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Strategic report

The Directors present their strategic report for the year ended 31 December 2021.
Principal activity .

The company is a private company limited by shares and a wholly owned subsidiary of ISS UK Limited, operating as
part of the ISS Group’s activities within the United Kingdom.

The principal activity of the company is facility services, which incorporates the provision of daily cleaning services,
catering services, maintenance activities and services associated with building maintenance and security.

Development and performance of the business of the company

Turnover for the year was £713.9m (2020: £750.3m) and resulted in a gross profit of £77.7m (2020 £23.5m). Turnover
decreased by 4.9% through a combination of net contracts lost during 2020 and 2021 and particularly the negative
impact of Covid-19 on occupancy levels and social contact on areas such as food services, aviation and the hotels &
entertainment/hospitality and travel segments.

Gross margin has increased to 10.9% (2020: 3.1%), impacted by a reduction in staff due to low occupancy levels from
Covid customer closures and lower cost base associated with the reduction in revenue. 2020 saw a higher use of sub-
contractors and temporary staff to cover Covid cleaning work and project work over the Covid period. Costs associated
with furloughed employees was partially recovered by grant income recorded in other income detailed below.
Operating profit was £20.6m (2020: loss £31.0m) with administrative expenses decreasing by 20.4% due to non-
recurring expenditure in 2020 and cost efficiencies in 2021 from OnelSS restructure. Included within operating profit
is £5.5m (2020: £24.2m) of grants received under the UK Government Coronavirus Job Retention Scheme. The
company’s profit before taxation was £19.5m (2020: loss £31.9m). The company made a profit after taxation of
£19.2m (2020: loss £26.7m). No dividends were paid during the year (2020: £nil).

Business environment

The external commercial environment is expected to remain very competitive in 2022. However, the Directors remain
confident that the company’s underlying performance levels excluding the impact of Covid, will be maintained in the
future, subject to the uncertainties related to the Covid-19 pandemic described below.

The outlook for 2022 assumes that across the UK there is a continued but gradual retumn to the workplace and Covid-
19 recovery and the Directors remain confident that the business is well positioned to gain market share, in a growing
market underpinned by increased outsourcing and continuing demand for higher quality services. Despite the growing
risk of inflationary pressures, as outlined below in Principal Risks and Uncertainties, it is the view of the Directors
that the company’s underlying performance levels will be maintained in the future.

Key performance indicators (“KPIs™)

Given the straightforward nature of the business, the Company’s Directors are of the opinion that analysis using KPIs
already given above, is appropriate to give an understanding of the development, performance or position of the
business. .

Principal risks and uncertainties
The management of the business and the execution of the company’s strategy are subject to a number of risks.

The key business risks and uncertainties affecting the company are considered to relate to competition from both
national and independent contractors; service performance; employee retention; food and other inflations; as well as
legal and regulatory developments such as the Apprenticeship Levy. Current macroeconomic conditions are uncertain
with both the impact caused by the emergence of Covid-19 creating wage inflation and labour shortages. Further
discussion of these risks and uncertainties, in the context of the Group as a whole, is provided in the annual report of
ISS A/S which does not form part of this report but can be obtained from the address in note 24.

The company is required to account on its statement of financial position for any deficit in the defined benefit pension
schemes of which it is the sponsoring employer. The deficit relates to inherently uncertain long-term liabilities and
assets and is calculated annually by an independent actuary.
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Strategic report (continued)
Principal risks and uncertainties (continued)

In addition to those risks outlined in the annual report of ISS A/S, the company must adhere to all required laws and.
regulations as they pertain to the markets that the company operates in, including the National Minimum Wage across
all its workforce as appropriate.

Note 17 of the accounts describes a pay-related review which is ongoing and for which the company has established
a provision that includes an estimate for any fines and penalties. Please refer to the Corporate Governance section of
the Strategic Report, which outlines the mechanisms to which we provide assurance around compliance to these
requirements. :

Exposure to credit, liquidity and cashflow risk

The management of the business and the execution of the company’s strategy are subject to a number of risks.
Credit risk is the risk that one party to a financial instrument will cause a financial loss for that other party by failing
to discharge an obligation. Company policies are aimed at minimising such losses, and require that deferred terms are

only granted to customers who demonstrate an appropriate payment history and satisfy credit worthiness procedures.
Details of the Company’s receivables and estimated credit losses are shown on the balance sheet.

Liquidity risk is the risk that an entity will encounter difficulty in meeting obligations associated with financial
liabilities. The Company aims to mitigate liquidity risk by managing cash generation by its operations, applying cash
collection targets throughout the Company. The Company also manages liquidity risk via revolving credit facilities
and long-term debt.

Cash flow risk is the risk of exposure to variability in cash flows that is attributable to a particular risk associated with
a recognised asset or liability. This risk is mitigated by cash pool arrangements between ISS UK Limited businesses
and ISS Global Group.

Directors’ qualifying third party indemnity provision

The company has granted an indemnity to all directors of the company against liability in respect of proceedings
brought by third parties, subject to the conditions set out in the Companies Act 2006. Such qualifying third party
indemnity provisions remain in force as at the date of approving the directors’ report.

Section 172 of the Companies Act 2006

The below Stakeholder Engagement table and Section Two, Corporate Governance describe how the ISS Facility
Services Limited Directors have regarded the matters set out in section 172(1) (a) to (f) when performing their duties
under section 172:

(a) the likely consequences of any decision in the long term,;
(b) the interests of the company’s employees;

(c) the need to foster the company’s business relationships with suppliers, customers and others (see table below —
various Stakeholders);

(d) the impact of the company’s operations on the community and the environment (Community — Environment and
Sustainability);

(e) the desirability of the company maintaining a reputation for high standards of business conduct (Section Two
Corporate Governance); and

(f) the need to act fairly between members of the company (Employee — Diversity and Gender Pay.

ISS Facility Services Limited’s Board of Directors consider that they have adhered to the requirements of section 172
and have, in good faith, acted in a way that they consider would be most likely to promote the success of the company
for the benefit of its wider shareholders and stakeholders.
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Stakeholder
Engagement

Stakeholder Group

Why are they important/key matters of the Group and
Engagement

Strategic Decision Made in 2021

Impact on Stakeholder Group and further actions

Employees / Trade
Unions

ISS Facility Services Limited is part of the ISS UK Group
which is one of the largest private company employers in
the UK and as such acknowledges the key roles employees
play in the success of the business.

2021 was another challenging year for all employee sectors
with further lockdowns and surges in the virus strains.
Maintaining employee health, safety and particularly
mental health (see below) was seen as a key matter to
continue to manage. .

Recruitment became a rising challenge throughout the UK
and ISS enhanced focus on initiatives (see below example
— Joint Forces)/

Another key matter for this Group is Diversity and
Inclusion (see examples betow)

1SS ined dedicated to the safest working
i for employ b hout the various stages

ofthep whilst also ging resource fl i

and empl * individual employ requirements. The

formal Country Emergency Response Organisation
{CERO) remained in place with the remit of the Group to
provide guidance and support for all employees and
operations.

At the beginning of the pandemic the UK Executive
Management Board (EMB) made the decision to adhere to
Government guidelines strictly. In those cases where it may
have been possible to take various courses of action, the
CERO (delegated authority of the EMB) ensured that
interpretation of the guidelines was reviewed and approved.

In line with ISS Group, ISS UK Group made Diversity a key
priority. (see examples below)

ISS employees work in several different areas and all of these
continued to be affected by the Global Pandemic. The
decision by the company to strictly follow Government
guidelines at all times enabled the central group to be clear
on the position of the company through interpretation of those
guidelines and ication throughout the busi ina
wholly consistent way.

ISS ensured that there was ongoing clear communication
regarding the updates from Government and interpretation of
any requirements with respect to impact on company
employees.

As a result of employ and feedback from the
operations, the CERO created some key initiatives:

« Simpler, one stop section of the UK intranet with links to
all requirements and

* Ongoing and regular clear communication in a confusing
period.

Further initiatives detailed below.
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Stakeholder Group

Why are they important/key matters of the Group and
Engagement

Strategic Decision Made in 2021

Impact on Stakeholder Group and further actions

Employees / Trade
Unions (continued)

Example 1 - Mental Health and Wellbeing

ISS Facility Services Limited recognised the need to
support all colleagues in coping with the longer-term
impacts of the pandemic.

Mental Health Awareness Week was held nationally 10 to
16" May and ISS UK Group actively participated in World
Mental Health Day Toolbox Talk.

An initiative, ‘Counsellors Together’, was launched to
support employees through difficuit times.

In collaboration with the payroll provider, an additional
online tool was launched, Lifeworks, with links, talks,
videos and advice for all aspects of life, from fitness to
money. This tool is available to all employees.

Coffee Chats — throughout the year regular online chat
forums took place, with a number bringing in external
experts to host discussions.

A suite of activities also took place for the Global Mental
Health Day in October, including a focus on depression.
Guides and talks were held throughout the month, in
collaboration with the charity ‘Dancing with the Black
Dog’.

For World Mental Health Day, a member of the EMB gave
a personal story of his experience in a video format to help
lead the way to open discussions about the difficulties
people have experienced through the Global Pandemic.

Example 1

Whilst still ensuring that Government guidelines were met,
an additional decision was made by the EMB to provide
mental health support and awareness. This was as an
awareness of the ongoing effects of the Pandemic and the
mental health issues people suffered.

Example 1

There were talks and videos broadcast throughout the
business for general and quick guidance and help.

Coffee Chats were well attended and thé response to
Counsellors Together was positive. There have been 16
employees who have engaged in full sessions (8 counselling
session each) and numerous others who have sought ad-hoc
help.

foachad

iewed and
communications /

The initiatives are being i Iy 1
around the business and site-based
activities are organised.
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Stakeholder Group

Why are they important/key matters of the Group and
Engagement

Strategic Decision Made in 2021

Impact on Stakeholder Group and further actions

Employees / Trade
Unions (continued)

Example 2 - Joint Forces

Recruitment is predominantly facilitated through various

Example 2

The Joint Forces programme was initially started in 2017 but

ISS recruitment partners. There have been additional
collaborations with some clients and open days. Employees
from the scheme are supported by the central team and a
network of mentors across the ISS UK Group.

One key initiative in the UK

Joint Forces is a programme the ISS UK Group champions,
aimed at creating new career opportunities for Veterans.

Our commitment to making the world work better includes
helping people with limited opportunities prepare for and
pursue careers. Our JointForces@ISS programme in the
UK supports armed forces veterans into the job market,
helping bring their unique skills to a range of companies,
including ISS.

The programme benefits veterans and their spouses but also
within ISS as it gives the opportunity for current employees
to become mentors.

The programme also won an award for Social Value at the
Institute of Workplace and Facilities Management (IWFM)
Impact awards on Monday 11th October 2021.

! hed in 2021 witha p to improve the system
to help reduce the administrative burden and increase the
capacity of the system. Additional focus was also placed on
collaboration with clients and the ISS mentors, using
18044001 as a basis.

Example 2

As of June 2022, 391 veterans or their spouses have entered
the programme. 322 of those have begun new careers, either
at ISS or at one of our customers.

Internal Employee impact:
“1 get a huge sense of enjoyment and fulfilment from helping
someone else.”

“Being a mentor makes me want to be the. best version of
myself and when I give advice or challenge my mentees, it
inspires me to take on new challenges myseif,” says an ISS
UK Account Director and JointForces@ISS mentor.

The project is on-going and the EMB fully support the
scheme. The feedback from veterans and mentors alike has
seen the development of the scheme leading to a further drive
to recruit mentors which was conducted in October 2021.
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Stakeholder Group

Why are they important/key matters of the Group and
Engagement

Strategic Decision Made in 2021

Impact on Stakeholder Group and further actions

Employees / Trade
Unions (continued)

Example 3 Supporting Disabilities.

In May 2021 ISS joined Valuable 500, a global collective
uniting 500 of the most influential business leaders and
brands, to unlock the value of the 1.3 billion people living
with disabilities around the world. In the UK, ISS works with
Project SEARCH, a programme that provides students with
learning disabilities with valuable work experience that
enables them to move to sustainable employment. We work
with seven hospitals to provide work experience in different
areas.

Engagement for the projects is performed in collaboration
with Project SEARCH and the ISS Healthcare teams.

Example 3

This Strategic direction is an ISS Group initiative, adopted
into the UK to align to the EMB aim to provide support to all
members of the ISS teams. Diversity and Inclusion is one of
the key strategy paths for ISS, and disability awareness and
promoting opportunity is an essential enabler.

Example 3

A member of the Healthcare team received special
recognition from Derby Hospital:

Ryan, a student from Derby, started his Project SEARCH
work pl with the ISS R Team in September.
Unlike some of the other students, Ryan also has the
additional barrier of being deaf.

The projects are on-going and being supported by the
company.
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Stakeholder Group

Why are they important/key matters of the Group and
Engagement

Strategic Decision Made in 2021

Impact on Stakeholder Group and further actions

Employees / Trade
Unions (continued)

Example 4 - Diversity and Inclusion

As with the example above, ensuring all employees within
ISS are treated fairly and with respect is a critical objective
throughout the global business. As seen in the Corporate
Govemnance section, one of the key strategic areas is the iSS
Culture with a focus on Diversity and Inclusion.

This is reflected in one of the five values:

Unity - We trust each other and believe in creating equality,
inclusion and a sense of belonging for all — a culture where
everyone can be their authentic selves. We trust.

ISS engages at all levels throughout the business to promote
awareness and understanding. There is a Dignity, Diversity
and Inclusion Policy as well as guidance for managers.

Additionally, the ISS UK Group continues to promote UK
celebrations such as National Pride Week.

Example 4

1SS Global supported the strategic objective to enhance
Diversity and Inclusion by appointing a Global Head of
Diversity and Inclusion in May 2021.

In September 2021, Liz Benison, UK&I CEO, signed the
UN Women’s Empowerment Principles on behalf of ISS
UK&L

“Striving towards a gender balanced workplace, in May
2021, our first female CEO, Liz Benison, was appointed. Liz
built her team to ensure a 50:50 gender balanced team, who
now form the UK and Ireland Country Leadership Team.”
— 1SS 2021 Gender Pay Gap report

Workforce gender split:

F M
Grand Total 51% 43%
Senior M: 25% 75%
M. 43% 57%
| Operatives 5%% 41%
Supervisors 52% 48%

Example 4

With a workforce the scale of ISS UK&I, at around 32,000
employees, the impact on all of a safe place of work with no
prejudice is fundamental. Ensuring a diverse team from
leadership to frontline helps to support this.

d ding and incl is always ongoing.

L4 :J
Future initiatives: o
o “Cultures, Race & Ethnicity Employee Resource Group

Launch”
® A series of bi-monthly “Diversity, Inclusion & Belonging

Community Calls”
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Stakeholder Group

‘Why are they important/key matters of the Group and
Engagement

Strategic Decision Made in 2021

Impact on Stakeholder Group and further actions

Trade Unions

Trade Unions are an important stakeholder as they represent
many of our employees. We liaise with the relevant Trade
Unions on a business-as-usual basis. The ISS UK Group has
a dedicated Trade Union manager to ensure the relationship
is maintained.

There were no extraordinary decisions. A central

management team ensures on-going dialogue.

Any feedback is managed as part of the ongoing relationship.

needs.
This sector was particularly affected by the global pand:

set out in January 2021 for the sector were single Key
Account devel with the ining to enhance the

with closures of offices and retail sites fluctuating.

Throughout 2021 ISS was proactive in engaging with
industry.

In February 2021 ISS played a key part in contributing to an
industry event, Workplace Futures Conference that held
discussions on the shape of the future of Facilities Services in
the post Covid world. This event was attended by delegates
from industry as well as clients. The 1SS UK COO gave a
well-received keynote speech.

retention strategy for a division.

Customers — ISS | ISS UK and the operationat ISS Facility Services Limited | Following the overall strategic direction, OneISS (See | Initiative examples and the relation to this sector can be seen
Facility  Services | company manage the private sector accounts. This sector | Corporate Govemnance), the ISS UK Ltd and Facility | below.

Ltd focuses on | includes Global Key accounts and UK Key account as well | Services Ltd management team continued to develop and

private sector | as other smaller operations. As a majority part of the UK | focus on Key A ts whilst maintaining the operati

customers. operations these clients form a large group with varying | in a turbulent environment. Four of the five key priorities

1SS Classification - Restricted - External



ISS Facility Services Limited
Annual report and financial statements
For the year ended 31 December 2021

Customers — ISS

1)

Lighth focuses on enhancing relationships with key
accounts. These accounts fit with the overall strategic
direction of ISS and the programme helps to align the
customer and ISS, to better understand the issucs.

‘The Lighthouse programme has been created to recognise
and celet di

offering to Key Accounts and as a tool to enable increased
service provision.

Example 1 - Lighthouse Example 1 Example 1
Facility  Services .
Ltd focuses on | A key customer engagement initiative in this sector is ISS | The programme has been in place for a number of ycars, | Customers who are part of the Lighthousc Programme
private sector | Lighthouse programme: however in 2021 in line with OneISS it has been | received a schedule of activities, with GAP analysis and
customers emphasized as a key tool to support and enhance the | regular audit activities to develop and enhance activities and

the relationship between the customers and the ISS
operational Teams.

ISS embed standard tools such as team boards:

“Team boards ensure that we are working together closely to
monitoring our service delivery and constantly working to

our that pass the improve it. It also imp and
ISS strategy, culture” integration between all onsite service lines.”
Since its i ion the Lighth b has provided

The programme centres around customer engagement and
aligning values

These are achieved through several meetings and discussions.
Steps then include Account Development Plans, reviewing
the quality plans and the technology solutions deployed.

ISS with information from the operations within Key
customers. With this information, customers are developed
and processcs continuously improved. ISS UK not only acts
on this continuous feedback loop with the customer but also
as a business has used and continues to grow the programme.

1SS Classification - Restricted - External
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Customers - " ISS

Example 2 - Simply Made / Smart Lounge

Facility  Services

Ltd focuses on | A strong part of the customer base in the private sector has an

private sector | Office based catering offering. In the turbulent year of

customers gradual and sometimes fluctuating workplace reopening, ISS
b} | tedeed the i

{

the imp of providing this service to the
customer group and the challenges post covid brings.
Innovations such as Smart Lounge enable workplaces to be
flexible.
Working through 2021, with many workplaces starting the
year closed and with a very uncertain path, this initiative was
designed to engage customers,
“We want to play our part in the UK’s recovery from the
virus, utilising our position as caterers to nurture people’s
health and wellbeing™
ISS UK Food Services MD

Example 2

In line .with the Global Strategy, ISS UK has a core
innovative Food Services team. The global decision to
reinvent the brand: . :

“Simply MADE - a new take on its established MADE

Example 2

The 1SS Smart Lounge solution is an unmanned grab & go
modular C-Store that enables customers to have a more
flexible approach with cost benefits yet still providing a

brand which elevates safety, health and well-being whilst
exploring inventive ways to deliver engaging dining
experiences in the ‘new normal’ world.”

An evolution of this is “Smart Lounge” developed by the
UK team and now being offered as a service throughout
1SS globalty

The initiative is aligned to Group and the OnelSS structure
and being rolled out across the UK

for ployees.
The Smart Lounge innovation will be rolled out across UK
customers.
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wholly owned subsidiary of ISS Global A/S. The UK is the
largest singie entity in the Group structure and therefore as a

keholder the relationship is fund: I to the UK
business.

ISS UK aligns to the new Group structure and is fully
supported by the central functions. These are being
strengthened as part of OnelSS.

‘Investing in central functions to drive excellence in the way
ISS work’ — ISS Global CEO Annual Report.

Reporting to ISS “Group provides a robust governance
framework. Monthly Business Reviews are part of the
organisational reporting structure. These are compiled locally
and sent to ISS Group.

There are many Global Key Accounts (i.2., customers serviced
by multiple ISS Countries) and these are integrated with local
entities. This allows for a more dedicated and streamlined

approach to the management of the accounts.

was announced (details can be found on the company’s

website: www.issworld.com)

The strategy aims to align global operations. Development
of p and work inued throughout
2021.

Stakeholder Why are they important/key matters of the Group and | Strategic Decision Made in 2021 Impact on Stakeholder Group and further actions
Group Engagement
Parent Group ISS UK Holding (ISS UK Limited parent company) is a | On 16" December 2020, a new Global Strategy, OneISS | Accounting for approximately 15% of ‘the Global

organisation’s revenue, the UK has a significant impact on
1SS Group. Aligning processes and strengthening controls
and operations will increase the output of the UK and reduce
risk. The impact of such worldwide collaboration brings the
business more aligned with the central strategy.

Further interaction with ISS Group can be found in the
Corporate Governance Section.
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such we purchase a vast array of goods and services to be able
support the needs of our customers, as outlined in our
agreements. A stable supply chain remains key to our services.

2021 has seen our business continue to manage Covid-19
impacts but the lessons leamt during 2020 by ISS and
suppliers has ensured a more strategic approach has been
possible. During the year, ISS has also had to manage the
implications of Brexit on our supply chain. We worked with
key suppliers to insulate ourselves from any major impacts,
however, we did face tensions around some extendec lead
times, I costs, and sh of v and
permanent labour.

The ISS UK Group supply chain is split into different tiers

depending on spend; criticality and risk. The list is compiled

centrally and reviewed at least annually. For our top tier

gic suppli senior takes place at least

twice a year to ensure business metrics are reviewed and met,
L " .

reorganisation, ISS UK decided to centralise and
reorganise the SC&P team. This central team is divided
into category areas:

e Catering

e Indirect

. Fleet

. Hard FM

These sit al ide P Excell

loned a Ral 4 dq

The Team has since d ped a
approach to improvement in four key areas — People,
Performance, Customer and Financial.

To better support delivery the ISS UK Supply Chain and

Stakeholder Why are they important/key matters of the Group and | Strategic Decision Made in 2021 Impact on Stakeholder Group and further actions
Group Engagement
Suppliers A self-delivery model remains core for ISS UK customers, as | At the end of 2020 and in line with the Global Strategic | ISS ProcurePass (Achilles):

By driving forward the supplier engagement with ISS
ProcurePass (Achilles), not only have ISS strengthened the
internal pli but also d our liers to do
the same. As the reviews are standard and impartial, it allows
ISS and the supplier to have full transparency.

Our expect i ing ledge and security of
supply from our supply chain solutions. ISS makes use of ISS
ProcurePass (Achilles) to capture and act on information to
ensure suppliers remain fit for business.

There has been particular emphasis on post Brexit
repercussions with delays at ports; contingencies for
11 .

Procurement Team have also ited 2 P

M and hened Supplier A Team

capability.

Throughout the pandemic, the SC&P team was represented
on the CERO and ensured that all requirements and

ions regarding supply of essential PPE was
updated. The central team coordinated the purchase of
these items and as a result ensured that the workforce had

and opp toi new p and technol
are explored.
Day-to-day is del i to either the centralised | all govemnment advised PPE.

1SS UK Supply Chain and Procurement team (SC&P) or
Operations  within the business, depending on the
categorisation of the supplier.

A new CSR strategy was launched detailing specific goals
to transition ISS to a Net Zero company. Our fleet goal is
to strive to transition to non-fossil fuels by 2030.

seen during 2021 such as HGV driver shortage.
Additionally prevention of Modern Slavery & Human
Trafficking controls reviewed throughout the supply chain.
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Stakeholder Group

‘Why are they important/key matters of the Group and
Engagement

Strategic Decision Made in 2021

Impact on Stakeholder Group and further actions

Suppliers — Prompt
Payment Code

The ISS UK Group of businesses are signed up to the
voluntary Prompt Payment Code and mandated to the
Payment Practices Reporting (Duty to Report). Participants
are expected to pay 95% invoices within 60 days.

For the full year 2021, ISS Facility Services Limited
achieved 95.4% paid within 60 days.

ISS  Facility Services Limited aim to improve
performance. This will ensure an effective supply chain
and strong supplier relationships. It is also key to
supporting the organisation to continue bidding for new
contracts and to uphold the reputation of ISS UK Group in
the marketplace.

The Prompt Payment Code is designed to support all parties
in the supply chain.

ISS seek to improve the resuits of the Prompt Payment Code
performance by driving down aged payments through
improvements in the timing of invoice approvals.

Communities -
Charity

ISS Facility Services Limited understands the impact a
large, people focuscd organisation has on society. There is
an active Corporate Social Responsibility function and
members of the EMB are individually engaged within the
function.

The ISS corporate charity throughout 2021 was The Stroke
Association.

An advantage of the scale of the ISS UK Group operations
is that it is possible to provide support and exposure for onc
national charity partner as well as supporting a wide variety
of local charities.

In 2021 ISS UK Group continued the partnership with the
Stroke Association, raising £200,000.

The funds raised by ISS UK Group are invested in to Stroke
Clubs and Groups. These are peer to peer support networks
for stroke survivors and their families helping them to rebuild
their lives after stroke by reducing isolation, releaming skills
and accessing vital information.

Using ISS fundraising money, a new stroke cafe was set up
in Chesterfield. The feedback from the participants has been
overwhelmingly positive:

“It's enabled me to meet people who have had similar
experiences and been helpful to my recovery”.
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Stakeholder Group

Why are they important/key matters of the Group and
Engagement

Strategic Decision Made in 2021

Impact on Stakeholder Group and further actions

Community —-
Environment and
Sustainability

1SS Facility Services Limited recognises the huge value
and impact it can have on the Environment and

inability by p ing and bedding stronger
policies.

The ISS UK Group set out its Net Zero Strategy as part of
this.

ISS UK group also app that the envi is
impacted via our work with customers and therefore
alongside the internal initiatives, ISS have worked with
customers to help achieve their ambitions as well (see
below)

1SS UK & Ireland anticipates achieving Net-Zero by 2040 by
initiating a number of key actions, some examples (as below,
using the 2019 baseline):

. Company car orders will be clectric or hydrogen by the
end 0f 2025;

e Strive to achieve a goal of transitioning all commercial
vehicles to electric or hydrogen by 2030;

**  Review all heating/cooling/cnergy systems
in our offices in order to optimise performance and
create energy saving opportunities; and

¢ Continue procurement of renewable electricity.

The targets set are challenging however as a business ISS
believes that challenge is the only way to make progress in
such a vital area.

Example — Net Zero — Government customer

An 1SS UK customer, a UK Government department, set
itself the challenge to achieve true NetZero across its
property portfolio.

188 led a review of emissions to create a NetZero baseline
for the customer. A pathway to NetZero was then created
with detailed plans on the route to emission reductions. 1SS
developed the strategy for the customer.

The strategy took the customer from the initial data and
compliance review, to a robust glidepath to NetZero
emissions. The study involved constant communication
with the client and internal departments and teams to
capture and collate data such as procurement, resource use
and expenditure.

Example

Ensuring a sustainable workplace is a key strategic priority
for ISS both at a Global and UK level. A key element to
support this priority is the support of our clients in their own
reduction of greenhouse gases and other aims.

Example

“ISS provided us with an excellent service from start to
finish. They conducted clear and thorough reports and
recommendations which will be extremely valuable ...in
mapping out our pathway to NetZero. As well applying
their expertise and experience, 1 was impressed by their
high level of engagement with us throughout the project.”

This saw 3,595 LEDs replacing 5,263 standard bulbs,
alongside remodelling of an innovative lighting controls
system which is projected to reduce site electricity by 14%
- or just under 200 tCO2e per year.

As a business the ISS UK Group recognises the need to
operate in a sustainable way, not just as an internal function
but as a service to customers. As a support function to
businesses, the ISS Global Group and ISS UK Group have
taken action to collaborate with customers to develop and
support envi | goals.
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Stakeholder Group

Why are they important/key matters of the Group and
Engagement

Strategic Decision Made in 2021

Impact on Stakeholder Group and further actions

Pension Funds

The Pension Funds, the trustees, and ISS Group are
important stakeholders due to the reliance on the funds to

ensure the provi: for employ

UK Pensions are managed by Mercer (DC scheme), and
First Actuarial (DB scheme), and ISS UK abide by all
applicable regulations. As at the last tri-annual scheme
valuation (3lst March 2018), the deficit in the DB
scheme, for which there are strong recovery plans, stood
at £23 million, .

There is continuous engagement with Mercer, First
Actuarial, the regulatory bodies and the Pension Scheme
trustees as required

There are scheduled trustee meetings (quarterly for the
DC Scheme and annually for the DB Schemes), using
administration reports from Mercers and First Actuarial.

Due to the ongoing nature and stability of the pension
management, the EMB made the strategic decision to agree
to the proposed changes made to the payments by the
trustees of the Pension Scheme. Consideration was paid to
the financial impact.

ISS DB Scheme is the ISS Platinum Scheme, administered
by First Actuarial. The DB deficit as per the below relates
to the ISS Platinum Scheme

Deficit recovery plans agreed between the pension trustees
and the ISS UK Group is an annual deficit repair payment
of £2.6 million. The current deficit recovery repayment plan
will continue until July 2026, subject to review at the 2021
valuation in 2022,

A deficit contribution plan has been agreed with the
trustees, in consideration of the need to give financial
security to our employee, ployee and pensi
stakeholder groups..
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Strategic report (continued)

Corporate Governance
Overview of ISS UK Limited

ISS Facility Services Limited is part of the UK ISS Group of businesses and is wholly owned by ISS UK Holdings
Limited, in turn wholly owned by ISS Global A/S, the ultimate parent company. ISS Facility Services Limited is one
of the UK operational companies, servicing the UK public sector accounts. The ISS UK&I Group in total employs
around 32,000 people with skills ranging from Cleaning, Catering, Security and Facility Maintenance.

ISS Facility Services Limited

ISS Facility Services Limited manages the UK Private sector contracts. It predominately focuses on developing Key
Accounts in the following areas: Banking; Financial Services and Retail and Business Services. There is an additional
sector, Specialised Services which provides single areas: Support Services, Cleaning and Transport, Security,
Sustainability & Technical Services.

e Banking and Financial Services with over 20 key accounts including large corporate banks and well-known
retail customers.

e Retail High Street is a multi-faceted division which supports an internal and external client base providing
cleaning and waste services across over 7,500 sites around the UK and Northern Ireland.

¢ Cleaning and Transport Division, specialising in providing a range of facility services to customers across 6
Sectors; Aviation, Road & Rail, Cleaning, Food Manufacturing, Hotels and Telecoms.

¢ Business Services Division, comprising of UK and Global Key Accounts ranging from Pharmaceutical,
Technology, Manufacturing and Professional Services.

In 2020 ISS Facility Services Ltd saw a number of initiatives placed on hold as the overall business coped with the
operational difficulties of Covid. An overall streamlining of contracts was not possible as a number of contracts saw
unprecedented closures. As an impact from the pandemic there was a focus particularly on Food Services (See
Stakeholder Table).

Global Corporate Governance and The Wates Principles

ISS Global A/S is a public company listed on the Danish Stock Exchange, Nasdaq Copenhagen (“the ISS Group”).
As such, the ISS Group are legally required to abide by the Danish Corporate Governance Codes and a published
report can be found in the ISS Global 2021 Annual Report on the company’s website (www.issworld.com).

As part of the overall ISS Group, ISS Facility Services Limited is subject to the Group led Corporate Governance
standards as set out in the ISS Corporate Governance Policy and as reported in the ISS Global A/S Annual Report.
ISS UK Limited aligns these Group Policy principles to the Wates Principles as a Corporate Governance Code for the
UK Group.

The Wates Principles are set out below. Work in 2021 continued to progress alongside the focus on maintaining
ongoing operations in response to the Global Pandemic. Each Principle is set out with an assessment of compliance
and where applicable highlighting the areas where improvements to the Frameworks are being made, to further
enhance the ISS UK Group Corporate Governance.

Company Purpose : .
Wates Principle 1: Board promotes the purpose of a company and ensures that its values, strategy and culture
align with that purpose.

Purpose
ISS Global and all operating countries have a clearly defined purpose:

“Connecting people and places to make the world work better”

In the UK, the Board aligns to the Strategies set out at Group level to promote and embed the purpose. Examples can
be seen throughout the Stakeholder Table and in the below narrative.
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Corporate Governance (continued)
Values

ISS has five values:

1) Quality - We are professionals with a passion for quality. We deliver o our promise. We deliver.

2) Entrepreneurship - Action speaks louder than words. All our employees have a ‘license to act’ and are
expected to do so. We act.

3) Responsibility - Indifference is immoral. We care about whal we do and for whom wc do it. We care.

4) Honesty - Our honesty is non-negotiable. We respect our customers, our colleagues and our company. We
respect.

5) Unity - We trust each other and believe in creating equality, inclusion and a sense of belonging for all — a
culture where everyone can be their authentic selves. We trust.

Strategy

ISS Global A/S determines the overall strategy for the global operating companies and maintains a framework of
policies, standards, guidance, incentive schemes and controls for the operating companies to adopt and embed within
the operation of their country.

The strategy and objectives set are actioned and governed by the Executive Group Management (EGM) of which the
UK&I CEO is a member of, and the Board Committees.

The operating countries and entities make decisions in line with the objectives of the EGM. The Non-Executive
Directors of the various committees satisfy themselves that financial, non-financial, risk management and control
frameworks are suitably robust. Decisions made at ISS Group and country entity level consider the interests of all
stakeholders. The principal decisions are outlined below.

On the 16" of December 2020, ISS Group announced a new strategy. This, coupled with the appointment of a new
UK&I CEO Liz Benison in May 2021, provides a solid foundation for the ISS UK Group to further develop and
embed the core principles whilst strengthening and focusing the overall business.

The ISS Global strategy can be found on the company’s website (www.issworld.com)
The key operating model is:

Stronger
» The most respected global leader in IFS
« #1 globally in cleaning
« Investing in central functions to drive excellence in the way ISS work
* Building world class technology ‘

Simpler
+ Key account strategy underpinned
« Sharper commercial focus
* Aligned structure, processes and ways of working

Closer
» Working together to deliver for our customers
* Collaborating to grow our business
* Building our collective culture as OnelISS

o

ISS Global developed five key strategic areas supporting this new strategy and during 2021 the ISS UK Group set
about embedding those areas of strategic focus across the business and a new organisation structure was put in place,
effective 1% January 2022. The following table describes these areas of strategic focus and provides examples of
achievements within the ISS UK Group.
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Corporate Governance (continued)

Table One

ISS Facility Services Limited
Annual report and financial statements
For the year ended 31 December 2021

Strategic areas

Objectives
To enable the strategic areas ISS Group set
global wide objectives — examples below

UK achievements aligned to Group

Leveraging global scale

Fit for delivering Integrated Facility Services
(IFS) to key accounts. ‘

In 2021 ISS Group set the objective for
countries to prepare their organisations for the
launch of the new strategy in January 2022.

New UK Leadership established:

The new leadership team were fully in place
by 1% January 2022 and their sectors aligned
to the new OnelSS structure which sets the
UK up to be fit for delivering IFS. This
leadership structure is aligned to supporting
the delivery of IFS. )

1SS UK&I CEO is a member of the
Executive Group Management (EGM)
team. This position sitting on the EGM is
a new initiative, showing the importance
of the UK as a company within the Group
and forging strong collaboration.

UK developed and implemented the
Operations Performance Division — this
divisions key to enabling, enhancing and
supporting IFS and is aligned with the
Health Safety Environment and Quality
(HSEQ) team.

Commercial discipline

Disciplined bid-to-operations process to
mitigate risk of significant underperforming
contracts and countries

New Global bid process adopted in the
UK. The Global bid processes provides
additional rigour and discipline
throughout the UK.

Operations Performance &

Products

Innovative service offering for prioritised
customer segments

Sustainability and Diversity & Inclusion at the
core .

The UK has many specialist teams
including the Food Service team. This
team has had an active involvement in
1SS Global leading innovations team,
with two UK initiatives being adopted
and rolled out across the UK (see
Stakeholder Table — Food Services).

The ISS UK Group has a dedicated
Sustainability team who have both inward
and external support and consultative
capacity. Directly reporting to Operations
Performance, the team’s expertise is used
to enhance the service provision and
further enable IFS (See Stakeholder Table
- Customers Net Zero).
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Table one (continued)

ISS Facility Services Limited
Annual report and financial statements
For the year ended 31 December 2021

Strategic areas

Objectives
To enable the strategic. areas ISS Group set
global wide objectives — examples below

UK achievements aligned to Group

Technology

Technology backbone required to improve
commercial  discipline and  operational
excellence

During 2021, the ISS UK IT team were
realigned to rcport directly to ISS Global
IT. The Global resource has been
strengthened centrally with the addition
of a robust Information Security team.
This, allows the ISS Group to manage
global threats with greater resilience and
provide additional support and knowledge
sharing.

Culture

Diverse and inclusive leadership

ISS UK&I CEO signed up to the UN
Women’s Empowerment Principles. The
ISS UK Group included Diversity and
Inclusion specific guidance into the
recruitment policy.

By the end of 2021/beginning of 2022 the
UK Executive Member Board was 50:50
gender mix (see below, Stakeholder Table
and Corporate Governance)

Culture

ISS is a people company, our engagement with our employees is key. We call our frontline employees placemakers.
Throughout 2021 ISS focused on providing a clean and safe working environment for our customers’ employees as
well as our own employees. (see Stakeholder Table).

Compliance to the Principle:

The ISS UK Board presides over the operations of the ISS UK Group, including ISS Mediclean Limited, and promotes
the overall purpose of Integrated Facilities Management. During 2021, the ISS UK Group commenced the programme
of aligning with the ISS Group strategic direction, OnelSS. In doing so, the UK Board and the UK Executive
Management Board have put a focus on Key Accounts and Integrated Facilities Management. Within the public sector
there has been a focus on Healthcare and Education. As such, ISS UK Group have a strong and well promoted purpose
and believe that the Board meets the requirements set out in this Principle.

Board Composition

valuable contribution.

Wates Principle 2: An effective Board composition requires an effective chair and a balance of skills,
backgrounds, experience and knowledge, with individual Directors having sufficient capacity to make

ISS A/S and ISS Global A/S are based in Copenhagen, Denmark where the corporate governance begins with a Board
of Directors, overseeing the Executive Group Management (EGM). As a country within the ISS Global Group, the
UK Executive Management Board sits undemeath this.
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Corporate Governance (continued)

Board of Directors

Audit and Risk Remuneration Nomination Transaction
Committee Committee Committee Committee

ExecutivelGroupiManagement
(EGM)
|
BKIEXecutivelManagementi
JecaiaiEMB)

ISS Facility Services Limited has S Statutory Board members and all the members of the Statutory Board sit on the
UK Executive Management Board (EMB) with the addition of S further Directors who form the ISS UK Group (the
organisation structure is detailed below). The EMB embeds the Group Strategy and applies it across UK decisions.
These decisions are delegated through to Senior Management centrally through 1SS UK Limited into ISS Mediclean
Limited and other subsidiary companies.

During 2021 the ISS UK Group strengthened the UK Executive Management Board.

Liz Benison joined as CEO of UK & Ireland in May 2021

Jo Roberts joined as CFO in September 2021

Martin Burholt joined in November 2021 as Chief Operating Officer for the Public Sector

Sandy Lucas joined as Director of P&C in January 2022 _

Kevin Wildman joined in January 2022 as Chief Operating Officer for the Private Sector

Elena Zachariou joined the UK EMB as Legal Director in May 2021, having worked at ISS for 13 years

VVVVVY

ISS UK Limited. & Ireland Executive Management Board

Current Executive Management Board as of 2" January 2022, following the OnelSS restructure:

Liz Benison®
CEO UK &1

i * Simon
Martin Burholt Kevin Wildman

. .
Aidan Bell* @ c Titchener® . Sandy Lucas Elena Zachariou
Ccoo €00 Jo Roberts Director oi coo
irector

Government, CFQ People & Office and

Operations Healthcare and Commercial

Performance Legal
Infrasturcure

Culture Production

*Statutory Director of ISS Facility Services Limited
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Corporate Governance (continued)

The ISS UK CEO acts as chair to the Statutory Board of Directors as well as their role as CEO to the Executive
Management Board. There is additional rigour with the ISS UK Group reporting into ISS Group, who preside over
company and group strategy. Therefore, we do not feel at present it is necessary to have a separate Chair and CEO.

CEO Liz Benison, joined May 2021

Liz joined ISS in May 2021 as the UK&I CEO. In this role she is accountable for all of ISS’s activities in the UK and
Ireland, from strategy through to execution. She also joined the Group’s Executive Group Management at the same
time. Liz has spent 20+ years in outsourcing with System’s Integrators such as Capgemini and CSC and other business
service providers such as Serco and Arriva.

Liz holds Companion Status as a Chartered Manager and is a recognised Diversity Champion in the UK. She also
holds a non-executive director position on the Board of Openreach. Her purpose at ISS is to ensure that the UK&I
business delivers on all its commitments to all of its stakeholders, employees, customers, the Executive Committee
and the Board, shareholders, our supply chain and ultimately the communitics in which we operate, and in the local
execution of the overall ISS Group Strategy. Her skillset is extensive knowledge and experience of large service
providers and extensive UK industry experience.

- CFO Jo Roberts, joined September 2021

Jo is a qualified Chartered Accountant with over 20 years’ experience in senior finance and commercial roles within
both privately held and UK listed organisations. Jo has spent 15+ years in outsourcing, having worked for Serco for
over 12 years in several roles including that of CFO, Local and Regional Government and Europe.

Her purpose in this role is to lead, embed, support and continuously improve all aspects of the finance function within
the UK and its support to the broader business, including driving the Finance Improvement Programme (see below)
and enhancing the rigour of the financial control framework.

Jo has deep experience in transforming finance functions plus operating at an executive level with focus on deploying
excellent technical, compliance and commercial know-how.

Director People and Culture Sandy Lucas, joined January 2022

Sandy joined ISS UK&I in January 2022 as People & Culture Director. In this role she is accountable for developing
and executing the UK&I people strategy and responsible for all dimensions of People & Culture to attract, grow and
retain talent. Sandy worked at GE Capltal for 5 years where she became a certified as a GE Quality Leader, broadening
her Lean Six Sigma experience.

Sandy has championed gender diversity throughout her career. She led GE Women’s Network EMEA which spanned
35 countries and has volunteered with CWN for over 10 years, previously being co-chair Membership Committee,
President and President Emeritus. She is currently co-lead for Inclusion & Belonging.

Her purpose is to make ISS UK&I the Employer of Choice & Belonging within the FM industry and beyond. As a
people focused organisation, she is pivotal to ensuring the engagement and communication to the UK employees. Her
skillset is organisational structural and cultural knowledge alongside diversity and inclusion.

Chief Operating Officer Aidan Bell

Aidan joined ISS in September 2019 as Chief Operating Officer to lead our Private Sector, after spending 20 years in
the FM industry with Balfour Beatty, Aramark and Interserve. Responsible for all operational activities, Aidan drives
excellence and innovation for our clients within the fast-paced private sector.
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Chief Operating Officer Martin Burholt, joined November 2021

Martin joined ISS in November 2021 as the COO for the Government, Healthcare, Education and Infrastructure
businesses. He is responsible for the growth, contract service delivery and transformation of customer accounts across
the public and regulated market sectors in the UK. Martin has 30 years of experience in the outsourced service sector,
having previously worked for companies such as Mitie, Interserve, Engie, Balfour Beatty and Bouygues.

His purpose is to ensure that as a key overall customer, the Government sector engagement is maintained, ISS policies
and procedures are implemented through the operations teams and that resources are focussed on achieving core ISS
objectives and aspirations. His skillset is public sector and the regulated market industry knowledge. ’

Chief Operating Officer Kevin Wildman, joined January 2022

Kevin joined ISS in January 2022 as COO for the Office and Production segment. This sector is largely private
business and has numerous operational demands. Kevin has extensive experience in outsourcing and within business
services, most recently within Wincanton, the UK’s largest LOngthS company and Serco as Business Transformation
Director/Managing Director for Europe, based in Brussels.

His purpose is to bring his extensive operational knowledge and experience to the Board to develop, support and
" improve the function in line with the overall ISS UK Group and ISS Group strategy. His skillset is operational
knowledge and transformation.

Chief Commercial Officer Simon Titchener
Simon joined ISS in July 2007, working across various roles across both in the UK and globally before joining the
UK&I Executive Management Board in 2019 as Chief Commercial Officer. Previous positions within ISS have
included Managing Director of the Food Services business, Global Account Director for our largest Financial Services
client and Global COO for the Banking sector.

His purpose is to bring a focus and strategic direction for both Public and Private Sectors. His skillset is industry
knowledge as well as the commercial balance.

Legal Director, Elena Zachariou

Elena joined the UK &I Country Leadership Team as Legal Director in May 2021, having worked for ISS in various

legal roles for 13 years. In this role, Elena is accountable for legal compliance and for driving performance and
_ implementation of the company’s strategy, along with her peers.

Elena has an LLB in Law and has over 19 years in house legal experience in sectors such as the nuclear industry, oil
and gas and facility services. '

Her purpose is to ensure that ISS, in the UK and Ireland, is compliant with the Law, policies and regulations, as well
as ensuring internal governance standards and requirements are adhered to. Her skillset is knowledge internally and
externally of compliance and requirements within the facility services industry and the UK.

Compliance to the Principle

In 2021, the ISS UK Group was strengthened and by the end of 2021/beginning of 2022 the full EMB team was
established. The eight members of the EMB comprise a gender balanced Board and the mix of skillsets as shown are
based on a wide range of knowledge and experience to enable them to challenge each other and provide a robust
review and decision-making body. The wealth and diversity of sector and specialist experience and knowledge
ensures that the Board is effective in ils ability to govern UK operations.
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Corporate Governance (continued)

Directors’ and Board responsibilities

Wates Principle 3: The Board and individual directors should have a clear understanding of their accountability
and responsibilities. Its policies and procedures should support effective decisions-making and independent
challenge.

ISS A/S Committees

Board committees

The below committees report to the ISS Global Board of Directors. These Committees are at Group level and designed
to scrutinise the operational country input. Feedback is cascaded to the UK via the UK Executive Management Board
(see ISS UK Governance below). :

Audit and Risk Committee (ARC)

The Audit and Risk Committee evaluates the external financial reporting and significant accounting estimates and
judgements and reviews and monitors systems of internal controls and risk management. Its duties also include
monitoring of the Group Internal Audit function and evaluation of the risk management procedures, Financial Policy,
Dividend Policy and Tax Policy. In addition, the Audit and Risk Committee considers the independence of, and
relationship with the auditors, reviews the audit process and recommends auditors to the Board.

The main elements of interaction between the countries and the ISS Group consist of Group led audits, Financial
Control updates and escalation of Risk Assessments for bids and suppliers. The ISS UK Group feed into the overall
control environment evaluation held at Group level and provide regular updates to the ARC on the current status of
the UK financial control environment, and the steps the company is taking to further strengthen governance of controls
across the UK business. The ARC acknowledges the updates and provides guidance and advice where appropriate.

Remuneration Committee

The Remuneration Committee assists the Board of Directors with reviewing and making recommendations in respect
of the Remuneration Policy, the overall guidelines on Incentive Pay, the remuneration of the members of the Board
of Directors and the Executive Group Management Board, as well as a remuneration policy applicable to ISS in
general. This committee presides over the UK Executive Management Board remuneration (Wates Principle 5).

Nomination Committee

The Nomination Committee assists the Board of Directors with ensuring that appropriate plans and processes are in
place for nomination of candidates to the Board of Directors and the Executive Group Management Board and
evaluating the composition of these Boards. Furthermore, the Nomination Committee makes recommendations for
nomination or appointment of members of the Board of Directors, the Executive Group Management Board and the
committees established by the Board of Directors.

Transaction Committee

The Transaction Committee makes recommendations to the Board of Directors in respect of certain large acquisitions,
divestments and client contracts, reviews the transaction pipeline, considers ISS’ procedures for large transactions,
and evaluates selected effected transactions.
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ISS UK Limited Governance

The ISS UK Executive Management Board (EMB) presides over the management of the ISS UK Group. This Board
meet formally each month for the UK & Ireland Executive Management Board Meeting. The structure of the
management teams and the business provides each member with a clear accountability.

At each monthly Board meeting, the individual directors present an overview for their area, showing financial
overviews, engagement with stakeholders and the ‘Highs & Lows’ of the month. This enables board members to have
visibility of all areas of the UK business, enable open discussion and challenge cross functionally.

Reporting to Group Board :
ISS UK Executive Management Board have a monthly Business Review and at least a quarterly review with the
Executive Group Management (EGM) and Group Committees at Parent company level.

ISS Facility Services Limited see this reporting and management as a robust structure, as the EGM are independent
of the day-to-day management of the operations in the UK. Additionally, there are several control functions set up
within the wider Group to preside over the UK entities. For example, Group Internal Audit, Group Legal/Group
Treasury & Risk and Group Information Security. Therefore, whilst operationally the CEO chairs the Executive Board
Meetings and there are no independent members at UK level, there is independent review of the Executive Board, and
strategic decisions are sanctioned via the wider Group Governance framework.

Compliance to the Principle
Throughout 2021 the Directors remained in the current overall structure and EMB accountability remained consistent.
UK is a key part of the Global busmess reiterated by the elevation of the UK CEO to the Executive Group
Management at a global level.

At present there are a suite of policies at Group level for the running of the business and these are adopted within the
UK, such as the Code of Conduct, and there is also a Delegated Authority Matrix that clearly defines the level of
authority required for various decisions. There have been some control failings that require remediation and for which
the company is addressing through the implementation of a financial control framework. These are detailed under
Principle 4 below.

The key focus for the ISS UK Group for 2021 has been to align the structure to Group OnelSS, including making the
Governance structure more robust. This will be fully rolled out throughout 2022, as the business embeds the new
Global Strategy.

Opportunity and risk
Wates Principle 4: A Board should promote the long-term success of the company by identifying opportunities to
create and preserve value and establish oversight for the identification and mitigation of risk.
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Corporate Governance (continued)

Opportunities

The UK Board and ISS Global A/S regularly consider new opportunities. The new structure and strategic approach,
OnelSS, is designed to support this both internally through the creation of the Operations Performance segment and
externally through standardising and strengthening core services and creating a more robust commercial bid process.

Risk Identification and Management

ISS Groupg

Top-Down Risks

(

The Risk Management Framework will be replicated within
the UK roadmap for the operational use in country, with the
Operational and transformation aim of providing:

execution
1) Stronger Governance (reporting of bottom-up risks);

2) Simpler Processes — moving away from a probability-

IT and digital roadm ecution - L
9 oad. ap exec ) based risk assessment towards a more holistic
Information security and cyber risk vulnerability measure and

Contract management 3) Closer community — the strengthened Central Hub.
Anance and reporting
Compliance
Subcontractors
Corporate responsibility

People risks

This top-dowh approach helps the ISS Group to collate their key risk areas and evaluate them from a central global
perspective. A review of these risks and the mitigations in place in the UK was performed and used to drive actions
for key areas.

In 2019/20 a number of areas within Finance were identified as risk and in response a series of control reviews and
work streams were set up and continue to be rolled out across the UK. The main workstreams fall into two areas:

1) Enhanced Financial Control Framework

ISS Global Finance have a rolled out a Risk and Control Matrix (RACM) which has been adopted and adapted to the
UK finance processes throughout 2021 and 2022, resulting in a series of documented controls. These controls will be
managed by a new software system as a tool for self-assessment, audit and robust central oversight.

2) Financial Improvement Programme (FIP)

A programme of improvements was initiated in March 2020 and continued in 2021. Throughout 2021, the FIP was
managed by a central project team and governed by the Change Advisory Board. This board has both UK&I and ISS
Group representatives. During the year the programme moved towards the first of three transformation phases, with
the aim to ensure the UK are fully prepared to adopt ISS Group processes and standards as they are introduced. The
_ three phases of Standardise, Optimise and Transform will cover Purchase to Pay, Order to Cash and Record to Report
processes.

Other macro-economic risks

Other macro-economic risks have also played a large role in 2021 and the beginning of 2022. In our key markets,
inflation has been rising putting pressure on wages and cost of goods. We have a structured approach to inflation risk,
as even low inflation scenarios can impact margin significantly, if not appropriately managed. On the customer side,
we generally include pass-on clauses in our contracts. Also, our scale and broad service scope often allows us to drive
efficiencies through scope changes that can limit inflation impact for the customer. In terms of cost of goods, our
efforts to centralise spend with fewer suppliers allows the same benefit of leveraging supplier scale to manage cost
increases. Wage inflation is to a large extent a result of collective bargaining agreements or legislation and as such
difficult to impact directly. .
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Facilities Management System Transformation

As part of the new OnelSS Global strategy, a new business function has been developed, Operations Performance.
This is a Global function with each country having a replica structure. 2021 saw the launch of the Global FMS@ISS

Transformation Programme by the Group Business Transformation. This programme was designed to strengthen and
leverage opportunities with the business and support with aligned and robust systems.

FMS Transformation Our Value
Proposition
8&& %’_ Productivity
<}_:_| @ ouaiy

Technical E Business a Continuous Compliance
Transformation Transformation Improvement N
(migrations) Maximizing the value ISS & Continuously developing and @ Scalability
successfully migrating key Customers et out of FMS by improving otir FMS system, o .. ,
accounts 10 FMS according optimizing the way we processes, y ar 2%g, Business Intelligence

. - operate the system and is accelerating on the Digital
10 latest blueprint < N -

processes (incl. training) Workplace agenda.

ISS Facility Services Limited Bottom-Up Risks

ISS Facility Services Limited recognise the need to look at risks that emerge from within the business to ensure the
normal running of the business is maintained and where such risks are identified, ensure they are escalated, and that
effective risk management plans are implemented. During 2021, recovering from the Global Pandemic was still a key
priority. In the UK, the Governance of the response to the pandemic was centrally managed by the Central Emergency
Response Operation (CERO). The CERO met three times a week for the majority of the year and developed key
procedures and guidelines, including Business Continuity Plans, Site closure plans and guidance, and Health and
Safety communications.

Integrated Management System
In the UK we have an Integrated Management System (IMS) which conforms and is certified to the following
international standards:

1SO14001: Environmental Management

1S045001: Occupational Health and Safety Management

1S09001: Quality Management

I1SO50001: Energy Management

1S027001: Information Security (Technical Services, a division of ISS Facilities Services — *see note below)
1S044001: Collaborative Working '
ISO55001: Asset Management

This system provides the compliance framework for H&S/Food Safety Environment etc as per above ISOs. Being
aligned via the International Standard allows the ISS UK Group to harmonise between UK operations and the wider
Group. The OnelSS global restructure is looking to extend the scope of the ISO certifications to worldwide.

Legal Regulatory Compliance .

In 2021 ISS UK identified the need to understand the Legal Regulatory Compliance environment and using a risk-
based approach, ensure that obligations are understood and met. The current Global system used to record GDPR
compliance is being reviewed and additional applications considered to use the system to record risks and compliance
requirements. A central approach to incidents is being developed to ensure all incidents are managed and lessons
learned are embedded across the business. Within the ISS UK legal team, there are Legal Regulatory Compliance,
Employment Law, Supplier and Contract Law specialists to support the business.
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Technical Regulatory Compliance

In 2021, the ISS UK Group improved the structure around technical statutory compliance, developing a more robust
governance framework. This framework is dedicated to the Engineering and Hard FM regulations and ensures these
are met by having an effective work permit and a review and reporting framework, which is embedded and operated
correctly.

Whistleblowing — Reactive Risk management
The ISS Group Speak-Up Policy covers the reporting of serious and sensitive concerns that could have an adverse
impact on the operations and performance of the business of ISS and which, due to the nature of the concern, cannot
be reported through normal reporting lines. The nature of concerns could include:
e unlawful activity
financial fraud
bribery or corruption
acts by senior management that cannot be reported using local channels
violation of competition laws
serious endangerment to environment, health and safety
activities, which otherwise by law, treaty or agreement amount to serious improper conduct.

The policy is available externally and to all employees without the need to log into any system, ensuring that should
any member of ISS have a concern, they can review the policy wherever they are.

ISS Group have placed further emphasis on the Speak-Up system as part of the OnelSS restructure and have recruited
a dedicated team member to manage the communication and support of the system. On 1** March 2021, a dedicated
Speak Up manager was hired to continue to embed the agenda of Speak Up, ethics and compliance at ISS Global.

During the year, the Code of Conduct and Speak Up Policy was reviewed and republished and recommunicated to
all Countries. Additionally, there is refreshed Code of Conduct training for support staff on the ISS learning
platform.

Process
The detail of each complaint is received by the Head of Group Internal Audit who:
e records all reported complaints or concermns;
e  considers the seriousness and credibility of the complaint or concern raised and
e proceeds accordingly in determining the appropriate action. Some complaints or concerns may be resolved
without requiring investigation.

All new joiners to the ISS Facility Services Limited business must complete mandatory Code of Conduct training
which includes the Speak-Up Policy (whistleblowing). The Speak-up Policy is aligned with the Anti-Human
Trafficking publications to further enhance awareness of issues in that area and facilitate a communications method.

The policy and how to use it is reinforced via the new version of the UK Handbook which includes all the Speak-Up
details.

Compliance to the Principle

Throughout 2021, whilst still reactively managing the ongoing effects.of the Global Pandemic, ISS Facility Services
Limited continued with key initiatives. The new OnelSS structure strengthens some of the central group support
functions including Risk, Information Security and Transformation. With the implementation of the additional
resource at Group level for Risk, a refreshed methodology based on ISO33001 has been developed to better support
the overall Enterprise Risk Management.

The initial reporting to the new framework was April 2022 however throughout 2021 work was performed to align to
the framework. Additionally, a UK Risk Roadmap is being developed to support a more robust localised management
of risks. This will feed into the overall Group risk and is based on the same methodology, ISO33001.
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Executive Remuneration
Wates Principle 5: A Board should promote executive remuneration structures aligned to sustainable long-term
success of a company, taking into account pay and conditions elsewhere in the company.

Remuneration Committee

The ISS Global Executive Group Management has an established Remuneration Committee. The Committee assists
in preparing the Remuneration Policy, including the overall guidelines on incentive pay of the Group. This cascades
through to Country Management and each country sets up a local procedure that complies with relevant laws. In the
" UK, remuneration for the Executive Management Board, including bonus schemes, is set by the Group Remuneration
Committee and any payments are approved accordingly.

Within the ISS UK Group there is an established Remuneration Committee consisting of the CEO, the CFO and the
Director of People and Culture, to review and approve any principle or payment outside of the ISS redundancy policy
and together with the Executive Management Board the annual pay increases, although these ultimately are subject to
ISS Group scrutiny and approval.

The ISS UK Group operates in the facilities management sector and employ over 32,000 staff within UK&I who are
predominantly based at client sites providing a range of core services such as cleaning, managing front of house,
security and catering etc. As such, the success of the company is dependent upon its place-makers. The company has
minimum wage obligations as well as pressure for a range of ‘living wage’ levels, and the company’s ability to win
and retain business is dependent upon the levels of wages that customers are prepared to pay. Wherever it can, with
customer support, the company pays above minimum wage. The company considers market practice when deciding
middle and senior management remuneration. By treating people with respect and offering future career progression
for those who seek this, the company aims to retain employees and their skills and experience for longer, enabling the
company to achieve its strategy.

As part of the overall annual review of remuneration for senior executives, the UK Director of People and Culture
provides the Chief Executive Officer with an overview of the general approach being taken to remuneration for the
wider workforce. The review encompasses the workforce remuneration and the approach to salary reviews across the
business. ISS are committed to ensuring the salary scales are proportionate to roles and responsibilities. All Board
Member appointments are approved by the ISS Group via a ‘grandparenting’ method of oversight.

As outlined in the Stakeholder Tab section, we engage with our staff by various means and we continuously strive to
engage at all levels. 2021 continued to be an unusual year with factors such as Brexit and the Global Pandemic. The
UK labour market has become increasingly challenging in the business sectors ISS operates in. Several initiatives
were carried out throughout the year to support the operations in meeting requirements.

Senior Incentives

To drive delivery of short and long-term financial results, retention of leaders and alignment to shareholder value
creation, the ISS Group has implemented two types of share-based incentive programmes:

* a long-term incentive programme (LTIP)

* a special incentive programme (SIP)

Under the LTIP, which has been in place since 2014, performance share units (PSUs) are granted annually to plan
participants consisting of around 120-150 Global senior leaders. Each PSU entitles the holder to receive one share at
no cost after th