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CG&D  

Live Stream Full Script 

BRIAN 

Good morning everyone, thank you for joining and welcome to this 

Central Government and Defence Business Unit live stream. I’m 

joined by our CEO Phil Bentley who will shortly say a few words 

about Mitie’s recent successes including the acquisition of Interserve, 

the new Mitie strategy based around Science of Service and his 

thoughts on the key challenges and priorities for CG&D. 

I’ll then provide some more detail on how we plan to grow and 

develop our business. 

Finally, we’ll open for questions from the audience so please do type 

these into the Sli.do that you can see on your screen and we’ll get 

through as many as we can. 

First, I want to start with a thank you. Thank you to all of you. 

Everyone has remained committed and given of their best through 

what has been an incredibly challenging period. We play such a 

critical role in supporting the government and helping keep our 

country safe. I’m proud to be the MD of a Business Unit that really 

matters. 

 

CG&D CAPABILITY VIDEO PLAYS 
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Thanks, Brian, and it’s great to be here and to take part in the Central 

Government and Defence Business Unit Deep Dive Livestream. 

And Welcome to the Second Week of Team Talk Live.  It’s been great 

to engage with our teams. 

During Covid I’ve really missed my trips to get out and meet everyone, 

so I hope you’re all safe and well.  So I’m really looking forward to a 

few trips with Brian. 

And I should start with a big thank you to all.  CG&D were the reason 

we bought Interserve.  You’re to blame! It has great contracts and 

great capabilities and is led by a seasoned pro like Brian.  I have huge 

respect for the roles you fulfil and I’m incredibly proud of how our 

Frontline Heroes in CG&D have ensured that essential and sensitive 

services have been delivered throughout COVID.  

NEXT SLIDE 

Now to start with, someone suggested I share a bit more about myself, 

so here’s a picture of my wife and I on holiday last year in Cornwall.  

For those who don’t know me I joined Mitie 4½ years ago having 

previously been the CEO of Cable & Wireless where some of you may 

know  I was based in Miami.  Before that I was the boss of British Gas 

for 7 years.  My early career was in finance, starting with BP where I 

lived and worked around the world as part of BP’s Exploration team.  

I don’t know who’s idea it was to remind me that I’ve now been 
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working for over 40 years, but I have to say that wherever I’ve worked 

its often been challenging but always a lot of fun. 

I’ve 2 kids, 29 and 27.  Well, not really kids anymore, as here’s a photo 

two weeks ago at my daughter’s wedding!  

NEXT SLIDE  

So what I want to do now is give some context of where we are in 

Mitie, what’s our strategy going forward, and what it means for our 

CGD. 

And then I’ll hand over to Brian who’s going to explain how we make 

it happen.   

This first slide, boring but important, is from our Results presentation 

a few weeks ago.   

As it says FY21 was “a defining year of strategic progress and financial 

resilience” for Mitie. 

And it certainly was – thank you for everything you achieved last year.   

It was tough for everyone, but CGD had a good year.  Although sales 

were flat year-on-year leading up to the acquisition, Revenue at £230m 

has been up 12% in the 4 months we owned the business so thank you 

indeed Brian! 

Pre-Interserve Mitie Group showed decent resilience, with like for like 

sales in Mitie down only 1.6% and up 19% overall when you include 

Interserve.  
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And Profit in CGD was up 8% to £20m in the 4 months reflecting a 

strong year end in Projects and variable work and growth in DWP. 

Across the Mitie Group, profits were better than we expected, but 

were still down year on year as much of the new revenue we won as 

part of our Testing Centres COVID fightback in the UK was won at 

much lower margins than the revenue we lost in Technical Services – 

as you know from CGD projects and variable works are usually our 

highest margin work. 

We reduced our debt significantly to less than 1 times a year’s profits, 

and we got a Triple B investment grade rating.   

Why is that important? Because it means we can now borrow money 

from international markets at a much cheaper interest rate.  

And finally of course, we bought Interserve – and we are now cracking 

on with the integration – the Interserve business is trading well, 

spearheaded by CGD, even though B&I was declining fairly rapidly, and 

as you know we’re targeting £42m of savings which we are well on 

our way to achieving.  Joining forces with Interserve is great news, and 

of course now our order book is much bigger, as is the pipeline of 

opportunities we see, and once we get through all the integration, 

we’ll be in very good shape.  

I know that change can be unsettling but hang on in there.  There’s a 

lot of good stuff to come when we’ve completed the integration.  

So as we said, great strategic progress. 
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We are now the largest FM player in the UK; the largest strategic 

supplier to the UK Government; and with 78,000 colleagues we are a 

force to be reckoned with. 

And it shows that all the hard work and investment over the past 4½ 

years in Mitie, fixing the business, has put us in strong position for the 

future.  

NEXT SLIDE 

Which is why I said the other week we have now closed the chapter 

on the strategy to transform Mitie – essentially we are saying we’ve 

fixed the business – fixed Customer Service; Fixed Employee 

Engagement; Fixed Technology; and fixed our Balance Sheet and 

Costs.  And now we are moving on to something new.  

That doesn’t mean we don’t need to think about Customers, People, 

Technology and Balance Sheet again  – of course we do.  CGD NPS is 

-22 points, after all. And it doesn’t mean that everything is fixed – it 

isn’t.  We’ve got AX12 to move; HR systems to transfer; Back-office 

changes; new CAFM systems.  

But it does mean that we have a plan – a playbook – of how we run 

the business. And we are clear that what we have built is what is 

needed to succeed.   

Which is why we are now launching a new strategy – a strategy that 

leverages everything we’ve achieved, and moves us to our new chapter 

– and a strategy focussed on Growth. 
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Put simply, the objective for the Group, as it is for GGD, is to grow; 

and to improve our margin (as I’ll come back to).  Done well, we’ll 

generate cash and boost shareholder returns and ROIC. 

What do we mean by ROIC? It’s return on Invested Capital. We’ve 

invested a lot of shareholder capital in fixing the business, and buying 

Interserve. Now we need to get a return for our shareholders. That’s 

what gets our share price up.  

We are targeting a 25% return on capital.  Its stretching – but as I’ve 

said before, its daunting, but doable.  

 

NEXT SLIDE 

So how do we grow across Mitie and CGD?  

By using our reputation and market size to our full advantage to win 

Market Share. Cross selling more services to our existing client as 

‘One Mitie’; winning the confidence of our customers to be a trusted 

partner, and being smarter in how we work, constantly innovating.  

And we are now on new UK Government frameworks – New MOD 

frameworks; Local Authorities, Prison Operators and Renewable Heat 

- so decarbonisation is going to be a particular growth opportunity for 

Mitie, as is targeting capital works.  

And in CGD we’ve new opportunities in US visiting forces, expanding 

our relationship with PAE; looking to support in Germany; and of 

course, the £1billion monster of the Government Property Agency.  
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So that’s Growth – we need the Group to grow top line by at least 

5% per annum – and that’s eminently achievable.  

But in CGD, I believe we can grow even faster given our opportunities 

to win new business and bring new technologies and capabilities to the 

team.  

So, we are entering a pretty exciting time over the next 3 years. 

NEXT SLIDE  

Now Margin enhancement is the second block of our strategy.  Our 

margins in CGD aren’t bad, at 9%, but when you take into account all 

the Group overheads – i.e.: People like me – we are left with a margin 

of 3-4% at the Group level. 

That’s not enough for our shareholders. 

So how do we improve profitability?  

Firstly, by looking at each contracts’ profitability – is there a smarter 

way of delivering services? Do we understand “CPQ” – the cost of 

poor quality? Which is our most profitable – and least profitable – 

contract, and do we understand why.  Where does ‘waste’ in our 

processes really arise? 

Is everything automated and standard now, or are we still incurring 

routine admin costs on work that a computer could do?  

Are we using 3rd party suppliers for work that Mitie could do itself?  
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Are we working with our own supply chain to drive procurement 

innovation and savings?  

If the answer is no to those questions – and it probably is in CGD 

today – then that’s what we need to fix. 

In an ambitious programme of focussing on Operational Excellence but 

it will pay dividends. 

And we’ve got to look at margins when we bid.  Too often – especially 

on renewals – we have had to cut our prices, reducing margins, 

offering more, for less. But today as we build our technical offering 

and improve Net Promoter Score, we need to reverse this dynamic 

and price more confidently.   

Across the Mitie group, we need to lift our margins by at least 1.5% - 

and that includes CGD.  

 

NEXT SLIDE  

How do we get both growth and margin enhancement?  

By centring all we do on The Science of Service – showing why Mitie 

is different; why we are move innovative; and more efficient.  

There’s greater appreciation in a post COVID world for improved 

hygiene, remote monitoring, and real time data analytics.  There’s a 

real science behind how we do this and deploy our people efficiently.  
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And we are also demonstrating our “Science” credentials in the UK 

by showing clients our TSOC/GSOC/CCE.  

There’s a huge opportunity here in CGD and what is really exciting is 

that Brian is getting our clients engaged with our Science of Service 

technology.  Whether it’s MOD, DEFRA, GPA, DWP – and even 

FCDO – Central Government departments post COVID are finally 

engaging in innovation.  

NEXT SLIDE  

So let me end, firstly by thanking everyone on this call.  You’ve had a 

challenging year, but you’ve shown resilience and flexibility, and we 

have emerged in good shape.  

Indeed, Brian has been having some success on quietly extending a 

number of contracts already.  Landmarc, Home Office, Affiliates, DFT, 

Gibraltar, Cyprus – all moved to the right.  

So, what are the challenges for CGD over the next 3 years.   

Brian will tell you, in short, we plan to grow the business.  I think at 

least by 10% per annum. 

Firstly, make a great success of mobilising FMSP at the Clyde – that’s 

a £200m contract.  And mobilise the FDIS Hard Services contract in 

Scotland and Northern Ireland – that’s a £600m contract.  

Hang onto our existing business – Landmarc, Gibraltar, Cyprus, DWP, 

DEFRA – we can’t afford to lose them.  
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And add £100m a year from GPA through selling our Science of 

Service technology. And drive efficiency in Mitie first, ensuring we 

deliver as much as the service as we can – and keeping the profit.  

And fix NPS – at – 22 points, it’s simply unacceptable.  With 

investment, we have got to turn it around and fast.  That’s why 

technology is so important.  We cannot afford to lose clients on 

renewals due to poor service – and it starts with fixing FCDO ASAP. 

And we need to keep improving Employee Engagement, which at +55 

points is in line with the Mitie average of 55%.  Brian will touch on this 

a bit more.   

Improving engagement further means rewarding our people better. 

Pay is undoubtedly an issue, but as I always say, pay is set by what our 

clients are prepared to pay – we can’t afford to price ourselves out 

compared to competitors. 

What we can do though is increase benefits.  If you haven’t watched 

it, look at the Team Talk Live fireside chat last week on benefits.  

We’ve got some great deals – free share, life assurance, salary finance, 

virtual GP, cycle to work and many discount schemes – and yet only 

half of our people are taking up these great offers.  So please, please 

look at the financial support that is out there.  It really can make a 

difference.  

And we’ve got to think deeply about our Social Value contribution.  

Are we supporting the greater good for society? Are we creating 
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employment for apprentices, veterans, minorities? Are we helping 

clients to reach their net zero contribution, as we are doing in Mitie? 

We must do even more in this space.  We always find that SERCO 

are breathing down our neck! 

Finally, in Brian, I have to tell you, that I have now got to know him, 

and I know he can be a bit quiet, but in Brian, you have a great leader.  

He is a fighter; he’s experienced.  He doesn’t like losing. He is 

passionate about his role.  He cares about you and he cares about 

what we do.  And I’ve already seen that he’s a team player.  He is 

undoubtedly the best in the industry and is continuing to build Mitie’s 

reputation.   

So, thank you Brian – you certainly haven’t made me suffer from 

“buyer’s regret” in acquiring Interserve.  I said at the start that CGD 

are own Crown Jewels, and they are.  But I need everyone on this call 

to make them ‘sparkle’. 

In short, in CGD we’ve got the vision; we’ve got the leaders; we’ve 

got the capabilities. 

Let’s go out there and make it happen and make us all proud.  

Why Mitie Matters video plays 

NEXT SLIDE 

As you saw in the earlier video, Central Government and Defence 

delivers a range of services to government here in the UK and 
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Europe, and provides critical services supporting the Armed Forces 

both here and overseas.  

As most of you know, Interserve did not invest into the business for 

many years, and this has held us back from reaching our full 

potential. We now have that investment into our business and its 

our responsibility to identify opportunity to grow, improve service 

(NPS) and leverage the technology that Mitie have developed. 

NEXT SLIDE 

We’ll do this by focussing on some priority areas, firstly:- 

The Health and Safety of our people, customers and suppliers is 

paramount and it’s important we conduct our activities in a safe way. 

We have seen an increase in incidents during 2021 and therefore we 

need to re-group, get behind the LiveSafe programme and get the 

basics right.  

 

Our Social Value programme is important to us and our customers 

and will be a key differentiator for contract retentions and new 

opportunities going forward. We want to continue to be the 

Employer of choice. To do this we need to listen to our colleagues 

and respond to feedback from the upload survey, which I’ll come 

back to in a moment. 

 



13 

 

We’ll also focus on training and development; including further 

opportunities to recruit Apprentices and up skill colleagues. 

We also want to concentrate on supporting our local communities 

which means supporting local business and SME’s where we can and 

ensuring our workforce is representative of the diversity in the 

communities where we live and work. 

 

We are working towards our Plan Zero pathway in our operations 

by 2025 and building customer plans to generate opportunity for our 

business as well as delivering what the customer wants. We’re 

currently retro fitting customer estates with lower carbon 

consuming building services. 

NEXT SLIDE 

In terms of upload results, firstly a huge thank you to those who 

completed the survey this year. We increased our response rate by 

8% which is a great effort and it’s really important we now analyse 

what you’ve told us so we can make Mitie a great place to work. 

After some very broad analysis, there are some key areas of focus, 

but I’d like to touch on a few points. 

On a positive, there is a strong belief that we do genuinely look after 

our colleagues and our approach to keeping people safe at work is 

welcomed.  This is great news; we want every colleague to go home 

every day to their loved ones safe and sound.   
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And we’re continuing to work hard on this. We’re adopting a culture 

of stopping work to correct any health and safety issue or identify 

lessons learnt. I encourage you all to take this on board. Together, 

we can continue to drive workplace safety. 

 

I’m also pleased that the way our line managers communicate and 

keep our colleagues informed and supported is also appreciated.   

This is great news, but there’s always more we can do.  We want to 

reach more of our colleagues directly, so we’ll be working on some 

improvements like… 

Monthly manager briefings allowing easy cascade to all our 

colleagues. 

And a dedicated email address where colleagues can share comments 

and suggestions.  

We’d also like all our colleagues to share an email address with us so 

that we send them any important updates. 

 

Another result I’m pleased about is that you really appreciate our 

diversity.  And I think this is something we can develop more using 

the tools available to us including the Count Me In programme, or 

the 5 diversity and inclusion networks we have – this includes Mitie 

Military (would be remis of me to exclude this group!).  
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And of course, there are areas we need to focus on for 

improvement. Naturally, you want to be recognised for the 

incredible work you do, day in, day out – and this goes beyond things 

like pay and benefits.  It’s clear, recognition for a job well done is 

really important and my team and I will be driving this forward.  

Having read the Spring version of The Exceptional, I absolutely want 

to see Central Government and Defence featured more prominently 

in the next edition.    

 

Technology and systems were also highlighted as an area of 

development for us.  I appreciate that prior to us joining the Mitie 

family, there had been little investment in technology.  But we are 

gradually rolling out the new technology which should improve the 

IT experience for everyone. 

We’ll be doing some more detailed analysis over the coming weeks 

and asking you to help us plan some actions to make those 

improvements so look out for more on that soon. 

NEXT SLIDE  

So, our people are really important to us but Sales and Business 

Development will clearly also be a major focus area for the future of 

our business unit. 

This year we’ve achieved 200£M of extensions across CG&D and 

new wins for Future Maritime Supoort Programme at Clyde £5M (up 
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to 7 years), the DWP Life safety system (£18M) and the FDIS 

Scotland and Northern (£50M a year for 7 -10 years). 

 

Following on from these successes we plan to re-secure all our 

contracts over next two years and successfully mobilise our new 

contracts. 

While our NPS scores improved this year, we want to accelerate 

improvement to achieve positive scores within the next 12 months. 

 

We also need to continue to deliver high levels of service compliance 

(KPIs) and look at where we can improve and innovate. We will 

engage with our customers on the art of the possible using 

technology at the heart of what and how we do things. 

 

We also need to make sure we embrace the change with the 

integration with Mitie and the opportunities this will bring. We can 

use our new networks to support the development of CG&D 

accounts and people. We can do this by maximising on the self-

delivery capability of Mitie to generate organic growth under the 

Mitie First Initiative. 
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NEXT SLIDE 

Our immediate focus for the next few months will be on the post 

covid workplace and work to reassure our colleagues we are 

operating a safe working environment. We want to encourage our 

customers and colleagues back to the workplace where they’ve been 

working from home. 

There are several ways we can do this. Inductions are important to 

ensure confidence in returning to the workplace. The Science of 

Service will be a big contributor through bacteria and pathogen 

control and air purification installed in our offices and in our 

customers’ buildings. 

Finally, the Connected Workplace will give our customers the 

opportunity to better manage occupancy during a post COVID 

period and Hybrid working. 

 

NEXT SLIDE 

So, I hope I’ve given you a flavour of what’s to come over the next 

few years. It’s an exciting time and I hope you’re feeling as positive as 

I am about the future. 

We’ll now take some questions from the audience. If you have a 

question, please type it into the Q&A on box on your screen. 

 


