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Case study 

More in store
4.18
Overall satisfaction score 
(out of 5) in 2008  
retailer survey
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Case study

We want to be seen as leaders in retail property and 
that means striving for excellence in everything we 
do. Across the UK, our shopping centres are part of 
the very fabric of their communities but if shoppers 
are to return time and again to ours, we need to 
provide them with what they want – a safe and 
fulfilling experience.

Even after a shopping centre has opened, the consultation with 
local stakeholders doesn’t stop, and new initiatives are often 
introduced to enhance the customer experience and to meet 
retailers’ evolving needs. It is this commitment to service that 
has given us sector-leading scores in our most recent retailer 
satisfaction survey.

For example, to help shoppers with mobility issues to plan 
visits to our 26 centres before they set out, they can now 
check access and facilities on a new web-based guide produced 
by social enterprise DisabledGo. Trained surveyors visited each 
of our sites and collated information, on everything from 
hearing loops to wheelchair access, for inclusion.

Richard Akers, Managing Director of our Retail business unit, is 
delighted to have teamed up with DisabledGo. “As a Group, we 
pride ourselves on customer service and I believe the guides 
will be a very useful tool for customers to help them make the 
very best of their day out at a Land Securities centre.”

Another scheme that helps customers to enjoy a relaxed day 
out at one of our shopping centres is the Little Shopper Stay 
Safe scheme which is being rolled out nationally. The scheme 
aims to minimise distress should children become separated 
from their parents during a shopping trip, and involves 

children wearing free wristbands carrying emergency contact 
information and parents getting information cards with a 
telephone helpline number. Safe places for both children and 
adults to seek assistance are identified by the Little Shopper 
Stay Safe logo.

Head of Property Management Nick Peel says “The fear of 
children going missing is thankfully much greater than the 
reality. However, we want families to enjoy their visit to a Land 
Securities’ shopping centre and this is just the sort of scheme 
to help ensure they have a carefree and enjoyable experience. 
By taking the best of our existing schemes, we believe we have 
come up with a system which helps children and their parents 
should they become separated. We’ve also had some great 
support from our retailers who welcome the scheme.”
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Case study 

A capital commitment
£500,000
Investment through our  
Capital Commitment Fund 
over four years

Our charitable funds allocate money to groups we 
feel would benefit from a helping hand, targeting 
the areas in most need and support of the most 
vulnerable groups.

Long-term commitment to communities underpins Land 
Securities’ investments in London, and over the last four 
years, we have contributed over £500,000 to our own Capital 
Commitment Fund, which has been used to help more than 
100 community groups to date. In 2008, these included 
Westminster Befriend a Family, which used its grant to take 
200 underprivileged families to Brighton for the day, giving 
vulnerable and disadvantaged children a chance to enjoy a trip 
to the beach – many for the first time.

During the year, the London team reviewed its approach to 
charitable giving in search of a more strategic and coordinated 
approach, one that would help align our objectives with the 
wider aspirations for central London local authorities and the 
Greater London Authority.

The review has informed our decision to restructure the Capital 
Commitment Fund into two strands:
• �a flow-through programme benefiting groups in Tower 

Hamlets, Islington, Camden, Hackney and Southwark
• �the Westminster Fund, a new endowment fund established 

with our community partner – the Capital Community 
Foundation (CCF) – to benefit community groups for many 
years to come.

The review has identified three thematic criteria – education, 
housing and homelessness, and young people – under which our 
charitable giving will be assessed. This will be done via a new 
Corporate Community Investment Panel. Our investment will 

now be targeted at the areas in most need and in support of the 
most vulnerable groups. Architecture, design and cities remain 
the priority criteria for sponsorship activity.

Wendy Franks, Land Securities’ Community Liaison Manager, 
sees the grant-giving programme as part of a wider strategy 
to support community regeneration. “We have a long tradition 
of working closely with local communities alongside our 
developments,” she explains, “and funding community groups  
is one of the ways we can make a direct investment back into 
the community.”

Matched funding is one way in which we can maximise 
our donations, and the creation of the Westminster Fund 
demonstrates this approach. In 2008, the Grassroots Grants 
programme, a national funding initiative, was launched by 
the Office of the Third Sector (a Cabinet Office department 
responsible for supporting voluntary groups, social enterprises 
and charities) to provide a funding mechanism that actively 
encourages private donors to make contributions and establish 
endowment funds for community projects.

Our London business made a contribution of £150,000 as 
Founding Donor of the Westminster Fund and this money was 
successfully leveraged by the CCF to secure matched funding 
from the Grassroots Grants monies.

In addition to managing delivery of the Westminster Fund, the 
CCF will also deliver over £300,000 in small grants to continue 
to support activities in Westminster. Land Securities will receive 
all the Grassroots Grants monies donated by the CCF, because 
of its status as Founding Donor of the Westminster Fund.
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Case study 

Affordable foundations
66%
Wilton Plaza  
accommodation given  
to affordable housing

With 100 million people passing through its train 
and tube stations each year, London’s Victoria has 
the potential to become the commercial centre of 
the capital’s West End. Having owned property in 
the area for over 60 years, Land Securities is well 
positioned to act on opportunities as they arise, 
such as with Wilton Plaza, a mixed-used scheme 
with affordable housing located in Westminster.

Having completed Cardinal Place, a mixed-use scheme, in 
2006, Land Securities has since announced two more such 
schemes in the Victoria area. To help to meet the affordable 
housing obligations of these two projects, we also committed 
to the development of nearby Wilton Plaza – far in advance 
of when affordable housing would normally be delivered 
and even before we knew the original developments had the 
backing of Westminster City Council, which has to contend 
with the third-highest level of overcrowding in the country and 
huge demand for affordable housing.

Working in partnership with architects Jestico and Whiles, 
social housing provider A2Dominion and planning, design and 
housing officers from Westminster Council, we explored the 
optimum number of homes we could deliver with realistic 
service charges, and that matched the Council’s aspirations for 
the area.

The result is Wilton Plaza, which comprises 111 apartments, 
74 of which are deemed ‘affordable’; these include 25 one-
bedroom homes for key workers and 49 social homes with 
two to four bedrooms, which have been awarded a “very good” 
eco-homes rating. There is parking for over 60 cars, garden 
terraces for family homes and 10% of the accommodation 

is adaptable for disabled use. There are also 158 bedrooms 
for University College London students, a retail area and two 
restaurants.

“The scheme creates a potential labour source locally, 
delivers a mixed community, meets carbon targets and helps 
social inclusion,” says Colette O’Shea, Land Securities Head 
of Development, London. “People will live near shops and 
restaurants, helping the local economy, and although it’s a 
huge investment for us, it’s a win–win situation.”

“Communication between all sides has been critical,” Colette 
adds. “Using planning policy in the way it should be used – to 
make it work for everyone – can be very complicated, but we 
are all after the same thing.”
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Case study 

ARISE and shine
£24,000
Annual awards fund

We strive to forge partnerships that, in the long 
term, are intended to make our communities 
better places in which to live and work. In Leeds, for 
example, we have provided 100 financial grants to 
local groups through ARISE, a powerful charitable 
alliance between Land Securities and other socially 
responsible businesses.

The Alliance to Reward Initiatives and Social Enterprise (ARISE) 
is the brainchild of Land Securities’ Portfolio Director Gerald 
Jennings, who believes that targeted CR programmes can have 
a major impact in deprived areas. His vision is shared by David 
Helliwell of Evans Property Group and David Aspin, CEO of 
Munroe K, who also wanted to put something back into south 
Leeds, where the initiative is focused and where our White Rose 
shopping centre is located.

Each company contributes £8,000 a year to a fund, which is 
then divided among groups and organisations applying for 
financial support. According to Sue Cassidy of Education Leeds, 
who chairs the Awards Selection Committee, “The money at our 
disposal has nurtured a broad spectrum of grass-roots activity, 
and the impact can be measured at many different levels.”

Since its launch in 2007, Create – the 100th organisation to 
receive a grant from ARISE – has helped ex-offenders and 
the homeless to get their lives back on track, through work 
experience, skills training and employment opportunities at 
Create Food, a catering company based in the Holbeck area 
of the city. “As a food production business,” states Chief 
Executive Sarah Dunwell, “security is important to us and this 
award enabled us to install CCTV equipment, which has proved 
absolutely vital.”

Not surprisingly, the award recipients echo the sentiment. 
“ARISE has made a huge difference to our organisation and 
the quality of service we can offer parents and children in our 
community,” says Julie Hyde, the manager of Newlands Get 
Together Club. Sonny Garewal, an organiser at Holbeck Elderly 
Aid, can only agree. “We rely heavily on support from the private 
sector to help us provide assistance to hundreds of elderly 
people,” he says. “It is heartwarming to see that, in spite of the 
current economic downturn, there are still companies out there 
looking after their neighbours.”
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Case study 

Cardiff’s screen test
60
Students involved

St David’s Partnership in Cardiff – our joint venture 
with Capital Shopping Centres – exemplifies 
our approach to community involvement. We 
understand the importance of enhancing the 
community as a whole, and not just improving the 
retail and residential offer. We are actively involved 
in a number of local initiatives – it’s the Partnership’s 
way of giving something positive and long-lasting 
back to the city.

To date, the Partnership has participated in a number of 
schemes, working with local groups to enhance the quality of 
life in their communities. Such programmes include ‘Bullies 
Out’ workshops, through which young people are encouraged 
to speak up about bullying, and the ‘Media 4 Schools’ scheme, 
which is helping budding young film makers to learn how to 
create a TV programme.

The participants, all aged between 14 and 16, will make a 
series of films that follow the development of St David’s 2, our 
£675 million mixed-use site. The students have been involved 
in every part of the production process, from scriptwriting and 
interviewing to filming and editing, and the finished films will 
be broadcast in schools and community centres across South 
Wales, helping young people to learn more about regeneration, 
development and construction. Short clips will also be 
available to the general public online.

Helen Morgan, the Partnership’s Marketing Manager, said: “Lots 
of different people involved in the project were interviewed 
and we have some excellent footage, which I’m sure will 
make a fascinating film. We are looking forward to seeing the 
finished films and using them to help us to tell the story of St 
David’s 2 to surrounding communities.”
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To provide a meaningful way to measure and manage our 
performance and progress, we have a series of stretching 
objectives, running from 2007 to 2010, and annual targets acting 
as milestones along the way. This section contains a review of our 
performance against this year’s targets and an independent 
advisor’s report.

Information in this section covers the reporting period 1 April 2008 to 31 March 2009, 
unless otherwise stated, and includes data relating to the performance of Land Securities 
Trillium before it was sold.

Performance

2008/09
Last year, we set ourselves more than 30 realistic but 
stretching annual targets, and meeting them will ensure 
we remain on track to meet our long-term objectives.

Read more about our 2008/09 performance on page 41.

Performance data
We capture performance data in key areas across the 
business, which we publish annually.

See our performance data on page 54.

Advisor’s statement
Upstream Strategies provides us with an independent 
assessment of our performance against our targets for the 
financial year to 31 March 2009.

See our advisor’s statement on page 70.

Performance40
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To assess our ongoing progress towards achieving 
our long-term objectives, which run from 2007 
until 2010, we set ourselves annual targets. Our 
performance against our milestones for 2008/09 is 
detailed below. Each has been directly informed by 
our ongoing dialogue with stakeholders.

Each target is recorded below under one of the seven 
stakeholder workstreams, though in practice, most 
span more than one.
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2008/09 performance

2008/09 performance

Fully  
completed
100%

Mostly  
completed
75-99%

Partially  
completed
26-74%

Target  
started
1-25%

Target not  
started 0%

Target not  
applicable
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We believe our approach to customer service 
differentiates us from others in the market and 
makes us the kind of business others want to work 
with. We fully completed four out of our seven 
customer targets for 2008/09.
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Customers

2008/09 performance

Target  2008 PERFORMANCE  STATUS

Achieve 90% overall customer satisfaction rating on the DWP contract  
Notes: Trillium’s annual customer satisfaction survey for its DWP Estate contract 
asked questions on a range of property management-related issues, including cleaning, 
security, catering, maintenance and equipment, and health and safety. 93.2% of 
respondents to the 2008 survey stated they were either ‘satisfied’ or ‘very satisfied’ 
with the service received. In total, 639 surveys were returned.

93.2% 

As part of our partnership with DWP, ensure the joint Invest to Save initiative in 
2008/9 achieves a 6% reduction in energy consumption against the baseline agreed 
with DWP  
Notes: Based on nine months of available data (January–August 2008), Invest to Save 
(RISE) had delivered like-for-like energy savings of 14.8% compared to the previous 
year. Through the RISE initiative, targets were set, and customer and Service Partner 
energy performance was managed by prioritising action in 340 buildings, (accounting 
for nearly 75% of total energy consumption).

14.8%

Develop a customer service improvement plan for each Public Private Partnership 
(PPP) project managed by Land Securities Trillium  
Notes: The target was deemed ‘not applicable’ due to the sale of Trillium’s PFI business.

 –

Achieve an overall customer satisfaction rating of 3.8 in the annual London Office 
Portfolio survey1 

3.83 

1. Please note that this target is not included in the overall assessment as it was not a commitment stated in the 2008 CR report. It has been included in this 
report for transparency purposes.
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Customers continued

2008/09 performance

Target  2008 PERFORMANCE  STATUS

Increase the customer satisfaction ratings across the five key performance areas 
identified by London to 3.8  
Notes: Land Securities’ London business commissions an annual customer satisfaction 
survey, carried out by an independent third party (Real Service). In the 2008 survey of 
23 properties, the 3.8 target (maximum score of 5) was exceeded in two of the five 
indicators (communication and willingness to recommend) and improved on 2007 
scores in three (communication, willingness to recommend and responsiveness). The 
overall average customer satisfaction rating was 3.83.

– 

Achieve an overall customer satisfaction rating of 3.85 in annual shopping surveys 
undertaken by Retail  
Notes: Land Securities similarly commissions external customer satisfaction surveys 
across its Retail business. In 2008, the results – also on a scale of 1 to 5 – achieved an 
overall satisfaction of 4.18, significantly higher than the target and 0.2 points higher 
than 2007.

4.18 

In response to customer requests, develop and pilot a sustainability guide  
for retailers  
Notes: In October 2008, Land Securities appointed an external consultant to produce 
the ‘Guide for Modern Retail’, aimed at senior retail executives. It outlines key 
sustainability challenges, legislative requirements and guidance covering environmental, 
social and economic dimensions of sustainability, focusing particularly on technical 
solutions and benefits. Publication is expected in July 2009, with wider circulation 
in October. A low-carbon fit-out guide for retailers is also being developed for a 
simultaneous launch.

– 
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We take every reasonable step to secure the 
health and safety of our employees and anyone 
else affected by our business activities, including 
contractors, customers and the general public. We 
produce an annual health and safety plan and our 
performance is reviewed quarterly by our Board. 
We completed three of our four health and safety 
targets for 2008/09.
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Health and Safety

2008/09 performance

Target  2008 PERFORMANCE  STATUS

Certify one further workstream or business activity to the international standard 
OHSAS 18001 for health and safety management systems  
Notes: We appointed LRQA to conduct an OHSAS 18001 audit in February 2009 for 
selected assets managed by Land Securities Trillium. At the time of publication, the final 
certificate confirming accreditation has yet to be awarded (due to an unrelated delay) 
but assurance that the audit was successful has been provided.

– 

Achieve and maintain a position within the top 10% of the Health and Safety 
Executive’s Corporate Health and Safety Performance Index (CHaSPI) 
Notes: Land Securities Trillium achieved a top three ranking in CHaSPI, a framework 
for benchmarking occupational health and safety performance among organisations 
with at least 250 employees. Land Securities (subsequently amended to Trillium) 
achieved an overall score of 9.2 out of 10. One area where we were initially unable to 
submit information was subsequently addressed, with the introduction of new sickness 
reporting procedures in December 2008.

–

Report monthly on contractor performance across all construction projects, 
collating information on fatalities, RIDDOR and non-RIDDOR reportable injuries, 
near misses and lost days  
Notes: Land Securities actively monitors the health and safety performance of 
contractors, including RIDDOR and non-RIDDOR incidents. While a common  
reporting framework was not developed for each business until Q4 2008, all Retail 
and London projects were measuring relevant metrics by the end of the period, as 
were Trillium projects over £5 million (as many others are minor refurbishment and 
maintenance projects).

 –

Create an environment in which 50% of employees believe their health and 
wellbeing is supported  
Notes: In the annual Employee Engagement Survey, 94% of respondents felt their 
health and wellbeing was taken seriously. The overall proportion of employees 
answering this question positively remained consistent with 2007, but the proportion 
of employees ‘strongly agreeing’ with the statement rose by 7%.

94% 
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We employ approximately 700 people across the 
UK, and each one plays a vital part in our company 
life – they are the key to our success to date and 
the foundation on which we are building our future. 
We will continue to attract, recruit and retain the 
calibre of employees who add value to our business 
and our customers, as we strive to be the employer 
of choice in the sector. We achieved four of our five 
employee targets for 2008/09 in full.
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Employees

2008/09 performance

Target  2008 PERFORMANCE  STATUS

Ensure out-performance of the Expert Training Systems (ETS) benchmark on 
employee engagement across the Group  
Notes: The result of our annual Employee Engagement Survey is benchmarked against 
more than 60 similar surveys conducted by Expert Training System (ETS). In 2008, 1,385 
Land Securities employees responded to the survey (2007: 1,341) and their responses 
were either on par or above the benchmark for 11 of the 12 questions that aligned with 
ETS’ questions. 88% of respondents were ‘satisfied’ or ‘very satisfied’ working for Land 
Securities, just above the ETS mean.

– 

Contribute actively to local communities by encouraging 30% of the Group’s staff 
to volunteer time and expertise through the Foundation 
Notes: During the year, 30.4% of employees volunteered to support charitable 
initiatives and local community groups during company time; a significant amount of 
this time was volunteered via the Land Securities Foundation. This figure includes 43 
people who took advantage of the matched time volunteering scheme.

30.4%

Encourage 8% of staff to participate in charitable payroll giving  
Notes: Our Give As You Earn payroll giving scheme enables employees to donate 
money to charities directly through their salaries. At the point of sale, 8.7% of Trillium’s 
employees were contributing through the scheme, and by year end, the equivalent 
figure for Land Securities was 5.7%. This represents an overall rate of 7.4% for the year. 
In 2008/09, the total value of contributions exceeded £100,000 for the first time, and 
increased by 43% on the previous year.

 7.4%

Ensure at least 60% of staff believe that the Group’s learning and development 
platform meets their individual needs and enables them to develop their careers 
Notes: Notes: According to the Employee Engagement Survey, 83% of employees 
have a learning and development Plan, helping to focus their individual training and 
developmental needs in a structured manner. 65% also reported they felt the company 
offered them good career development opportunities.

83% 
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Employees continued

2008/09 performance

Target  2008 PERFORMANCE  STATUS

In support of our commitment to diversity, through the Employee Engagement 
Survey, measure staff perception of the statement “our employee profile reflects 
the communities in which we work”  
Notes: The Employee Engagement Survey revealed that 81% of employees believe the 
make-up of the company’s workforce accurately reflects the communities in which it 
works. This is a positive result, in light of our recently implemented equal opportunities 
and diversity policies and procedures.

81% 
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We work with almost 4,300 suppliers, whose 
values, philosophy and culture are complementary 
to our own. By forming long-term partnerships 
with our business partners, we bring benefits, 
innovation and best practice to our activities, and 
throughout our extensive supply chain. We fully 
met all three of our supplier targets for 2008/09.
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Suppliers

2008/09 performance

Target  2008 PERFORMANCE  STATUS

Recruit 10% of all new catering and cleaning staff into the LST supply chain 
through agencies which support disabled and disadvantaged people  
Notes: Following discussions with cleaning and catering Service Partners, Trillium 
agreed that all posts would be advertised via Job Centre Plus, Remploy and the 
Shaw Trust, three agencies that promote employment opportunities to disabled and 
disadvantaged people. In 2008/09, 133 disabled and disadvantaged people were 
recruited in this way, 44% more than required to meet the target. ISS and MITIE 
recruited the largest numbers.

54% 

Engage in regular meetings with the Top 10 Service Partners (measured by contract 
value) to agree a joint programme of community investment and volunteering 
Notes: A revised approach saw 155 employees from 10 Service Partners involved in 
existing Land Securities volunteering events and fundraising initiatives, including 85 
who participated in a sponsored cycle ride.

–

Benchmark the Top 20 Category Two suppliers (by contract value) to determine the 
extent of their compliance with the CR criteria in the Group supplier evaluation 
questionnaire  
Notes: During 2008, the questionnaire for assessing Category Two suppliers was revised 
to include requests for information on policies, procedures and management of issues 
such as employee/subcontractor awareness, labour rights, bribery and diversity. This 
information is used to assess whether or not suppliers are selected for future contracts. 
An internal system, which identifies suppliers posing a risk to our core CR values and 
targets, is available to all employees with procurement responsibilities.

 –
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Strong relationships are the lifeblood of any 
community and we believe it is important to put 
the building blocks in place early – well before the 
planning process begins, let alone a brick being 
laid. Such engagement helps to ensure our office 
developments and shopping centres underpin the 
spirit of the local communities in which they are 
located. We successfully delivered against four of 
our six community targets for 2008/09.
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Community

2008/09 performance

Target  2008 PERFORMANCE  STATUS

Exceed the value of community investment achieved in 2007/08 as measured by 
the Community Investment Reporting system, and ensure the system is used across 
the Group to record the full range of community-based activities 
Notes: Using the London Benchmarking Group (LBG) model to measure and value 
community-based investment, our charitable giving increased in 2008/09, but overall 
corporate community investment fell by 4% – still a significant achievement in the 
current economic climate. This decrease accounts for an adjusted baseline following 
a significant one-off sponsorship of the Tate Modern Global Cities exhibition. During 
2008/09, beneficiaries included the Arts and Kids retail programme (£140,000), and 
charities and organisations using free space in 23 shopping centres (£670,000).

-4% 

Supplement the Capital Commitment Fund of £150,000 by securing additional 
sources of external funding 
Notes: We secured £150,000 matched funding from the Government’s Grassroots 
Grants programme which specialises in helping small community groups strengthen 
communities from within. Land Securities is the Founding Donor of the Westminster 
Fund. The total amount raised via Grassroots and Land Securities’ own contribution 
stands at £300,000. The Fund contract stipulates that monies (ranging from £1,000 to 
£5,000 per grant) must be allocated for the benefit of the community of Westminster, 
supporting small, local voluntary community groups and charities that fit within Land 
Securities funding priorities. In addition to the Westminster Fund, we continue to 
allocate money to local groups in Tower Hamlets, Islington, Southwark and Camden via 
the Capital Commitment Fund.

–

Pilot a web-based learning system to deliver community-based safety awareness 
training to schools in communities in which the Group operates  
Notes: As part of our engagement with schools in buildings we own and manage, a 
suite of e-learning training packages was planned. Internal stakeholders raised the 
capital required to start the pilot stage, but due to the significant financial investment 
needed over three years, the project was halted.

 –
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Community continued

2008/09 performance

Target  2008 PERFORMANCE  STATUS

Develop a structured work experience programme in LST which can be made 
available to schools in the LST portfolio  
Notes: Following consultation with 39 schools owned or managed by Trillium, a work 
experience programme was set up. There is also a detailed feedback structure to ensure 
pupils can share what they learn and what they think could be improved.

– 

Introduce a safe child awareness scheme giving assurance to the safety and welfare 
of children in retail centres to a minimum of 10 shopping centres  
Notes: 21 shopping centres introduced the Childsafe Awareness Scheme during the 
target period, far exceeding the target.

21 

Establish formal Community Link programmes at three retail development sites to 
support a range of training and skills development initiatives aimed at promoting 
local employment  
Notes: Through Community Link programmes focusing on training and skills 
development, Skillsmart Skills Shops are opening at three shopping centres: Cabot 
Circus in Bristol (autumn 2008), Park Lane College/Leeds Trinity Skillsmart (April 
2009), and St David’s in Cardiff (July 2009). Backed by major retailers and developers, 
Skills Shops will offer retailers, employees and jobseekers services such as pre-
employment training, qualifications, courses, advice, placements, work experience and 
store management programmes. Two further Skills Shops are planned for The Bridges 
(Sunderland) and St John’s (Liverpool).

– 
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Our goal is to be regarded by investors as the 
most transparent and responsive company in the 
sector, so maintaining an active communication 
programme with the investment community is 
extremely important to us. We met one of our 
three investor-related targets for 2008/09.
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Investors

2008/09 performance

Target  2008 PERFORMANCE  STATUS

Conduct separate surveys of investors and analysts to benchmark the quality of the 
Group’s investor relations and establish comparative data for future surveys 
Notes: An external consultant conducted two engagement exercises with key sell-
side analysts in 2008/09 (one before the preliminary results in May 2008, and one in 
December 2008). An executive decision was taken not to survey investors in light of the 
sale of Trillium and an imminent rights issue.

– 

Hold five one-to-one tailored meetings with SRI analysts focusing on aspects of the 
Group’s CR programme of particular interest 
Notes: Our engagement with SRI analysts in 2008/09 was hampered by the economic 
downturn, and as a consequence, there was only one successful engagement during the 
year, specifically with investment manager Schroders. The Environment Director and 
the Investor Relations Manager covered issues including tenant engagement, energy 
management, the Carbon Reduction Commitment, environmental investment and Land 
Securities’ environmental performance and commitment relative to peers.

1

Increase from 10% to 15% the percentage of investors subscribing to 
e-communications  
Notes: By year end (31 March 2009), 11.5% of investors had signed up to 
e-communications, which was short of the 15% target.

 11.5%
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We seek to reduce the environmental impacts of 
our business activities, particularly with regard to 
the design and construction of new developments, 
and the management of existing buildings on 
behalf of our clients. We fully completed seven 
out of 15 environmental targets in 2008/09.
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Environment

2008/09 performance

Target  2008 PERFORMANCE  STATUS

Climate change

All new Group developments to be 20% below the prevailing Building Regulation 
requirements for CO

2
 emissions 

Notes: In light of the economic downturn, all schemes due to commence on site during 
the year were postponed, while those with recent planning permission but not yet at 
the stage of specifying materials and those still being built were all designed before the 
target came into effect. On this basis, the target cannot be assessed.

–

Achieve a 5% reduction in CO
2
 emissions associated with energy use in managed 

office and retail premises 
Notes: Overall, our portfolio reduced its CO

2
 emissions by 4.4% over the course of 

the year. This total comprises London (3.9%); shopping centres (5.3%); and retail parks 
(7.4%). We purchased offsets for our 5 and 11 Strand offices to the value of £13,000, 
equivalent to offsetting 1,463 tonnes of CO

2
. Emissions from shopping centres were 

not offset, but the equivalent offset cost was calculated and reinvested as energy 
efficiency improvements.

-4.4%

Produce a case study analysis of energy and CO
2
 performance for the six properties 

audited in 2007/08  
Notes: Energy efficiency initiatives at our highest energy consuming buildings, 
including 40 Strand, Portman House, Arundel Great Court and several buildings at 
Harbour Exchange, resulted in reduced energy consumption and cost savings, largely 
through operational adjustments to plant and machinery. Case studies have been made 
available on our intranet to share good practice.

 –
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2008/09 performance

Target  2008 PERFORMANCE  STATUS

Biodiversity

Evaluate existing biodiversity conditions before commencing development and 
demonstrate completed scheme improves habitat quality and the number of 
species present 
Notes: Our Sustainable Development Brochure includes a requirement ensuring that 
biodiversity factors are taken into account as a matter of standard procedure. In 
2008/09, six schemes were submitted for planning consent, all of which committed 
to ecological enhancements through design measures such as green and brown roofs, 
bird and bat boxes, and landscaping. However, progress against this target cannot be 
measured due to insufficient evidence, as no one scheme was at an advanced enough 
stage to be able to measure biodiversity enhancements.

–

Resource use and waste management

Achieve a minimum of 20% recycled content by weight or value in every new 
development 
Notes: All design teams and contractors are aware of this target and use WRAP’s RC-
Toolkit to achieve it. However, no figures are available, given that no one project is at 
the stage of design where materials are specified, and those being built were already 
designed before the target came into effect.

–

Monitor the performance at all occupied premises of grey-water recycling and 
rainwater harvesting 
Notes: One occupied building – DVLA Swansea – had a fully functioning rainwater 
harvesting system operating during the year. Based on data for April 2008–March 2009, 
nearly 99% of the rainwater collected was used within the building, and just 1% of 
water used came from the mains supply.

–

Benchmark water usage across the London business and survey 50% of these sites 
for opportunities to reduce water consumption 
Notes: Water consumption was benchmarked for 44 metered properties in London, and 
reduction targets were set for each. Water surveys were then carried out at 24 sites to 
audit the incorporation of water-efficient devices and fittings. Zero cost solutions were 
implemented within the 2008/09 service charge budget year. We intend to use any 
budget surplus to address solutions where limited capital expenditure will be required.

–

Undertake a trial of the Forest Stewardship Council project-specific registration 
scheme 
Notes: Our Falkirk development achieved partial FSC certification, granted to projects 
that use FSC-certified wood in one or more specific applications, such as flooring or 
decking.

–

Reuse or recycle 85% of demolition and construction waste for projects covered by 
Site Waste Management Plans 
Notes: Eight development schemes were on-site during the year, and therefore 
eligible for assessment. As all were underway before April 2008, none had the target 
incorporated into contractual requirements. However, the total proportion of waste 
diverted from landfill was 80%. Four projects exceeded the 85% target, two of which 
exceeded 90%.

80%
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2008/09 performance

Target  2008 PERFORMANCE  STATUS

Resource use and waste management

Reuse or recycle 85% of office waste generated at Head Office 
Notes: From April 2008 to March 2009, 81.6% of waste produced at our Head Office 
in 5 and 11 Strand was recovered or recycled, representing 96% progress against the 
target. Initiatives included the introduction of food waste incineration for energy in 
January 2009. Due to challenges in securing data from Trillium’s waste contractor, 
waste recycling at 140 London Wall is excluded from this assessment.

81.6%

Increase recycling rate by an average of 5% across all managed shopping centres, 
with no centre falling below its 2007/08 rate 
Notes: Using data from the last two years, the average recycling rate across 21 
shopping centres increased by 18.1%. Fifteen centres exceeded the 5% target, four of 
which achieved a 20% or higher improvement in their recycling rates (Westwood Cross, 
Broadstairs; Fremlin Walk, Maidstone; Gunwharf Quays, Portsmouth; Victoria Centre, 
Harrogate) but six had a lower rate.

18.1%

Management

Submit all new major developments for BREEAM assessment with a minimum 
target of “Very Good” 
Notes: Four projects were eligible for assessment during the target period, and all 
were awarded design-stage certification. The projects were 30 Eastbourne Terrace, 
Almondvale The Elements and Cabot Circus (all rated as “Excellent”) and Thomas More 
Square, building 2 (rated “Very Good”).

–

Ensure that every shopping centre develops and implements a site-specific 
environmental management programme 
Notes: Environmental management plans were devised and implemented at 
all shopping centres during the year. Each site-specific plan aims to formalise 
environmental initiatives that centre managers may wish to implement on site. We also 
developed a generic ‘Shopping Centre Environmental Management Toolkit’ to assist 
shopping centre managers in their management of waste streams and energy. A third-
party consultancy ran tailored workshops to ensure the toolkit was understood and 
implemented correctly. 

–

Ensure that LST’s managed PPP projects are certified to ISO 14001 within the scope 
of its environmental management system 
Notes: Due to the sale of Trillium’s public private partnership business, evidence for this 
target is not available. 

–

Refine the environmental benchmarking process for managed offices and shopping 
centres to facilitate meaningful comparisons 
Notes: We launched a revised tool for environmental benchmarking of managed 
properties in January 2009, based on the Investment Property Databank’s Environment 
Code, which covered the majority of offices and shopping centres. We intend to update 
the report regularly to reflect changes on site.

–
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Waste management
Note: Data for all years now excludes LS Trillium
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Performance data 
Environment

Performance data

	 2005/06  	 2006/07  	 2007/08  	 2008/09

Total waste (tonnes) 	 20,258 	 16,343 	 21,893 	 33,877

Recycled (tonnes) 	 5,467 	 6,001 	 8,329 	 17,501

Recycled (%) 	 27% 	 36.7% 	 38% 	 51.7%
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Waste management continued
Note: Data for all years now excludes LS Trillium
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Performance data 
Environment

Performance data

	 2004/05	 2005/06  	 2006/07  	 2007/08  	 2008/09

Total waste (tonnes)  	 205  	 351  	 696  	 5,441  	 5,873

Recycled (tonnes) 	 113 	 169 	 225 	 1,017 	 1,881

Recycled (%) 	 55.1% 	 48.2% 	 32.3% 	 18.7% 	 32%
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Waste management continued
Note: Data for all years now excludes LS Trillium
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Performance data 
Environment

Performance data

	 2004/05	 2005/06  	 2006/07  	 2007/08  	 2008/09

Total waste (tonnes)  	 15,848  	 19,907  	 15,647  	 16,452  	 28,004

Recycled (tonnes) 	 3,866 	 5,298 	 5,776 	 7,312 	 15,620

Recycled (%) 	 24.4% 	 26.6% 	 36.9% 	 44.4% 	 55.8%
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Company business mileage 
Note: The publication of business mileage for 2008/09 has 
been delayed, due to a change in collation procedures.
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Performance data 
Environment

Performance data

		  2004/05	 2005/06  	 2006/07  	 2007/08

		  912.1  	 847.08  	 880.8  	 535.2  

		  2004/05	 2005/06  	 2006/07  	 2007/08

		  0.279	 0.279	 0.268	 0.171
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Company business mileage continued
Note: The publication of business mileage for 2008/09 has been 
delayed, due to a change in collation procedures.
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Performance data 
Environment

Performance data

		  2004/05	 2005/06  	 2006/07  	 2007/08

		  3.27  	 3.03  	 3.29  	 3.29
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Performance data 
Environment

Performance data

	 2004/05  	 2005/06  	 2006/07  	 2007/08  	 2008/09

	 193.24 	 172.95 	 179.87 	 171.19 	 204.92

	 2004/05  	 2005/06  	 2006/07  	 2007/08  	 2008/09

	 140.17  	 126.08  	 110.41  	 109.00  	 133.43
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Performance data 
Environment

Performance data

	 2004/05  	 2005/06  	 2006/07  	 2007/08  	 2008/09

	 53.07  	 46.86  	 69.46  	 62.19  	 71.49
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Performance data 
Environment

Performance data

	 2004/05  	 2005/06  	 2006/07  	 2007/08  	 2008/09

	 68.9  	 62.2  	 56.8  	 41.5  	 49.4

	 2004/05  	 2005/06  	 2006/07  	 2007/08  	 2008/09

	 135.8  	 133.8  	 117.1  	 121.0  	 141.2
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Environment

Performance data

	 2004/05  	 2005/06  	 2006/07  	 2007/08  	 2008/09

	 31.9  	 26.8  	 32.4  	 20.7  	 22.0
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Performance data

			     	 % of total  
			   Number	 workforce

	 Male  	 	 348  	 51.1%

	 Female 	 	 333 	 48.9% 

Total employees 	 	 681 	 100%

			   % of Group  	 % of total  
		  Number	 management	 workforce

	 Male  	 228  	 72.4%  	 33.5%

	 Female 	 87 	 27.6% 	 12.8% 

Total Group management  	 315  	 100%  	 46.3%

			   % of senior  	 % of total  
		  Number	 management	 workforce

	 Male  	 139  	 78.1%  	 20.4%

	 Female 	 39 	 21.9% 	 5.7% 

Total senior managers  	 178  	 100%  	 26.1%

Gender – total workforce
2008

Gender – Group management
2008

Gender – senior management
2008
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Performance data

			     	 % of  
				    executive  
			   Number	 board

	 Male  	 	 9  	 90%

	 Female 	 	 1 	 10% 

Total executive board  	 	 10  	 100%

			   % of part-time  	 % of total  
		  Number	 employees	 workforce

	 Male  	 11  	 16.4%  	 1.6%

	 Female 	 56 	 83.6% 	 8.2% 

Total part-time employees  	 67  	 100%  	 9.8%

				    % of total  
			   Number	 workforce

	 Under 20  	 	 7  	 1.0%

	 Age 20–29 	 	 111 	 16.3%

	 Age 30–39 	 	 235 	 34.5%

	 Age 40–49 	 	 174 	 25.6%

	 Age 50–59 	 	 135 	 19.8%

	 Age 60+ 	 	 19 	 2.8% 

Total employees  	 	 681  	 100%

Gender – executive board
2008

Flexible working – part-time employees
2008

Total employees – age
2008
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Objective  	 2005  	 2006  	 2007  	 2008

Understanding needs  	 3.6  	 3.63  	 3.91  	 3.94

Communications 	 3.79 	 3.65 	 4.1 	 3.99

Willingness to recommend us 	 94% 	 91% 	 95% 	 97%

Responsiveness 	 3.85 	 3.93 	 4.04 	 3.99 

Overall satisfaction  	 3.94  	 3.81  	 4.19  	 4.18

Objective  	 2005  	 2006  	 2007  	 2008

Understanding needs  	 3.52  	 3.44  	 3.72  	 3.63

Communications 	 3.26 	 3.71 	 3.81 	 3.86

Willingness to recommend us 	 94% 	 81% 	 91% 	 84%

Responsiveness 	 3.66 	 3.45 	 3.51 	 3.60 

Overall satisfaction  	 3.31  	 3.57  	 3.82  	 3.68

Customer service – shopping centres

Customer service – London office

Scale: 1 Very poor – 5 Excellent

Scale: 1 Very poor – 5 Excellent
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Performance data

	 1998  	 1999  	 2000  	 2001  	 2002  	 2003  	 2004  	 2005  	 2006  	 2007  	 2008  	 2009

	 36.77 	 38.86 	 40.63 	 44.74 	 48.49 	 50.88 	 47.80 	 60.25 	 63.50 	 63.26 	 60.79 	 62.57

0 10 20 30 40 50 60 70 80

0.0 312.5 625.0 937.5 1250.0 1562.5 1875.0 2187.5 2500.0
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0.000000 11.666667 23.333333 35.000000 46.666667 58.333333 70.000000

Adjusted diluted earnings per share (p)*

* The (loss)/earnings per share for the year ended 31 March 2007, 31 March 2006 and 31 March 2005 have been adjusted for the 
bonus element inherent in the Rights Issue that was approved on 9 March 2009.
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Performance data

				    2001  	 2002  	 2003  	 2004  	 2005  	 2006  	 2007  	 2008  	 2009

				    1,153  	1,157  	1,219  	1,331  	1,341  	1,723  	 1,965  	1,763  	 593
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0.000000 11.666667 23.333333 35.000000 46.666667 58.333333 70.000000

Adjusted diluted net assets per share (p)*

* The (loss)/earnings per share for the year ended 31 March 2008 have been adjusted for the bonus element inherent in the 
Rights Issue that was approved on 9 March 2009 and the reclassification of the Trillium discontinued operations from continuing 
activities to discontinued operations.
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Performance data

	 1998  	 1999  	 2000  	 2001  	 2002  	 2003  	 2004  	 2005  	 2006  	 2007  	 2008  	 2009

	 28.00  	 29.50  	31.00  	 32.50  	34.00  	35.50  	37.10  	43.25  	46.70  	 53.00  	64.00  	 56.50
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		  %

	 UK  	 44.64%

	 France 	 3.46%

	 Netherlands 	 7.19%

	 Europe – Other 	 12.32%

	 USA and Canada 	 12.70%

	 Asia 	 8.52%

	 Other 	 0.43%

	 Unidentified 	 10.74% 

Total  	 100%

		  %

	 UK  	 44.22%

	 France 	 2.53%

	 Netherlands 	 6.86%

	 Europe – Other 	 9.92%

	 USA and Canada 	 13.17%

	 Asia 	 3.85%

	 Other 	 1.08%

	 Unidentified 	 18.37% 

Total  	 100%

Geographic spread of  equity shareholders

2008

2007
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Scope and methodology
This statement provides Land Securities and its stakeholders 
with an external third-party assessment of performance 
against 42 corporate responsibility (CR) targets for the 
reporting period 1 April 2008 to 31 March 2009. It does not 
represent assurance of Land Securities’ target achievement, 
management approach to CR or the contents of this 2009  
CR report.

Upstream Sustainability Services (‘Upstream’) advised Land 
Securities in the setting of its 2008/09 CR targets and provides 
strategic advice and support.

As in previous years, Upstream also evaluated Land Securities’ 
progress against targets based on the following:

•	� Documented evidence relating to the period stated 
above, verifying the extent to which actions undertaken 
by Land Securities led to the achievement of targets. This 
evidence included internal and external communications, 
management reports and analysis of performance data.

•	� A series of telephone conversations with those individuals 
responsible for the delivery of Land Securities’ CR targets, to 
ensure a robust interpretation of progress.

Upstream awarded progress scores based on the type of 
target being assessed. Performance targets were awarded 
a percentage completion to correspond with the actual 
performance achieved as demonstrated by the evidence 
received. Management targets were awarded a percentage 
completion on a quartile basis (0%, 25%, 50%, 75% or 100%) 
based on completion of management actions with evidence 
provided by Land Securities to demonstrate progress.

Summary of  findings
Upstream’s review of Land Securities 42 CR targets  
concludes that:

•	� 79% of Land Securities’ CR targets were either fully or 
mostly completed, with 60% assessed as fully completed. 
When the targets deemed not applicable are discounted, the 
number of targets assessed as fully completed increases to 
68%. The slowdown in the economy had a significant impact 
on development activity and consequently the applicability 
of a number of targets. The delivery of two targets was also 
inhibited by the sale of Trillium.

•	� All of Land Securities’ environment targets not impacted by 
the sale of Trillium or the economic slowdown were either 
fully or mostly completed.

•	� All procurement targets were fully completed, and all 
employee and health & safety targets were either fully or 
mostly completed.

•	� Only four targets were not significantly progressed, for 
reasons explained in the performance section.

A full account of external third-party assessed progress against 
individual targets can be found in the performance section of 
this report and on the Land Securities website.

Upstream opinion
Given the significant increase in the number of targets set 
compared to 2007/08, the deterioration of the global economy 
and uncertainty in relation to the sale of Trillium, a ‘fully’ or 
‘mostly completed’ rate of 79% is a significant achievement. 
This reflects Land Securities’ continuing focus on delivery and 
practical implementation of CR.

In particular, Upstream would like to highlight the following 
key achievements:

•	�  a 4.2% reduction in CO2 emissions arising from shopping 
centres, London offices and retail parks

•	� construction waste landfill diversion rate of greater than 
85% for the majority of construction projects

•	� significant improvements in waste recycling rates (upwards 
of 5% year on year) at 15 shopping centres, including four 
achieving over 20% year on year improvement

•	� achievement of BREEAM ‘Excellent’ ratings at three out of 
four developments eligible for design-stage assessment

•	� leading practice community outreach at key managed retail 
assets through the Skillsmart Skills Shops scheme and the 
Childsafe Awareness Scheme

•	� high levels of customer satisfaction, particularly at managed 
retail assets.

It is Upstream’s view that Land Securities continues to set 
stretching – yet realistic – performance targets, particularly 
around environmental impact areas, which serve to drive 
improvements in areas such as carbon emissions reductions, 
waste recycling and community investment. Rather than 
committing to bold step changes, Land Securities’ approach 
is focused upon considered, practical and incremental change. 
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In a number of specific CR workstream areas, however, Land 
Securities might benefit from setting even more challenging 
targets, for example, around employee and investor 
engagement on CR strategy or a stretching portfolio-wide 
water reduction target.

In light of the fast pace of change in the property sector, 
Upstream is pleased to see that Land Securities’ CR strategy 
is currently being reviewed. This is a particularly pertinent 
time in which to conduct a review given recent organisational 
restructuring. As Land Securities continues to embed CR into 
day-to-day business operations, it will be important for the 
new strategy to incorporate emerging issues in the sector, such 
as climate change adaptation and building lifecycle impacts.

In terms of communication and reporting, to date, Land 
Securities has demonstrated a strong ability to articulate 
the benefits of CR in terms of the positive impact of its 
developments on communities and through reduced 
environmental impact. To align itself with wider industry 
best practice, Land Securities should continue to articulate 

its impacts in a way that is meaningful and relevant to 
investment analysts and institutions. This outcome can be 
achieved if Land Securities is explicit in demonstrating the 
bottom-line benefits of CR initiatives to the business, for 
example through operational cost savings and maintenance 
of rental values. Furthermore, it would be good practice if 
Land Securities was able to demonstrate the wider economic 
impacts of its development and asset management activities 
beyond community sponsorship and investment, including 
impacts on local and regional employment, and business 
prosperity.

We look forward to seeing how Land Securities responds 
to these challenges in the coming year and indeed how it 
progresses against its latest CR targets.

Jonny McCaig
Consultant
Upstream Sustainability Services, Jones Lang LaSalle

May 2009
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Better Buildings Partnership (BBP)
 A group of property organisations that support the Mayor of London’s target 
of reducing CO2 emissions by 60% by 2025 over 1990 levels.
 
Building Research Establishment’s Environmental Assessment Method 
(BREEAM)
The world’s most widely used environmental assessment method for buildings. 
It assesses environmental impact against a set of objective criteria and sets 
the standard for best practice in sustainable development.

Commission for Architecture and the Built Environment (CABE)
A public agency that advises the Government on urban design, architecture 
and public spaces.

Corporate Health and Safety Performance Index (CHaSPI)
CHaSPI is the Health and Safety Executive’s benchmarking system for 
assessing how well an organisation manages its health and safety risks and 
responsibilities.

Department for Work and Pensions (DWP)
The DWP is the Government department responsible for welfare. It works with 
people of working age, employers, disabled people, pensioners, families and 
children, providing services through a number of executive agencies and non-
departmental public bodies.

Dow Jones Sustainability Index (DJSI)
The Dow Jones Sustainability Indexes are the first global indexes tracking the 
financial performance of the world’s leading sustainability-driven companies.

Endowment fund
A fund where the money to be spent comes from investment income, rather 
than from the principal fund itself, giving it a greater impact over a longer 
period.

Environmental impact assessment (EIA)
The process of identifying, predicting, evaluating and mitigating the possible 
impacts – both positive and negative – of development proposals prior to 
major decisions being taken and commitments made.

Environmental management system (EMS)
A set of processes and practices that enables an organisation to reduce its 
environmental impacts and increase its operating efficiency.

Forest Stewardship Council (FSC)
An independent, non-governmental, not-for-profit organisation that promotes 
the responsible management of the world’s forests.

ISO 14001
The international standard for environmental management systems.

Key Performance Indicators (KPIs)
Activities and behaviours, aligned to both business objectives and individual 
goals, against which the performance of Land Securities employees is annually 
assessed.

London Benchmarking Group (LBG)
An international, member-driven organisation whose model provides 
a comprehensive and consistent set of measures that facilitates the 
measurement and benchmarking of a company’s contribution to the 
community, including cash, time, in-kind donations and management costs.

LST
Land Securities Trillium – a Group business sold by Land Securities.

OHSAS 18001
The international standard for occupational health and safety management 
systems.

Private Finance Initiative (PFI)
A way of funding major capital investments without immediate recourse 
to the public purse. Groups of private companies, usually involving large 
construction firms, are contracted to design, build and in some cases manage 
new projects. Contracts typically last for 30 years, during which time the 
building is leased by a public authority.

Public Private Partnership (PPP)
A government service or private business venture which is funded and 
operated through a partnership between government and one or more private 
sector companies.

Reporting of Injuries and Dangerous Occurrences Regulations (RIDDOR)
Since 1995, employers, the self-employed and people managing premises 
have had a legal duty under Reporting of Injuries and Dangerous Occurrences 
Regulations (RIDDOR) to report work-related deaths, accidents, injuries, 
illnesses and dangerous occurrences (near misses).

Socially Responsible Investment (SRI)
Investment that takes account of wider concerns, such as social justice or the 
environment, as well as financial considerations.

Sustainable Asset Management (SAM)
One of the world’s leading asset management companies exclusively focused 
on sustainability investments. Together with Dow Jones Indexes, SAM 
developed the globally recognised Dow Jones family of sustainability indexes 
and has compiled one of the world’s largest sustainability databases, analysing 
more than 1,000 listed companies every year.

Waste & Resources Action Programme (WRAP)
A private, non-profit company that helps individuals, businesses and local 
authorities to reduce waste and recycle more, making better use of resources 
and helping to tackle climate change. 
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Land Securities would be pleased to receive your 
feedback or comments on any of the information 
contained in this report.

Melissa Winsor
Corporate Communications Department
Land Securities Group PLC
5 Strand
LONDON
WC2N 5AF

Tel: +44 (0)20 7413 9000
Fax: +44 (0)20 7024 5011
Email: melissa.winsor@landsecurities.com

www.landsecurities.com
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