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Helping Build a Sustainable Future
During 2018 Accelerate continued to focus on making further strategic changes to its business model to
ensure that Corporate Social Responsibility (CSR) continues to be an integral part of our business practices.
Strategic changes are driven from both management as well as the hands on operational level of our
business and covers every aspect of the way in which we operate from Induction Training for all staff right
through to our back-office systems and processes.
Every year we set ourselves eight CSR challenges and commitments for the year ahead. These challenges
our laid out in detail under this document and include:
1. Ethical behaviour
2. Our environmental commitment
a. Reduce the impact on the environment
b. Reduce our carbon footprint
3. Deploying innovative and sustainable maintenance and services
4. Sustainable purchasing
5. Identify innovative ways to improve our business processes through technology use
6. Provide our people with training & development opportunities
7. Striving to always achieve ‘Service Excellence’
8. Continue to improve on our Customer Relationship Management
We will monitor, measure and document our progress to understand where we have succeeded in
achieving our challenges and commitments and to also identify where we need to work harder. We will
then report back in our 2019 CSR Review to our employees, clients, prospects and key stakeholders
demonstrating our progress.
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Ethical Behaviour
As a multi-cultural company we absolutely insist on 100% integrity from all employees and as such upon
signing a contract of employment each member of staff is also bound by agreement to Accelerate’s Equality
Policy’s.
We are committed to acting ethically and being socially responsible for everything we do. Our
commitments are laid out in our Equality Policies which cover;
•
•
•
•
•
•
•
•
•

Race & Equality policy
Religion & Belief policy
Diversity policy
Conflict of Interest Policy
Environmental & Sustainability Policy
Disability Policy
Employment & Reference Policy
Health & Safety Policy
Quality Policy

Our Environmental Commitment
Accelerate recognises that it has a responsibility to the environment above and beyond regulatory
requirements. As facilities management service organisation it is our duty to identify both long and short
term effects of our business in relation to the environment. We are fully committed to minimising this
impact as much as possible.
Our pro-active environmental and sustainability policy promotes a practical day-to-day commitment to
the environment that is reflected in the way we work, the materials and machinery we use, purchase and
dispose of.
Accelerate is committed to maintaining and improving the economic and social wellbeing of all its
staff. It is also committed to contributing towards a sustainable safe and high quality environment
in the areas where project sites are based.
This commitment is firmly grounded in Accelerate’s environmental policy statement that sets out the aims
and objectives for improving the environment.
The policy’s overall aims are to:
•
•
•

Pursue and encourage environmental sustainability
Meet our legal obligations
Work in partnership with relevant suppliers and parts of the community to promote environmental
sustainability.
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Waste Management
We aim to minimise the use of paper in the office, we only purchase recycled and recyclable paper
products and we will recycle everything that we can, as well as proactively support our clients recycling
initiatives by providing recycling services and ensuring that our staff working on client sites follow the
particular recycling practices adopted.

Air
We are committed to minimising atmospheric pollution by minimising vehicle use and fuel consumption. All

new commercial vehicles that are leased and or purchased by the Company must now
fall under 130 emissions. Car sharing is actively encouraged and as such diaries are coordinated to
ensure that car sharing takes places for longer trips.
A high number of our staff use public transport to get to and from work and we are actively encouraging staff
to bike to work, which is an initiative also supported by many of our clients who provide bike storage access
while our staff are working on their premises.
We operate a strict no smoking policy and staff should not be taking smoking breaks during shorter working
hours and are required to only use designated smoking areas.
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Water and Energy
We will seek to reduce the amount of energy we use as much as possible and as part of all staff induction
training we have introduced a training module on ‘what you can do to help’ which covers some simple
but effective actions that our staff can take to help reduce water and energy consumption such as turn off
taps immediately after use; always ensure that lights, computers, utilities are switched off when not in use
and or at the end of the working day.
We continue to be fully compliant with our sustainable purchasing policy and only purchase new products,
equipment and machinery that carry the highest energy star rating and consume the lowest amount of
energy.

Sustainable Purchasing
We believe it is important to continuously review the effect of our purchasing practices. We aim to
purchase products which are low polluting, recycled, ozone friendly, energy efficient, reusable, durable, not
tested on animals, purchased in bulk wherever possible to alleviate unnecessary packaging.
We commit to using eco labelled cleaning products to provide our cleaning services and promote eco
friendly and recycled consumable products to our clients.
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We will only buy supplies when necessary and minimise the amount of materials i.e. stationery, office
equipment, furniture consumed.

To enable the implementation of our sustainable purchasing policy Accelerate will:
§
§
§
§

Inform all relevant suppliers of goods and services of this policy and Accelerate ’s environmental
commitment.
Seek information from relevant suppliers about the environmental effects of products and services
that they supply.
Put in place systems to ensure that the policy is effectively implemented by all staff.
Review this policy every year or as and when necessary.

Monitoring and Improvement
We understand that monitoring environmental performance is a crucial part of our yearly statistics
and a key component to future CSR reviews. We commit to monitoring our energy consumption for
improved environmental performance. We will keep records on the following areas:
•
•
•
•
•

Paper consumption
Mileage and fleet fuel costs
Electricity and water consumption where possible
Printer toner consumption
Any other area that we may identify as an energy reduction target
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Culture
As part of our staff induction programmes and annual staff training & education programmes we provide a
detail module on sustainability and involve staff in the implementation of our environmental and
sustainability policy.
Staff are provided with training aids that are contained in their cleaning cupboards which provide company
guidelines for waste management, recycling and energy consumption. We have used posters and notice
stickers to raise awareness of energy consumption in our head office and we always table Environmental &
Sustainability as an agenda item in our monthly management meetings.

Value for Money Considerations
Ensuring ‘value for money’ involves considering ‘life cycle’ financial costs i.e. with respect to energy savings,
durability, reduced maintenance, and waste reduction, and therefore reducing environmental risks.
By making a commitment to this policy, Accelerate will help to conserve energy and resources, and reduce
waste and pollution.
§
§
§
§

Energy consumptions savings
Waste disposal savings
Savings from reduced resource consumption
Reduced risk and administration costs through easier compliance with environmental legislation
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Innovation and the Use of Technology
Accelerate always seeks to identify more innovative ways in which we can run our business and or deliver
services to our clients. Recent technological advances bring with it a minefield of options to help us
improve business efficiencies and support further reductions of our energy consumption.

Our business management systems are fully linked, from contract mobilisation, staff allocation to sites,
through to our help desk, procurement and client invoicing. This means that our business processes are
streamlined and are seamless throughout the organisation. Information is available to all staff, with
security and access level control. This means that our operations team can access site information, such as
specifications and staff photo identification as an example, at the touch of their Smart device. Our systems
allow a remote ‘kill’ meaning that if a device is lost or stolen or a member of staff leaves we are able to
remove access instantly.
In addition, our site specific audits are all delivered through the same business system platform, removing
the paper burden and delivering key operational information internally and to our clients instantly.

The use of tablet technology means that we are now able to considerably speed up our business
processes, which in turn means that our clients can now receive real time information on our
services and operational performances. We can now both be empowered to make more proactive and
timely decisions to improve the services we deliver.
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Training & Development
All staff joining the Company undertake a mandatory in depth induction training programme on their first
working day with Accelerate which includes:
1.
2.
3.
4.
5.
6.
7.
8.
9.
10.
11.
12.
13.
14.
15.
16.
17.

Company Overview
Human Resources Overview
Human Resources – Benefits
Understanding Eligibility to Work
Understanding General T&C’s of Employment
Appraisals & Record Keeping
Company Policies and Procedures
Code of Conduct
Environmental Sustainability
Eco Labelled Cleaning Products
Health, Safety and Welfare
Accident & Reporting
Risk Assessments – Site Specfic
Industry Best Practice – BICSc
BICSc Colour Coding
Daily Task Requirements
Service Excellence

All supervisors and managerial staff also receive additional training specific to their role and responsibility
requirements following the initial induction training.
Training is key to our business and can be the difference between delivering service excellence or a
delivering a poor service. We also recognise that training is key to staff morale, safety, compliance and their
ability to do a good job.
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We hold a 100% compliance record for all staff training.
Training Aids
Accelerate also provides our staff with a number of training aids that have been designed to help our staff
refresh and retain knowledge. Our training aid pack includes:
•
•
•

Induction training aid cards
Site specific training aid cards
Site specific risk assessment matrix cards

RISK ASSESSMENT MATRIX

Customer Relationship
Accelerate conduct’s annual client satisfaction surveys. Our surveys have been designed electronically so
that they are sent, completed and results are all recorded electronically.
At present our surveys have been limited to 10 questions which are repeated annually and are focused on
service delivery and contract management.
With six years completed survey results available we have started to see some trends and have been able
to use the survey results and comments provided by our clients to identify areas for improvement that
benefit all of our clients.
A selection of our survey results over the past six years is contained below.
1. Please rate the standard of your cleaning service provided by Accelerate Cleaning Solutions over the
past 12 months
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Please rate the overall service provided by Accelerate for the past
12 months
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We continue to see a positive increase in the overall satisfaction of our clients regarding the standard of
services provided. With 83% of clients rating our services at ‘Excellent or Very Good’. We have however
seen an increase in clients that have deemed the services satisfactory. This is an area that is being focused
on in 2019 and 2020 so that Company can drive forward its strategy around delivering Service Excellence to
all of its clients.

83% of our clients have told us that our service standards are
Excellent or Very Good.

Accelerate
Corn Exchange Business Centre
Market Place
Hadleigh
Ipswich
IP7 5DN
T: 01206 369009;
www.acceleratecleaning.com

Registered in England and Wales, Registered No. 04344083

2019/ BLH/V14

2. How would you describe our customer relationship management (CRM) with your company?

Rate the Customer Service Management provided over the last
12 months
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We have seen a slight tail off on clients viewing Accelerate’s services to being more proactive that Both
Reactive & Proactive. We believe this is due to the increase in new contract start ups over the past
12months, driven by net new sales growth. This will be another strategic area of focus around the start up
process for new contracts more forward.
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3.

Do you feel that Accelerate offers value for money?

Percentage of Clients - Does Accelerate offer
Value for Money?
120
100
80
60
40
20
0
2019

2018

2017
Yes

2016

2015

2014

No

Accelerate continues to deliver Value for Money services to its clients and this is represented over many
years of our client’s response to the annual survey. Accelerate will continue to ensure that we save and
identify potential cost savings for our clients over the lifecycle of our contracts with them.

98% of our clients tell us that we deliver Value for Money services!
Net Promoter Score (NPS)
In addition to the Annual Client Survey, Accelerate has undertaken a quarterly NPS survey with our clients.
The NPS is s a industry wide management tool that can be used to gauge the loyalty of a firm's customer
relationships.
It serves as an alternative to traditional customer satisfaction research and is claimed to be correlated
with revenue growth. NPS has been widely adopted with more than two thirds of Fortune 1000
companies using the metric.
The tool aims to measure the loyalty that exists between a provider and a consumer. An NPS can be as
low as −100 (every respondent is a "detractor") or as high as +100 (every respondent is a "promoter").
NPS scores vary across different industries, but a positive NPS (i.e., one that is higher than zero) is
generally deemed good, a NPS of +50 is generally deemed excellent, and anything over +70 is
exceptional.
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Annual Net Promoter Score
(NPS)
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As you will see from Accelerate’s NPS results for the past three years, we
are deemed as an Exceptional Service Provider.
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Continuous Improvement
We are fully aware that we are always ‘only as good as yesterday’s service’. Therefore, the real work of
continuous improvement of methods and results has to be reliant on the manner in which we
communicate with our staff and in the way in which they are motivated to perform effectively.

We actively encourage all staff to provide feedback or make suggestions to ways in which we can succeed
in achieving our CSR commitments or improve them.

Summary
Accelerate believes that through implementing the above measures, monitoring them and reviewing them
during regularly and annually, we can as a whole company limit the impact that our business and operations
has on the environment, pursue and encourage environmental sustainability practices, meet out legal
obligations and work in partnerships to promote environmental sustainability. Furthermore, we can provide
a working environment that attracts and retains the best industry skills and develops and grows our people.
Further to this we commit to obtaining and maintaining the ISO 14001 accreditation proving an independent
audit of our environmental systems and achievements. Through this we will be able to pursue and encourage
environmental sustainability.

‘Delivering competitive services tailored to our client’s business needs, that don’t
cost the earth’
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Our Accreditations
SAFEcontractor Plus- 2019

ISO 9001 accreditation

ISO 14001 accreditation

OHAS 18001 accreditation

BICSc corporate member and BICSc Council Member - 2019
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