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Hello and welcome to the New Mitie. I’m Phil Bentley, and I’ve been the boss of  Mitie for the 
last 3.5 years. 

I hope you’re keeping safe and well during what has been the most challenging year in all our 
lifetimes. I know many of  you have been impacted personally by Coronavirus. My thoughts are 
with you, and with our Mitie and Interserve frontline heroes who have been going to work 
every day providing essential services and keeping Britain running.

A massive heartfelt thank you to you all from me.

This is an important time for our business, as Mitie and Interserve join forces, and I’m so 
pleased to be welcoming our new Interserve colleagues to the Mitie family. Interserve has been 
through a challenging time recently, so I want to thank you for your resilience and determination 
to deliver for your clients. 

Our two businesses complement each other well – Mitie is the leading provider in the private 
sector FM; Interserve is the leading UK FM provider to the Government and Public Sector. 
Together, we are the largest employer in UK FM, with 77,500 people and over £3.5bn of  sales.

Our ambition is clear – to be a leader in customer experience; a leader in the digital 
transformation of  the industry; a leader as a great employer; and a leader in financial 
performance.

At Mitie, we operate under three fundamental beliefs: showing our people we care; 
collaborating with our customers; and embracing technology to change the industry. Just last 
week, we signed off 4,000 new modern laptops for our Interserve colleagues – and more 
investment will be coming.

Our Vision is to deliver ‘the exceptional, every day’ and we can only achieve this with 
engaged colleagues who feel truly valued. That’s why we promise to create a 

‘Great Place to Work’ where everyone can thrive and be their best every day.

We’re also leading the FM industry with our commitments to social value 
and sustainability and we’re proud of  our Plan Zero strategy and 
commitment of  zero carbon by 2025 and we have the largest fleet of  
electric vehicles in the UK today.

As we start on this journey, I know that change can be unsettling. 
Please be assured that we’re committed to keeping you fully informed 
and supported throughout this process. Do keep your eyes open for 
more messages from me and if  you’d like to get in touch, drop me a 
line at grillphil@mitie.com

Join me on this journey, as we create the UK’s leading 
Facilities Management company.

Mitie and Interserve – Stronger Together.

Phil Bentley CEO, Mitie Group plc

A message from CEO,

Phil Bentley

AWARDS AND ACCREDITATIONS

OUR COMBINED ORGANISATION AT A GLANCE
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Our shared vision and values are the set of guiding 
principles and fundamental beliefs that we live by. 

Our vision is to deliver the exceptional, every day. 
We do this by living our values:

 � We are one Mitie – We work as one to deliver a seamless, unrivalled service. 
We are all in it together, if  we can help a customer or colleague in any way, we 
will. We are one Mitie.

 � We go the extra mile – Whether it’s keeping things running smoothly in a safe 
environment, looking for new ways to do things better or fixing problems, going 
the extra mile for our colleagues and customers and keeping our promises is in 
our DNA.

 � Our diversity makes us stronger – We are very proud of  our rich and diverse 
culture and backgrounds. Our diversity creates ideas and insights. Everyone at 
Mitie has a voice and is treated as an equal.

 � Our customers’ business is our business – We are a partner, trusted for our 
expertise and for putting our customers at the heart of  everything we do.

 � We’re built on integrity and trust – Integrity and trust are at the heart of  all we 
do. We are the face of  the company. We treat others as we would like to be 
treated. We are proud to work for Mitie.

OUR VISION 
& VALUES

As we become a combined organisation, it’s important that we minimise 
disruption, maintain our focus on our colleagues and our customers, and get 
the basics right on Day One so we can continue to pay our people, pay our 
suppliers, bill our clients and deliver an exceptional service. 

With these principles in mind, we will be adopting the following structure from Day One. 

As the diagram above shows, we will manage the company in five business units.

Central Government & Defence and Communities will operate largely unchanged.

Our new structure will mean that Business & Industry contracts will be transitioned into the 
Business Services and Technical Services business units over time, as will Service Operations.

The Mitie Specialist Services business of  Waste, Landscapes and Care & Custody will 
continue to operate as they do today.

The Integrated Facilities Management Model will continue to be applied across our four major 
business units. This will ensure our biggest and most important accounts can be managed end-to-end 
whilst sharing best practice.

And finally, through integration we will be combining the capabilities of  both organisations across  
our Support Functions as we leverage the leading practices from both businesses. 

Following Day One, the integration planning will continue, and we will update you regularly.

OUR DAY ONE

STRUCTURE

SPECIALIST SERVICES

BUSINESS AND INDUSTRY

SERVICE OPS

IFM

BUSINESS  
SERVICES

CENTRAL  
GOVERNMENT  

& DEFENCE

TECHNICAL  
SERVICES

COMMUNITIES

BUSINESS UNITS SUPPORT FUNCTIONS

Sales

Human Resources

Procurement

QHSE

ESG

IT

Finance

Strategy & Marketing

Facilities

Legal

Comms
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EAP
Our Employee Assistance Programme offers 

round the clock, confidential expert advice 

on a range of  topics covering your work life, 

home life and wellbeing. 

To access the EAP, call the telephone 

helpline:  

0800 111 6387 (UK and Northern Ireland)  

1850 718 888 (Republic of  Ireland) 

+44 (0)845 330 5132 (from abroad)

You can also access the online portal for 

further guidance and support at 

my-eap.com/login  

Our organisation code is: mitiewell

We recognise that to attract and keep exceptional colleagues, we must make Mitie a ‘Great Place 

to Work’.  This is our number one aim as a business, because we’re nothing without our people.

We support our colleagues to acquire the right skills and knowledge from day one of  joining and 

continue to develop and challenge them throughout their careers. 

We reward and recognise our exceptional people for a job well done and we’re committed to 

fostering a truly inclusive culture, where everyone can bring their true selves to work.

We’re proud to be recognised as the UK’s sixth most inclusive employer;  

a Top 50 UK Employer and one of Britain’s most admired companies. 

LIFE 
ASSURANCE
To provide your loved ones with peace of  

mind and financial security, we provide a 

Life Assurance scheme which provides a 

lump sum of at least 1x your basic 

annualised pay (with a minimum lump sum 

payment of  £10,000).

You should let the Trustee know who 

you would like to receive this lump sum 

by completing the Expression of Wish 

form which you can find at 

mitiepeople.com/isvlifeassurance

Some of our customers

OUR

EXPERTISE
OUR

PEOPLE
We keep Britain running.

Together, we have an extremely diverse client base of  some 4,200 customers. We deliver exceptional FM to the most important 

clients in Britain; from the UK Government to banks, retailers, hospitals, schools, transport hubs, the Nightingale Hospitals and many 

Coronavirus testing centres.

Much of  the country’s critical infrastructure, from the railways to the telecoms network and energy supply, is maintained by our 

technicians. Most of  Britain’s airports are secured by our officers. Most of  Britain’s supermarkets are cleaned by our colleagues. We 

keep Britain’s manufacturing plants working. We support nuclear decommissioning at Sellafield and the Atomic Weapons 

Establishment at Aldermaston. We are a critical supplier to the NHS and we are proud of  our key role in the national response to 

the COVID-19 outbreak, supporting the NHS Nightingale and Dragon’s Heart hospitals as well as 81 COVID-19 test centres. We 

are a strategic partner to Government and a leader in innovation. We are the experts in creating efficient, safe, clean and secure 

workplaces.

While Mitie is renowned for private sector expertise, Interserve is the leading UK provider of  services to the Government and 

Public Sectors. Together, we have the scale, national reach and breadth and depth of  services to benefit our customers – ranging 

from engineering maintenance, security and cleaning, to landscaping, environmental services, waste and energy consultancy – to 

cover every customer’s needs for their workspaces.

VIRTUAL GP
We want to ensure that all of  our colleagues 

have access to the health and wellbeing 

support they need. Which is why we offer 

all employees free access to a Virtual GP 

Service, provided via Medical Solutions. This 

confidential service is easy to access and 

available to all members in your household. 

The Virtual GP Service gives you access to 

unlimited GP consultations by phone or 

video for the duration of  your employment.

To book a consultation from Day One and 

beyond, call 0345 319 3107 or access the 

WebApp by visiting  

https://mitie.gp-24.com. 

OUR 

BENEFITS
At Mitie, we think it’s really important to reward you for a job well done. We understand 

that what you need from us as your employer in order to make you feel supported and 

secure extends to more than just your salary.

All Mitie colleagues, including our new Interserve colleagues, receive a Virtual GP Service, Life 

Assurance and our Employee Assistance Programme. More benefits will become available to 

our Interserve colleagues as we progress on our journey to become one business. 

You can find out more about these on www.mitiepeople.com/benefits 

7
WELCOME  
TO MITIE



8
WELCOME  

TO MITIE

RECOGNITION 
Recognising our people is key to our success.

LEARNING HUB
Learning Hub is our central system for all your learning and development needs. 

Interserve colleagues will be able to access the site when we migrate you to People 

Hub. When this happens, you’ll be able access an extensive library of  learning 

materials tailored to suit your learning needs.

We’re committed to the development of  our people through a 
comprehensive Learning & Development programme. 

It’s vital that we support you to acquire the right skills and knowledge 
and continue to develop throughout your career with us.

The Five Pillars of Learning & Development

LEARNING &

DEVELOPMENT 

2
LICENCE TO LEAD

‘Licence to Lead’ is our development programme for all people managers in our 

business. This will equip you to lead and manage your team the ‘Mitie’ way.

3
APPRENTICESHIPS

A great way to invest in your development, providing practical learning  

and support, whilst giving a nationally recognised qualification.

4
ACADEMY FRAMEWORKS

Our focus on developing people means we are building academy  

frameworks to help our people be the best at what they do.

5
TALENT DEVELOPMENT

Developing talent at Mitie is key, ensuring we bring out your potential. Personal 

development plans as part of  our MiReview process help to shape your career 

path and we have also developed a toolkit to support managers with 

development conversations.

1
LICENCE TO OPERATE

‘Licence to Operate’ will ensure you continue to develop and receive the learning you 

need for your role to help you deliver the ‘exceptional, every day’.

MITIE STARS
Our annual award scheme, Mitie Stars, is dedicated to 

recognising teams and individuals for their outstanding 

performance, passion and dedication.

Every employee nominated for a Mitie Star receives a 

badge and a certificate to say thanks. Each month, our 

Senior Leadership Teams review the nominations and 

award cash prizes to our most exceptional 

employees – winners will receive £250 

and runners up get £150!

At the end of  every year, all the 

winners of  the £250 award are 

considered by the Executive 

Leadership Team (ELT) who then 

award annual prizes of  £10,000 for first 

prize, £5,000 for second prize and £2,500 for 

third prize! Our Interserve colleagues will get access to 

this scheme as we migrate you to Mitie payroll.

DIVERSITY & 
INCLUSION 
We are very proud of our rich and diverse 

culture and backgrounds. Everyone at Mitie has 

a voice and is treated equally. Our aim is to 

create a ‘Great Place to Work’ by attracting 

and retaining a diverse workforce and fostering 

a truly inclusive culture where everyone can 

bring their true selves to work.

We’re proud to be listed as number six on the 

UK Top 50 Inclusive Companies List and we 

have six employee diversity networks to raise 

awareness, actively promote understanding and 

provide support for our people. 

FEEL GOOD 
FRIDAY 
Every Friday, we say ‘thank you’ to individuals or teams 

who have delivered ‘the exceptional, every day’ during 

the week. Feel Good Friday is about actively looking for 

ways to acknowledge our colleagues’ contribution.

LONG SERVICE
We have a number of  employees across the business who are 

celebrating a fantastic 5, 10, 20, 30, 40 and 50 years of  service. 

We honour continuous service as part of  this scheme, so all 

your years of  hard work and loyal service won’t be forgotten 

when you join Mitie! Our 

Interserve colleagues will 

get access to this scheme 

as we migrate you to 

Mitie payroll.

Celebrating

at Mitie
LONG SERVICELONG SERVICE

You can sign up to our networks at  
www.mitiepeople.com/diversity

FRONTLINE 
HEROES BADGE
We’re proud to offer our frontline heroes a limited-edition 

badge to recognise their hard work during the COVID-19 

pandemic as a small token of our appreciation.

COVID STARS
This year, we also introduced a new COVID 

Star to recognise colleagues who have gone 

above and beyond to keep our country 

moving during the Coronavirus pandemic
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We’re leading the FM industry with 
our commitments to social value 
and sustainability and we’re proud of 
our Plan Zero strategy and 
commitment to zero carbon by 
2025 with the largest electric vehicle 
fleet in the UK.

INFRASTRUCTURE

 � Decarbonise our heating systems

 � Use smart technology to maximise 
energy efficiency

RESOURCES

 � Remove single-use materials 

 � Use natural, non-toxic  
cleaning products 

 � Improve biodiversity

EMISSIONS

 � Electric fleet by 2025 

 � Switch to 100% renewable electricity

APPRENTICESHIPS
As a major UK employer, Mitie provides a huge variety of apprenticeships and takes an 

‘apprentice first’ approach to any training.  We paid £5m into the Apprenticeship Levy 

scheme in FY19/20.  As a combined organisation, we have over 1,000 apprentices 

working across our portfolio of contracts.  We have ambitious plans to raise this number 

to reach the Government’s target of 2.3% apprentices across the workforce.

OUR 

SOCIAL VALUE
We’re committed to corporate social 
responsibility and look to give back to the 
communities in which we serve. 

To ensure maximum positive impact, we break our social value 
commitments down into five key pillars, which make up our 
Social Value Framework.

Technology is changing our industry –  
and of course COVID is accelerating this.

Our business is underpinned by technology and we believe it’s giving us an edge – both 

with our customers and in how we run our own business. We will have  

spent £100m on technology in the last four years and that gives us the most  

modern systems and the best technology for our clients and our people.

Through our investment-led strategy, we’re leading the ‘Digital Transformation’  

of  FM through our Connected Workspace – connecting our people; connecting  

our environments; connecting our data and connecting building usage with  

real-time information.

The COVID-19 crisis has given us the opportunity to showcase our industry  

leading technology, with an increase in demand for technology that supports  

a safe return to work – specialist COVID cleaning and remote monitoring of   

desk occupancy, air quality and critical equipment. 

Our suite of  innovative solutions is the culmination of  30 years’ expertise in  

facilities management, listening to the needs, challenges and aspirations of   

our customers and our people. Our technology has helped us to win five major 

technology awards in the last six months, and this success is sure to continue  

as we progress on our journey as the UK’s leading FM company. 

INNOVATION & 

TECHNOLOGY

To conduct business responsibly, we 
focus our spend on three areas: small 
and medium enterprises (SMEs); 
voluntary, charitable and social 
enterprises (VCSEs); and our supplier 
management framework (SMF). 

RESPONSIBILITY

We create safer communities for our 
customers and neighbours by focussing 
on and promoting three areas: armed 
forces, health and wellbeing and colleague 
volunteering. 

COMMUNITY

We promote skills and employment 
opportunities for all, focussing on three 
areas: Apprenticeships, Diversity and the 
Real Living Wage. 

EMPLOYMENT

We launched the industry-leading Plan 
Zero initiative in February 2020, 
committing to reaching net zero carbon 
emissions by 2025. 

ENVIRONMENT

To be a leader in social value requires 
new ideas and innovative solutions to be 
realised through cutting-edge technology 
and developed in consultation with 
colleagues, customers and communities. 
We’re committed to innovation and 
recognise it is key to social value success.

INNOVATION

5 KEY 
PILLARS

THE MITIE FOUNDATION 
The Mitie Foundation creates life-enhancing opportunities for a diverse range of  

people, particularly those facing barriers to employment. 

By helping sometimes overlooked but enthusiastic participants into work, the Mitie 

Foundation creates routes to sustainable employment, develops untapped talent and 

maximises the potential to enrich diversity. In doing so, Mitie’s workforce more 

accurately represents the diverse 

communities in which we operate.

REAL LIVING 
WAGE
Mitie works with the Living Wage Foundation to 
promote the RLW.  We believe in paying a decent 
wage to our colleagues, who carry out vital work 
for many organisations. Mitie is committed to the 
widespread uptake of the RLW. 

As a Real Living Wage Recognised Service provider, 
we have committed to pay all of our own head 
office colleagues the RLW.

We also always include such a costing in every bid 
submittal to all prospective and current clients. 
This means the client always has the choice to 
implement the RLW at the point of tender and – 
where they choose to do so – employees working 
on that contract will receive RLW.
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Learn more at

www.mitiepeople.com


