Values, of Care, Safety, Trustworthy and Expert
ensured we made strong, effective and balanced
decisions that we can look back at with pride.
Ann Bell, Managing Director, PCS Thailand
PCS delivered a strong financial performance in 2021. Whilst our
retail, commercial, healthcare and education sectors experienced
revenue reduction they remained strong overall profit contributors.
Our manufacturing, engineering and foodhouse businesses proved
robust and, despite the pandemic, grew both revenue and profit. The
PCS business remained a strong contributor to overall Group profit
and is positioned well to grow in 2022.
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Commercial & residential
Supporting business success

We provide professional facilities management
and property support services for all types of
commercial buildings and companies. Working
with our customers, we develop bespoke service
solutions that ensure their property and assets
are well maintained, secured and managed to the
highest standards.
During the pandemic we adjusted our cleaning
regimes to ensure a focus on the high-frequency
disinfecting of touchpoints, thereby reducing risks
to service users. Colleagues remained focused on
reducing the risk of infection, with increased use of
PPE, sanitisers and daily temperature checks. For
colleagues, we introduced a system of isolation
if a fever was detected in employees or
their households, daily Google Form selfassessments, social distancing, and
regular testing and quarantining as
required. Utilising remote platforms
during the pandemic was critical to our
customer care and vital in maintaining
communications and we used a variety
of solutions to keep our customers
up-to-date.
By adopting this collaborative approach, we
were able to maintain high standards of safety,
keeping our customers’ premises and operations

safe while protecting our frontline colleagues. As
the economy and industries began to recover in
the autumn, we focused on communication and
engagement with our customers to ensure we
provided the right support as our colleagues began
to return to the workplace. In December however,
as the threat of a new wave became evident, we
reverted to earlier protocols.

Delivering best practice, sharing our
expertise
During the year, our leaders shared their expertise
on our social media channels including YouTube
and LinkedIn, and we published thought leadership
articles on our website to support our customers to
navigate the pandemic. PCS Thailand and Diversey,
one of our leading strategic partners in hygiene,
infection prevention and cleaning solutions, shared
knowledge by discussing the importance of having
a multi-tiered approach to the cleaning process.

Protecting properties and assets
Through bespoke service solutions we ensured
our commercial customers’ properties and assets
were well maintained, secured and managed to
the highest standards while protecting frontline
colleagues. Workplace safety remained our first
priority and we worked with our customers to
develop robust guidelines that secured safe
workplaces with safety procedures for all our
services meeting Government and Public Health

guidelines on social distancing and safety of
customers, employees and visitors.
Our security colleagues played an essential role
in mitigating the risks of the pandemic and our
teams provided important reassurance to returning
employees and customers.
We adjusted our cleaning regimes at our customers’
sites to ensure a focus on the high-frequency
disinfecting of touchpoints, thereby reducing risks
to service users.

Stengthening our capabilities
With decades of experience in the sector, we
strengthened our capabilities by introducing
new expertise and investing in more specialist
roles to deliver our technology-enabled business.
Our technology solutions were applied across
our portfolio of facilities management services
and ensured customer safety, improved indoor
air quality, and reduced energy consumption
supporting our sustainability vision and improved
overall environments.
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Our presence in the retail sector
PCS has been working with the retail sector for over
20 years. We combine our experience with specialist
knowledge to deliver a best-in-class service. We
work with the biggest and the best of Thailand’s
retailers, large retail parks and shopping centres,
providing essential services that include security,
cleaning, engineering, and stocktaking.
Despite the challenges of 2021, we continued
to expand our presence in the sector. We were
awarded a new security contract with, one of
Thailand’s leading retail malls and we also retained
our security and cleaning contract with Asia’s
largest start up technology hub, True Digital Park,
with whom we have partnered since 2019.
We take standards of service to the next level,
focusing on our skilled and experienced colleagues
trained through our bespoke PCS Service Excellence
Training. With changing safety guidance and

disruption to retail throughout the year, we worked
closely with our customers to find new ways to
improve standards, reduce risks and provide genuine
value in the services we provide.
In 2021, our retail expertise and specialist procedures
ensured the quality of service remained consistently
high, despite disruptions, and this was reflected in
our annual customer satisfaction scores.

management team were isolated from other
teams, to minimise the spread of the virus. We
adopted a risk assessment to identify colleagues’
personal circumstances that enabled us to
develop a security risk profile. Our approach and
safety protocols were so effective that our
customer requested that we carry out briefings
with other contractors to share best practice.

Keeping factories safe and productive Our catering services
We provided specialist cleaning security and
engineering services to our large and growing
portfolio of manufacturing customers. Working
in partnership to understand their complex
operations, we delivered service solutions to meet
their specific needs. We supported site efficiency
and manufacturing performance during a
turbulent year for the sector and we supported our
customers’ success.
We worked in partnership with a global
manufacturer of hard disks, based in Ayuttaya.
Their large production facility was supported
by over 100 PCS security colleagues during 2021,
working around the clock to keep colleagues
and visitors at the plant safe. Temperature
checks were carried out daily, and, during highrisk periods, key members of the production and

The year saw an increase in demand for our
catering services across education and healthcare.
As a result, PCS colleagues went above and
beyond to extend and tailor our services to meet
the changing needs of our customers, across the
multiple sectors we support.
Our catering services played an essential role
in hospitals during the pandemic. Focussed on
improving the lives of patients, our foodservice
was designed to aid recovery by supporting
nutrition and wellbeing. We worked hand in
hand with our healthcare customers to provide
more choice to patients with specific dietary
requirements, and we provided alternative
menus that included Halal, low-potassium and
pureed food, to support patient wellbeing.
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Our experts continue to strive for new solutions
that can improve lives and, in 2021, innovations
included launching a new patient food trolley and
a cashless system for bedside food ordering. By
innovating in this way, we were able to give patients
more independence, providing them with a service
that enabled them to choose and order meals from
their hospital bed.
At PCS, we know that educational buildings and
facilities are a fundamental part of the student
experience. Working with schools, colleges, and
universities we created safe environments for those
students and employees who continued coming
to site during the pandemic. As the education
system began to welcome students back to sites,
we supported our customers by ensuring facilities
remained safe and were welcoming and supportive,
thereby helping students to return with confidence.
Throughout the year, to meet changing catering
requirements in our education settings, we adapted
our foodhouse services- a joint venture between
PCS and leading restaurant business, S&P Syndicate.

Nutrition supporting student success
Students got a taste to remember during 2021,
when we secured a new catering contract
with leading educational institute, Bromsgrove
International School Thailand. Building on our
knowledge of the food industry and experience
working in the education sector, we now cater
for students and employees at campus, providing

a team of specialists and nutritionists on site,
developing new and exciting nutritious and delicious
menus. As part of our service, we developed a range
of catering solutions to ensure a great experience
for all. From canteen renovations and kitchen design
to site surveys and interior design we sought to
maximise the use of the space. Our designs were
informed by sanitation guidance and requirements,
and our team of nutritionists and chefs created
tasty and nutritious dishes for over 1,000 diners.

Working with our healthcare
customers
With the ongoing challenge of Covid-19 it was
another difficult year for the healthcare sector,
despite this we supported our customers every step
of the way. Working in partnership with 42 private
hospitals across Thailand, we provided stand-alone
facilities management services and fully integrated
facilities services management.
We have been providing catering solutions to the
healthcare sector for over 10 years and, in 2021,
we partnered with Bangkok Hospital, supporting
the wellbeing of patients and staff during the
pandemic. Ensuring compliance with Covid-19
ward and food safety guidance, we ensured high
standards of services and safety. As required,
we adopted new safety protocols that included
replacing real crockery and cutlery with disposable
alternatives in wards. Further, to mitigate the
impacts of Covid-19 on our hospital food service, our

teams developed contingency plans for a variety
of situations that were anticipated during the
pandemic, so we are ready to respond quickly to
changing circumstances. In our drive for continuous
improvement and safety, we introduced UV-C
disinfection solutions to enhance the effectiveness
of our disinfection programme, which was more
important than ever before.
We also provided cleaning and engineering
services to Bangkok Hospital for their
cancer and cardiology facilities.

Understanding the needs of
International Schools in Thailand
PCS has worked with Thailand’s leading
international schools for 29 years, providing
personalised and integrated solutions that enables
them to focus on helping students achieve their
full potential. To continue to improve the services
we provide and strengthen customer care, we
conducted a series of customer engagement
sessions with key stakeholders to assess
international schools’ facilities management needs.
These sessions painted a picture of modern schools
looking to address their key needs by providing the
right mix of people and technology. These sessions
enabled us to continue to evolve our services to
meet the needs of our customers.
We deliver single services, including catering,
cleaning, engineering and security in academies,
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colleges and universities, focusing on the optimum
solution to address a particular challenge. For
institutions requiring support across a number of
services, our integrated facilities management
structure means we can achieve greater
productivity in service delivery and seamless
management and reporting across every area.
Our security colleagues’ work with schools and
universities across Thailand to keep students and
facilities safe and operational. Our customers
included Bromsgrove International School, Thailand
and Siam University.

Building a better future
It was a year in which PCS launched a
revitalised sustainability strategy, expanding
our focus on environmental protection and
carbon reporting, as well as projects that
make a difference in our communities.
Delivering on our environmental programme, we
focused our efforts to increase support for our ‘four
pillars’ of sustainability: social mobility, environmental
protection, carbon reporting and communications.
In 2021 we enhanced our environmental protection
initiatives across the business, focused on limiting
our carbon footprint to make even more progress
towards our sustainability goals. We implemented
several measures to make PCS more environmentally
friendly, including installing solar panels, limiting
energy consumption, and reducing our use of

plastics. We also believe in making a lasting
impact outside of our business and during 2021, our
colleagues banded together to plant an additional
300 mangrove trees in Bang Pakong, Chachoengsao
in our efforts to strengthen the local ecology.
Volunteers from our team waded through muddy
swamps in the afternoon sun, working with
employees from the Thai Department of Marine
and Coastal Resources to preserve these vulnerable
coastal areas.
By helping these mangroves take root, we are
playing a role in helping protect the environment,
the ecosystems, and people in Chachoengsao over
the long term. However, we want our participation
to represent more than a mere gesture, or one-off
exercise. The team have already begun planning for
PCS to return next year to maintain the green area
we’ve planted.

We will continue to partner with local
leaders and government offices,
to continue to nurture both the
mangroves and the relationship we’ve
built with the communities here.
Nitinan Thamhatai, foodhouse Managing Director,
PCS Thailand
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Digital transformation
Neos IT Services and PCS Thailand sign
Memorandum of Understanding
A new arrangement providing sustainable and energy efficient endto-end IoT solutions to customers throughout Thailand launched in
2021, as part of our digital transformation initiative.

As a leading facilities management company, we
need to be continually enhancing the services
which we provide to our customers. Using
technology, we can accelerate this process and
provide our customers with more efficient and
cost-effective solutions.
Ann Bell, Managing Director, PCS Thailand
The IoT platform enables smarter and healthier buildings through
installing state-of-the-art sensors on site, connected to the cloud,
and combining with a powerful data analytics platform. We are
already seeing the benefits of the platform that include improving air
quality in the schools we work with, creating a healthier environment
for students.
The initial solutions bringing people and technology together will
be geared towards, but not limited to, education, healthcare, retail,
and manufacturing.

charities. In recognition of PCS’s sustainability progress, we were
awarded the American Chamber of Commerce in Thailand, 2021 CSR
Excellence Special Award Finalist for Sustainability, Diversity,
and Inclusion.

Field Hospital in Ayutthaya provides safety for
manufacturing employees
In 2021 over 100 private enterprises and factories in Ayutthaya
province initiated a programme to provide safety for those working in
the manufacturing industry in the area.
A 6,000m2 field hospital was set up in Bang Pa-In Industrial Estate to
serve up to 1,000 Covid-19 patients. As well as those working within
the industrial estate, this field hospital also took in people in the
Ayutthaya area. As an expert in cleaning and facilities management
PCS Thailand supported our customer to participate in the setup of this field hospital. More than 20 colleagues volunteered their
support, providing cleaning and disinfecting services from the time of
construction to the opening of the field hospital in September 2021.
PCS Thailand was honoured to be a
part of the initiative and were
proud to be able to use
their expertise to help
keep patients and the
community safe.

Making a difference in our communities
We focused on social mobility in 2021 by supporting charities aiding
people most affected by Covid-19. This included our ‘Miracle of Giving’
campaign, where we donated two million baht to ten different
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Welcome to OCS Malaysia
Investing to support sustainable
growth

We purchased the local ISS Malaysia business in October 2020, to
complement our existing soft service and growing IFM business, and
further expand our sector expertise, particularly in the manufacturing
sector. The businesses are now fully integrated, based in our new
headquarters, bringing colleagues from both companies together
in one space. Our new site in Shah Alam is more convenient for our
colleagues and customers to reach by rail and road. Shah Alam is one
of the major cities in Malaysia’s Klang Valley, which includes Kuala
Lumpur and its suburbs, as well as neighbouring cities and towns in
the state of Selangor.

services that aligned with our development plan. These included a
GBI (Green Building Index) accredited commercial building owned
by an international property developer, a global US consumer
healthcare business and a multinational truck manufacturer.

Rising to the challenge

We invested in systems in 2021 that reduced the amount
of time colleagues spend on specific activities,
increasing productivity. These systems included a
new CAFM Solution, used in facilities management
services to schedule and track work orders, as
well as INFOTECH, a time and attendance
management system with facial recognition
for increased transparency and accuracy.

2021 was a remarkable year for our Malaysian teams, who, like our
colleagues in other areas of Asia, saw Covid-19 dominate many
aspects of life. Our goal was the safety of our colleagues, ensuring
our teams were vaccinated as soon as possible to protect them
and their families and to maintain our services for our customers.
We continued to modify our services and ways of working to
ensure continuing compliance with Covid-19 safety rules for
the facilities management industry and businesses. The teams
worked quickly, and distributed disinfection services to multiple
customers, that were predominately manufacturing sites, to
enable them to continue production. Throughout 2021, our teams
remained focused, and we acquired more than 30 new contracts,
with a surge in the demand for integrated facilities management

Innovation with new technologies
As we focus on sustainable solutions to support our goals and help
ensure a brighter future, we continued to make use of innovative
technology to improve our services and increase our efficiency and
support our customers’ success.

We will continue to make progress towards
being a leading facilities management
provider in the region and will aim for increased
growth by capitalising on new possibilities
in manufacturing, education, and retail.
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Welcome to India

Innovating our services,
expanding our reach, delivering
for customers
Throughout 2021 our colleagues accomplished a great deal against
the backdrop of the pandemic and the ambiguity this meant for our
customers. While new covid variants and the deadly second wave
of the pandemic in April did create a degree of uncertainty for us,
we continued to look ahead and focus on our target sectors with
confidence. We provided trustworthy and expert service during times
of crisis for our clients. We successfully developed and implemented
expertise in indoor air quality & clean rooms to level 8 cleaning
standards and acquired ISO 14644 : 2015 certification.
We opened new avenues of income by offering our expert
services to leading players in sectors like data centres where
we witnessed a revenue growth of 65%; pharmaceutical
manufacturing with 20% revenue growth; and premium
residential sector with 22% growth. We remained resilient in
the face of adversities and continued to build value for all our
stakeholders responsibly while focusing on business growth.

Technology
To further improve our services and become more efficient, we
implemented new technology solutions at our existing sites that
enabled data driven decision making, effective management of tasks

and checklists and improved turnaround time. These sites included
a major healthcare provider, one of the leading airports in India, a
university, and a large-scale residential project in Mumbai.

Industry recognition
In 2021 our colleagues received the prestigious Transformative
Technology Company Award at the Catalyst Company Awards
held at the Future IT Summit Asia. The Award recognised the stellar
performance of industry players who are leveraging technology to
deliver business excellence and drive the best customer experience.
Going from strength to strength in the data centre sector, our
focus and performance in this area of our business resulted in
acknowledgement from our peers. This led to colleagues being
awarded the Data Centre Service and Maintenance Team at the
Mumbai Cloud and Data Centre and Convention Awards for the
South Asian Region. This was an excellent achievement for our team
in Mumbai.
Our Data Centre Footprint delivers for customers

15 Data Centres
with 200 MW
capacity

350+ dedicated
technical
personnel

Approximately
1.2 million+ sq. ft.
of datacentre
area

Technical cleaning
footprint of 0.32
million sq. ft.
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Sharing our expertise

Engineering experts at work in our airports

In 2021 we launched our first podcast series featuring experts from
across the business. Our series included an episode on ‘Output Based
Contracts & Specialisation – Next Wave of Growth in Indian Facilities
Management Markets.’ Tarun Sibal, Chief Sales and Marketing Officer
at OCS India, provided valuable insights on various aspects affecting
customers; barriers to change; the importance of a data-first
environment and a deep dive into the ‘MOSS’ framework which helps
FM companies to recognise and seize the opportunity to re-think, refocus and re-engage. This is a new approach that supports business
performance and differentiates us in the market.

We are proud of our engineering expertise and our team at one of
the largest airports in the country for winning the bronze medal
in the CIP (Continuous Improvement Plan)
stakeholder’s competition in 2021. The team
were recognised for improving the lowtension electric panel automation, which
is a part of the electrical distribution
board that receives power from
the generator or transformer, that
helped our valued aviation customer
to make significant savings.

The MOSS framework
Managing and integrating multiple locations
Operating model
Specialised workforce and teams
Strategic engagement
We look forward to continuing to share our expertise on issues facing
our service sectors through similar initiatives.

International Housekeepers Week
International Housekeepers Week 2021 presented a special
opportunity to acknowledge the outstanding efforts of our
housekeeping team and show our appreciation for a job well done.
Our colleagues’ constant commitment to uphold our Values of Care,
Safety, Trustworthy and Expert forms the cornerstone of the service
quality we strive for. It is the hard work of our housekeeping colleagues
that provides our customers with the peace of mind that comes from
having a safe workplace.

Our customer tells us
why we make a difference
Our aviation customers were profoundly
impacted by the pandemic, it being one of
the hardest hit sectors due to travel restrictions
and lockdowns. We were pleased to hear from a leading
global airline, working out of one of India’s largest airports, their
feedback on our exceptional delivery and how OCS colleagues were
making a difference to their business.

Just a note to show our appreciation to OCS India
and their team for the prompt response in solving
issues at the airport. Your efficiency and dedication
ensures all issues are rectified quickly.
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Sustainable solutions supporting
business success
Our team helped to repair a
faulty runway cross mark that
was considered to be irreparable,
and we were highly praised for
our service by the management
team at the airport. Customer
appreciation like this showcases
the role of our colleagues in
maintaining critical infrastructure.

Supporting our customers to navigate
the pandemic
In 2021, we supported our customers to navigate
the pandemic with a portfolio of services that
included:
ISO Certified
Global HSQE
best practices
9,600
dedicated
and trained
colleagues

Experts in
specialised and
on-demand
services

Sanitation
and Microbial
disinfection
services
Best in class
service and
delivery

We continued to work with our customer, a leading
networking and IT hardware company, to deliver
cost savings, reduce our carbon footprint, and
maintain safe operations. Our activities included the
implementation of water dispenser timer control at
our sites. The solution involves a mechanism where
the power supply to water dispensers on all floors
are mechanically managed by a main controller.
The dispensers save energy and costs when they
automatically turn off outside working hours.

Global health and safety best practice
This year we began monthly health and safety
webinars for all frontline colleagues. The webinars
covered training, accident reporting, and
inspections. To support business performance,
we moved our complaint management system
online making it easier and more efficient to log
and monitor issues. OCS India successfully met our
corporate HSQE action plan by 100%.

This is a good example of how our colleagues
are providing customers with insights and
recommendations that can help them to reduce
their CO2 greenhouse gas emissions and costs.

Supporting local communities
We are committed to adding value in the
communities we work in. This year one of the
ways we gave back to the community was by
donating a van to Bhakti Seva Charitable Trust.
The van is being used as an ambulance to tend to
injured animals and is helping the Trust to provide
timely and critical care to abandoned, injured, and
orphaned animals in their time of need.
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Welcome to Australia
& New Zealand

Sustainable growth, caring for
our communities, certified Toitū
net carbonzero
OCS Australia and New Zealand’s (ANZ) busy year began
with the acquisition of 1M, a leading commercial and
infrastructure air conditioning mechanical services
company, with expertise in providing HVAC services.
The acquisition is a welcome boost to the everexpanding capability of our facilities management
business, and we were pleased to welcome 1M
colleagues to OCS.
Covid-19 continued to cause business uncertainty in
2021 and many organisations chose to defer going to
tender for essential facilities services. Notwithstanding
this, the ANZ team secured some great wins.
In a year where healthcare remained at the forefront, the New
Zealand team worked closely with OCS healthcare colleagues in other
territories, to secure the cleaning contract for Timaru Hospital, part of
South Canterbury District Health Board. The team also worked closely
with global hygiene solutions supply partner, Diversey, to implement a
new infection control system.

OCS was engaged with us right from the start of
the process. I knew I would enjoy working with the
OCS team when they did the site walk-around.
Tania Kelly Procurement and Contracts Manager, South Canterbury
District Health Board
Further cementing our expertise in delivering quality service to
the education sector, our New Zealand team was re-awarded the
cleaning contract for Otago University at tender and won the
building maintenance services contract for existing customer Victoria
University of Wellington.
Success in the retail sector came when we won the cleaning contract
for Auckland community shopping centre, Ormiston Town Centre.
Despite the downturn in the aviation sector, our team in Western
Australia were successful in retaining the cleaning contract for key
customer, Perth Airport, adding building maintenance services to be
provided though our Midcity business.
Midcity had further success, being appointed a preferred insurance
repair specialist to Suncorp Insurance.
Our teams across Australia and New Zealand spent much of the past
year assisting our essential services customers with their Covid-19
response on their sites, including at airports where repatriation flights
with potentially Covid-positive passengers were arriving.
In September and October, as New Zealand’s vaccination
programme ramped up, team members stepped
up to assist at pop-up vaccination clinics, including
Rotorua’s first drive-through vaccination clinic.
The clinic was a collaboration between several local Māori
organisations and the local District Health Board.
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Recognising the lower vaccination rates for Māori, the drive-through clinic aimed to increase the number of
vaccinations for Māori and other members of the community.
Our OCS team exemplified our OCS Values, and they were proud to support their local community. They
assisted with cleaning and sanitisation services each day of the drive-through initiative, provided laundry
services for PPE, as well as specialist cleans.

Building a better future for all
Delivering on our sustainability focus, ANZ became carbon neutral, offsetting carbon emissions from 2020
and 2021, and achieving Toitū net cabonzero certification in line with ISO 14064-1.
OCS Australia was also a finalist in the Toitū Brighter Future Awards for Climate Action.

Making a difference in the communities where we work
For OCS giving back to our communities is a fundamental part of what we do. We continued to work in
partnership with First Foundation providing scholarships for aspiring students who are first in their family
to study at a tertiary level in New Zealand. We awarded four scholarships to local young people to help
them to fulfil their graduate ambition. You can read about how the scholarships are benefiting Braden,
Joelei, Isabella and Nidhi on page 20.
We have a close working relationship with Workbridge, which supports people with disabilities into
employment. This relationship saw our West Coast team named as a finalist in the Attitude Awards ACC
Employer Award category. The Awards are a televised event celebrating the achievements and successes
of New Zealanders living with disabilities. OCS West Coast was nominated by Workbridge and currently
employ four team members who have come through Workbridge.
In Australia, we work with Disability Employment Service NOVA. Through this partnership, we employ
people with mental and physical disabilities and the long-term unemployed, helping them establish and
develop their careers.
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National recognition for outstanding services,
exceptional teams
With an impressive eight finalists in the Building Service Contractors
of New Zealand Inc (BSCNZ) CleanSweep™ Awards 2021, the Oscars
of the cleaning industry, our amazing colleagues were winners in
two categories.
The Westport team won the award in the Education category for the
work they do with Buller High School, and in particular the support
they provided after the devastating floods in 2021.
Recognised for the amazing service they deliver 24/7 to the
Queenstown Events Centre, our Queenstown team won the award
for Retail/Hospitality/Leisure under 15,000m².
Gareth Marriott was proud to see the hard work his teams put in
every day highlighted at a national level:

This is a great acknowledgment of the huge
effort our team puts in to delivering a high level of
cleaning for all our customers, particularly under
such challenging circumstances.
Gareth Marriott, Managing Director, OCS ANZ

Photo: NZ Defence Force

Buller High School, Westport

Following the devastating flooding the frontline team worked
tirelessly to have Buller High School ready for students to return.
Contract manager, Hannah Bill and the OCS team at Buller High
School were recognised in the CleanSweep™ Awards for the full range
of cleaning services they provide to the school.
As part of the feedback from the school’s CleanSweep™ Awards
entry, judge Wendy Stephens, stated that she was very impressed
with the site during their visit.

You could eat your dinner off the floors. It was
spotless on the day of the visit and by all accounts,
this high level of service is the norm. The windows
sparkled.
Wendy Stephens

Queenstown Events Centre
Contract manager, Karine Bond and her team were recognised for the
work they carry out at the Queenstown Events Centre, which includes
the full range of services, with the flexibility to provide services at any
time as required around ad hoc events, Wendy added:

OCS have strong frameworks in place to ensure a
great service is delivered with its corporate systems
and protocols.
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