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This sustainability report is part of Coor’s
annual report 2016, which explains why the
report starts on page 29. The Sustainability
report can be read on its own, but it contains
some references to other parts of the annual
report. The annual report in its entirety can be
found on the company’s website.

ABOUT COOR’S
SUSTAINABILITY
REPORT
Coor publishes a sustainability report annually, that describes the business operations
from a sustainability perspective. This report
refers to the 2016 financial year. The data
that is reported follows the relevant reporting
and consolidating principles as the financial
reporting.
The sustainability report essentially follows the international sustainability reporting
standard GRI (Global Reporting Initiative) G4,
which means that the content of the report
reflects the issues considered most important
to the company and its stakeholders. In a
separate GRI report, which will be available
on the company's website from April 2017, we
have commented on all of the GRI indicators
with references or, in a few cases, the reasons
for deviations.
The content of the sustainability report has
not been certified by an external auditor.
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SUSTA INA BILIT Y R EPORT
IN TRODUCTION

STABLE DEVELOPMENT WITH
RESPECT FOR PEOPLE AND
THE ENVIRONMENT
A sustainable enterprise is ultimately about assuming long-term
responsibility for the activities conducted and the products or services
offered, and for how they affect the environment and society in general.
A SUSTAINABLE PERSPECTIVE

Coor’s operations impact and are
impacted by its surrounding world in a
number of ways, both economically and
environmentally and socially. The natural starting point is that the business
should thrive and generate maximum
economic return, but with care and
respect for people and the environment.
COOR’S LONG-TER M
SUSTAINABILITY AMBITIONS

A sustainability perspective means that
all of the consequences of the decisions

made, in both the short and long-term,
are taken into account. The challenge is
to run a sound and profitable business
today, without compromising on the
possibility of doing so in the future.
Coor’s sustainability work includes
business, social and environmental
aspects. Within these dimensions, Coor
has formulated overall ambitions, as well
as fundamental standpoints. These principles are presented further on in this
report, under the description of the sustainability work completed in 2016 for
each sustainability dimension.

BUSINESS
SUSTAINABILITY
Coor’s overall ambition is to strive
for a stable and profitable development over time, while applying good
business practises.
This will be achieved by offering
a competitive, professional and
value-added service delivery based
on contiuously improved operations.
This is crucial to ensuring a stable
demand and long-term customer
partnerships. It is also important
to have a strong focus on results,
while complying with laws and good
business practices. This also applies
to all of the company’s suppliers.

SOCIAL
SUSTAINABILITY
Coor’s overall ambition is to act as a
responsible employer and contribute
to positive social development in the
areas where it operates.
This is achieved by applying the
principle that all people have equal
worth and rights, and by offering a
healthy and safe work environment
and a fair, non-discriminatory and
stimulating workplace. In addition,
Coor contributes to social sustainability through involvement in local
community initiatives

BUSINESS
SUSTAINABILITY

ENVIRONMENTAL

Sustainable
development

SUSTAINABILITY

SOCIAL

EN VIRONMENTAL

SUSTAINABILITY

SUSTAINABILITY

Coor’s overall ambition is to actively
reduce its own and its customers'
environmental impact, and to actively
optimize the use of the resources
required for its activities
To achieve this aim, Coor strives
to improve environmental performance, both by acting as a green advisor
and helping the company's customers, as well as by actively reducing
its own environmental impact, mainly
in terms of energy, waste management, chemical use and emissions
from transport.
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ACTIVE STAKEHOLDER DIALOGUE
The key to sustainable development in the long term lies in the ability to interpret and
understand business opportunities and risks in a changing world. In order to adopt a
position for future needs and wishes, structured monitoring of the surrounding world
and an active stakeholder dialogue are necessary.
Coor's most important stakeholders are
its customers, employees and shareholders. Other important stakeholder
groups include suppliers, trade union
partners, the media, interest groups and
authorities. Continuously identifying
which issues are of greatest importance
to them is crucial to ensuring that the

company adopts the right priorities and
positions.
A STRUCTURED STAKEHOLDER
DIALOGUE

Face to face meetings are central to dialogues with stakeholders. For increased
efficiency, direct dialogue is supplemented

with other channels and regular measurements, the largest of which is Coor’s regular customer and employee survey.
Responsibility for the direct dialogue
and communication to a specific target
group is decentralised to the manager
who is most aware fo the target group,
which is clearly defined in the company's
communication policy.

STAKEHOLDER DIALOGUE
STAKEHOLDER GROUP

MAIN AREAS OF INTEREST

COMMON TOOLS IN DISCUSSIONS

Customers

Customer insight

Ongoing customer dialogue through customary
channels (established for each customer)

Delivery monitoring
Innovation/improvements
Green advice, Energy issues
Life cycle perspective
Health and safety

Employees

Investors and analysts

Suppliers

Trade unions

Operational, tactical and strategic meetings,
based on a specific meeting structure
Delivery monitoring (digital or hard copy format)
Customer and market research

Efficiency

Other customer relationship promoting activities

Commitment and satisfaction

Regular workplace meetings

Development opportunities

Performance appraisals

Fair remuneration

Management Review

Corporate culture and ethics

Salary revisions

Health and safety

Employee survey

Equal treatment – diversity and security

Training

Financial performance

AGM

Risk management

Financial reports

Corporate governance
Dividend policy

Open analyst meetings in conjunction with the
quarterly reports

Information security and transparency

Meetings with analysts in smaller forums

Supplier management

Ongoing supplier dialogue

Business ethics

Supplier monitoring

Innovations/improvements

Digital platforms

Work environment, health and safety

Supplier checks

Labour issues according to MBL
(and its equivalent in other countries)

Major trade union associations have Board
representation

Work environment, health and safety

Meetings with larger associations centrally
Meetings with local associations at a local level

Authorities

Laws, regulations, and rules

Structured monitoring
Specialist networks

Interest groups and specialist networks,
for example, IFMA, Vinnova, NMC
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SUSTA INA BILIT Y R EPORT
CHOICES A N D PR IOR ITIES

MATERIAL ASPECTS AND
FOCUS AREAS IN 2016
All sustainability areas are important, but to make
a difference, it is important to prioritize.

IMPORTANT ASPECTS

In 2016 the sustainability committee
completed a workshop, where the most
important sustainability aspects were discussed and adopted. During the work,
different environmental trends (global,
regional and local) were evaluated, as well
as internal and external factors from
the perspective of different stakeholders.
In order to capture stakeholder perspectives, the results of the Group's existing
audience surveys and observations that
were gathered in the structured dialogue
with stakeholders was used as a starting
point.
The essential aspects of sustainability were later determined by the Executive Management Team.

PRIORITIES AND FOCUS AREAS 2016

Each year, the Executive Management
Team determine internal operational
objectives, which indicate what the
organization will focus on in the shortterm. Targets are set based on an overall
assessment of the company's business
intelligence, dialogue with stakeholders,
and statements from the auditors on the
one hand, and its own view on progress in
various matters on the other. The internal
objective areas for 2016 were:

•

Concerning business sustainability:
increased customer satisfaction,
increased sales, improved results,
better cash flow.

•
•

Concerning social sustainability:
improved employee satisfaction, fewer
workplace accidents, more female
managers.
Concerning environmental sustainability: reduced carbon dioxide emissions
from Coor’s own fleet of vehicles.

The internal objectives are continuously
monitored in line with Coor’s management
by objectives process. Pages 35–43 describe
what Coor has accomplished in the various
areas of sustainability during the financial
year. At the end of the sustainability report
the key indicators that Coor continuously
reports externally are also presented. These
key indicators were revised during 2016.

MATERIAL SUSTAINABILITY ASPECTS

BUSINESS SUSTAINABILITY

● Business ethics
(including anti-corruption)
● Corporate governance
● Customer satisfaction and
customer loyalty
● Financial development
● Innovations/continuous
improvement work
● Risk management
● Supplier management
● Transparency

SOCIAL SUSTAINABILITY

● Continuity planning
● Diversity (including equality)
● Employment conditions and
remuneration
● Employee development
and commitment
● Health and safety
● Human rights and freedoms
(including non-discrimination)
● Local community involvement

ENVIRONMENTAL
SUSTAINABILITY

● Energy use in Coor’s own offices
● Emissions from transport and
business travel
● Green advice
● Raw produce/resource efficiency,
mainly in restaurants
● Waste disposal
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PRIORITIES FROM A GLOBAL
PERSPECTIVE

The broad and long-term nature of sustainability issues means that sustainability work has to be set in a global context.
There are a number of external trends
and challenges, on a global, regional and
national level, which affect the conditions for all activities. In 2015, the UN
decided on seventeen global sustainability goals for 2030, which address the biggest challenges of our time. Of these seventeen goals there are four that deemed
to be the most relevant based on Coor’s
business and geographical concentration, and these are described below.
Issues such as child labour, anti-corrup-

tion, basic human rights and freedoms
and freedom of association are regulated
by law in the countries in which Coor
operates.
COOR’S POSITIONING ON INTERNATIONAL AGREEMENTS

Coor follows the principles set out in the
UN’s Global Compact, the UN’s Universal Declaration of Human Rights, the
ILO's Declaration on Fundamental
Principles and Rights at Work (1998),
and the OECD’s Anti-Bribery Convention. Coor also completely follows the
principles of the Swedish Code for Corporate Governance, including the equality principles outlined there.

RISKS FROM A
SUSTAINABILITY
PERSPECTIVE
From a sustainability perspective, the
FM industry in the Nordic countries is
perceived as an industry with a relatively low risk profile as the legislation
and regulations in the Nordic countries
are relatively extensive and similar,
and the nature of the work duties is for
the most part, not associated with any
major risks. A description of the
company's overall risks is included in
the section of the annual report entitled Risks and risk management.At present, Coor only holds one environmental permit for its operations, a permit
for process cooling at a smaller facility
in Kotka (Finland). In other respects,
Coor's personnel has individual authorisations for carrying out its work in a
correct and safe manner.

THE MOST RELEVANT OF THE UN’S GLOBAL SUSTAINABILITY GOALS FROM COOR’S PERSPECTIVE
THE UN’S GOALS

THE UN’S DEFINITION

COOR’S WORK TO CONTRIBUTE TO THE GOALS IN 2016

Ensure healthy lives and promote
wellbeing for all at all ages.

During the year, Coor has focused heavily on the working environment
and safety, and has also improved the internal training program.
Employee satisfaction is generally high, and has increased compared to
2015. More information can be found in the section entitled Social sustainability.

Achieve gender equality and empower
all women and girls.

Coor has been working actively to increase the proportion of female
managers within the group for some years, which is beginning to
produce results. Read more about this in the section entitled Social
sustainability. In accordance with Swedish law, an annual salary survey
from a gender perspective is also implemented.

Promote sustained, inclusive and sustainable economic growth, full and
productive employment and decent
work for all.

Coor applies a fair pay policy adjusted to market conditions, and aims
to offer all employees a safe, non-discriminatory and stimulating
workplace. Coor’s employees are characterised by a great diversity in
many aspects. Some professions are suitable for entry-level jobs, both
for the young and for recent arrivals in the country. An inclusive approach
is therefore natural at Coor. Read more about this under Social
sustainability. Good economic growth and stable results are central to
Coor, which has grown steadily since the company was established in
1998. Read more about economic growth under Business sustainability.

Ensure sustainable consumption and
production patterns.

Coor continuously takes measures to minimize its environmental impact,
and also provides green advice to help improve its customers'
environmental performance. Read more about this under Environmental
sustainability.

GOAL 3
GOOD HEALTH AND
WELLBEING

GOAL 5
GENDER EQUALITY

GOAL 8
DECENT WORK AND
ECONOMIC GROWTH

GOAL 12
RESPONSIBLE
CONSUMPTION AND
PRODUCTION
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CONTROL AND MONITORING
OF SUSTAINABILITY WORK
At Coor, there is a special sustainability committee whose task
is specifically to keep an eye on the business from a sustainability
perspective, to develop proposals on common principles and to
coordinate major joint sustainability initiatives.
GENER AL INFOR MATION ON

RESPONSIBILITY AND

RESPONSIBILITY AND

SUSTAINABILITY MONITORING

ORGANIZATION

ORGANIZATION

AT COOR

Coor compiles a sustainability report
annually, that is essentially prepared
according to the international sustainability reporting standard GRI (Global
Reporting Initiative) G4. A GRI supplement to this sustainability report will be
available on the company's website
under About Coor/Sustainability from
the end of April.

Under the Board’s delegation, Coor’s
CEO and Executive Management Team
have general responsibility for Coor’s
sustainability work.
In order to ensure necessary coordination and control, a Sustainability Committee is appointed to report directly to the
Executive Management Team. The Sustainability Committee consists of directors
with responsibility for specialist functions
with a considerable impact on sustainability, and is led by the group's Communication and Sustainability Director.

The external and internal regulatory
framework for monitoring and control at
Coor is described in detail in the Corporate Governance Report. Within the area
of sustainability the main internal
framework makes up the Group's sustainability policy, code of conduct and
shared values. All of these control tools
are available on the company's intranet
and external website (under the About
Coor/Sustainability tab). In 2016, Coor’s
sustainability policy was updated.

BASIC DESCRIPTION OF SUSTAINABILITY MANAGEMENT AT COOR

The Sustainability Committee
consists of managers with
responsibility for issues that are
especially important from a sustainability point of view. The
Sustainability Committee also
works with the group's network
for work environment, environmental and quality and social
issues (part of the Nordic HR
network).

EXECUTIVE MANAGEMENT TEAM

SUSTAINABILITY COMMITTEE
Corporate Communications and Sustainability Director
Senior Vice President, Operations Development
HR Director
Procurement Manager
General Counsel
Head of HSEQ

EMPLOYEES, HEALTH AND
SOCIAL RESPONSIBILITY
(part of the HR network)
HR Director
Nordic HR Managers

WORK ENVIRONMENT,
ENVIRONMENT & QUALITY
NETWORK
(part of the HSEQ network)
Head of HSEQ, Nordic HSEQ Managers

*HSEQ stands for Health, Safety, Environment and Quality.
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The Sustainability Committee prepares
proposals for policies, overall objectives
and principles of sustainability governance for the entire group. The Sustainability Committee is also tasked with
ensuring that a sustainability perspective is taken into account, as well as to
set and monitor sustainability indicators
and to continuously propose specific
measures in the area of sustainability on
an annual basis, using the stakeholders’
perspectives and business intelligence.

34

As environmental and work environment issues are national and sometimes differ between countries, with varying regulations and practices, the responsibility for
sustainability work lies with the respective
countries. A number of networks perform
cross-functional work between the group's
operating units to ensure that the work is
consistent, and to spread good ideas.
To promote its sustainability efforts,
Coor also utilises a number of control and
support systems, such as the monitoring
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of changes to laws and regulations and for
handling chemicals.
The Sustainability Committee usually
meets twice a year, or when the need
arises. The issues discussed include
recent developments in law and practice,
monitoring of different sustainability
issues and initiatives and prioritization
discussions. In 2016, the Committee convened five times because sustainability
platform (the policy, indicators and essential sustainability aspects) was revised.

SUSTA INA BILIT Y R EPORT
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BUSINESS SUSTAINABILITY WORK
At Coor, business sustainability means an ethically justifiable and
profitable development over time, which is achieved through focus on
performance, growth, quality and development.
STABLE AND STRONG FINANCIAL
PERFOR MANCE

All the company's stakeholders, especially customers, employees, shareholders and suppliers, need to be able to trust
that Coor will develop positively and
profitably over time. The ability to
attract new customers, sign good agreements and systematically follow up on
the ongoing development is central to
this work. Each year a budget is established which is monitored regularly, and
if required, the necessary measures to
meet the changes that may occur are
taken. More on how the company's operations are managed and monitored can
be read in the Corporate Governance
Report.
In 2016 Coor reported improved
results and strong cash flow. Sales grew
by 2 per cent to SEK 7,631 (7,482) million
and operating earnings (adjusted
EBITA) rose to SEK 440 (374) million.
Operating cash flow was SEK 426 (274)
million. Read more about the company’s
financial performance in the section
entitled Administration report.
As a responsible corporate citizen,
Coor handles tax issues in line with
applicable legislation and practices in all
countries.
SATISFIED CUSTOMERS THROUGH
A VALUE-ADDED DELIVERY

A condition for a stable and profitable
performance over time is long-term customer relationships with satisfied customers. Through regular dialogue with
its customers, Coor gathers their views
continuously. Coor also carries out various surveys, both at local level and centrally through a comprehensive annual
customer survey. Approximately 1,200
respondents from almost 300 companies

where Coor has operations took part.
The response rate reached 57 per cent.
The level of customer satisfaction
increased on aggregate for the third year
in a row, and the result was 68 (66) in
total.
One important explanation behind
customer satisfaction is that Coor delivers safe and good services, tailored to
customers' changing needs, and that
Coor proactively suggests improvements. Coor is therefore pursuing a program of structured improvement and
innovation.
Equally important is that Coor delivers its services in a safe and professional
manner. In order to ensure an efficient
and qualitative delivery, Coor has chosen to assure the quality of all activities
in accordance with ISO 9001:2015,
therefore such actvities are regularly
monitored through internal and external
audits.

MAIN
COMMITMENTS
● Coor will conduct a professional
business and deliver value-added
and innovative solutions based on
customer requirements on functionality, effectiveness and safety.
● Coor will develop in a stable and
profitable manner from an ethical
and morally defensible approach.
● Coor will provide reliable and
relevant information in a secure
manner.
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INCREASED CUSTOMER
SATISFACTION
In this year’s customer survey, customer satisfaction increased for the third year in a row.
Customer satisfaction is highest in Finland
and Sweden, but the greatest improvement in
2016 was in Denmark.
The customer survey is an important tool
in Coor’s development work. The results give
valuable information on how customer’s see
Coor, what they think Coor is good at and
what can be improved. Areas that Coor’s
customers highlight as strengths include the
well adapted range of services as well as
the employees' attitudes and high service
awareness. A general area for improvement
is the ability to ensure consistent and good
delivery. To this end, Coor has established
central service forums for the main services
during the year. These forums serve to
develop common service standards, which
aim to ensure a good and efficient delivery.
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The external audit of quality work is performed by Det Norske Veritas. In connection with the 2016 external audit
Coor’s risk management work received
particular attention, and was considered
to be well established at various levels in
the company. No serious discrepancies
were reported.
SOUND ETHICS AND MOR ALS

Coor has compiled the business ethics that
apply to their activities into a joint Code of
Conduct. The principles should guide daily
tasks and decisions. In order to ensure
compliance with the code, Coor established a whistle-blower service, which is
described in more detail in the box below.
The Code of Conduct is available on
the company’s website, and is also a part
of the employment terms and conditions
at Coor. The content of the Code is discussed at the annual performance
appraisal which is offered to all employees. On this occasion, employees must
confirm in writing that they have read,
understood and agree to abide by the
principles in the Code.

BLOW THE WHISTLE
All those who are involved in Coor’s
business should be well treated and
feel safe and secure. That is why Coor
has a whistle-blower service, which
makes it possible for employees,
suppliers and customers to report
suspected abuses anonymously. Of
course, employees can always turn to
a manager with their suspicions, but
if for any reason this is not possible,
complaints can be made within Coor’s
whistle-blower service on the intranet
and online.
To ensure anonymity, the service
has been managed by an external
party since 2016, and all the reports
are treated confidentially. The system
is available in all of the Nordic languages, as well as in English, Estonian,
French, Hungarian, Dutch and Polish.
All reported cases are thoroughly
investigated, and if a crime is found to
be committed, it may result in termination of employment or contract, and/or
reporting the matter to the police.

MANAGEMENT OF MAJOR SUPPLIERS
At the beginning of the year, Coor had
approximately 200 major framework
suppliers. Before a major supplier
agreement can be signed, the supplier
is evaluated based on general delivery
capability, quality, finance, working
environment, environmental work etc.
The supplier must also verify that the business meets the requirements of Coor’s
ethical guidelines for suppliers. A breach
of these guidelines is treated as a contractual breach and could lead to the collaboration being terminated. During the

For Coor’s suppliers, there is a specific
code of conduct which is part of Coor’s
general purchasing terms.
GOOD COMMUNICATION AND
REPORTING

Coor’s communication policy states that
communication work should be conducted in a way that is structured and
active, and is characterised by long-term
perspective, clarity, objectivity and
transparency. The goal is to lay the foundation for healthy, trusting relationships
with its stakeholders. In terms of financial accounting and reporting, the generally accepted principles and standards
should be applied.
Coor’s external financial reporting
complies with the international reporting standard IFRS, International Financial Reporting Standards. The external
reporting is reviewed by the accounting
firm PwC.
SUPPLIER MANAGEMENT

Coor is, overall, a major purchaser of
goods and services, which means that

terms of the contract, Coor monitors both
the delivery and the supplier to ensure
that the agreements in contracts are
enforced as far as possible. Digital tools
are used as support for the ongoing
supplier monitoring, where the supplier
provides information on its activities from
different aspects of sustainability.
Supplier monitoring takes place regularly both locally and centrally. In 2016
around 50 central supplier evaluations/
monitoring were carried out on major
framework suppliers.

procurement issues and supplier management are central. It is important for
Coor to choose responsible business
partners that collaborate with Coor in
finding innovative, sustainable solutions.
There is a joint purchasing process
within the entire company, describing
how purchasing work is to be conducted.
Because Coor has a large number of services that are delivered in many places,
the number of suppliers is relatively
large. Suppliers are classified as "major"
or "less significant" based on contract
value and/or potential risk.
Coor’s suppliers are also divided into
different categories (by type of product/
service). In 2016, a review was conducted
of the category work, and many purchase
agreements were renegotiated.Since 2015,
great efforts have been made to increase
contract loyalty, which shows the proportion of purchases from central and
local suppliers with contracts. In 2015,
contract loyalty grew from 62 to 75 per
cent, and in 2016 it increased even further to 80 per cent.
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SOCIAL SUSTAINABILITY WORK
To Coor, social sustainability means great responsibility as an employer,
but also local social community involvement.

OCCUPATIONAL HEALTH AND
SAFETY

Coor’s goal is to offer all employees a
good and safe working environment. As
Coor offers a wide range of services with
varying risks to customers in a number
of environments, safety work needs to be
adapted to suit local conditions. However, there is a clear zero vision relating
to work-related accidents for the entire
group with a common platform and a
unified safety approach in the work environment.
In 2016, several country-specific initiatives to raise awareness and reduce
the number of accidents were carried
out. An important symbolic act was the
participation of top management in
safety rounds in various parts of the ope-

ration, which was perceived as positive.
Coor’s occupational and safety work is
driven in accordance with the OHSAS
18001 international work safety standard. During the first half of 2017, Coor
will conduct a gap analyzis of the business based on the new requirements set
out in ISO 45001:2016, and then decide
when and how certification to the new
ISO standard can be implemented.
At Coor there is a Group-wide system
for the reporting of incidents and accidents. In 2016, 1,168 (433) risk observations were reported, 710 (332) incidents
and 287 (203) accidents. The most common accidents were minor cuts, slips and
falls. No fatal work-related accident
occurred. The reason for the increased
number of accidents is partly due to a

Coor’s goal is for no employee
to be injured at work.
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MAIN
COMMITMENTS
● Coor will actively work for the wellbeing of its employees and a safe
working environment.
● Coor cares about diversity, equality and the advancement of the
company's employees.
● Coor will contribute to social development through local community
improvement initiatives.

SUSTA INA BILIT Y R EPORT
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larger part of the business now using the
system to report accidents (for example,
the Belgian operations and more restaurants), but also because the accidents
actually increased. Reducing the number
of accidents is a priority for Coor in 2017,
and several actions are planned.
HEALTH-PROMOTION WORK

Coor’s health promotion work focuses
on preventive health measures and on
reducing absenteeism. Absenteeism is
measured systematically on a country
level. Total absenteeism in 2016 increased
to 6.2 (5.9) per cent, which is low in comparison with other service companies,
but the differences between countries
and units is great. In some occupations,
such as cleaning services, absenteeism is
higher.
Absenteeism is monitored and analyzed
in each country, which also implements
various measures to reduce absenteeism in
occupations and units with high absenteeism. Health promotion activities and programmes are also conducted in each country, as well as at local level.

EMPLOYEE SATISFACTION AND
COMMITMENT

Coor conducts a comprehensive annual
employee survey with the help of an
external survey company. The survey
gives employees the opportunity anonymously to express their opinion on what
it is like to work for Coor. Almost 6,400
employees were invited to participate in
the survey in 2016, and the response rate
was 66 per cent, which is lower than last
year. A special working group has been
appointed to investigate the cause and
take measures to increase the response
rate in the next survey.
The 2016 survey gave an improved
result in many areas. Compared to 2015,
the total index increased from 68 to 69.
The results vary significantly between
different organizational units, and are
followed up locally through workshops
and action plans.
Staff turnover (excluding retirements)
increased over the year from 9.2 to 12.3
per cent, which is relatively low compared
with other service companies.
The increase compared with the previous year is explained almost entirely by an
unusually high turnover in the Norwegian
damage service business. Another occupational group with a relatively high staff
turnover is cleaning services. In 2016,
Coor has intensified its efforts to decrease
staff turnover.
DEVELOPMENT OF MANAGERS
AND EMPLOYEES

INVESTMENT IN
TRAINING FOR
COOR’S CLEANING
STAFF
Employee development is a priority
issue for Coor, so Coor provides
various types of training. In 2016, a
new cleaning course was developed,
called Coor Cleaning Academy,
which is a programme with a wide
range of courses provided both
internally and externally. All of the
cleaning staff will undergo the basic
training, Cleaning the Coor way, to
ensure that they have the knowledge
necessary to be able to clean in a
safe, sustainable and professional
manner.

Coor’s ambition is to be the most attractive employer in the Nordic FM sector.
A condition for this is that employees be
offered development opportunities, and
Coor is therefore working with education programmes and other development
initiatives.
The individual appraisal forms an
important basis for the employee's development plan. The appraisals are conducted annually and result in an individual development plan. 96 per cent of
respondents to the anonymous employee
survey conducted in 2016 indicated that
they were satisfied with the performance
appraisal.
Coor also offers specially designed
training packages for all employees
(Coor Service School) and managers
(Coor Business School). The aim is to
explain basic and critical business issues

SATISFIED
EMPLOYEES
Employee satisfaction at Coor increased in 2016. Employees who are
part of group staff and in the Danish
operations are the most satisfied.
Generally, Coor as an employer
enjoys high ratings when it comes
to the capability of employees to
perform their work tasks.
Having satisfied and committed employees is crucial for a good
delivery to Coor’s customers. The
result of the survey is therefore a
very important tool in the work to
develop the business. The areas
Coor’s employees are most satisfied
with were the questions about if Coor
as an employer corresponds to the
employees' expectations, and cooperation in the local working group.
Leadership at Coor also got a
high score. Areas that employees
believe that Coor can improve regard mainly their own work situation
and work environment.

pertinent to Coor’s activities. The training package contains mandatory basic
training and additional voluntary
advanced programmes. An example of
an immersion programme is "Star quality services”, which is a very popular
course on service skills and customer
approach. In 2016, 270 people participated in "Coor Service School", and 67
people in "Coor Business School". 651
people participated in "Star quality services".
In 2016, a new training programme for
Coor’s cleaning staff, "Coor Cleaning
Academy", was created.
In addition to the centralised, broad
development programs, service-specific
training is also implemented locally.
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EQUALITY, DIVERSITY AND
INCLUSION

In a fully anonymous
way, the system displays the people that
match the profile best”
Åse Miljateig, Recruitment
and Onboarding Manager

“NON-DISCRIMINATORY
RECRUITMENT IS THE FUTURE”
One employee every other day. This
is how many new employees Coor
recruited in 2016 on average for the
service assignment at the new Karolinska Solna University Hospital (NKS),
where Åse Miljateig is the recruitment
and onboarding manager. To be able
to find the right candidate for the right
job rapidly, Coor, along with the Happyr recruitment company, developed
a non-discriminatory recruitment process. It is not only effective but also
manages to get around the prejudices
that often come into play when companies choose new employees.
How is unprejudiced recruitment
done in practice?
– When we recruit, whether it is for
a system integrator, a locksmith or a
cleaner, we will develop a job specification that includes tasks, formal
requirements, critical success factors
and characteristics that are important
for the role. The requirement profile
and ad copy are fed into a special
recruitment tool and matched with

MONITORING AND
RECRUITMENT OF MANAGERS

There are great advantages to recruiting
managers internally, and Coor always tries
to find internal candidates for all managerial appointments. This means that Coor
constantly needs to have a good understanding of potential and existing managers, and Coor works actively on developing
and monitoring employees who are management material as well as managers.
The starting point for both the evaluation and development of the company's
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the candidates seeking a job. In a
fully anonymous way, the system
finds the people that match the requirements profile best, and does not
take age, gender or other personal
information into account. It's all about
finding the best people for the role.
Do you think the recruitment process influences who you hire?
– Definitely, I am convinced that our
preconceptions affect our decisions
during the recruitment process,
whether consciously or unconsciously.
People simply favor people who are
similar to themselves or remind them
of someone they like.
What is the result?
– Today, most people recognize that
diversity is an asset. Differences
generate creativity and progress, and
inclusion leads to growth. Through
our work with non-discriminatory
recruitment, we see that diversity
occurs automatically.

managers are the success factors in Coor’s
leadership model. Coor uses both internal
and external management development
programs to develop those management
candidates showing the greatest potential.
An important manager monitoring
activity is the annual "Management
Review", which is a detailed system to
monitor all managers’ development over
time. Another important monitoring tool
is the leadership index, which is measured
in conjunction with the Group-wide
employee survey.
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There is a strong conviction at Coor that
a diversity of personalities, experiences
and knowledge enriches the company.
Coor’s Code of Conduct clearly states
that every employee should be treated
respectfully and fairly, regardless of gender, age, ethnicity, religion, disability or
sexual orientation.
At present, Coor’s primary focus is on
increasing the number of female managers. At the start of the year, 53 (53) per
cent of Coor’s employees were women.
The proportion of female senior executives totalled 41, which is the same as the
previous year. The issue has been a top
priority in recent years. One example of
a measure implemented in 2016 is an
increased focus on the issue in the
recruitment process. In 2016, Coor in
Sweden also held much appreciated
workshops with all of its managers on
diversity and gender equality issues.
Generally, the FM industry is an
industry that can offer many young people and newly-arrived foreign citizens a
first job. The proportion of people born
abroad is often higher in FM companies
than in average. At Coor, there is great
ethnic diversity, which means that it is
important to have a tolerant and inclusive attitude. In some professions, diversity is greater, such as in cleaning services. Although Coor sets basic requirements of relevant language skills, important information must be adapted so
that everyone understands it. Therefore,
plenty of images and symbols are used to
describe working methods, etc. within
cleaning services.
All forms of harassment are unacceptable. The annual employee survey particularly asks whether employees experienced discrimination in the workplace.
In 2016 the result was 3 per cent, which is
in line with the previous year.
LOCAL COMMUNITY
INVOLVEMENT

Coor’s ambition is, through a variety of
means, to improve social welfare in the
immediate environment where Coor conducts business.
Activities vary from country to country. One example of involvement in the
local community in 2016 was when
FOOD by Coor in Denmark worked
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together with UCC Campus Carlsberg
to donate Christmas food to homeless
people in Sydhavnen outside Carlsberg.
In Finland, a training program for new
arrivals and marginalised young people
was initiated, together with the Helsinki
Deaconess institute.
During the year, Coor in Sweden
signed agreements with "Arbetsförmedlingen" (Swedish Public Employment
Service) to join "100-klubben" (the 100
club). For Coor, this means receiving 100
new arrivals over a period of three years

for an internship. The initiative started
in the second half of 2016 and Coor
received three interns that year. In addition, Coor also regularly receives young
interns to help them into the labor market in all of the Nordic countries.
Instead of sending its customers
Christmas gifts, Coor donated money to
"Doctors without Borders". Employees in
Sweden, Norway and Denmark waived
receiving Christmas gifts and the money
was instead donated to various aid organizations.

Homelessness among Danish people
is increasing significantly - especially
among young people. In Copenhagen,
the number of young homeless people
has increased by 50 per cent in just
the last two years. In 2016, Coor in
Denmark started a partnership with
the non-profit organization Hellebro,
which runs a drop-in centre in Copenhagen for young homeless people
from around the country. Coor’s
employees collected winter clothes
and donated them, along with used
computers and Christmas food, to the
young people. Next year, the young
people from Hellebro will also have an
opportunity to train in some of Coor’s
activities.

AGE DISTRIBUTION BY COUNTRY
45
40
35
30
25
20
15
10
5
0

–29

30–39

Group total
Group staff
Sweden incl. Belgium, Poland and Hungary

40–49

50–59

SUPPORT FOR YOUNG
HOMELESS PEOPLE

60–

Norway
Finland incl. Estonia
Denmark

EMPLOYEE-RELATED KEY FIGURES BY COUNTRY

GROUP TOTAL

GROUP STAFF

COOR IN
SWEDEN1)

COOR IN
NORWAY

COOR IN
DENMARK

COOR IN
FINLAND 2)

General key figures 2016 (2015)
Number of employees in total, FTE

6,327 (6,381)

75 (76)

3,420 (3,294)

1,309 (1,384)

746 (821)

778 (807)

Number of employees in total, HC

6,850 (6,852)

75 (77)

3,692 (3,507)

1,392 (1,465)

865 (949)

826 (854)

9.6 (9.3)

30.7 (24.6)

9.7 (9.4)

12.6 (12.5)

4.2 (4.1)

8.0 (6.3)

43 (43)

43 (42)

43 (43)

44 (44)

45 (45)

40 (41)

13.7 (10.5)

12.0 (6.6)

12.3 (9.0)

14.5 (6.1)

14.8 (16.3)

17.4 (17.1)

12.3 (9.2)

12.0 (6.6)

10.8 (7.3)

13.0 (5.6)

13.8 (14.9)

16.6 (16.1)

1.4 (1.3)

0 (0)

1.5 (1.6)

1.5 (0.6)

1.5 (1.5)

0.8 (1.0)

Per centage of women total, %

53 (53)

37 (39)

52 (52)

50 (52)

52 (51)

62 (62)

Share of female managers, %

44 (41)

39 (39)

47 (46)

43 (37)

38 (26)

39 (38)

6.2 (5.9)

1.7 (0.8)

5.7 (4.9)

8.6 (9.4)

5.5 (5.0)

5.8 (5.8)

Share of managers, %
Average age, total
Key figures, personnel turnover 2016 (2015)
Personnel turnover total, %
.... of which voluntary resignation, %
…of which pension, %
Key figures, gender equality 2016 (2015)

Key figures, wellness work 2016 (2015)
Absenteeism

1)

INCLUDING BELGIUM, POLAND, HUNGARY

2)

INCLUDING ESTONIA
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ENVIRONMENTAL
SUSTAINABILITY WORK
Environmental sustainability for Coor means protecting the
environment by actively trying to reduce its own and its customers'
environmental impact as well as optimizing resource utilisation.
COOR GREEN SERVICES
- A UNIQUE TOOL FOR GREEN
CONSULTANCY

In the absence of a good evaluation tool
which can be used for all the services that
Coor offers, the company developed its
own tool in 2010, Coor Green Services
The tool is based on other known environmental standards, such as the Swan
Ecolabel, and it is used to identify the
environmental performance of the various deliveries. This helps Coor to have a
qualified dialogue with its customers,
and to come up with concrete proposals
for improvement. The tool is highly
appreciated by environmentally-conscious customers. As the tool's criteria
are reviewed annually, it is a real guarantee of a high environmental standard.
With the help of Coor Green Services,
Coor conducts an annual review of its
deliveries for interested customers. Customers who meet 69 per cent of the
established criteria achieve Coor Green
Services Silver, and those who meet 85
per cent achieve the gold level.
In 2016, 76 (86) customer sites were
inspected, and 36 (38) of these achieved
the gold level, while 37 (39) achieved the
silver level. Coors’ regional offices were
also inspected, and the Espoo and Oslo
offices received silver certificates.
Coor in Sweden also awards an annual
“Environmental Star of the Year” prize.
The prize is awarded to the company’s
customers who have particularly distinguished themselves in the environmental field. In 2016, the award was presented to Länsförsäkringar. Previous
years' winners have included ICA, NCC,
Vasakronan and Skanska.
CUSTOMER’S ENERGY USE

Giving qualified energy advice is an
increasingly popular service. From an
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environmental perspective, it is the single
most important service in which Coor
can contribute to a better environment by
reducing carbon dioxide emissions. At
Coor, energy specialists are gathered in
various competence centres, which offer
both systematic energy work and a larger
one-off effort. One service that has grown
substantially in 2016 is that of energy
audits, which from 2016 are mandatory
for all major companies in the EU.
In order to share smart, energysaving solutions between different organizational sites, all enegy-saving improvement and suggestions recorded in the
consolidated improvement system are
particularly tagged. This facilitates the
gathering of knowledge and information
sharing among Coor's customers. In
2016, there were 42 (35) energy-related
measures reported in the improvement
system.
MEASURES TO REDUCE COOR’S
OWN ENVIRONMENTAL IMPACT

Coor’s activities affect the environment
through the energy that is used, primarily for heating offices, emissions from
transport, chemicals and waste management. Given that Coor has begun operating more restaurants under its own
management in recent years, raw material management has also become an
increasingly important issue.
Energy use and emissions
The carbon dioxide emissions that
Coor’s activity generates are emissions
from Coor’s own service vehicles, business travel and the heating of offices.
Coor’s long-term goal is to phase out fossil fuels. In 2016, the focus was mainly
on reducing carbon dioxide emissions
from private cars by increasing the share
of electric cars used within Coor. Today,
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MAIN
COMMITMENTS
● Coor will contribute actively to
minimising our customers' environmental impact, especially their
energy use
● Coor will conduct structured and
proactive internal environmental
work

LÄNSFÖRSÄKRINGAR
– AN ENVIRONMENTAL STAR
Each year, Coor in Sweden awards
one of its customers who has distinguished itself in its work to create
sustainable services with the Environmental Star of the Year award. In
2016, Länsförsäkringar was awarded
the prize, because they, with the
help of Coor, introduced lots of conscious measures in a short period
of time to upgrade from silver level
to gold in Coor’s sustainability tool,
Coor Green Services.
– I think part of the reason we won
is because we've created a climate
where environmental considerations
are seen as being important, and
partly because we've implemented
to save energy and work more with
sustainability, commented Sten
Dunér, President of Länsförsäkringar
AB, at the award ceremony.
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there are a total of ten electric cars in
operation, and four more were ordered
towards the end of the year.
Thanks to the wide use of modern
technology, several business trips were
replaced by remote meetings. In 2016,
all Coor employees gained access to the
tools, which meant that they can easily
take part in remote meetings, thus the
use of such tools increased significantly.
At the head office in Kista green
electricity is used, and towards the end
of 2016, it was decided to switch to green
electricity in the company's other country offices if possible. Under the new EU
directive, an energy audit of the business
was also initiated.
Chemical handling
Coor uses chemicals for some parts of its
deliveries, mainly in cleaning and property management services. From 2016,
the whole group uses a common chemical management system, iChemistry.
The system provides good guidelines in
terms of the environmental impact of
products. At the end of 2016, there were
3,288 products registered in the system,
which is an increase on the previous
year, exclusively due to more units being
connected to the system.
In the delivery of cleaning services,
dosage saving solutions were used to a
large extent, and in 2016 a decision was
made to implement a new cleaning
standard that is expected to reduce the
number of chemicals.
Waste disposal
All of Coor’s larger offices have recycled
waste for several years. Waste is recycled
to a high degree. Even discarded work
computers are handled by specialists to
ensure that they are reused or recycled
in a responsible manner. The computers

are refurbished and given new life or disassembled so that things such as rare
earth metals can be reused. In 2016 a
major project was started to reduce food
waste arising in Coor’s restaurants, see
more in the separate fact box.
Raw materials handling
At year-end, Coor was responsible for
more than 110 restaurants and cares
operated under by Coor under their own
product brand, FOOD. This implies that
Coor, today, is a major purchaser of primary produce for restuarants and that
the handling of such produce has
become a much more singificant issue
than was previously the case. With the
aim of having a better control of the purchase of raw produce, Coor established,
during 2016, a Group-wide purchasing
and food planning system.For more
information regarding food management within Coor’s restaurants, refer to
the separate box with facts and details
regarding this area.
MEASURES FOR SYSTEMATIC
ENVIRONMENTAL WORK

Coor's environmental work is ISO
14001:2015 certified and is therewith regularly monitored through internal and
external audits. The environmental work
is audited externally by Det Norske Veritas. During the 2016 external audit,
Coor was praised for the management of
environmental aspects and its Green
Services tool. No serious discrepancies
were reported.
At Coor there is also basic, mandatory
environmental training that all new
employees must complete during their
first year of employment. The aim is to
focus on environmental issues and to
ensure qualitative and systematic environmental efforts throughout the business.

ENVIRONMENTAL
WORK IN FOOD BY
COOR
Working towards a reduced environmental impact and to offer modern,
wholesome meal solutions are some
of the basic customer promises
made by a FOOD by Coor restaurant. Fish on the red list is forbidden
in all restaurants, and the per centage of organic produce and vegetarian options is steadily increasing. All
coffee served in restaurants is made
from fair trade beans. In Sweden the
majority of restaurants are KRAV organic label certified, and in Denmark
one of the restaurant’s has a bronze
diploma in ecology (which means
that 30 per cent of the ingredients
are organic).
In 2016, a major project to reduce
food waste from Coor’s restaurants
was initiated. This is all about encouraging diners not to throw away food,
but also about making a change in
production.
In 2017 all of the FOOD by Coor
restaurants will start measuring their
waste, and targets to reduce the waste will then be introduced. In order to
reduce the waste on diners' plates,
several restaurants have introduced
a payment system where customers
pay for the amount of food they take,
resulting in less food waste.
In 2016, FOOD by Coor in Norway
also launched its own organic product
series including juice, honey and
coffee blends.
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REPORTING OF THE
SUSTAINABILITY INDICATORS
Coor reports on a number of indicators annually, that together give a
picture of how the company’s sustainability work has progressed. In
2016, Coor conducted a review of its sustainability indicators.

MONITORING OF BUSINESS SUSTAINABILITY INDICATORS

Net sales, SEK million
Adjusted EBITA margin, %

1)

Cash generation, % 2)
Paid taxes, SEK billion 3)
Salaries, SEK millions

4)

Number of reported and investigated cases of suspected violations of the Code of Conduct 5)
Number of registered and implemented improvement initiatives
Outcome of the customer survey

6)

OUTCOME 2015

7,631

7,482

5.8

5.0

93

104

2.3

2.1

3,467

3,328

6

5

8,103

6,936

68

66

Per centage of customer contracts extended 8)

80

90

Contract loyalty relating to purchases, annual average, % 9)

80

75

6,327

6,381

53

53

659

635

7)

Number of employees at total (FTE)

10)

... of which women (share of total amount), %
Number of managers

11)

... of which women (share of total amount), %

41

41

12.3

9.2

6.2

5.9

287

203

0

0

LTIF

15)

8.4

N.A.

TRIF

16)

Voluntary employee turnover, % 12)
Absenteeism, % 13)
Number of accidents

14)

Number of fatalities

21.3

N.A.

Outcome of the employee survey 17)

69

68

Leadership index

74

73

18)

Number of major local social development projects
Number of products registered in the chemical handling system 19)
Energy use in larger offices, kWh / m 2 20)
Vehicle fleet: average emissions for leased service vehicles,

g/km 21)

Carbon dioxide emissions from business travel (by train or plane) per employee 22)
Average outcome after environmental audits conducted using Coor Green Services, % 23)
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OUTCOME 2016
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5

N.A.

3,288

2,893

52.9

N.A.

161

163

0.0095

0.070

83.2

80.8

SUSTA INA BILIT Y R EPORT
SUSTA INA BILIT Y IN DICATOR S

NOTES
1) For definition, see Definitions section
2) For definition, see Definitions section
3) Refers to all paid taxes (corporate tax, VAT and employee-related taxes) to the
tax authorities in the respective years.
4) Salaries, social security contributions and pensions.
5) Cases notified via Coor’s whistle-blower system, through which employees,
suppliers and customers can anonymously report suspected violations Coor’s
Code of Conduct.
6) Number of improvement suggestions, registered in Coor’s IT-based improvement system Actio.
7) Coor conducts a comprehensive annual customer survey with the help of an
external survey company.
8) Customers retention rateF is commented on page 10.
9) Share of purchases from central and local framework suppliers.
10) Number of employees (FTE) mean number of employees calculated as full-time
positions. This number includes temporary and permanent hired employees.
Employees without a guaranteed number of working hours are not included.
11) A foreman responsible for staff is defined as a manager.
12) Staff turnover is commented on page 39.
13) Absenteeism is commented on page 39.
14) An accident is defined as a serious and sudden event that causes personal
injury during working hours or to/from work.

15)

16)

17)

18)

19)

20)
21)
22)

23)

LTIF (lost time injury frequency) measures the number of accidents which have
caused an absence from work of over 8 hours. For the calculation of LTIF per
million hours worked, the following formula was used: number of accidents that
have caused absenteeism (8 hours) x 1,000,000/number of hours worked.
TRIF (total recorded injury frequency) measures the total number of accidents
that have occurred in the period. For the calculation of TRIF the following formula was used: total number of accidents x 1,000,000/number of hours
worked.
Coor conducts a comprehensive annual employee survey with the help of an
external survey company. Read more about the results on page 39.
There are a number of leadership-related questions in Coor's annual employee
survey, which are summarized in a special leadership index.
Coor uses a chemical management system (iChemistry), and the information
relates to products registered in this system. The increase compared with 2015
was entirely due to more units having joined the system during in 2016.
This includes Coor’s offices in Espoo (Finland) and in Kista (Sweden).
Average emissions from the number of leased vehicles at Coor.
Reported emissions are calculated at a flat rate by the number of business
trips by train and air travel booked through the group's common travel portal.
Coor’s guidelines state that all business trips should be ordered via the portal.
A self-inspection under Coor Green Services will be implemented after talking
to the customer. In 2016, 76 sites were reviewed in the period from June to
November.
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