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Welcome word
From our Chief Operating Officer, Simon Giles

Our newsletter this 
time is very much 
centered around 
people, and for a 
very good reason. 
We are a people 
business in all 
senses of the word. 

We are a company built on the great 
service that all of our colleagues offer 
for clients across the country.

Over the course of the past few months 
we have therefore made some big deci-
sions in terms of people. Firstly, we have 
decided to ensure that going forward, 
we put people at the heart of everything 
in our business – hence our People Strat-
egy, which Naomi Austen has been cen-
tral in pulling together and talks about 
in detail in her article.

We have also been looking broader 
afield in relation to people, and how we 
can support them. I am delighted to say 
that we have taken the decision to back 
a charity called Toilet Twinning (you can 
find out more about them at www.toi-
lettwinning.org). Let me explain what 
they do and why we want to support 
them.

Whilst there has been a huge focus in 
recent years on providing clean drink-
ing water to 3rd world countries, one 
of the next issues that needs resolv-
ing is sanitation, as there are countries 

around the globe where there are more 
mobile phones than toilets. The result of 
which is that the lack of sanitation and 
the health issues that this causes is now 
the major reason why children, espe-
cially girls, are missing out on schooling 
and the chance to better themselves 
through education.

Toilettwinning are looking to change 
that, as they build sanitation facilities in 
the 3rd world and raise funds through 
twinning existing toilet facilities with 
new ones they build. 
We have therefore taken the decision 
to make the commitment that for every 
toilet we now take on and look after, we 
will twin it with one in the 3rd world – so 
effectively a toilet will be built for each 
one we clean. 

 We see this as extremely important as it 
enables us to help try and make a differ-
ence in the world, in a way that is totally 
in keeping with our business. This also 
allows every one of our colleagues when 
cleaning facilities for our customers to 
feel proud about what they are doing. 

When a toilet is twinned, there is a 
certificate showing where it has been 
twinned with, so please start to watch 
for these coming out in a toilet near you!

New Opportunities

This autumn we are proud to be able 
to say that we have taken over not only 
the traditional cleaning but also the new 
food court at Old Spitalfield Market, 
having provided the security services 
there since 2014.

This has allowed us to develop an 
exciting new concept, of having a 
Customer Experience Manager (‘CEM’). 
The aim of this role is to move the focus 
of a traditional facilities manager away 
from thinking about the service to 
thinking about the customers, as Old 
Spitalfields Market is a fantastic retail 
destination in the east of London.

The CEM is also managing the cleanliness 
of the whole new food court experience 
being developed at the site, so is a real 
challenge. We will be doing a much 
more in-depth article about this site and 
the great team we are building there in 
2018.
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Naomi Austen, HR Director

A word from

I wanted to share some of the work that 
has been happening over the past few 
months, as well as some exciting new 
things in the pipeline.

As you know from my last update, we 
launched the companies People Strategy 
and I am pleased to say that this is going 
from strength to strength.  We are working 
hard by presenting this to prospective cus-
tomers as well as ensuring that it is commu-
nicated to everybody far and wide.
The People Strategy is the organisation’s 3 
year plan (2017-2020) and this focusses all 
of our minds on the key elements we need 
to look at to improve and some cases, intro-
duce.  The People Strategy is made up of 10 
key components with Employee Engage-
ment at the heart of it.  
You can see the diagram (right) which 
shows you those components.  You should 
be seeing posters and receiving informa-
tion on this now, if you haven’t, or want to 
know more, contact me at peoplestrate-
gy@axis-groupservices.co.uk.

In July 2017, we opened the doors to our 
very own Academy – The Axis Academy, you 
can see the website at www.theaxisacade-
my.co.uk .  

Headed up by Duaine Taylor and supported 
by Peter Morris, since its launch they 

have trained a large number of employees 
on First Aid, IOSH Managing Safely and Cus-
tomer Service courses.  The Academy is also 
accredited for its training by World Host, Mc-
Cormack, Highfield and most recently, Qual-
safe.  Both Duaine and Peter recently spent 
time at Great Ormond Street Hospital train-
ing a number of individuals in first aid as part 
of their Young People’s Forum.  A wonderful 
opportunity for us and we look forward to 
seeing you on courses in the near future.
Into August and the business launched the 
Axis Hub.  The hub is our own portal, which is 
an intranet, a communications platform and 

also somewhere where you can sign up for 
benefits such as discounts on holidays, cin-
ema tickets and shopping – brilliant timing 
with Christmas just around the corner.  

For those of who you haven’t registered, 
please do so using the information at the 
bottom.

As we get closer to the end of 2017, I was 
delighted that the Axis Group had received 
four nominations at the Security Excellence 
Awards 2017, one of which was the ‘Inspira-
tion in HR’ Award, however, It wasn’t to be 
this year, but, I am hopeful we can bag that 
one next time!

We are working hard to put a focus on re-
warding you, look out for Axis-Thanks which 
launches in January 2018. As I said in my last 
update and really wish to reiterate that our 
People Strategy aim is to become the Em-
ployer of Choice in the Cleaning industry as 
well as sit in the Top 500 Companies to work 
for.

As you can see from my news, lots of work 
has taken place.  In order to get up to date 
communications please remember to regis-
ter for the Axis Hub and download the app 
(available on IOS and Android phones).

Many thanks for your continued hard work 
and commitment the business, I would like 
to take this opportunity to wish you and your 
families a very Merry Christmas/Happy Holi-
days.
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Love2shop vouchers can be spent at 
over 100 participating brands to save you  
money on days out, and high street stores*.

          

WIN! £100  
Love2shop  
voucher

To Register on the Axis Hub platform:
1. Make a note of your employee number. 

2. Visit https://axisgroup.hapibenefits.com  
 on your computer, laptop, tablet or smartphone. 

3. Click the ‘I’m New - Get Started’ link and follow the on-screen  
 instructions to create your own password to log in and access the site in the future.

* Participating retailers only.

Terms and Conditions: 1. Open to employees of Axis Group resident in Great Britain. 2. To enter the draw participants must register on the Axis Hub 
website. Axis Group employees who have already registered will automatically be entered into the prize draw 3. The draw will take place in the presence 
of an independent judge, who will choose the winners at random from the entries. 4. Closing Date for entries is midnight on 3rd December 2017 and  
no entries will be accepted thereafter.  5. No purchase is necessary. 6. Winners will be notified by post/email within 7 days of the Closing Date.  
This may also be advertised in internal literature. 7. Winners will win Love2shop Vouchers as specified. This is not refundable, exchangeable or for  
resale.  8. Winners‘ names and counties will be available on request. 9. The prize is as stated, non-transferable and no cash alternative will be offered.  
10. Only one entry per person.  11. By entering the draw all entrants will be deemed to have accepted and agreed to be bound by these conditions.  
The promoter is Personal Group (on behalf of Axis Group), 899 Silbury Boulevard, Milton Keynes, MK9 3XL. 

Register on the Axis Hub platform 

by the 3rd December 2017 to enter 

into the prize draw and be in for the 

chance to win a £100 Love2shop voucher. 
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Mel commenced employment with 
Axis in April 2011 as a Night Cleaner 
working at our contract in Alstom, 
Chester.  

After 6 years of hard work Mel is now 
a Senior Sector Manager and manages 
a team of four managers and two 
supervisors.  Mel likes to share her 
skills that she learns here at Axis with 
her team to enable to lead and mentor 
them for their own personal successes.  
In 2016, Mel was named Cleaning 
Manager of the Year 2016 as voted for 
by her colleagues and peer group.

Mel’s team are geographically located 
as follows:

• Jane Barkley – covering the North West 
& Midlands

• Amanda Hall – Midlands, North West & 
Birmingham

• Michelle Johnson – Liverpool & 
Manchester

• Jean Whitehead – Manchester

• Mobile Supervisors – Carol Calland and 
Tony Jenkins

Mel’s key responsibility is to ensure the 
communication and interaction with 
Clients, Staff and the General Public 
are effective and open.  This is also the 
biggest challenge given some of the 
location of sites.  

A normal day in Mel’s life is difficult to 
pin point but she prides herself on being 
organised.  She plans ahead and spends 
a day with each of her Managers, then 
a day on her own sites and covering 
administration.  

On a daily basis Mel and her team deal 
with:

• Site Audits

• Site Files

• People Related Issues

• Meeting Staff & Clients

Mel’s Top 4 Objectives for the coming 
months:

- For all sites to have implemented the 5 
x  5 Risk Assessments in place

- All Method Statements are updated to 
the new versions

- Have better organised and fully up to 
date site files

- Develop her team further and    
encourage empowerment.

Mel has recently been involved in the 
trial of the new Time & Attendance 
System at Houndshill Shopping Centre, 
which is working really well and been 
met with a fair amount of positivity. 

Away from work, Mel has a husband 
and two children, a boy of 11 and a girl 
of 9.  Mel can generally be found at the 
ice rink, sometimes with her laptop!  
Mel’s son is currently going through 
conference trials to play ice hockey 
internationally, whilst her little girl is a 
figure skater!  

Mel McGee 
Cleaning Manager of the Year 2016

Day in the Life of...
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Welcome to Jessica Curzon, 
born on the 30th of September 
weighing 7lb 12. 

Congratulations to Thomas and 
Paula!

New baby!
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It’s a busy end to 2017 for Compliance as 
in November 2017 we are being audited 
twice by Achilles. The first audit relates to 
our MFT Sector (Rail contracts) and the 
second audit is connected to our Utilities 
contracts.

The week commencing 4th December 
will be exceptionally busy as we have 
our annual audit by our awarding body 
(CCAS) of our ISO 9001 (Quality), ISO 
14001 (Environmental) and OHSAS 18001 
Standards (Health and Safety). We are also 
transitioning to the ISO 9001:2015 and ISO 
14001:2015 Standards.

We are proud to have renewed our 
membership to SOFHT (Society of Food 
Hygiene and Technology) who are an 
independent consortium of food industry 
specialists set up to keep their members 
advised of the current food hygiene and 
technology issues. 

Compliance 

by Steve Rex

I’m really pleased to be able to give you 
some good news and positive feedback 
in this issue!

Reporting of Near Misses; Submission 
of Accident Investigations and Witness 
Statement forms are all now possible 
through the Fast Field system.

Those of you with ‘fast field’ forms at your 
fingertips may already be aware that Near 
Misses can now be reported swiftly using 
this system. If you’ve had a ‘near miss’ and 
it has been dealt with at the time, and 
does not require further investigation, 
you can use the fast field method to 
submit the information. If a near miss 
does need further investigation, please 
call Reportline in the usual way.

Accident investigations and witness 
statement forms can also now 
be submitted on fast field – with 
photographs if required. You will need to 
include the incident number to enable 
the forms to be married up correctly.

On the subject of near misses – since 
going live on Fastfield on the 3rd October 
- 31 near miss reports have been received 
which is a huge increase in previous 
months. All of these reports are checked 
to ensure that they have been resulted 
correctly, and any ‘trends’ will therefore be 
identified early on and information and 
further training provided if appropriate. 
Thank you!

The 5 x 5 Project

The transition process of changing our 
risk assessments to a 5 x 5 method in 
line with security has commenced. Some 
managers have already converted their 
documentation from CIC’s to the new 
5 x 5 risk assessments and completed 
their method statements also. By August 
2018 apart from some areas in the food 

sector all sites will have been changed 
across from CIC’s to Risk Assessments and 
Method Statements (RAMS).

How I can support you? Here is a quick 
reminder on areas where I can assist you. 
This list is not exhaustive!

Health and Safety
by Tracey Hammond

1. New Contracts Support – Queries / 

     Visits / P.Q.Q.

2. Site Visits (with feedback and support 

    if any work needed)

3. General Health and Safety advice

4. Meet the Client

5. Risk Assessments / Method State

    ments/ Safe Systems of Work 

6. Occupational Health Issues

7. Assistance with Accident Investigation

8. Reporting of RIDDORS

9. HSE Liaison

10. Claims Handling

M A K I N G  W A V E S  I N  C L E A N I N G
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Praise for the Swan Centre

Jayson Scandrett being awarded for his excellent
customer service

Dear Mr Cartmell, 

As per our conversation we had in the Swan centre.

I would like to convey my thanks to the your and one of the cleaners for the 
superb service you offer.

My daughter loves to walk to the Swan Centre with me however she is 
terrible for leaving house and needing to go the toilet. I have never felt 
comfortable letting her go in the men’s with me or go in the women’s alone 
as she is only 4.

Every time we need to use the toilets there is one of the cleaners, a white 
male very  thin and I think he has a moustache, he always(!) opens the 
disabled toilets for me so I can take her privately and know she is safe. This 
sort of professional customer services is beyond compare. He is the most 
polite, well-mannered, hardworking cleaner I have ever come across. I have 
to work closely with our cleaners on this site and I have to say, if I could have 
3 of him, I would be a less stressed man.

All round amazing facility and staff in the Swan Centre, an integral part of the community that is well received.
The support given to me over the years to grow my charity has been superb. Once again, a sincere thanks.

Kind regards
Daniel Daly,
Halow Birmingham

Our loos truly shine! 
We are so pleased all our entries to this year’s Loo of 
the Year Awards have achieved a Grade, 8 Platinum 
and 2 Gold. 

The sites include: 

New Square Shopping Centre
Swan Shopping Centre
Wulfrun Shopping Centre
RAF Museum Cosford
Hounds Hill Shopping Centre
Sage Gateshead
Chelmsley Wood Shopping Centre
The Harvey Centre
The Victoria Shopping Centre
The Ashley Centre



London - Head Office
361-373 City Road
London
EC1V 1LR 

Tel: 020 7520 2100
Out of Hours Tel: 0845 050 0380
Fax: 020 7520 2163
Email: site-enquiries@axis-css.co.uk www.axis-css.co.uk

Axis Security are delighted to have 
become members of the Institute of 
Customer Service in May 2017. 

Our front line employees across Axis 
Group play the most integral part in 
influencing the satisfaction of our cus-
tomers. 

We therefore believed it vital to our ob-
jective of becoming the number one se-
curity guarding company in the UK, to 
focus on how we can improve our cus-
tomer service offering both externally 
to our clients and internally with our 
own people.
The Institute of Customer Service is the 
leading body in customer services for 
the UK and so were the natural choice 
when seeking expert advice and sup-
port in this area.
Over the next 3 years we will be work-
ing with the Institute to understand our 
current performance, what we need to 
improve on and how. 

The first stage was the surveys sent out 
to our employees and clients. We would 
like to thank all of you who took the 
time to complete it. 

We have achieved a score of 73.31
in the internal survey and 78.5 in the 
customer survey which is a strong po-
sition to be in at the early stage in the 
membership.This is a strong foundation 
to build on in the coming years. 

The key strengths emphasized are trust, 
reputation, easy to do business with, 
handling customer issues well, open 
and transparent. There were some areas 
which are going to be addressed such 
as: speed of service, keeping customers 
informed of progress in general, invoic-
ing, service and information provided 
quality.

This activity provided us with the data 
that will be used to form our Customer 
Service Strategy and initiatives for the 
coming years. We will also look at ways 
you can engage with the programme, 
such as focus groups and project teams.  

Our membership is another sign of our 
commitment to continuous improve-
ment and we look forward to the excit-
ing developments that lie ahead.

Journey to Customer Service excellence

“Dedication to customer service from senior 

management through to security officers, 

cleaning staff and Front of House employees 

is a key business strategy for the Group. The 

resources and strategic support this new 

membership provides will help us to stay ahead 

of the curve in an environment wherein success 

is determined by customer experience more 

than ever before.’’

              JONATHAN LEVINE, GROUP 
CEO 

Client recognition for our Alstom 
teams

The team at Wimbley received great 
feedback back in August on their excel-
lend service provided back in August, 
awarded with vouchers (photo above).

More recently, Dave Jones, our client 
at the Alstom Depot in Oxley, Wolver-
hampton, has praised Chris and Rob, the 
2 staff who work for Axis in the depot 
cleaning contract. Chris is the site super-
visor, and has been with us for a couple 
of years now.

‘‘Chris and Rob are inspirational in the way 
they carry out their daily cleaning tasks; 
nothing is too much trouble, they work 
from bell to bell and the shed floor condi-
tion is the best it has ever been since I have 
been here 15 years ago. 
If there is any reward or recognition policy 
they should be seriously considered. Chris 
is also a well organised team leader who 
manages his team well and leads from the 
front.’’

Dave Jones - Alstom Group

M A K I N G  W A V E S  I N  C L E A N I N G
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Congratulations to the following team 
members who have had received the 
Acuity Employee of the Month award 
since the last issue of Axis Direct;

Adrianna Garcia  
Christopher Hibbert
Silvia Puglielli  
Emma Hawkes

The Acuity management team thank you all for your efforts and con-
gratulate you on your successes. We have so many team members 
doing so many great things week in week out, that it’s always difficult 
to identify a single winner. You have all therefore gone ‘that extra mile’ 
to deliver a world class service. Thank you again.

We continue to have great success so far in 2017, winning some 

prestigious contracts with high-profile clients around London and in 

the Regions. 

Our mobilisation processes continue to be recognised by clients as industry 

leading, ensuring a seamless transition and setting up the contracts on a 

firm foundation.  

Axis Security celebrates new contracts 

Weil, LondonRathbone Square, London Ropemaker Place, London

The Helicon, LondonCondor House, London Capability Green, Luton

Stockley Park, London61 Aldwych, London Heriot House, Edinburgh 45 Cannon Street, London

5 Fleet Place, London

Friars Walk, Newport 

Iconic Fashion Brand Engages Acuity to Provide a 
Tailored Service Iconic fashion brand Alexander 
McQueen has engaged Acuity to provide recep-
tion services at their London HQ. They selected 
Acuity after carefully researching the market and de-
cided that our people focused culture and our abil-

ity to provide a service tailored in every respect to their requirements and brand, 
made Acuity the perfect fit for them. 
Acuity director and co-founder Neil Ames commented: “This is one of many new 
contracts Acuity has been awarded in recent months and as an organisation that 
shares our values, we are delighted to have the opportunity to work with Alexander 
McQueen”. He continued, “The fashion industry may be glamorous – our site based 
team will be wearing Alexander McQueen clothing as opposed to the Acuity uniform 
and will regularly be interacting with celebrities and VIP’s – but it’s also a very busy, vi-
brant and demanding working environment. I’m completely confident however, that 
our team members will rise to the challenge and demonstrate a level of profession-
alism and commitment that will enhance both the Acuity and Alexander McQueen 
brands”.

Iconic Fashion Brand Engages Acuity

Eloise Baxter   
Promi Ahmed
Vlad Mircea      
Kayleigh Hall

Acuity’s Employees of the Month



Many of our employees have a 
wide network of friends and family 
with a diverse range of skills and 
experience, which is why Axis Group 
has implemented the ‘recruit a friend’ 
policy.

If you know anyone who may be suited to 
a job vacancy with us then not only will 
you be helping a friend/family member, 
you will also be financially rewarded for 
supporting the recruitment needs of Axis 
Group.

The amount of reward payable is based 
on a tier system to recognise the different 
calibre of skills attracted into the business.

Please note that any member of staff 
‘recruiting a friend’ is eligible to receive 
this reward, apart from company 

directors, the recruitment manager and 
the specific manager(s) who are recruiting 
to a vacant post that they line manage.

If you have someone who could be a 
candidate for a role, you must:

•    Advise the recruitment manager and 
your line manager within a month of 
the new person starting that you have 
assisted in ‘recruiting a friend’.

•    Once the recruited friend has 
successfully completed their initial 6 
months’ probation the employee who 
introduced them into the business 
should complete a “Recruit a Friend 
Reward” form and send it to the 
recruitment manager. The request 
must be made within a month of the 
successful completion of probation.

•    Once the recruited friend has 
successfully completed their first 12 
months service the employee who 
introduced them into the business 
should complete a “Recruit a Friend 
Reward” form and send it to the 
recruitment manager. The request 
must be made within a month of the 
successful completion of 12 months.

Recruit a Friend!

Group News

We need your help with content Let us 
know what intiatives you are helping with 
on site or tell us about any community 
work/voluntary work you have done. 
Maybe you have a birth, or marriage you 
want to announce. We would love to 
receive your articles or hear your views on 
the newsletter.

E: alina.cartas@axis-group.services.co.uk

News from you

Tier Role recruited into Axis Group

Reward after 
6 month 
successful 
probation

Reward after 
12 months 
successful 
service

Total

1
Any site based security 
personnel

£50 £50 £100

2
Non-site based managment/
admin positions earning up to 
£30k salary

£100 £100 £200

3
Non-site based management 
positions earning over £30k 
salary

£100 £100 £200
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