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It is the actions and commitment of our people that 
embeds corporate responsibility in our company. 
Throughout	this	document	you	will	find	pictures	of	Telereal	
Trillium employees inside picture frames; each of these 
individuals, along with many others, have played a part in 
contributing to our CR achievements. 
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A word from our Chief Executive
Graham Edwards, Chief Executive, Telereal Trillium

Welcome to our 2012 Corporate Responsibility report. 
‘The Big Picture’ presents a portrait of the progress we 
have made as a company in our commitment to corporate 
responsibility. 

Each year we strive to ensure that corporate responsibility 
is applied to every aspect of our business, from developing 
our people, partnering with our suppliers, working in safe 
and sustainable ways with our customers, and making a 
positive impact in the community in which we operate.

As you will see in this report, over the last year we have 
made	significant	progress	in	a	number	of	areas,	a	few	of	
which I have highlighted below:

•	 Reducing our carbon footprint: through installation of 
measurement tools we were able to reduce our carbon 
footprint by 14% in 2011/12

•	 Give More commitment: as a company we extended 
our pledge to give more money, time and energy to the 
voluntary sector as a corporate supporter of the Give 
More campaign

•	 Customer satisfaction: even in periods of great change 
and economic challenge we exceeded our customer 
satisfaction targets, achieving scores of 95 per cent for 
DVLA, 94.5 per cent for DWP and a Net Promoter Score 
of 32 for Aviva

We are proud of our accomplishments in the past year and 
look forward to making further progress in the year ahead. 
As we continue to evolve as a business, we will always 
do so responsibly, delivering on our commitments to our 
people, our suppliers, our customers and the environment.

Graham Edwards
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Winners of the 2011 work experience placements as part of the 
Employability Skills Programme run by Telereal Trillium and BT



About Telereal Trillium
Creating value through active property management

Our strategy is to create long-term value through 
active property management to meet the needs of our 
customers, occupiers and shareholders. We seek future 
growth through new property partnerships with occupiers 
of large estates, and through investment opportunities 
that	leverage	our	financial	strength,	asset	management	
expertise and nationwide service delivery platform.

We have long-term contracts with some of the largest
          occupiers in the UK, such as BT and Department for 
          Work and Pensions, and own a £6bn investment 
          portfolio that includes landmark buildings such as 
          the Coutts Bank Headquarters on London’s Strand.  

          Telereal Trillium at a glance:

•	 Over 300,000 customers occupy our buildings
•	 We own or manage properties in every city and 

major town in the UK
•	 We have over 800 employees across the UK
•	 Our specialist teams include asset and project 
managers,	finance	specialists,	facilities	managers	
and contact centre professionals

We are experts in managing large, 
complex property portfolios and over 
the last decade have established a UK-
wide estate of over 8,000 buildings.

6

Our approach
Our policy on corporate responsibility is to create a positive legacy 
from all of our business activities
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We believe that if we act responsibly across all aspects 
of our operations, Telereal Trillium will make a strong 
social and environmental contribution, as well as deliver a 
sustainable	financial	performance.

Our corporate responsibility policy is to create a positive 
legacy from all our business activities, across the extended 
Telereal Trillium community, through active engagement 
and responsible business practices.

Telereal Trillium is committed to creating a strong ethos 
throughout the company, respecting people and the 
environment. We aim to be a great company to work for 
and to work with. We conduct our business in a responsible 
way that balances the needs of all our stakeholders.

•	 Customers – we aim to provide best in class levels 
of service so occupiers and clients choose us as their 
business partner, and are happy to act as advocates for 
us

•	 Health and safety – we are committed to taking every 
reasonable step to ensure the health and safety of our 
employees and anyone else affected by our business 
activities

•	 Suppliers – our aim is to have suppliers view us as a 
good company to do business with. Working closely with 
suppliers whose values mirror our own helps ensure our 
high standards are maintained and risks minimised

•	 Employees – we aim to have highly engaged employees 
who feel proud to work for Telereal Trillium

•	 Community – we seek to make a positive contribution to 
our local and the wider community

•	 Environment – we take responsibility for the 
environment in which we operate through use of best 
practice procedures and innovation
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2011/12 performance
Measuring our corporate responsibility performance

The following section gives our progress 
against the targets we committed to in 
2011/12
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Each year we set ourselves a series of clear, measurable 
targets across the key areas of our business to bring to 
life our approach to corporate responsibility and embed 
it in our day to day activities. These targets are intended 
to be challenging in nature and in some cases may even 
be	regarded	as	aspirational.	Importantly,	they	reflect	our	
ongoing commitment to improvements in each focus area, 
and are closely linked to the nature of our business and the 
roles of our people.

We manage the targets through our CR Committee, which 
draws its membership from all parts of the business. The 
committee reviews the objectives and measures for each 
focus area and sets targets for the forthcoming year, 
taking into account previous year’s achievements and the 
changing priorities of the business and our customers. The 
relevant targets are then incorporated into the objectives of 
each of our business areas and into the personal objectives 
of our people across the organisation.

On	the	next	three	pages	you	will	find	a	summary	of	our	
progress against the targets we committed to in 2011/12.

David Godden
Client Director and Chairman of the Corporate  
Responsibility Committee
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Customer
Target Progress

Achieve 92 per cent overall customer satisfaction on the 
DWP contract

The annual customer satisfaction survey reported 
94.5 per cent

Achieve Net Promoter Score (NPS) of 16 on the Aviva 
contract

End of year average from monthly surveys reported 
NPS of 32

Achieve 93.5 per cent customer satisfaction for our BT 
Helpdesk

End of year average from monthly surveys reported 
96.2 per cent

Through the AWaRE campaign, support the DWP in 
achieving the Greening Government target of 15 per cent 
reduction in CO2 emissions

Achieved an 18 per cent reduction in CO2, 
compared to a 2009/10 baseline

Develop a BT project delivery customer satisfaction 
questionnaire and achieve 92.5 per cent satisfaction

Questionnaire developed and customer satisfaction 
of 96 per cent achieved

Achieve a Considerate Constructors site score of 30, with 
a minimum of 26

End of Year average from assessing 36 projects 
reported a score of 31

Target exceeded

Target met Target not met

Target almost met

Key

Environment

Target Progress

Maintain	ISO14001	certification	for	our	environmental	
management systems

Recertified	to	October	2014

Reduce waste in our London HQ building by 5 per cent 
compared to 2010/11

Achieved 12 per cent reduction in cumulative waste

Recycle 80 per cent of waste in our London HQ building 77 per cent of waste recycled

Reduce annual energy consumption in our London HQ 
building by 10 per cent compared to 2010/11

Achieved 15 per cent reduction in electricity

Reduce Telereal Trillium’s carbon footprint by 5 per cent 
compared to 2010/11

Achieved 14 per cent reduction of carbon footprint



Community
Target Progress

Support the local community by encouraging staff 
to contribute time to volunteering; achieve a staff 
volunteering target of 55 per cent

52 per cent of staff volunteered in the 2011/12 year

‘Helping people into the workplace’ – develop, roll-out and 
promote our community activities theme; set up and run 
3 cross-departmental volunteering events

16 internal and 10 external presentations given; 3 
cross-departmental volunteering events held 

Achieve a target of 25 per cent of staff donating through 
payroll giving, sponsored events, one-off donations and 
fundraisers

28 per cent of staff donated to charities

Health and safety
Target Progress

Maintain top 5 placing against peers in the HSE’s 
Corporate Health and Safety performance index

Achieved	first	place	in	the	real	estate	sector	and	fifth	
place in the support services industry

Ensure	that	Telereal	Trillium	maintains	certification	to	
OHSAS 18001 for its occupational health and safety 
management systems

Recertification	achieved	in	March	2012

80 per cent of staff to have completed health and safety 
e-learning training by December 2011

91 per cent of staff completed the e-training by the 
end of September 2011

Employees
Target Progress

Employee engagement: achieve a company-wide target of 
55 per cent of scores being 2 or higher for all questions in 
the employee survey

83 per cent of scores were 2 or higher 

Employee well being: create an environment where 
employees believe their well being is being supported; 
achieve an average score of 2.1 or above in the employee 
survey

Average score was 2.02

Learning and development: provide opportunities for 
meaningful learning and development experiences; 
achieve an average score of 2 or above in the employee 
survey

Average score for learning and development 
questions was 1.96

Suppliers
Target Progress

Achieve the following customer satisfaction scores for 
the DWP supply chain – 75 per cent cleaning; 92 per 
cent security; 91 per cent maintenance; and 92 per cent 
furniture

Achieved 75 per cent cleaning; 94 per cent security; 
90 per cent maintenance; and 96 per cent furniture

Send	less	than	5	per	cent	of	redundant	furniture	to	landfill An end of year average of 3.04 per cent of 
redundant	furniture	was	sent	to	landfill

Ensure awareness of service partner corporate 
responsibility programmes; identify and deliver 
opportunities for collaboration

Service partners support team volunteering; 
continued collaboration with MITIE on Real 
Apprentice scheme

Introduce quarterly reporting system for Projects and 
Programmes contractors by July 2011 and operate 
thereafter

System introduced and quality and quantity of 
reports improving

2011/12 performance
Measuring our corporate responsibility performance
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Target exceeded

Target met Target not met

Target almost met

Key



Our people come together to support the Sport Relief campaign

In March 2012, Telereal Trillium got behind the national 
Sport Relief campaign by holding the Telereal Trillium Sport 
Relief Week. Supporting one of our major clients, BT, a 
major backer of the campaign, the week-long initiative 
included	a	raffle,	sports	and	clubs	day,	the	Great	Sport	
Relief Bake Off, wear your team shirt to work day, and a 
national	five-a-side	football	tournament.

A truly national initiative, our people from across the 
UK	got	behind	the	cause,	purchasing	raffle	tickets,	
buying cakes, taking part in sports-themed activities and 
competitions, and competing in the football tournament.

A total of more than £7,000 was raised over the week, a 
testament to the effort and generosity of our people.

Sport Relief Week

The Great Sport Relief Bake Off
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“ ”
£346,526 was donated to charity 
by Telereal Trillium and its 
employees in 2011/12 



We want our customers to be pleased with the services we provide 
and with the buildings we own and manage

Our buildings accommodate around one per cent of the 
UK workforce and our success depends on listening and 
responding to our customers, and providing services that 
best match their needs. 

Given the long-term nature of our customer relationships, 
understanding and responding to our customers’ business 
needs has proven essential to our business success. Over 
the last twelve months we have worked closely with our 
clients	DWP	and	DVLA	to	identify	efficiency	savings,	and	
we have reached a new agreement with BT, which will see 
our partnership continue into a second decade. 

We are pleased that even during a period of great change 
and economic challenge, levels of customer satisfaction 
have remained high. In 2011/12 we achieved a response 
of 95 per cent customer satisfaction from our client DVLA, 
94.5 per cent from DWP and a Net Promoter Score of 32 
for Aviva, exceeding targets for all clients.

Partnering with our customers allows us to share expertise, 
deliver value and drive change. Our projects have been 
recognised externally; in 2011 a project delivered for our 
client Birmingham City Council received a British Council of 
Offices	award.	

Customers
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We work with occupiers of large, 
complex estates and provide a broad 
range of services across the property 
lifecycle, including fully outsourced 
facilities management, lifecycle 
management, workplace transformation 
and property strategy. 

Looking forward

We are keen to maintain strong levels of service delivery to 
our customers and have set overall customer satisfaction 
targets of 92 per cent for DWP, 95 per cent for DVLA, 92.5 
per cent for BT, and a Net Promoter score of 32 for Aviva.

Through our AWaRE programme, we are committed to 
supporting DWP in achieving the Greening Government 
target of 20 per cent reduction in carbon dioxide emissions 
in 2012/13 compared to a 2009/10 baseline. Additionally, 
we aim to achieve customer satisfaction within our 
management of the DWP supply chain with targets of 80 
per cent for cleaning, 93 per cent for security, 90 per cent 
for maintenance, and 92 per cent for furniture.

For BT, we are developing new processes to measure 
customer and stakeholder satisfaction on project delivery. 
We also aim to achieve 93 per cent satisfaction for our BT 
Helpdesk service.



Helping achieve a “better business for a better future”

In April 2011, Telereal Trillium and BT signed a new 
five-year	Property	Management	Services	Agreement	
(PMSA).	Since	the	signing	of	the	first	agreement	10	years	
previously, the needs and requirement of BT had changed 
significantly	and	so	the	new	agreement	sought	to	adapt	
our service to these.

The new agreement focuses on implementing cost 
saving initiatives and delivery on key property services. 
Similarly, the renewed relationship has seen a focus placed 
on increasing transparency and trust, along with the 
opportunity	to	provide	a	more	flexible	and	evolving	service.

We are immensely proud of our long-standing partnership 
with BT and are excited to continue to work with BT on 
projects such as the P28 building vacation programme, 
which	has	now	expanded	to	53	office	vacations,	and	
Optimise to Maximise (O2M), which has seen over one 
million square feet of space vacated. 

A renewed partnership with BT
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“ ”
Over the last decade Telereal 
Trillium has helped reduce the 
size of the BT estate by 30%



Birmingham City Council: One Lancaster Circus

Birmingham City Council
One Lancaster Circus
Telereal Trillium managed a £23 million refurbishment 
project on behalf of Birmingham City Council, which saw 
a tired, redundant building transformed into a modern, 
bright, open-plan workplace that has provided a positive 
work environment for 2,000 staff and enabled the Council 
to	move	from	13	office	buildings	into	one.	This	project	was	
recognised	by	the	British	Council	of	Offices	as	the	2011	
winner	of	the	best	refurbished/recycled	office,	Midlands	
and East Anglia.

Transforming workspace
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Birmingham City Council, One Lancaster Circus

DWP
Caxton House 
In order to reduce overheads and improve sustainability, 
DWP decided to consolidate to a single London site, Caxton 
House. DWP asked Telereal Trillium to devise and deliver 
a programme of work to optimise space usage at the 
site,	so	that	staff	from	the	nearby	Adelphi	office	could	be	
relocated.  

The 16-week, £35m project set out to increase the capacity 
of Caxton House from 1,800 people to 2,100 by introducing 
more	flexible	work	environments	and	supporting	the	
introduction of new work practices.

Key elements of the project included introducing more 
efficient	use	of	space,	upgrading	the	physical	infrastructure	
of	the	building	such	as	improved	office	layouts	to	facilitate	
new ways of working, and creation of an open plan cafe/
bar meeting space, library facilities and meeting rooms.

The works were delivered on schedule and on budget 
in a fully operational building with minimal disruption to 
the 1,800 staff, including seven Ministers, based in the 
building. 



Health and safety
Creating a safer environment for our people, customers and members 
of the public who are impacted by our activities

Over the last 12 months we have 
worked hard to maintain our excellent 
health and safety record, investing 
in the development of our people to 
further embed safe work practices.

External benchmarking and accreditation

We are committed to maintaining the highest standards in 
health and safety. In 2011, Telereal Trillium won gold at 
The Royal Society for the Prevention of Accidents (RoSPA) 
Occupational Health and Safety Awards; the seventh 
consecutive year we have been recognised by RoSPA for 
our commitments.

In	March	2012,	Telereal	Trillium	was	re-certified	to	
Occupational Health and Safety Assessment Series 
(OHSAS)	18001	accreditation	after	fulfilling	a	number	of	
stringent objectives and targets.

Health and safety training

In 2011, a new health and safety e-learning platform was 
introduced to promote awareness of health and safety, 
and assist in training in this area. Participation in the 
course was encouraging, with 91% of employees having 
completed the training by the end of September 2011, 
beating the 80% target set. For more on the e-learning 
platform see page 22.

All of our employees also complete a Display Screen 
Equipment (DSE) online training and self assessment 
module, which provides guidance on how to set up DSE 
equipment to reduce health risks.
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Internal communication

We recognise that in order to ensure our people are 
fully aware of health and safety issues, we must support 
initiatives with appropriate communication tools. Over the 
last twelve months we have run internal campaigns via our 
company intranet to promote training and assessments, as 
well	as	raise	awareness	of	specific	high-risk	subjects	such	
as lone working. We also held a health and safety week 
to further embed health and safety messaging, and ran a 
poster competition for the children of staff members over 
the school holidays.

Looking forward

As a company, we aim to maintain our OHSAS 18001 
certification	by	reviewing	our	processes	and	procedures	
annually and constantly looking for improvements. For our 
people, we aim to re-fresh our e-learning training package 
to make it more user friendly. Additionally, we aim to 
ensure that all Tier 1 contractors are accredited to Safe   
Contractor or other schemes recognised by Safety Scheme 
in Procurement (SSIP).

Health and safety is a priority in the delivery of our 
business activities and is an important partnership between 
the company and our people. This partnership helps to 
ensure that we maintain only the highest standards of 
health and safety at work, helping to protect the wellbeing 
of our people, supply chain, visitors and members of the 
public at all times.

We adopt a variety of methods to ensure health and safety 
remains at the forefront of our business, a few of which are 
summarised on the next page.

20



Through health and safety training we aim to improve 
understanding of the risks that exist in the workplace and 
provide instruction on how best to respond, helping our 
people identify risk and reduce the occurrence of incidents.

In 2011 we introduced a new health and safety e-learning 
platform to assist in training our employees. All employees 
are expected to undertake the online course, which covers 
issues from risk assessment and legal responsibility, to 
pregnancy and lone working. Specialist modules are 
included for employees with roles that require particular 
care.	The	course	finishes	with	a	test	to	help	ensure	a	high	
standard and provide our health and safety team with data 
to develop future initiatives.

New ways to train

Expect picture from photographer showing person at a 
computer
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Promoting health and safety awareness



We use a range of methods to engage our employees 
in health and safety practices. In addition to a variety 
of communications, at our 2011 staff conference our 
employees had the opportunity to take part in CPR 
demonstrations	with	St	John	Ambulance	and	use	a	fire	
extinguisher with instruction from Chubb.

New ways to engage Work. Learn. Share conference 2011
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Engaging our people in best practice

“
”

Health and safety not only affects 
those managing high risk activities,

such as construction works, it also impacts  
those	who	work	in	home	and	office	 
environments



Customer satisfaction

As a supplier to our customers, we are responsible for 
ensuring both ourselves and our supply chain continually 
meet their needs, and to this end we set high targets in 
the areas of cleaning, security, maintenance and furniture. 
The 2011 DWP customer satisfaction survey revealed 
customer satisfaction scores that met or exceeded targets 
in all except one area. 

Our supply chain management has also been recognised 
by our customers, with staff members nominated and 
shortlisted by our customers for supplier excellence 
awards.

Looking forward

Over the next twelve months we will continue to work 
closely with our suppliers to encourage and share 
corporate responsibility initiatives, and to identify further 
opportunities for collaboration. Additionally, we aim to 
increase the percentage expenditure directed to small and 
medium enterprises, when compared to the 2011/12 year, 
and	meet	our	50	in	250	commitment	by	introducing	five	
social enterprises as new suppliers. 

We are committed to working with our suppliers to ensure that our 
customers receive the most appropriate and responsible service

We have long-term relationships with our suppliers, 
which allow us to gain a thorough understanding of their 
capabilities and in turn, our suppliers become more attuned 
to our needs and more adaptable to the evolving needs of 
our customers. The long-term nature of our relationships 
gives	our	suppliers	confidence	that	any	investment	in	
innovation or best practice will be recouped during the 
relationship.

A responsible procurer

We encourage our major suppliers to develop corporate 
responsibility strategies for their own business and look 
to identify opportunities to work collaboratively on CR 
initiatives. In 2011/12 we worked together with MITIE 
to support their Real Apprentice scheme and ran joint 
volunteering days with Amaryllis, ISS and Norland. See 
page 28 for more on the Real Apprentice and page 31 for a 
look at a joint volunteering day.  

In early 2012, Telereal Trillium signed up to the 50 in 250  
campaign	and	became	one	of	the	first	50	large	companies	
to	commit	to	using	services	of	at	least	five	social	
enterprises. The commitment encourages the consideration 
of social enterprises in procurement and provides a 
unique  opportunity to support positive social causes whilst 
delivering	sustainable	financial	performance.	Within	a	few	
months we were well on track to meeting this commitment 
and	have	identified	additional	areas	where	the	services	of	
social enterprises can be utilised.

Suppliers

As a procurer, it is our responsibility to 
ensure that our supply chain maintains 
the high standards that we set for 
ourselves and that our customers rightly 
expect.
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Sharing	experience	and	boosting	confidence

In December 2011, Telereal Trillium welcomed on board 
Duncan Stewart as part of MITIE’s Real Apprentice 
programme, which gives valuable work experience to the 
long term unemployed. Duncan spent eight weeks with 
our FM and Projects and Programmes teams in Glasgow, 
shadowing the FMs and project managers, and helping out 
on	specific	projects.	He	also	got	the	chance	to	spend	some	
time with our Energy and Environment Director Simon 
Phillips, which he found particularly interesting. 

Duncan comments on his experience:

“The biggest thing [I’ve discovered] is that companies and 
business people are willing to work with people who don’t 
have experience and are willing to put the effort in. This is 
obviously something that being unemployed for a long time 
you sort of think that no one cares.

I’ve actually been looking at university prospectuses again. 
Having been here it has made me think about maybe doing 
a renewable energy course or something in that direction, 
it’s something I’ve enjoyed”.

Following the programme, Stewart Kellock and Geoff 
Caldwell won Telereal Trillium’s annual Recognition ‘Winner 
of Winners’ award for their work with Duncan.

Real Apprentice

The Glasgow Real Apprentice Team: (l-r) Stewart Kellock (P&P), 
Duncan Stewart and Geoff Caldwell (FM)

28



In April 2011, members of our Aviva contract team 
volunteered to undertake redecorating works for the Priory 
Centre, a local community organisation in Great Yarmouth. 
The team, made up of Telereal Trillium, Norland and 
Aviva employees, started bright and early and by the end 
of the day had completely redecorated two rooms. The 
redecorated rooms will be used as a cafe and for events to 
generate funds for the community trust. The Priory Centre 
was extremely grateful for the contribution. 

Aviva team paint for charity

Aviva contract team redecorate the Priory Centre
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Working together to support the local community

“ ”
52% of our people volunteered in 
2011/12



Employees
We	aim	to	provide	a	working	environment	that	can	provide	flexibility,	
engagement and support to our employees

Training and development

We recognise that it is the skills of our people that sets us 
apart from our competitors. To ensure our people make 
the	most	of	their	talent	and	fulfil	their	potential,	emphasis	
is placed on a range of learning and development schemes 
to develop skills, expand knowledge, invest in career 
development and enhance individual performance. Training 
is available to employees in corporate, departmental and 
individual learning and development areas.

In 2011, as part of a wider review of FM Services, Telereal 
Trillium conducted a detailed review of skill sets and 
training needs of its FM staff. Working together with the 
British Institute of Facilities Management (BIFM) we       
developed a comprehensive training programme to support 
each FM. The aim was to ensure continual development 
and, as such, each FM developed an individual training 
and development plan, which included both foundation 
and occupational courses run internally and by external 
agencies.

Making connections

As a large, complex business it is important that we 
consider ways to help our people connect with others 
outside	their	department	or	office.	In	2011,	job	shadowing	
was	introduced	to	encourage	employees	to	get	firsthand	
experience in other areas of the business, build networks 
and share skills. Job shadowing is available to both new 
joiners and existing staff. 

Organised national events held in 2011/12 such the 
‘Work.	Learn.	Share.’	conference	and	five-a-side	football	
tournament, also helped to promote connectedness. See 
page 34 for more on the conference and page 36 for more 
on the football tournament.

With more than 800 staff located throughout 
the UK, it is essential that we can provide 
a working environment that supports the 
individual	and	allows	both	flexibility	and	the	
opportunity to interact and engage with 
others from across the business. 

Wellbeing

We take a holistic approach to the wellbeing of our people. 
In order to support the balance between work and home 
life,	we	provide	flexible	working	arrangements,	including	
part-time working, job share and home working. We also 
support and provide a wide range of wellbeing initiatives 
ranging	from	cycle	to	work	schemes	to	a	flu	vaccination	
programme. 

As part of our broader wellbeing programme, in 2011/12 
we introduced new health initiatives, including:

•	 New healthy eating options for in house catering in our 
London	Wall	office

•	 Nutrition seminars held in London and Leeds with 
leading nutritionist

•	 On-site medical assessments including measuring  
blood pressure, checking BMI, and testing cholesterol 
levels 

•	 ‘Taking care of your back’ seminars covering healthy 
movement and body re-alignment

Looking forward

In the year ahead we will continue to focus on 
employee engagement and have set a target of 55% 
of scores of 2 or above (on the scale of 0-3 with 3 being 
good), in our annual employee survey. We have also set a 
target of improving employee survey scores in employee 
wellbeing and learning and development by achieving a 
score of more than 2.1 and 2 in each respective area.
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Summer conference
Bringing our people together

In	June	2011,	the	first	company-wide	conference	was	held	
in London. Titled ‘Work. Learn. Share.’,  the event proved 
to be an excellent opportunity to build relationships with 
colleagues and get a better understanding of what we 
do at Telereal Trillium – our range of services, clients and 
properties. The conference truly embraced the ethos of 
‘Work. Learn. Share.’ with presentations, an exhibition, a 
Q&A with the Board, and a party in the evening. Popular 
activities	during	the	day	included	cycling,	fire	safety	
training,	‘behaviour	style’	and	‘career	fit’	assessments,	
virtual tours of our estate and video interviews with our 
clients.

The 2012 conference proved to be a similar success, with 
external speakers including Chief Executive of charity 
Tomorrow’s People Baroness Deborah Stedman-Scott, 
property experts Ezra Nahome and Stephen Stone, and 
futurologist Ian Pearson presenting on engaging and 
inspiring topics. Presentations from our internal teams 
allowed staff to learn more about different areas of 
the business and the Black and White Ball provided an 
opportunity for people to network with their colleagues.

2011 Work.Learn.Share. Conference
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“ ”
A fantastic day that gave everyone 
the opportunity to build stronger 
working relationships



Five-a-side football tournament
Creating stronger teams through work and play

March 2012 saw 180 people from across the country make 
their way to Birmingham to compete in the Telereal Trillium 
national	five-a-side	football	tournament.
 
24 teams, including a client team from BT, played at least 
five	games	each	throughout	the	day	and	were	whittled	
down	to	a	final	between	‘On	Me	Ed’	and	‘Dynamo	Chicken	
Kiev’. ‘On Me Ed’ narrowly beat their opponents in a 4-3 
penalty shoot out.
 
This year the tournament was held as part of Sport Relief 
Week and as a thank you for the teams’ fundraising efforts, 
former Arsenal and England defender Martin Keown 
attended the event and took part in the prize giving.

Football winners ‘On Me Ed’ (l-r) Amy Wilson, Matt Smith, 
Chris Fogden, Yon Papageorgiou, Rob Blanchard, 

Emma Purkis, (front) Jon Ghaemian and Ed Russell
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Community
Telereal Trillium’s community involvement is embedded in its business 
activities

Helping people into the workplace

Unemployment impacts people from every walk of life and 
causes great strain on individuals, families and 
communities. Helping people into the workplace is a key 
theme underpinning our community activities. Our 
corporate activity looks to support the key business focus 
of one of our biggest clients, DWP.

1. Tomorrow’s People

Tomorrow’s People is a national employment charity that 
helps disadvantaged people move out of long-term  
unemployment and welfare dependency and into jobs.

Telereal Trillium has been a committed supporter of 
Tomorrow’s People’s ‘Getting Families Ready for Work’ 
project since it launched in April 2010. As part of the 
programme, employment advisors work intensively with 
unemployed families to move them forward into work. 
  Our support over the past year has enabled the 
     programme to extend beyond its initial two-year life 
       and has allowed the charity to leverage additional 
         funding from other organisations.

     2. Stephen Lawrence Trust

The Stephen Lawrence Trust supports young people 
from disadvantaged backgrounds by developing  
pathways into aspirational and sustainable employment 
through mentoring, education, and creative and  
business development facilities.

Every year since 2007, Telereal Trillium has joined  
together with our client, BT, and the Trust to run a series 
of Employability Skills workshops for students at 
Crossways Sixth Form in Lewisham, one of the UK’s 
most deprived areas. In early 2012, 24 managers took 
part in a workshop with students, which included  
interview training and mentoring ahead of interviews for 
work placements. We were so impressed by the calibre 
of the participating students that all were offered work 
placements within the participating organisations.

3. Career Academies 

Career Academies UK is a national organisation that 
works in partnership with employers, schools and  
colleges to raise the aspirations of 16-19 year olds.
In 2011/12, Telereal Trillium supported the charity in a 
number of ways including providing regular workplace 
visits, paid internships and one-to-one mentoring. We 
were also involved in the UK-wide event ‘A Capital  
Experience’; see page 43 for more on this event.

4. Shakespeare Schools Festival

Since 2000, Shakespeare Schools Festival (SSF) has  
enabled 100,000 young people to unlock their potential 
on	stage,	boosting	articulacy	and	confidence	as	well	as	
imparting key employability skills such as teamwork, 
peer leadership and self-discipline.

Telereal Trillium continues to support SSF, both 
financially	and	through	staff	volunteering,	recognising	
the charity’s ability to transform the lives of young 
people,	developing	their	confidence	and	ambition	for	the	
future.

Co
m

m
un

ity

Co
m

m
un

ity

38 39

Through our community activities we 
aim to make a positive difference  
within the communities in which we  
operate and support the causes close to 
the hearts of our people.

Helping our people help others

In addition to our corporate focus, we recognise that giving 
is about catering to the individual and allowing each  
employee to engage in causes they care about in the 
communities around them. 

To encourage our employees to give, Telereal Trillium  
operates a scheme where by the company matches 
donations or funds raised by our people. In 2011/12, 28 
per cent of employees donated to their chosen charities 
through payroll giving, sponsored events, and fundraising.

We also give our people an annual volunteering day and 
for any volunteering undertaken outside of work hours, we 
match this with additional annual leave. In 2011/12, 52 per 
cent of Telereal Trillium employees volunteered for a wide 
range of activities and initiatives.

In late 2011, Telereal Trillium made a commitment to the 
Give More campaign, which encourages people to share 
their passion for the causes they care about by making a 
public pledge to give more time, money or energy. As an 
early corporate supporter of the campaign, we committed 
to spreading the word of Give More and encouraging our 
people to give more in a way that works for them. To this 
end, in 2012 we have raised our charity matching threshold 
by £500 to a total of £2,500, per person, per annum.
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Looking forward

In the next 12 months we hope to build on the solid 
foundation we have established in this area by achieving a 
target of 55 per cent of staff volunteering and 30 per cent 
of staff giving through payroll giving, sponsored events and 
fundraising. We also aim to extend our community  
activities by identifying and supporting a new charity 
partner in the post-education category. 

Lynette Lacey paints Stanway Fiveways Primary School, 
Colchester during the Strategy team away day

“
”

Telereal Trillium is proud to have been 
awarded the 2012 Gold Payroll Giving

 Quality Mark Award for our commitment to     
good causes and the community



19
Students attending ‘A Capital Experience’ at Telereal Trillium

Boosting employability skills
Developing a skilled and diverse future workforce

In November 2011, Telereal Trillium hosted a group of 20 
students aged 16 to 19, to give them a taste of working 
life and help boost their employability skills. A behind-
the-scenes look at how our organisation works, the day 
included a workplace tour and volunteers from across 
the business took time out to explain Telereal Trillium’s 
activities and their own roles within the business. 

The visit was part of a nation-wide event, ‘A Capital 
Experience’, organised by business education charity Career 
Academies UK. 

Susan Cain, Head of Corporate Responsibility said, “In the 
current economic climate, when it is more competitive 
than ever for young people to secure jobs and youth 
unemployment is on the increase, it is vital that employers 
work closely with schools and colleges to develop a 
skilled and diverse future workforce. We hope ‘A Capital 
Experience’ will help these students realise that there are 
many career paths open to them, show them what the 
world of work involves and encourage them to consider a 
range of options when it comes to future employment.”

43
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Rationalising Centrepoint’s HQ
Using our expertise to help others

Through our work with property industry charity LandAid, 
in late 2011 people within Telereal Trillium’s Facilities 
Management and Project & Programmes teams provided 
advice and expertise to Centrepoint, helping them 
rationalise	their	office	space	and	save	over	£100,000	in	
rent	and	fit	out	costs.

Telereal Trillium also introduced Centrepoint to our supplier 
Amaryllis and contractor Celtarga who subsequently 
provided further cost savings and advice on furniture and 
office	fit	outs.

Nick Bowler, Head of Facilities at Centrepoint commented, 
“Centrepoint	has	not	only	benefitted	from	significant	cost	
savings	but	also	now	have	an	office	space	that	provides	
a vibrancy and buzz that was lacking from the previous 
arrangement	spread	over	two	floors.	The	difference	has	
been felt by both staff and external visitors alike.”

We are delighted we were able to share the expertise of 
our people and our relationships with our suppliers to help 
Centrepoint support young people who are homeless.
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Environment
With a portfolio of over 8,000 properties, we have the responsibility to 
ensure our estate looks to reduce its impact on the environment

We have a proven track record in 
developing and implementing initiatives 
that deliver substantial environmental 
and sustainability benefits, as well as 
financial savings. 

Our dedicated environment team continually look at ways 
to	make	our	buildings	greener	and	more	energy	efficient,	
not only through the reduction of carbon but also through 
sustainability practices such as recycling and protection of 
our natural resources. 

Telereal Trillium has been accredited to ISO 14001 since 
2004, which recognises that we adhere to the very highest 
standards in environmental management. We continually 
review our environmental systems and processes, and 
seek to minimise the potential for our business activities to 
cause harm to the environment.  

If you can’t measure it, you can’t manage it 

Understanding energy usage is key to improving the 
environmental	efficiency	in	buildings.	By	understanding	
our	carbon	footprint	it	is	possible	to	identify	inefficiency	
and take the steps required to manage it. Installation 
of smart meters across our estate has made the single 
biggest contribution to reducing waste, by allowing better 
management of resources such as electricity, water and 
gas. 

The ability to manage and measure our footprint has led 
to	significant	improvements;	in	2011/12	we	reduced	our	
carbon footprint by 14 per cent compared with 2010/11, 
well above the 5 per cent target we set ourselves.

Leading by example

Telereal Trillium aims to be a market leader in conducting 
sustainable business best practice and we recognise that in 
order for the occupiers of our buildings to do the same, we 
must lead by example. A number of initiatives focused on 
our London headquarters site in 2011/12 have seen waste 
and electricity consumption reduced by 12 per cent and 15 
per cent respectively, compared to 2010/11. 

CR

46

En
vi

ro
nm

en
t

Helping our clients achieve sustainability

Occupiers and occupier behaviour plays a key role in 
building	efficiency	and	sustainability.	In	managing	our	
properties we seek to reduce energy consumption 
to the lowest practical level commensurate with the 
operational needs and satisfaction of the occupiers. Our 
environment team works closely with our FM teams to 
devise and implement initiatives to help our clients increase 
sustainability.	Our	work	with	the	DVLA	has	seen	significant	
success, including achieving a 80.2 per cent recycling rate 
in 2011/12, well above the government’s target of 40 per 
cent. For more about our sustainability work with the 
DVLA see page 48.

Winning hearts and minds

Our approach is to cultivate a company culture where 
our people take personal responsibility for embedding 
sustainability in the workplace. This is achieved through a 
range of communications activities, including energy and 
environment days, intranet articles and posters, to inform 
employees of environmental initiatives and encourage 
behavioural change.

Looking forward

Over the coming year, we are committed to maintaining 
certification	to	ISO14001	for	our	environmental	
management systems. We have set ourselves the target 
of reducing our carbon footprint by a further 5 per cent 
compared to 2011/12. We have also launched a Green 
Travel Plan to reduce travel-related emissions, which 
includes	the	introduction	of	more	fuel	efficient	cars	into	our	
car	fleet.

For	our	head	office	site,	we	aim	to	reduce	annual	energy	
consumption by 10% compared to 2011/12 through the 
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implementation of invest to save projects. In addition, we 
have set a high target to reduce energy consumption of 
our vacant properties by 20 per cent compared to 2011/12 
baseline.



Sustainability at the DVLA
Creating a culture where everyone can make a difference

As its FM service provider, Telereal Trillium has helped 
the DVLA implement a long-term programme to embed 
sustainability into the workplace. Focusing on the 
headquarters site in Swansea, the FM and environment 
teams have led a programme that has seen a range of 
new, sustainable initiatives introduced from recycling, to 
environmentally friendly catering and cleaning products, to 
an employee bus service.

The programme is creating a culture where everyone 
can make a difference, and when you have 5,000 
people working together, big things can be achieved. 
The	programme	has	seen	significant	success,	including	
saving over 26,000 tonnes of CO2 per annum, achieving a 
recycling rate of 80.2 per cent and saving the DVLA over 
£20,000	in	landfill	fees.
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Saving energy

51

Aviva energy savings 
Identifying opportunities for energy savings

Since we began working with Aviva in 2004, we have 
helped to reduce electricity and gas consumption across 
the Aviva estate by 18 per cent and water by 47 per cent, 
resulting in an annual saving of over £770,000.

In	addition	to	these	significant	savings,	through	our	annual	
energy audits, our energy and environment team recently 
identified	a	number	of	additional	opportunities	for	energy	
savings and were asked to undertake a ‘spend to save’ 
energy reduction project.

The initiatives included installing heating valve insulation 
covers in boiler rooms and commissioning building 
management	systems,	including	fine	tuning	heating,	
cooling and ventilation times.

Completed at the end of 2011, the results of this project 
are already being realised, with savings of 7 per cent on 
electricity	and	15	per	cent	on	gas	made	in	the	first	quarter,	
saving Aviva over £100,000. 
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Targets for 2012/13
Looking forward

We have set a number of stretching 
corporate responsibility targets for the 
year ahead.

Customers

•	 Achieve 92 per cent overall customer satisfaction on the  
DWP contract

•	 Achieve the following customer satisfaction scores for 
DWP’s supply chain – 80 per cent cleaning; 93 per cent 
security; 90 per cent maintenance; and 92 per cent   
furniture 

•	 Achieve 95 per cent overall customer satisfaction on the 
DVLA contract

•	 Achieve a Net Promoter Score of 32 on the Aviva 
•	 contract
•	 Support DWP in achieving the Greening Government 

Target of 20 per cent reduction in carbon dioxide emis-
sions, compared to a 2009/10 baseline

•	 Develop a customer satisfaction questionnaire for our BT 
contract and achieve a score of 92.5 per cent

•	 Achieve 93.5 per cent customer satisfaction for our BT  
Helpdesk service

Environment

•	 Maintain	ISO14001	certification	for	our	 
environmental management systems

•	 Reduce waste in our London headquarters building by 5 
per cent compared to 2011/12 and recycle 80 per cent 
of waste

•	 Reduce annual energy consumption in our London  
headquarters building by 10 per cent compared to 
2011/12

•	 Reduce Telereal Trillium’s carbon footprint by 5 per cent  
compared to 2011/12 

•	 Reduce energy consumption in our vacant properties by 
20 per cent compared to 2011/12
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Suppliers

•	 Ensure awareness of service partner and supplier  
corporate responsibility programmes; identify and  
deliver opportunities for collaboration 

•	 Increase expenditure directed at SMEs, compared with 
2011/12

•	 Introduce	five	social	enterprises	as	new	suppliers
•	 Raise awareness of our anti-bribery and corruption  

policy with service partners and suppliers. Ensure we 
hold copies of existing suppliers policies and all new 
suppliers provide evidence of their policies

Community

•	 Support local communities by encouraging staff to  
contribute time to volunteering; achieve a staff         
volunteering target of 55 per cent 

•	 ‘Helping people into the workplace’ – identify a new 
initiative in the post education category to strengthen 
Telereal Trillium’s community activities remit

•	 Achieve a target of 30 per cent of staff donating through  
payroll giving, sponsored events, one-off donations and 
fundraisers 

Employees

•	 Employee engagement: achieve a company-wide  
average of 55 per cent of scores being 2 or higher for all  
questions in the employee survey

•	 Employee wellbeing: create an environment where 
employees believe their well being is being supported; 
achieve an average score of 2.1 or above in the  
employee survey

•	 Learning and development: provide opportunities for 
meaningful learning and development experiences; 
achieve an average score of 2 or above in the employee 
survey
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Health and safety

•	 Ensure	that	Telereal	Trillium	maintains	certification	to	
OHSAS 18001 for its occupational health and safety 
management systems

•	 Refresh the health and safety e-learning training  
package by June 2013

•	 Ensure all Tier 1 contractors are accredited to Safe  
Contractor or other scheme recognised by Safety 
Schemes in Procurement
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Will Shadbolt volunteering at a rotational science afternoon 
at St Anne’s School

Contact	our	head	office:

Telereal Trillium
140 London Wall 
London 
EC2Y 5DN

T +44(0)20 7796 5500F +44(0)20 7796 5501

info@telerealtrillium.comwww.telerealtrillium.com



Published September 2012

This	report	was	printed	on	Essential	Offset,	comprising	of	fibres	from	
sustainable forests and bleached without the use of chlorine. 

Read our emission free version on our website 
www.telerealtrillium.com


