
ANNUAL REPORT 2017
INCLUDING SUSTAINABILITY REPORT

Coor Service Management Holding AB C O O R



Coor is one of the Nordic region’s leading service providers in 
facility management. Coor’s customer base includes large and 
small companies in many sectors and industries. Coor has its home 
market in the Nordic region, but also has a presence in Belgium, 
Poland, Hungary and the Baltic region as the Company has  
followed some large clients out into Europe. 

THE NORDIC REGION’S 
LEADING FACILITY  
MANAGEMENT COMPANY
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COOR IN FIGUR ES

WORKPLACE SERVICES PROPERTY SERVICES

Workplace services account for 64 per cent of 

consolidated sales. The largest single services in 

this segment are cleaning and food & beverages. 

Examples of other services are telephony, reception, 

mail and freight and document management.

Strategic advisory services, such as workspace 

optimization, strategy and implementation of 

activity-based workplaces are also part of the 

offering for this segment.

Coor coordinates, executes and develops various services in and around a given property. Coor offers 

innovative, customized and flexible service solutions creating business benefits for customers. The 

Company has specialist competence in property services (hard FM) and workplace services (soft FM). 

Customers are also offered strategic advisory services in these areas. Coor’s offering includes over 100 

services that are either delivered as integrated FM services (IFM) or as single FM services. The ambition 

is to deliver the market's smartest and most developed service offering – we call it Service with IQ.

Property services account for 36 per cent of 

consolidated sales. The services include both 

basic maintenance assignments and complex 

efforts, such as energy optimization, security 

solutions and technical property systems. 

Strategic advisory services, such as recon-

struction/construction and security consulting, 

various KPI-analyses and action plans are also 

part of the offering for this segment.
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2017 – GROWTH AND 
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Growth and strong cash flow create 
opportunity for value-creating acqui-
sitions and high dividend.

 

Mikael Stöhr, President and CEO 

IN TRODUCTION
THE Y EA R IN BR IEF

 RESULT IN BRIEF, GROUP 2017 2016

Net sales, SEK m 7,722 7,272

Organic growth, % 6 3

Adjusted EBITA, SEK m 468 435

Adjusted EBITA-margin, % 6.1 6.0

EBIT, SEK m 268 242

Profit after tax, SEK m 188 123

Operating cash flow, SEK m 492 414

Earnings per share, SEK 2.0 1.3

Number of employees at the end of the year (FTE) 6,695 6,108

Dividend, SEK 4.001 3.00

492
SEK M

OPERATING CASH FLOW
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●● Coor wins a new IFM 

assignment with ABB for 

services to be provided 

at a number of facilities in 

Sweden, Norway, Finland, 

Estonia, Latvia and Lithu-

ania.

●● Extended assignments with 

Aibel, SAS and Akelius, 

among others. Letter of In-

tent signed with Gävleborg 

County Council for a new 

cleaning assignment.

●● Anders Ehrling is proposed 

as a new Board Member.

Q1 Q2
●● Coor, as the first company 

in Europe, is testing the 

next generation cleaning 

robot.

●● Coor was awarded the 

contract to provide patient 

meals at Karolinska Uni-

versity Hospital in Solna. 

Coor will provide meals to 

patients and run the food 

preparation kitchen in the 

new hospital.

●● Coor announces plans to 

divest its damage services 

business in Norway.

Q3
●● The sales process of the 

damage services business 

in Norway was concluded 

through an agreement with 

Polygon. 

●● Coor extended a Nordic 

IFM contract with Telia 

Company, one of Coor’s ten 

largest customers.

●● Launch of Coor Smart-

Climate™, a system to 

measure and improve the 

indoor climate.

Q4
●● Coor signed a new agree-

ment with Sokotel in Finland 

and a new four-year agree-

ment with the Municipality 

of Copenhagen.

●● Magdalena Öhrn was ap-

pointed Communications 

Director and will join the 

Group’s Executive Manage-

ment Team. She took office 

on 15 January 2018.

●● Extended IFM agreement 

with Borealis and GKN 

Aerospace. Extended and 

expanded agreement with 

Vasakronan and Fortum 

Värme.

IN TRODUCTION
THE Y EA R IN BR IEF
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CUSTOMER EXPERIENCE 
AT  THE CENTRE

Coor's Nordic home market offers good 
opportunities for expansion, partly 
because a large share of it still has not been 
outsourced, and partly because a larger 
proportion of companies is now ready to 
move towards  an integrated approach 
in their FM services. For Coor, this is an 
interesting starting point for coming years 
– and there is still a lot left to do. 

As service delivery always takes place 

Coor delivered its best annual results ever in 2017, exceeding 2016’s high 
point. By keeping the service experience in focus, we create added value for 
our customers in a market with great potential for continued growth.

between a customer and a supplier, 
customer relationships are extremely im-
portant for Coor. Our goal is to have sat-
isfied customers who want to continue 
working with us in the years to come. To 
succeed, we must have solid professional 
expertise within the FM services we 
offer, as well as good knowledge of our 
customers and the challenges they face. 

It is through our ability to understand 

our customers that we can adapt and 
develop our services to suit new needs. 
That is how we will become a value-
adding partner for our customers. 

AUSPICIOUS CUSTOMER  
PARTNERSHIPS 
In 2017, Coor renegotiated contracts at a 
volume of approximately SEK 1 billion. 
Over a period of three years, the reten-
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tion rate is 89 per cent, which says a lot 
about the long-term perspectives of our 
customer partnerships. Examples of ex-
tended IFM contracts include SAS, Telia 
Company, Borealis, GKN Aerospace 
and Fortum Värme. Coor also signed a 
number of new agreements during the 
year, such as Sokotel in Finland and the 
Municipality of Copenhagen. The largest 
IFM contract was signed with ABB for 
delivery to a number of facilities in the 
Nordic and Baltic regions. Also, in the 
public sector, Coor expanded its business 
through its contract to deliver patient 
meals to Karolinska University Hospital 
in Solna, and deliver cleaning to Gävle-
borg County Council. We now close 2017, 
as a year of  very good growth. 

PROGRESS IS PART OF OUR DNA
Innovation is something we continu-
ously and systematically work with at 
Coor. Our innovation work is undertaken 
through large Group-wide initiatives 
such as the development of Coor Smart-
Climate, as well as in individual contracts 
where our employees work to further 
develop deliveries through continuous 
improvements. Our success lies in our 
ability to create customer value and we 
do this through our dedicated employees 
who, through their understanding of our 
customers’ everyday lives, can develop 
their work methods and responsibilities. 
All employees should feel that they make 
a difference and that they are valuable. It 
is in a creative environment characterised 
by openness that we can fully help our 
customers to become more productive, 
efficient and sustainable.

PASSION FOR PEOPLE
Coor is a value-based company and we 
have clear models for how we help our 

managers and employees to develop. 
One goal is to have the best managers 
on the market. Managers who give indi-
viduals responsibility and development 
opportunities through clear leadership. 
It is the manager’s role to build com-
mitment and provide the best possible 
conditions for their employees.  Both as 
a manager and an employee, a genuine 
interest in progressing and developing is 
needed. We call this passion for people.

For several years, we have rewarded 
deserving employees with Coor Awards.  
These internal awards are presented 
annually in the following five categories; 
Employee of the Year, Manager of the 
Year, Innovation of the Year, Sales of 
the Year and Guardian Angel of the 
Year. Coor Awards are a means for us to 
reward exceptional efforts in these im-
portant areas and the awards are highly 
appreciated. 

SUSTAINABILITY IN PRACTICE
Coor strives for a corporate culture char-
acterised by diversity and tolerance. We 
want the entire business to be permeated 
by high risk awareness, as well as by care 
for the environment and society - this 
is sustainability in practice. As sustain-
ability issues extend beyond our own 
business, they need to be integrated into 

a global context and, therefore, we have 
linked our sustainability goals to five of 
the UN’s 17 global sustainability goals 
that are most relevant to Coor. Working 
with these issues is also a requirement 
if our business  is to be justifiable in the 
future.

STRONG DEVELOPMENT
Coor has delivered its best annual results 
ever in 2017. A strong market and good 
customer relationships are part of the 
reason, another is that we are seeing the 
results of several internal improvement 
programmes. Coor sums up 2017 with 
6 per cent organic growth, 7 per cent 
improvement in operating profit, 103  
per cent cash conversion and a continued 
good pipeline of new business opportu-
nities across the Nordic region. 

GOOD PROSPECTS
Coor completed two acquisitions after 
the end of 2017, OBOS Eiendomsdrift 
AS and Elite Miljø A/S, thereby further 
strengthening our position on the Nor-
dic FM market. Our ambition is clear: 
to create the market's best offering with 
the customer experience at the centre. 
Service quality is about the customer's 
perceived value of the services we 
deliver, and what separates us from 
other service companies is that we are 
passionate about what we do - passion 
for service. 

Stockholm, March 2018

Mikael Stöhr
President and CEO

Passion for   
service is the key 
to our success
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LONG-TERM AMBITIONS

GOAL-ORIENTED BUSINESS

LONG-TER M GOALS 
Coor strives to conduct business in a 
way that is responsible and sustainable 
in the long term. Customers, employees, 
owners and other stakeholders should be 
able to trust that Coor manages its busi-
ness professionally, profitably, safely and 
sustainably over time. The ambition is to 
create value in three dimensions: busi-
ness, social and environmental. Read 
more about Coor's work in the three 
dimensions in the Sustainability Report. 

SHORT-TER M OPER ATIONAL 
GOALS
Each year, Group Management sets 
internal operational targets determining 
the way in which the business is man-
aged. These goals are also included in 
the three sustainability dimensions. The 
operational goals are key management 
instruments for the business and are 
channelled down through the organiza-
tion. They are specified for each country, 
business unit and region/contract. In 

Coor is a responsible corporate citizen. Coor has, therefore, adopted long-term ambitions 
in terms of business, social and environmental sustainability. The short-term operational 
goals describe the areas the company will focus on in the coming financial year. 

Coor contributes to a better socie-
ty by acting as a responsible and 
stimulating employer, and by con-
tributing to a positive social devel-
opment in the areas in which Coor 
operates. 

SOCIAL SUSTAINABILITY

Coor contributes to a better  
environment by actively reducing 
the environmental impact and  
resource utilization that the com-
pany and its customers create. 

ENVIRONMENTAL  
SUSTAINABILITY

Coor will achieve long-term busi-
ness sustainability through stable, 
profitable financial development, 
while upholding strong business 
ethics. 

BUSINESS SUSTAINABILITY

G OA LS A N D STR ATEGIES
G OA LS

order to effectively manage the business, 
action plans are drawn up locally. All 
employees are involved in the prepara-
tion of these plans, which creates com-
mitment to the Group's development. 
Action plans are followed up at country 
and Group level three times a year.

In addition to internal objectives, 
Coor also has external objectives. On 
the next page, the external financial 
targets and outcomes for the last three 
years are reported.
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The target in the medium term is that  
Coor’s net debt is to be less than  
3.0 times the adjusted EBITDA.

Over a business cycle, Coor is to grow  
organically by 4-5 per cent annually.  
The growth rate may vary between years 
due to changes in the customer base. The 
organic growth can also be supplemented 
with acquisitions.

In the medium term, Coor is to  
deliver an adjusted EBITA margin of  
around 5.5 per cent.

In the medium term, Coor is to  
maintain cash conversion exceeding  
90 per cent. 

The target is to distribute about 50 per 
cent of  the company's adjusted net profit 
for the period (before amortization and 
impairment of  intangible assets) to the 
shareholders.

52%

2.3

115%

5.1%

11%

96%

1.7

91%

6.0%

3%

6.1%

103%

6%

1.4

107%

ORGANIC  
GROWTH  

OF 4–5%

ADJUSTED  
EBITA MARGIN  

 ~5.5%

CASH  
CONVERSION 

>90%

CAPITAL  
STRUCTURE 

<3.0

DIVIDEND  
POLICY 2 

~50%

1 �Excluding damage services business sold in 2017.
2 �For 2017, the proposed dividend is to be determined by a resolution of the annual meeting  

of shareholders to be held on 26 April 2018. 

2017 2016 2015
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Coor’s business concept is to take over, 
manage and develop services in offices, 
properties, production facilities and the 
public sector. The ambition is to conduct 
our business in an efficient, long-term 
sustainable and value-creating manner 
in relation to customers, employees and 
investors, but also society and the envi-
ronment at large.

Coor offers intelligent services that 
support the customers’ core business, 
and continuously develops and adapts 
these services to the customer’s chang-
ing requirements and challenges. To be 
at the forefront, Coor adapts its services 
to the new needs that arise in a connect-
ed society with an agile approach and 
new consumption patterns. Coor offers 
Service with IQ.

Coor's vision is to be the leading facility 
management provider in the Nordic 
region. Coor should to be the first choice 
service provider, employer or invest-
ment in the service sector for customers, 
employees and investors.

A DISTINCT 
BUSINESS  
CONCEPT

A CLEAR 
VISION

G OA LS A N D STR ATEGIES
STR ATEGIES

FIVE STRATEGIC AREAS

Coor's strategic platform consists of five areas setting the direction for all of its activities. 
These make it easier to prioritize from a holistic perspective and lead to Coor's vision of 
being the leading facility management provider in the Nordic region. 
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Coor is the market leader of integrated 
FM deliveries to larger businesses with 
complex needs in the Nordic region. 
In order to maintain market share and 
continue to grow within the IFM seg-
ment, it is important that Coor offers 
the best solutions to the market, with a 
strong customer focus and continuous 
work with improvements, value-added 
development and innovations.

Within Coor, there is major competence 
and leading expertise in many differ-
ent service areas, which is a strategic 
advantage for expansion in single service 
segments. Coor has chosen to expand 
within property services, cleaning and 
food & beverages, as these three form 
the basis of the majority of customer 
agreements.

GROWTH IN IFM GROWTH IN 
SINGLE SERVICES 

Coor has a strong focus on improvement 
and efficiency. Coor is a service provider 
supplying increased customer benefit 
by introducing new innovations that, 
among other things, increase customer 
efficiency. The continuous improvement 
of operations is an important part of 
everyday life for Coor's employees. Coor 
operates Group-wide development and 
efficiency projects as part of its work 
with increased customer benefit.

Coor’s home market is the Nordic 
region. Coor's position in the Nordic 
market shows that Coor is the first 
choice for many companies in the Nor-
dic region. Many of the major Nordic 
companies have high technical maturity 
and are attracted to Coor's innovative 
development agenda and focus on ef-
ficiency. Coor has also chosen to follow 
some large customers into new European 
markets.

OPERATIONAL 
EFFICIENCY

NORDIC SPECIALIST

Coor’s service offering is adapted to the 
customer’s needs.  The delivery model is 
based on a mix of employees and subcon-
tractors. This mix provides a flexible and 
customized delivery catering to all of our 
customers' needs.

CUSTOMIZED 
DELIVERY

G OA LS A N D STR ATEGIES
STR ATEGIES
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OPER ATIONS 
COOR IN FIN L A N D

THE GREATEST SUCCESSES OF 
THE YEAR?
“The growth! After a few years of a 
recession, we have returned to growth. 
The ABB assignment is the year’s largest 
deal within the FM industry in Fin-
land. We also invested in a well-needed 
platform for health and safety, which in-
cluded an extensive training programme 
for all middle managers. We can already 
see positive results from this endeavour.” 

THE GREATEST CHALLENGES OF 
THE YEAR? 
“Managing the growth and recruit-
ing the right employees in the current 

competition for labour. This is, partly, 
about filling the vacancies we have and, 
partly, about introducing Coor’s values 
in a good way. We are, therefore, work-
ing a great deal on being an attractive 
employer.” 

ONE EXCITING ASSIGNMENT 
DURING THE YEAR?
“Our assignment with Attendo. As their 
chosen partner in property services, we 
have grown with them in their expansion 
in elderly care in Finland. It has been 
great to grow with Attendo.”

������

���

  Integrated FM 

  FM services 

NET SALES BY TYPE OF CONTRACT

TOTAL  

550
SEK M

The Finnish operations developed in a positive direction in 2017, 
despite a relatively immature market.

SUCCESS AND GROWTH
In Finland, there is extensive competi-
tion for FM assignments, but Coor 
Finland showed strong growth and 
improved profitability despite this. 
The market’s demand for IFM services 
is weak compared with the rest of the 
Nordic region, but is however, big on 
single FM assignments. Through the 
ABB contract, Coor’s Finnish opera-
tions execute customer coordination for 
Sweden, Norway, Finland and the Baltic 
countries.

PREMIERE FOR HOTEL CLEANING
During the year, Coor signed a major 
agreement with one of Finland’s largest 
hotel operators, Sokotel Oy, where Coor 
offers hotel cleaning for the first time 
on a large scale. This means that Coor’s 
Finnish operations in cleaning are grow-
ing significantly and this entails new re-
cruitment of around 150 new employees.

COOPER ATION WITH STARTUPS
Coor participated in the partially 
state-funded innovation project, Bees 
and Trees, where large companies were 
paired together with smaller startups. 

GROWTH AND PROFITABILITY 

Here, Coor worked together with three 
startups to develop different digital 
solutions handling the end user’s needs, 
such as receiving and giving feedback or 
requesting service over a mobile phone. 

TOP FIVE CUSTOMERS

•	 ABB
•	 Attendo
•	 Ericsson
•	 Telia Company
•	 Varma

JOHAN MILD
COUNTRY MANAGER, FINLAND

7%
SHARE OF GROUP SALES

FINLAND, KEY PERFOR-

MANCE INDICATORS 2017 2016

Net sales, SEK m 550 488

Organic growth, % 11 -5

Adjusted EBITA, SEK m 16 9

Adjusted EBITA-margin, % 3.0 1.9

Number of employees, FTE 829 778
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OPER ATIONS
EMPLOY EES

For Coor, committed employees with a passion for service are the key to success. 
The goal is to be the market’s most attractive service company.

COMMITTED EMPLOYEES ENSURE 
CUSTOMER SATISFACTION

STRONGER EXPERTISE
During the year, Coor’s effort to develop 
the employees’ expertise in their specific 
service areas continued through web-
based training. One example is Cleaning 
the Coor Way, which was taken by around 
2,000 cleaners. Additional e-learning 
courses are planned for the upcoming 
year.

As a part of Coor’s work to develop 
a common view on good service, tools, 
courses and campaigns have been devel-
oped, including the course Star Quality 
Service which was taken by around 3,000 
employees. 

THE MARKET’S BEST LEADERS
Coor works conscientiously to recruit, 
develop and follow the development of 
all of its managers and employees. The 
ambition is to appoint, to the greatest 
possible extent, already current employ-
ees to senior management positions in 
the company, as they are deemed to have 
the greatest ability to develop Coor in a 
positive direction. The work of assessing 
current employees’ and managers’ future 
potential takes place continuously.

INNOVATIVE CORPOR ATE  
CULTURE 
The improvement culture in Coor has 
long been deeply rooted in the com-
pany’s DNA. In combination with struc-
tured innovation work and more easily 
accessible, cost-effective technology, 
this forms the basis of the innovation 
culture that is now steadily growing in 
Coor. During the year, a record number 
of innovative new concepts and solutions 
were developed in Coor; never before 
have so many proposals been developed, 
tested and launched.

 

 COOR'S GUIDING 
STARS
The basis of Coor’s corporate 

culture is the company’s values, 

which are expressed as three guid-

ing stars. They are based on Coor's 

perception of what distinguishes 

a professional service delivery. 

The guiding stars guide all of the 

employees in their daily work. 

We see further
By being attentive and prioritizing 

correctly, we are one step ahead 

and can solve problems before they 

arise.

We listen 
Through openness and clear com-

munication, we take in opinions and 

ideas about how we can do things 

even better.

We create success 
Through the ability to take action 

and desire to improve, we put  

createtive solutions in place quickly 

that are smarter and less costly – for 

us and our customers. Thus, we 

both benefit.

MOTIVATED EMPLOYEES
Coor conducts annual employee surveys 
with associated concrete action plans. 
This year’s survey showed both a high re-
sponse rate and a very strong Motivated 
Employee Index (MEI) with an upwards 
trend in all countries where Coor is 
present. 

EMPLOYEE SATISFACTION, 2013–2017

50

55

60

65

70

75

2017201620152013

66

68
69

73

In 2014, no measurement was done.

More information on Coor’s employees and 

how Coor takes its employer responsibility is 

described in the section Social sustainability.

FOCUS ON COMMITMENT
During the year, Coor recruited a Head 
of People Engagement, who will focus on 
the employees’ motivation and commit-
ment. Coor already has high measured 
values in terms of commitment, but 
by further strengthening the commit-
ment, customer satisfaction will likely 
increase further and create an even more 
successful Coor. In 2018, a large number 
of activities in People Engagement are 
planned to take place.
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OPER ATIONS
EM PLOY EES

COOR'S MANAGEMENT 
MODEL

COOR’S EMPLOYEE MODEL

JUKKA-PEKKA  
FALENIUS
Lives in: Helsinki, Finland

Age: 37

Employed at Coor since: 2014 

Works as: A gardener by training, cur-

rently a team leader and manager for 

two major customers: Scandic hotels 

in the capital region and the Helsinki 

church diocese. Jukka-Pekka Falenius’ 

team is responsible for the property 

work in 75 churches and outdoor care 

of around 50 properties, including 

eight Scandic hotels.

Jukka-Pekka Falenius is the former gar-

dener who, today, helps others to grow 

through his work as a team leader. 

Thanks to his good relationships with 

both employees and customers, he was 

named Employee of the Year for 2017.

You were named Employee of the 
Year. What makes a good Coor em-
ployee in your opinion?
“A good Coor employee is happy and 

open, and willing to develop both one-

self, and the company. I feel that there 

is every possibility to pursue a career 

in Coor if one wants to.” 

What does your work entail?
“I organize a team of super-motivated 

professionals, make sure that there 

are resources where and when they 

are needed and, at the same time, 

take care of the relationship with the 

customer.”

A good Coor employee 
is willing to develop 
both oneself and the 
company

EMPLOYEE OF THE YEAR GETS 
OTHERS TO FLOURISH

Employee

DELIVER EXCELLEN
T

SERVIC
E

CUSTOMER

IMPROVE FOR

BE
 A

 T
EA

M
 P

LA
YER

To create a successful service delivery 
that provides satisfied customers, 
Coor has defined managers’ and 
employees’ most prioritized goals 
and tasks in a manager and employee 
model. The models form the basis of 
both recruitment efforts, introduc-
tion and education, as well as follow-
up tools. 

Manager

MANAGE PRO
FITABLE

OPERATIO
N

S

THE BUSINESS
GROW

LE
AD

 T
HE

 P
EOPLE

Tell us a bit about your team
“My team includes ten people, but 

sometimes it feels as if I have twice 

as many employees; not just because 

they are productive, but also because 

of their broad expertise. We have 

employees who have experience as 

lumberjacks, some who can weld and 

others who can do metal work and 

take care of machinery. This broad ex-

pertise makes both my job and theirs 

fun and diversified.”

CLEAR MODELS ENABLE SUCCESS
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