
As you know, we provide grounds maintenance, landscaping, winter 

services and interior horticultural and seasonal display installations, 

across 9000 sites, for 550 customers in sectors ranging from 

property management, to retail, education, blue light and soon 

Defence, following Mitie recent success. 

We’re working in a highly competitive environment, where looking 

for every angle to provide competitive edge is important. Our 

customers don’t just need us to provide basic services, they are 

looking for more and we have a big part to play in driving sustainable 

operations and the improvement of green spaces at our customers 

sites – and that’s part of a global change. 

I’m really pleased that Phil Bentley, Mitie’s CEO, has joined us today 

and he’ll be providing us with some important information and action 

shortly. 

Following on, I’ll talk to you about how we’re doing and our plans for 

the future and after that you’ll have an opportunity to ask us 

questions via the chat function and if we don’t get the chance to 

answer them all today, then I promise I’ll respond to you over the 

next few days. 

Whatever role you do, you do a tough job – whether you’re working 

outside in all weather conditions, or supporting demanding 

customers – or bosses – you do an amazing job, and for those of you 

involved in winter services – especially for our largest customers, 

what you did this year was especially humbling – so thank you. 

Phil, over to you. 

 

Phil section 

 

Thanks, Tim, and its great to be here and to take part in the 

Landscapes Business Unit Deep Dive Livestream. 



And Welcome to the Second Week of Team Talk Live.  Hopefully you 

can hear me loud and clear. 

It’s great to get a chance to talk to you all.  During Covid I’ve really 

missed my trips to meet everyone.  I hope you’re all safe and well. 

 

SLIDE 1 

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.  

I think you know me fairly well but I joined Mitie 4.5 years ago having 

previously been the CEO of Cable & Wireless where as you may know  

I was based in Miami.  And 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 

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!  

Now what I wanted to do was to give some context of where we are 

in Mitie, what’s our strategy going forward, and then what does this 

mean for our Irish business. 

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

happen.   



Ok?  

SLIDE  

Well the 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”. 

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

It was tough for everyone, but Landscapes had a decent year.  Despite 

COVID, we were slightly up on sales, with Revenue at £50m.  Well 

done.  

You can see that same resilience at the Group level, with like for like 

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

Interserve.  

Profit in Landscapes was flat at £8m, which was commendable after 

taking some hits at Amazon, but across the Group we were down 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 may know projects and 

variable works in TS 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 rate.  

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

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

we’re targeting £42m of savings.  Joining forces with Interserve is good 

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 

changes, we’ll be in great shape.  

So thank you already for the help you are giving Interserve support in 

both schools and hospitals.  I’m really excited about the cross sell 

opportunities in Landscapes.  

So as we said, great strategic progress. 

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 4 

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

future.  

SLIDE 2 

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

on Mitie’s transformation strategy – 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.  And it doesn’t 

mean that everything is fixed – it isn’t.  But it does mean that we have 

a plan – a playbook – of how we run the business. And we have built 

what is needed to succeed.   

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

leverages everything we’ve built, and moves us to a new chapter, 

focussed on Growth. 

So the objective for the Group, as it is for Landscapes, 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.  

We are targeting a 25% return on capital.  That’s quite stretching – 

but its doable.  In Landscapes, we don’t have a lot of invested capital, 

so our returns are high, which is good.  But it means that finding 

acquisitions are tougher – but Tim is on the lookout. 

 

SLIDE 

So how do we grow?  



By using our reputation and market size to our full advantage. Cross 

selling more services to our existing clients; winning the confidence of 

our customers to be a trusted partner, and being smarter in how we 

work.  Collectively, we’re raising the standards of our industry, which 

will make us the ‘go to’ provider of Facilities Management.   

And we are now on new UK Government frameworks – Prison 

Operators, Local Authorities and Renewable Heat, so decarbonisation 

is going to be a particular growth opportunity for Mitie. 

So that’s Growth – we need Landscaping to grow top line by at least 

5% per annum – and as we bring the best of Mitie to Ireland that’s 

eminently achievable.  

SLIDE  

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

in Landscapes are good, but when you take into account all the Group 

overheads – i.e.: People like me – we are left with a margin of 47%. 

So how do we improve profitability?  

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

way of delivering services?  

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?  



Are we working with our own supply chain to drive procurement 

innovation and saving?  

If the answer is no, then that’s what we need to fix. 

And we’ve got to look at margins when we bid.  Too often on renewals 

we have had to cut our prices, offering more, for less – we need to 

reverse this dynamic and price more confidently.   

As a group overall, we need to lift our margins by at least 1.5% - and 

that includes Landscapes.  

 

SLIDE 3 

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.  

And we are also demonstrating our “Science” credentials in the UK 

by showing clients our TSOC/GSOC/CCE.  

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 have 



emerged in good shape, which is why we expect to grow 10% this 

year.  

What are the challenges for Landscapes over the next 3 years.  As Tim 

will tell you, we are trying to double the size of our Landscapes 

business.  

Firstly we need to grow market share – starting by winning more cross 

sell business from Interserve – DWP, DEFRA and the BBC. 

We have to retain our existing customers – Amazon and Co-op in 

particular. 

And we need to leverage our Sustainability/Plan Zero/Green City 

credentials.  Post COVID, all our clients are focussing on their impact 

on the environment.  

M&A, Acquisitions can play a part, as I mentioned, but to get a return 

in the next 3 years, we really need to get these deals closed this year.  

And we need to improve Employee Engagement, which at +47 isn’t 

bad, but it’s below the Mitie average of 55%.  Tim will touch on this a 

bit more.  Pay is undoubtedly an issue, but as I always say, pay is set by 

what our clients are prepared to pay.  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 support that is out there. 



And finally NPS – Net Promoter Score – what our customers think of 

us – is improving – now +36 points.  But it’s still lower than the rest 

of Mitie which stands at 50%. 

So….some challenges for FY22.  We’ve won “Best Landscaping 

company” awards in the past – but I want us to be the best – in any 

category – in FY22. 

In Tim Howell, you have a great leader.  He is passionate about his 

role.  I listened to “Breakfast with Timothy” last week.  He is the best 

in the industry.  We’ve got the vision; we’ve got the leaders; we’ve got 

the capabilities. 

Let’s go out there and make it happen.  

Tim’s section 

Slide 2 

If we take a quick look back at some key moments during last year, 

its easy to see where the business is strong and also where we’ll be 

bringing some improvements in. 

Over the last year, during the unusual situations caused by covid, we 

grew the business by 5%, however our margin dropped by only 3.5% 

- the main cause was not covid but the extreme winter weather in 

January and February which caused us some financial and operational 

pain on one particular demanding contract that we had grown 

successfully without fully covering the operational risks – we’ve fixed 

that issue now, so it can’t happen again. 

Cash is important to all of us, and our finance teams have done a 

superb job of getting to grips with our billing and debt collections 

which have improved so significantly – and collaboration across Mitie 



has reduced internal debt by 95% - that really shows the power of 

teamwork in Mitie. 

Our customers say ‘we’re doing a good job’ for them and this is 

demonstrated by our NPS score of +36 which has increased by 22 

points over the last year alone, which highlights the great service and 

great relationships that are being delivered everyday – and we’ve 

won new work or extended contracts with some of our biggest 

customers; the winning of a new contract with JLL, for 5 years or 

more (after a 20+ year relationship) being a key success against 

strong competition. 

The acquisition of Interserve at the end of last year has given us a 

great boost to the start of this year with over £3m of mobilisations 

across 780 sites – a special shout out to those who have mobilised 

those sites during Spring growing conditions! 

And our focus on delivering sustainable landscaping services saw us 

launch the UKs first zero emission commercial gritting vehicle and 

our greener city team trial with a completely new way of operating 

which we’ll be seeing more of in the future. When out on site visits 

last week, I was pleased to see that the roll out of battery powered 

and robotic equipment is going well – with over 200 items now 

operating in our teams. 

 

Slide 3 

Earlier on this year, we asked you to tell us what you think about the 

business and what you think that we can do better as part of the 

Upload survey. I’ll be reviewing the detailed results over the next 

couple of weeks; what I do know is that 57% of our people 

responded which is great,  but our engagement score dropped back 

by 3 points – I’m not going to guess at the reasons behind that until I 

do a detailed review; encouragingly our focus on diversity and 

inclusion is starting to get traction and become noticeable – so more 

information on this soon. 



Slide 4 

Now I can’t have such a large audience without saying a few thank 

you’s – last year 330 of you received Client led rewards, 215 of your 

received Mitie Stars and 112 of you received your long service 

awards. The effort that you put in is superb – and whether its  

James Gibson and his team carrying out beach cleans in 

Devon/Cornwall (lucky to find space!) 

Kevin and the Vodafone Newbury team winning their award 

Jaymit looking very happy about something 

Mark Burch who keeps winter under control, or Kirsty who 

controlled at least one challenging moment this winter 

Or Sarah and Jenny doing an amazing job in Nottingham 

– you do an amazing job; so thank you very much. 

 

Slide 5 

So let me tell you what we’re going to do; I have a detailed plan with 

clear targets and objectives to achieve and can broadly break it down 

into the headings that you can see on the slides now; we going to 

grow the business, drive efficiency and margin improvements and 

we’re going to keep our finances strong by maintaining (or 

improving) our financial controls and analysis. We will build on our 

foundations of an industry leadership position across environmental 

and social issues and continue to invest in system and technology 

improvements which make it easier for our people to do their job 

and easier for our customers to work with us. 

Slide 6 

The opportunities that we have to grow the business now are 

particularly strong, sitting at £40m today – that’s double this time last 

year -  and our recently strengthened sales team are targeting works 

across a range of sectors so that we grow our business significantly – 



and that’s good news for jobs and opportunity. I’m looking to double 

the size of our business through organic sales growth and through 

strategic acquisition opportunities which enhance our capability 

across a wider range of sectors. 

Its no good just winning new work, and looking after our existing 

customers is so important. We have a number of key re-tenders this 

year and are waiting the outcome on a few of these already – and its 

tough out there, our competitors’ want what we’ve got and whether 

you work in our operations, account management or support teams 

– you have to be at the top of your game to keep hold of these 

contracts, many of which run for 3, 5 or more years. 

Slide 7 

And we are good, but not perfect and there is a real need for 

consistency in every area of our business. We’re not the biggest 

landscape company – ranked 4th based on last years turnover – but 

I’m really proud that we’re the most efficient and that allows me to 

invest in operational delivery that delivers what our customers want 

- and I promise that will continue, making it easier for you to do your 

job successfully whatever role you undertake.  

If you rely on the numbers to make decisions, our finance team are 

running a project to make sure that you get more accurate numbers, 

more detail and quicker information to speed up decision making and 

enable much wider empowerment of your role. 

Our data team continue to build the reports that managers and 

customers need and to highlight inaccuracies through our process of 

learning lessons for when mistakes are made. And we do make 

mistakes sometimes and its the cost of those that we must reduce – 

vehicle incidents and property damage being a particular area of 

focus. 

I mentioned cash at the start, its important to all of us – we’re going 

so well, we just need to keep that same level of focus going 

forwards. 



Slide 8 

I also mentioned Diversity and Inclusion as one of the areas that has 

improved and its an area that continues to get a sharp focus. What 

really matters to me is that we continue to provide opportunities 

and careers for people; our industry has always done that. But, we 

need to recruit more people into this business, and actively 

employing in a more representative way of the communities that we 

work in will drive better performance and innovative and 

collaborative thinking that will give us the competitive edge that we 

need now and in the future. Our Leaders and Managers will work 

closely with the Mitie Foundation and the networking groups to 

drive the necessary changes here, and we need your support on that. 

I enjoyed meeting some of our apprentices last week and want to 

see more young people being given the opportunity to be developed 

and progress, more women in frontline and senior roles, more 

flexibility in our operational delivery to enable increased diversity 

and a place where everyone can be comfortable in just being 

themselves. This is all part of making Mitie a great place to work. 

Slide 9 

And the reason its so important to get our people right, is that this is 

how we deliver our service – through people. Our customers want 

clean, green, safe, great places for their people, visitors or 

customers. Think well maintained, sustainable landscapes which are 

safe to use or access whatever the weather – we do that well, and its 

never going to be any more important than now, as some form of 

normality returns.  

If you think about it, what we do across the UK, helps packages to 

be delivered, critical services to operate, future football stars to train 

on quality sports pitches at the schools they go to, high quality cars 

to be sold and for thousands of people to work or shop  – whatever 

the weather, while we create safe spaces (inside and out) where 

people can relax and breathe and enjoy the environment, while 

nature thrives in what we maintain and manage. 
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So don’t underestimate the value of what you do. 

Its not just grass cutting – if you actually look at everything that goes 

on before we do anything…. 

Our technicians on the front line, are selected and trained to deliver 

a range of services using skills and experience, kept safe through the 

expertise of our safety teams and working with complex equipment 

costing tens of thousands of pounds, maintained and serviced by our 

skilled mechanics who whizz a replacement out to the front line in 

24 hours if needed. Horticulture itself is complex and takes years of 

learning and we’re the only Mitie service team that I know that uses 

latin names for what we work on. We drive innovation, whether it’s 

the vehicles that you use, the latest battery powered equipment or 

the robotic line marker that Neil Alsop proudly showed me last 

week – you are at the cutting edge; and everything that you do is 

efficiently scheduled and recorded providing accurate data for us and 

our customers especially when we’re using our weather intelligence 

systems to keep our customers safe. Our account managers who are 

in front of our customers gather all of this expertise together and 

especially so where our work affects one of the key triggers in 

controlling climate change. And I can’t forget our financial experts, 

without their control of the numbers, or sending 35 thousand 

invoices and collecting the cash from 550 customers every year – all 

of our efforts would be for nothing. 

This is the science of service. 

Slide 11 

And we all have our part to play, and I’m lucky to be supported by a 

superb team of people who help me deliver what I have to do, and 

support you in delivering service and achieving your own ambitions. 

Play video 

Cue up first questions 



Q&A 

Tim sum up 

Here’s what I need you to do: 

- Prepare for growth 

- Work safely 

- Recruit, train, develop, encourage greater diversity 

- Own/engage/develop your customers 

- Deliver the exceptional every day (if you can’t let me know 

what’s stopping you) 

 

Don’t let this stop today – lets keep the conversation going in your 

teams, view our communications and join me on our regular business 

updates. 

Thank you for joining, have a great week and goodbye for now. 

 


