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For Serco Corporate Responsibility is about living the values and 
principles that govern the way we operate as an organisation and 
behave as individuals.  It is about ensuring we sustain safe operations; 
have a positive impact on our people, the communities we work in and 
the wider environment; and build the trust and respect of our 
customers and stakeholders.  This Policy Standard relates to the social 
and non-regulatory aspects of Serco’s corporate responsibility model, 
i.e. conservation issues in the environment as opposed to regulations 
governing waste disposal.  Other Policy Standards address the 
regulatory aspects in support of Serco’s Management System.  The 
standard expected requires the development of systems and 
procedures that create and deliver sustainable value in relation to the 
safety of operations, our impact on the environment, engagement in 
the community and enabling our people to excel.  This should include: 
- identification and engagement with key stakeholders 
- development and implementation of strategy with clear objectives 

defined 
- embed CR principles in management processes, in particular in 

relation to bid solutions, operational processes and the supply 
chain 

- appointment of CR Champions with responsibility for the 
development and maintenance of related systems, processes and 
reports 

- recording and reporting on initiatives undertaken and their impact 
- recording and reporting on community investment 
- management review at divisional and contract boards 
- awareness training and communications to staff so that they 

understand Serco’s approach to CR and business commitments 
made 

- involvement of all staff in the CR process, providing them with the 
opportunity to contribute ideas as well as their time and skills. 
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1 Introduction 

1.1 General 
Serco recognises the impacts that we make on society, the economy and the planet, and we 
seek to make a positive difference in the places where we operate.  We aim to be good 
corporate citizens and to support the local communities in which we operate. 
 
This Policy Standard sets out a framework for the development and implementation of 
Corporate Responsibility activities throughout the Serco Group and supports our values as an 
organisation. 
 
Serco has defined a Corporate Responsibility Model that describes our approach in relation to 
how we look after our people; are successfully integrated into the communities within which we 
work; take our environmental responsibilities seriously; and above anything else that we are a 
safe organisation in all aspects of our work. 
 
This Policy Standard relates to the social and non-regulatory aspects of Serco’s corporate 
responsibility model, i.e. conservation issues in the environment as opposed to regulations 
governing waste disposal.  Other Policy Standards address the regulatory aspects in support of 
Serco’s Management System. 
 
This Policy Standard applies to all divisions and business units throughout the Serco Group.  It 
supports the Serco Management System and is issued under the authority of the Chief 
Executive, Serco Group plc. 

1.2 Definitions 
Corporate Responsibility (CR) – is about living the values and principles that govern the way we 
operate as an organisation and behave as individuals.  It is about ensuring we sustain safe 
operations; have a positive impact on our people, the communities we work in and the wider 
environment; and build the trust and respect of our customers and stakeholders. 
 

2 Commitment and Objectives 
The objective of the our CR approach is to fulfil our social responsibility obligations without 
compromising our values in the activities that we do. 
 
Serco’s governing principles are at the heart of everything we do and being socially responsible 
is, therefore, about living those values.  We are committed to ensuring that this responsibility is 
embedded in the way we do business and should be part of our natural thinking processes. 
 
We aim to create a balance between the development of opportunities with our customers; 
stimulating and rewarding our staff; working with and supporting our local communities; and 
sustaining the environment in which we operate. 
 
We aim to create, develop and lead highly motivated teams who have up to date competencies 
and skills and live Serco’s values.  We will support our people by:  
 
• stimulating positive and responsive communication 
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• supporting learning and development opportunities 
• encouraging our staff to realise their full potential. 
 
We endorse the United Nations Declaration on Human Rights and have developed a number of 
supporting policy standards and procedures which include non-discrimination, diversity and 
equal opportunities.   
 
We maintain a safe, healthy and sustainable working environment for our staff, those we work 
for and with and the general public.  We recognise our responsibilities for the environment 
within which we work by:  
 
• applying policies and procedures that meet both Serco and legislative requirements 
• promoting the safety, health and welfare of those for whom we are responsible 
• sustaining and improving the environment within which we operate, minimising any 

negative impact that we may cause. 
 
We have defined health and safety and environmental systems that reflect international 
standards.  We operate in a large number of communities across the world with diverse cultures 
and diverse needs.  We aim to support and make a positive impact on these communities by:  
 
• establishing positive relationships 
• stimulating communication and interaction 
• encouraging our staff to become involved 
• providing opportunities for sharing expertise and resources. 
 
We are committed to developing and embedding a socially responsible culture across all our 
business by: 
 
• engaging with key stakeholders to understand their needs and expectations 
• providing strategic direction and opportunities to share best practice with other parts of 

Serco through appointment of CR Champions, a CR Steering Group and the 
development of CR networks 

• providing leadership and support across the organisation 
• effectively communicating key messages, strategy and performance 
 

3 Principles 
We all share a responsibility for ensuring that the relationship we have with any of our 
customers, colleagues, shareholders, contracts or associates are conducted with high 
standards of honesty, integrity, openness and professionalism.  We apply the same standards 
to the communities in which we live and work. 
 
Our responsible conduct and public service ethos have been a strong foundation of Serco’s 
success.  For Serco, being socially responsible goes beyond fulfilling legal obligations.  It is 
about how we do business by demonstrating a commitment to health and safety, our people, 
communities and the environment in which we operate.  Our approach to CR has therefore 
been developed to take account of our unique diversity and devolved structure by ensuring that 
wherever we work in the world our same standards and values apply.  Therefore rather than 
imposing a single policy on the size or specific subject of corporate support, each division and 
business unit should consider where the greatest benefit and value will be delivered relevant to 
what they do and where they operate.  Serco’s approach to CR therefore: 
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• reflects our organisational model and operating principles by creating the opportunity to 
celebrate what is already being done and allowing everyone to be involved in what we do 
in the future 

• avoids a compliance approach or the adoption of complex and inappropriate external 
systems 

• avoids putting unnecessary demands on business units 
• provides a mechanism for business units to tell their story and engage their customers 

and stakeholders on the basis of CR 
• ensures that we work above and beyond any legislative requirements.  
 
To ensure strategic focus and facilitate the process of discussion, agreement and 
implementation of key projects to achieve strategic CR objectives a CR Steering Group has 
been established for the Group.  Its objective is to ensure that we are able to fulfil our 
obligations in the most effective way and do not compromise our values in the activities that we 
do.  In addition the steering group model should be implemented at both divisional and business 
unit levels with individuals nominated with specific responsibility for social responsibility.  These 
CR Champions should be recognised as having responsibility for social responsibility in their 
respective division/business unit, with the authority to implement decisions made.  They 
therefore represent the management team and should be selected for their natural passion and 
interest in the subject.  These Champions are to ensure that we are able to fulfil our obligations 
in the most effective way and our activities do not compromise our values. 
 

4 Requirements 
Serco Group plc, business divisions and business units are expected to develop systems and 
procedures which create and deliver sustainable value in relation to the safety of operations, our 
impact on the environment, engagement in the community and enabling our people to excel.  
This should include: 
 
• identification and engagement with key stakeholders 
• development and implementation of strategy with clear objectives defined 
• embed CR principles in management processes, in particular in relation to bid solutions, 

operational processes and the supply chain 
• appointment of CR Champions with responsibility for the development and maintenance 

of related systems, processes and reports 
• recording and reporting on initiatives undertaken and their impact 
• recording and reporting on community investment 
• management review at divisional and contract boards 
• awareness training and communications to staff so that they understand Serco’s 

approach to CR and business commitments made 
• involvement of all staff in the CR process, providing them with the opportunity to 

contribute ideas as well as their time and skills. 

5 Responsibility and Authority 
The responsibility for the implementation of this Policy Standard is set out below. 
 
• Responsibility for the achievement of this Policy Standard rests with the Serco Group 

Board and the Executive Team. 
• Divisional Directors and Managers have the responsibility and authority to implement the 

Policy Standard and monitor its implementation in the everyday activities of their 
divisions/business units.  They will report to their respective company/contract boards. 
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• All staff are responsible for supporting agreed CR activities within the framework of 
Serco’s procedures and directives. 

 
Specific responsibilities include: 
 
• Head of Social Responsibility, Corporate Assurance Group 

o formulation and control of Group CR strategy 
o liaison with Serco Group functions to ensure consistent adoption of strategic 

objectives 
o develop, review and implement policy and guidance 
o influence the regulatory aspects of the business to consider CR/non-regulatory issues 

when developing policies, etc. 
o develop group wide projects that compliment and reflect the company’s devolved 

management style 
o develop relationships with appropriate not-for-profit organisations  
o link into external networks to learn from other organisations and promote Serco’s own 

achievements  
o effectively communicate and promote Serco’s CR model, process and associated 

projects 
o leverage the value of our community investment to enhance Serco’s reputation 

through the sharing of best practice 
o effectively engage employees and businesses with the role of the Serco Foundation 
o organise and promote the Chairman’s Recognition Awards 
o manage the production of an annual CR report for the Group  

 
• Serco Group CR Steering Group: 

o review and endorse the Serco Group CR Strategy and key strategic themes 
o develop, review and implement CR related policies and guidance  
o endorse and implement Group wide initiatives 
o leverage the value of our community investment to enhance Serco’s reputation 

through the sharing of best practice and working together across geographic 
boundaries 

 
• Divisional CR champion: 

o champion social responsibility within their division 
o identify and engage with key stakeholders on CR issues 
o develop a divisional strategy based on the Serco CR model reflecting Serco Group 

strategy 
o ensure that CR principles are included in management processes, in particular in 

relation to bid solutions, operational processes and the supply chain 
o establish and actively participate in a divisional steering group 
o effectively communicate and promote Serco’s CR model, process and associated 

projects to all employees 
o represent their division and actively contribute to the Serco Group CR Steering Group 
o share best practice and knowledge including promotion of CR regional networks 
o report quarterly on CR activities in the divisional quarterly assurance report 
o report the level of community investment in the divisional quarterly assurance report 
o ensure employees are aware of the Serco Foundation and the Chairman’s 

Recognition Awards 
o record, publish and disseminate elements of best practice through business case 

studies  
 
• Divisional CR Steering Group: 

o represent all sections of the divisions business and support functions 
o develop a divisional strategy using the Serco CR model that reflects Serco Group 

strategy 
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o discuss, recommend, agree and implement actions on social responsibility 
o provide advice and guidance to the division’s businesses  
o raise awareness and understanding through communication and sharing of best 

practice within the division and membership of the CR networks 
o ensure that CR is an item on Board meeting agendas. 

 
• Business Unit CR Champion: 

o champion social responsibility within their business unit 
o identify and engage with key stakeholders on CR issues 
o develop a business unit strategy based on the Serco CR model reflecting Serco 

Group and divisional strategy which is adapted to meet local business requirements 
o ensure that CR principles are included in management processes, in particular 

operation management and supply chain 
o establish and actively participate in a business unit CR Committee which is 

representative of all sections of its business  
o to effectively communicate Group and divisional information and messages to 

employees 
o pro-actively participate in the regional CR network meetings to share best practice 

and knowledge and to communicate outcomes of meetings to the management teams  
o capture, record and report quarterly CR activities through the quarterly reporting 

process 
o capture and report the level of community investment 
o ensure employees are aware of the Serco Foundation and the Chairman’s 

Recognition Awards 
 
• Business Unit CR Committee: 

o represent all sections of its business which is empowered  
o develop a strategy that reflects both Group’s and divisional strategies, but adapting 

these to meet local needs 
o discuss, recommend and implement agreed actions on social responsibility 
o ensure that the committee’s views and recommendations are discussed at 

management meetings 
o communicate effectively with staff as to what is happening on the contract and also 

from within the division as well as group concerning CR. 
 

6 Evidence of Compliance 
 
To demonstrate compliance with this Policy Standard, the following documentation is to be 
available for audit: 
 
• Serco Group plc 

o Corporate Responsibility Policy Standard (this document) 
o Related policy statements and procedures 

• Serco Divisions 
o Procedures 
o CR Strategy 
o Completion of quarterly reports 
o Record of CR activities 
o Membership of CR Steering Group 
o Board/management meeting/steering group agenda and minutes 

• Business Units 
o CR action plan / strategy 
o Record of CSR activities  
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o Board/management meeting agenda and minutes 
o Membership of regional CR network 

 

7 Guidance 
Further guidance material is available on the Corporate Assurance Group site accessible via the 
Our World intranet (http://cag.serco.com) 
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