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1.0 Foreword
By Jeremy Walters, CEO
Welcome to our 4th Sustainability Report, and our first as Paragon Customer
Communications.
The world is facing rapid environmental and societal change. It is vital that we develop
business strategies that embrace the growth potential this will bring. Sustainability is
no longer a “nice to have”, useful only for reducing energy or waste; sound sustainability
governance is crucial to the growth of our business.
Paragon Customer Communications (PCC), whilst based in the UK, is part of a global
business with global impacts. We have a responsibility, not just to build a sustainable
business, but to contribute to a sustainable economy and planet.
We are also a vital part of our clients’ supply chains. Our clients trust us to support their
sustainability obligations and aspirations and we are committed to providing a holistic
view of the sustainability footprint over the life-cycle of our products and services.
Paragon Customer Communications continues to develop our sustainability framework year on year. You can read about our programmes and future commitments
throughout this report.
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2.0 Company Overview and Scope
Paragon Customer Communications is the UK’s
largest direct mail producer and established
expert in transactional and regulatory
communications.

We communicate to
every UK household

every week

240m+

400m+

regulatory
communications

digital
communications

We streamline the design and delivery of
marketing, transactional and regulatory
communications through innovative print, mail
and digital technologies.

15+ years

Our average client
relationship

600m+
direct mail
packs

End to end
solution

We provide clients with a complete range of
solutions across the whole communications
process.

3bn+

eDocuments
managed

This allows our clients to deliver meaningful
communications whilst minimising their
sustainability footprint.

Multi-channel
customer journeys

Enhanced customer
experience

Dematerialisation &
digital transformation

Paragon Customer Communications operates across multiple UK sites with around
1,600 employees. We print and mail around 840 million items a year and deliver
around 400 million digital communications. On behalf of our clients we communicate
to every UK household every week.

3.0 UK Locations
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Every year we:
• Use around 43,000 tonnes of FSC certified paper
• Are responsible for the generation of 103,390 tonnes CO2e
• Have around 1,900 supply chain partners to manage
• Provide employment opportunities to around 1,600 staff
Paragon Customer Communications (PCC) is a subsidiary of Paragon Group Ltd.
This report covers the activities of Paragon Customer Communications.
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4.0 Paragon Group Information
Paragon in numbers

Financial and operational scale

642m+

41m+

3 billion+

30 billion+

165+

1 million+

4 billion+

15

120 Cities

sales

EBITDA

5000

45+

colleagues

countries
served

sites

country
presence

addressed
mail

Registered online
users

eDocuments

Journeys
enabled

Supplied with
smart travelcards

100 million+
fulfilled packs
(kitting)

5.0 The Drivers
Our planet:
		It supports us as a business and as individuals. It provides the raw materials
we need. We want that to continue.

Our business:
		 It supports all of us. We want that to continue.

Our staff:
		They run our business. They are also our clients’ customers. We want that to
continue.

Our clients:
		They are the reason we are in business. We are a vital part of their supply chain.
We want that to continue.

Our supply partners:
		They provide the stuff we need to function and deliver our products and services.
We want that to continue.
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Sustainable Products
& Services

We communicate to
every UK household

every week

240m+

400m+

regulatory
communications

digital
communications

15+ years

PCC’s flexible communications suite streamlines the design
and delivery of marketing, transactional and regulatory communications. By accessing the most innovative data analysis,
print, mail and digital technology PCC helps our clients drive
down the sustainability footprint and risk across the communications process.

Our average client
relationship

600m+
direct mail
packs

PCC provides our clients with simple access to a complete
range of best-in-class solutions across the whole communications process. This provides clients with a balance of
efficiency, quality, performance and compliance across all
communications activity.

3bn+

eDocuments
managed

You can read more about how our innovative products and services deliver sound sustainability governance in Section 9.1.

6.0 Commitments
End to end
solution

Multi-channel
customer journeys

Enhanced customer
experience

Dematerialisation &
digital transformation

PCC procures FSC Mix paper as standard and only buys from FSC & PEFC certified
suppliers so we can be sure our raw materials originate from sustainable, well
managed forests.

7.0 Performance Indicators
PCC is dedicated to assessing and improving the sustainability footprint throughout
the life-cycle of our products and services. This touches every part of our business
from sound due diligence in our supply chain, ethical business practices, staff satisfaction and retention, efficient production and facilities management and effective
relationships with our stakeholders.
2017 / 2018 was a year of great change for PCC. Our first full financial year as the newly
formed Paragon Customer Communications, our first year of combined ethics and
compliance programmes, and our first year of combined sustainability programmes
and reporting.

7.1 CO2 Emissions
PCC reports on the CO2 emissions as far as possible across the life-cycle of our
products and services. Developing and expanding the scope of our CO2 emissions
measurements is an important part of assessing the life-cycle sustainability footprint
of our products and services.
During the last year we improved our CO2 reporting by:

•	Increasing the scope of raw materials to include production of ink,
solvents and aluminium plates

•
•

Including postal delivery based on Royal Mail CO2 emissions
Improving the accuracy of CO2 calculations related to business travel
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Other
2%

Gas
2%

Electricity
8%

Paper
58%

Royal Mail
30%

7

Data for paper
production taken
from BPIF industry
average for
production and
delivery of paper

7.2 CO2 Emissions by Scope

The table below details the PCC CO2 emissions by source
Figures relate to reporting period 01/07/17 to 30/06/18

Headline Performance
Scope

Source

kgCO2e

Scope 1

Gas

1,635,608

Fuel Company Owned Vehicles

304,623

Fuel - LPG (forklift gas)

9,845

F Gas

232,561

Scope 2

Electricity

8,356,744

Scope 3

Water & Waste Water

21,296

Raw Material – Paper

57,850,980

Raw Material –
Ink & Other Print Sundries

2,659,166

Raw Material – Al Plates

534,470

Royal Mail Delivery

30,286,206

Business Travel – Mileage

294,771

Business Travel – Trains

110,720

Business Travel – Taxi

3,846

Business Travel – Air

89,090

Business Travel – Bus

9

Hotel Stays

21,027

Delivery
(Non Owned Paragon Fleet)

33,525

Waste Disposal

164,642

Electricity – T&D

781,335

TOTAL

103,390,465
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7.3 Carbon Intensity
As we get busier and increase our operations, our carbon emissions are going
to increase. It is important we report CO2 emissions related to our business activity
to enable us to drive down the carbon footprint of the life-cycle of our products and
services.
This is measured in the amount of CO2e per production units. Production units relates
to all production activity (not just sheets or packs).

2014

2015

2016

2017 / 18

%
Change

Explanation

Total CO2e
Emissions

33,310,215

33,368,303

34,283,660

103,390,465

201.57%
Increase

Increased scope
of reporting

Total
Production Units
(sheets and packs)

2,961,714,183

2,790,623,323

2,790,623,462

3,763,730,084

23.78%
Increase

Increased production
activity and new
site acquisitions

CO2e
per 1 million
production units

11,246

11,957

11,274

27,470

143.64%
Increase

Increased scope
of reporting

Average CO2e per pack is 122.15g
The increase in the 2017/18 reporting period is due to the expansion of scope in our
carbon reporting. In 2017/18 the following sources were added to our reporting:
• Royal Mail delivery
• Printing inks, solvents and sundries
• More accurate paper calculations, including delivery from mill
• Hotel stays
However, it isn’t enough to just look at
our carbon intensity measures. The UK
government has committed to reducing absolute CO2 emissions by 80% by
2050. Innovations within the business
sector will be crucial to achieving this
target.

Average
CO2e per pack is
122.15g

PCC is committed to finding ways to
decouple business growth from negative
sustainability impact. During 2018 PCC
is developing a long term Sustainability
Strategy based on the United Nations
Sustainable Development Goals. You
can read more about this in Section 15.
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Our largest CO2 emissions over the life-cycle of our products and services result from:
production of paper, final mile delivery and use of energy. The following sections look
at programmes and plans to drive down the footprint of our products and services
in these areas.

7.4 The Paper Industry
Almost 60% of PCC’s measured CO2 emissions, and
therefore the footprint of products and services we
provide to our clients, is a result of production and
delivery of paper.
Although PCC is not directly responsible for these
emissions, we have a privileged relationship with our
paper supply chain partners and a responsibility to
help drive down CO2 emissions across the life-cycle
of our products and services.
Being made from wood, paper is a truly sustainable product. As trees grow they
absorb CO2 from the atmosphere and continue to store carbon throughout their
lifetime. The stock of carbon in forest biomass has increased by around 3 billion
tonnes since 1990. Between 2005 and 2015 European forests grew by an area the
size of Switzerland. All paper products are 100% recyclable by the end user through
domestic collection routes.
PCC only procures paper from companies that are FSC & PEFC certified so we can be
sure our raw materials originate from sustainable, well managed forests.
The paper, pulp and print sector is amongst the lowest industrial emitters of
greenhouse gases, accounting for 1% of global greenhouse gas emissions
(Source: 2 sides website).
In Europe, the pulp and paper industry is the biggest industrial user of renewable
energy with 56% of the industry’s primary energy consumption from biomass
generation. The CO2 emissions of the European pulp and paper industry reduced 22%
between 2005 and 2013 (CEPI Key Statistics, 2014).
*Information in this section taken from 2 Sides website: http://www.twosides.info/

7.5 Postal Delivery
PCC is responsible for releasing approximately
840 million items into the postage delivery system
every year. Each UK household will receive an item
produced by PCC every week.
For the first time we have included Royal Mail
delivery in our PCC carbon footprint. With around
30% of CO2 emissions attributable to the postage
delivery it is vital that our clients maximise the
effectiveness of each communication.
The vast majority of items will pass through Royal Mail during the delivery process,
either directly or indirectly through Down Stream Access providers. Royal Mail has
reduced their CO2 emissions by 25% against 2004 / 05 base line.
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Driver telemetry has been installed in 40% of Royal Mail vehicles. This tracks drivers in
real time and provides warnings to the driver when they drive in a way that increases
fuel consumption and emissions. Royal Mail has also invested in new transport
vehicles which lower the level of exhaust emissions. During 2018 Royal Mail is trialling
low and zero emissions vehicles and improving their transport links.
You can read more about Royal Mail’s Sustainability initiatives in their Corporate
Responsibility Report: https://www.royalmailgroup.com/responsibility/cr-reports

7.6 Energy & Fuel
Energy and fuel use accounts for around 12% of our carbon footprint and is the largest
source of CO2 emissions over which we have direct control. All energy sources are
reported in CO2 emissions. It isn’t just about how much energy we use, it’s about the
impact it has on the local and global community.
Our company-wide energy audits enable us to determine the energy use for different
functions and processes across the business. This allows us to target improvement
programmes where they will have the most impact on the footprint of our products and
services. Our programmes tackle both production and facilities activities to ensure all
our operations use our resources efficiently.
The charts below show the PCC energy use by source and business function.
Warehousing
1%

Gas
15%

Electricity
77%

2017/18
kgCO2e

Fuel
<1%
Office
Functions
2%

Grey
fleet fuel
3%
Fuel – company
owned vehicles
3%
Other
Business
travel
7%

Production
52%

HVAC
21%

2017/18 CO2e
split by business
function

Production
Support
25%

Electric
77.23%
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7.7 Waste
Although waste only accounts for less than 1% of our CO2 emissions, our raw materials
are a valuable resource and we would rather they end up in the finished product than in
the recycling bin!
Key Performance figures to note:

•

 roduction throughput increased around 9%, paper waste only increased
P
around 1%

•
•

PCC has maintained a recycling rate of 98% across the group
 ess than 1% of waste ends up in landfill. The majority of non-recyclable
L
waste is sent for incineration for energy generation.

Production
Throughput
increased

9%

Paper waste
only increased

1%

<1%
98%

of waste recycled

Waste to landfill.
Non-recyclable waste
sent for incineration
for energy
generation

Waste Streams

WASTE
Others

2017/18 (kg)

2016 (kg)

2015 (kg)

2014 (kg)

Paper*

6,877,805

5,148,000

5,950,000

6,049,000

Cardboard**

516,910

532,000

392,000

612,000

Plastic

75,018

99,260

56,000

79,460

Wood

110,060

329,000

224,000

248,500

General****

387,750

302,000

226,000

222,440

Hazardous***

90,398

Not available

114,000

82,700

WEEE*****

4,795

1,120

226,000

22,440

Metal

72,439

51,880

52,000

2,000

NB: Data does not include Rotherham, Rugeley and Sunderland sites as reliable historical data was not available.
* Volume of paper waste increased due to commissioning and testing of new kit
** Cardboard decreased due to increased use of reusable packaging
*** Hazardous waste decreased due to new ink kitchen at Dagenham and improved processes.
**** General waste increased due to acquisition of new sites
***** WEEE increased due to disposal from new sites/processes

14

8.0 Improvement Programmes
PCC has an active investment programme across the business. Coupled with our staff
and stakeholder engagement activities this drives improvements in our sustainability
performance.

Production
infrastructure
& technology

The scope and format of our printed output
has changed as the market has moved
towards more highly targeted communications.
Our investment in new technology ensures
that we can meet client demands with more
efficient production techniques and processes.
This helps improve the sustainability footprint
of our print-based services.

Two new Prosper presses at the Bristol site. These state of the art digital printers
•	

produce up to 1,000 feet of full colour personalised output per minute and replaced
four previous machines. The installation included a heat exchange system to vent
heat produced outside in summer and inside during winter, reducing the need for
gas heating during the winter.

Total refresh of digital print equipment at the Dagenham site resulting in 54% increase
•	
in throughput, 8% paper waste reduction and 7% improvement in energy efficiency.

•	New high speed enclosing lines at Bristol, Dagenham & Nottingham with improved

running speeds and reduced set up time. The two new machines at Nottingham will
replace six current enclosing lines, run at up to seven times the speed, and use less
power saving around 44 tonnes CO2e per year.

•	New

Litho press at Dagenham including an ink kitchen. This has improved
efficiency and reduced the amount of plastic waste from the department by
over 90% and increased throughput by 21%.

New plate lines at Dagenham and Nottingham reducing energy, chemicals and
•	
water use.

Facilities
infrastructure

Running our facilities is crucial to our
operations and well-being of our staff.
However, as a function there is a real
opportunity to improve our overall
efficiency.
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•	Print room air conditioning was upgraded at Dagenham to a “free cooling” system.
•

Savings are currently being validated but it is expected to save around 70% of
associated energy use and 260 tonnes CO2 per year.

In Q3 2017, the server room air con at the Bristol site was reconfigured. This
simple but highly effective project reconfigured the units to direct cool air across
the server racks and partitioned the servers from the rest of the room ensuring
only the space that needed it (i.e. the servers) were being cooled rather than the
whole room. This saves 20% of air con energy use in server room. 1% of total site
energy uses 17.5 tonnes CO2e

•	Lighting upgrades to LED technology at Bristol, Dagenham, Nottingham.
Saving 2.5%CO2e

•	Replaced Regenerative Thermal Oxidiser at our Nottingham site (it takes the nasty
bits out of emissions to air), reducing associated gas use by 80%.

IT
infrastructure
& Information
Security

Over the past 5 years PCC has invested heavily
in our IT infrastructure, resilience and security.
The programmes have included:
Data Backup
and real time
replication

Firewall upgrade
including Intrusion
Prevention

Log Management
& SIEM System

End of Life
OS replacement
programme
(Windows Server 2003,
Windows XP)

Paragon
IT Infrastructure

Storage Upgrade
programme

ITIL service
management delivery

Network
infrastructure upgrade
to eliminate
single points of failure

Automated build
& configuration
management

Server Virtualisation
programme

Code analysis tools
to enable validation
of secure web
application code

9.0 Client Relationship Management
Our clients are the reason we are in business and we want that to continue; our
successful relationships build a successful business.
Our clients need to demonstrate sound sustainability practices across the life-cycle
of the products and services they provide to their own customers. PCC supports our
clients by helping them tackle their biggest sustainability challenges.
PCC constantly reviews our product range to ensure our services continue to support
our clients’ communication and sustainability obligations and aspirations.
16
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9.1 Our Sustainable Products & Services
With around 80% of the CO2 emissions of PCC’s products and services originating from
production of raw materials and postal delivery, the best way for clients to reduce the
sustainability footprint is to fully maximise the effectiveness of their communications
through our innovative solutions.

Data & Customer Life-stage Analytics
PCC provide our clients with data analytics which ensure they know exactly what
data they have, how their customers are behaving and how to use that information
to ensure every communication enhances customer relationships and creates new
opportunities. Using highly targeted data sets allows our clients to send out fewer
but more meaningful communications across a wide selection of media, resulting
in reduced CO2 footprint and an improved response rate. Who said decoupling
environmental impact from performance was difficult!

GDPR and Data Management
PCC is a Data Processor for billions of pieces of client records and our clients trust us
with this valuable asset. PCC is GDPR ready and meets all obligations of this important
legislation. Sound data governance is vital to the sustainability of our business.
Formal contracts are in place with our clients detailing the intent, retention and
treatment of all data streams.
PCC operate a robust data governance programme headed by a dedicated Data
Protection Officer.  
PCC holds ISO 27001:2013 Information Security certification at all its sites and PCI
DSS attestation at two locations.
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White Paper Solution
PCC is a specialist provider for fast turnaround critical regulatory and financial
communications. With the top three
sources of CO 2 e originating from raw
material production, Royal Mail delivery and
use of energy (accounting for 90% of the CO2
footprint), reducing the resource used and
maximising the efficiency of communications is crucial to delivering sustainable
products and services.
The PCC White Paper Solution removes
the requirement for pre-printed base stock
and inserts. The removal of the production
and manufacturing process brings the
following benefits:

PCC only
buys paper from
companies that
are FSC & PEFC
certified.

• Reduced time and resources to produce the finished product
•	Reduced CO2 emissions as a result of reduced energy use,
transportation, packaging and processing across the lifecycle of the finished product
•	Reduced wastage (time, set-up paper, packaging waste,
energy, obsolete stock)
• Reduced warehousing requirements
•	Ability to deliver highly personalised communications with
changes to copy possible until print production starts
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10.0 Ethical Business Practice
PCC recognises that our business activities have direct and indirect impacts on the
societies in which we operate; how we interact with the world determines our place
within it.
PCC is dedicated to developing an environment of trust, collaboration and respect
in all our business relationships. Our Ethics & Compliance programme empowers
our staff to operate with integrity, confidence, honesty and respect in their day to
day activities.

10.1 Supply Chain Management
Producing sustainable products and services is bigger than our own activities. Our
clients demand sustainability across the life-cycle of their products and services and
PCC is committed to supporting this by driving best practice throughout our own
supply chain.
PCC assesses the sustainability risk and footprint across the life-cycle of our products
and services, including the activities of our supply chain.
PCC has a diverse range of supply partners from large corporate enterprises to small
family run businesses (and everything in between). During the past 12 months our entire
supplier base has been categorised based on the Information Security and Sustainability
risk posed. The category assigned drives the level of due diligence required.
Supplier Risk Categories
Postage
Utilities
Facilities

Negligible Risk
Low Risk

HR
IT

Medium Risk

Outwork
Machines
Finance
Material
Professional Services
Transport

High Risk
0

100 200 300 400

500 600 700

High Risk

High Risk

Low Risk

Negligible Risk

429

130

182

576

0

50 100

150 200

250 300

2017 saw the introduction of the Paragon Supplier Code of Conduct requiring
all suppliers to provide a commitment to fair labour principles, data governance,
legislative compliance, environmental & social responsibility and fair business
practices. Depending on the product or service provided suppliers are also required
to complete the PCC Supplier Due Diligence Questionnaire.
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The Code of Conduct and Due Diligence
activity is well embedded into our
supplier on-boarding process and PCC
is now undertaking a programme
to ensure the suppliers in our high
risk categories undergo relevant due
diligence during 2018 and early 2019.
With over 800 supply partners requiring
some form of due diligence this
represents a major improvement in our sustainability governance programmes
providing our clients the support they need to reduce the sustainability risk
throughout the life-cycle of their products and services.
Future reporting details will include:
• Maps of raw material origins
• %
 of suppliers operating in countries with high risk or prevalence of
modern slavery
• % SMEs

10.2 The Working Environment
More than just meeting legislative requirements, PCC wants our staff to enjoy coming
to work and have the opportunity to develop as far as their aspirations and talent will
take them. Our ethics & compliance and People Strategy help make PCC an enjoyable
place to work where staff can build their careers.
PCC complies with all human rights, employment and health & safety law in the
countries we operate in. PCC fully supports all 10 principles of the International Labour
Organisation’s (ILO) Declaration of Fundamental Principles and Rights at Work. The
principles cover: freedom of association and the effective recognition of the right to
collective bargaining; the elimination of all forms of forced or compulsory labour; the
effective abolition of child labour; and the elimination of discrimination in respect of
employment and occupation.
PCC is an equal opportunities employer. This means that the company operates
a policy of fair and equitable treatment for all employees and for all applicants for
employment. We are opposed to any form of less favourable treatment or financial
reward through direct or indirect discrimination, harassment, victimisation to
employees or job applicants on the grounds of race, religious beliefs, political opinions,
creed, colour, ethnic origin, nationality, marital / civil partnership, parental status, sex,
sexual orientation, gender reassignment, disability, handicap or age.
PCC has a policy to employ the right person for the right job regardless of the factors
described above. Employment opportunities provided to our local communities have
resulted in a workforce diverse in culture, religion, race and age.
PCC’s full suite of Ethics & Compliance policies can be made available on request.
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10.3 People Strategy
Our Staff – they run our business. We want that to continue.
PCC understands that an organisation needs balance between the people, process
and system components to ensure that it remains sustainable across the full
operating model.
Whilst our technology is market leading, we want to ensure that the people who
operate it are too. In order to meet the new challenges and opportunities ahead it is
vital that we have the right people, in the right jobs, at the right time. PCC want all
staff to feel that they are invested in and have the opportunity to develop as far as
their aspirations and talent will take them. Our People Strategy will develop our staff
to meet the everchanging skills the business needs, whilst enhancing the working
lives of our staff. Investing in our people across all areas of the business will ensure
we create a truly global and sustainable offering to our clients.
The average length of service at PCC is 9.36 years. Across the business that clocks
up to nearly 20,000 years of PCC knowledge and support. That means we have the
knowledge and experience to deliver great service to our clients, develop innovative
products and services and run our business efficiently.
Our average client relationship is around 14 years. By continuing to improve our staff
engagement programmes all parties will feel the value and benefit resulting from
such long term relationships.
> 40
years
1%

PCC has recently been engaged in a
period of change and integration following significant acquisitive growth.
Throughout the coming year we will
continue to work on aligning our employee offer across the businesses to
ensure we can attract and retain the
best calibre of employees, both male
and female under one PCC offering.

30 -40
years
2%

< 5 years
44%

25 -30
years
3%

20 -25
years
6%

15 -20
years
11%

Length of service
(as of 31/07/18)
10 -15
years
16%

5 -10
years
17%
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In 2016, PCC Dagenham started its Apprentice Academy. The 6 apprentices spent
time immersed in all that is PCC, spending time in all departments and learning the
ropes from the ground up. We are thrilled that 5 of the 6 apprentices have graduated
and have chosen to remain with the business.
In June 2018 PCC attended the Apprentice18 event at Ravensbourne University.
We were able to speak with over 200 potential PCC apprentices about the opportunities
working with us can provide. Lilly Adcock, one of our Apprentice Academy graduates
took part in a panel discussion in front of over 350 attendees.
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Our Values

Inspiring –
	
We will inspire each other in our work and give inspiration to
our customers, fulfilling our promises of high quality delivery in
everything we do.
Empowering –
	
We will empower our teams to deliver with care and precision,
challenging the status quo and finding new ways to grow our
company and each other. We encourage healthy debate and
differences of opinion.
Confident –
Be confident in ourselves to deliver our very best in all we do,
	
holding ourselves accountable for results.

Customer focused –
	
We are committed to listen and respond positively to our
customers’ needs, building lasting relationships with our clients
and staff.
The Best People –
	
We are passionate about our people. We will develop, inspire
and create opportunity to progress and develop, adding value to
business and customers.
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Our Behaviours

Inclusive –
Interact appropriately with all colleagues and customers.
Demonstrates a personal commitment to create a hospitable and
welcoming environment, fostering respect for all.

Customer/ Quality focused –
 eet the needs of our customers and respond to them in an
M
appropriate manner. Demonstrate a personal commitment
to identify customers’ needs and requests, seeking to provide
the highest quality service and products for our customers.

Communicate –
Communicate effectively, expressing thoughts and facts,
	
demonstrating effective listening skills, displaying openness
to other people’s thoughts and ideas.

	 Adaptable –
 djust work by gathering relevant information and applying
A
critical thinking to ensure demands and competing priorities
are met.

	 Accountable –
 ccept responsibility for your actions and decisions,
A
demonstrating your commitment to accomplish work ethically,
efficiently and cost-effectively.
PCC is rolling out our organisational values and behaviours to all staff to build a consistent
culture across the business. This will ensure that our staff interact in an appropriate
manner, and have the confidence and ownership to act with clients’ best interests in mind.
The PCC Behavioural Framework measures our employees performance against these
Behaviours. This measurement will help provide the information to identify areas where
we need to develop our people and build upon the talent that is present through the
business.

0.0 Apprentice Programmes
25

10.4 Staff Well-Being
All countries have a huge rise in non-communicable diseases and mental health issues
across the globe and PCC is no exception. PCC runs an ongoing Be Well Campaign.
Investing in the well-being of our staff is vital to our continued success as a business.
The workplace provides a unique opportunity to give support and advice to our staff
on how to stay well in new and engaging ways.

The key aims of Be Well are to:

Focus on
improving your
working
environment

Encourage
physical
and mental
personal wellness
in each of our
people

Run regular
health campaigns
to promote
awareness

The Be Well campaign is run by our Well-being Champions
The Champion model started in PCC Nottingham where two of our people, Karen
Emerson and Amanda Best, took part in well-being training run by their local council.
They became the voices of well-being at Nottingham and we were so impressed by
their success we decided to replicate this model everywhere.
At each location in the UK we now have one or two people who have a keen interest
in Well-being and have volunteered to champion Be Well for their site. The majority of
our activities will be developed and run by this group.
They meet monthly to talk through their individual successes and plan for any UK-wide
campaigns they will be running.

In 2018 the Be Well team ran
its first Well-Being survey.
In a voluntary questionnaire
staff was asked a range of
questions to assess their
mental and physical health
and their specific health &
well-being goals.

90%

Current Health

90%

80%

80%

70%

70%

60%

60%

50%

50%

40%
30%

81%

Aims for the future

40%

71%

20%

58%

30%

56%

10%

47%

20%

18%

52%
25%

10%

0%

0%

Mentally
on track

Less than
14 Units
a week

150
minutes
activity
per week

Five-a-day
fruit/veg

Healthy
BMI

Smoker

Lose Weight

Get Fitter

11%

9%

3%

Eat Healthier Reduce Stress Stop Smoking

Over 80% of staff who responded feel mentally on track. Around 75% of the respondents
advised their health goals revolve around weight loss and getting fitter.
The road map of 2018 and beyond includes monthly health awareness days and the
training of mental health champions at each site. All sites will be improving its resource
centres, creating well-being rooms and ensuring up to date health advice is available.

Well-being at Work Awards
Our Nottingham and Jarrow sites have been awarded Well-being at Work certification
from the local authority.

Initiatives already in practice are:
• Free Fruit
• Bupa healthcare Scheme
• Employee Assistance Programme
• 2018 Health and Well-being Survey
• Monthly poster campaigns

The Nottingham
site team and
Jarrow receiving
their Bronze
Well-being
at Work Awards.

•	2 x Mental Health First Aiders
to be trained at each site
(in progress)
The Nottingham site is leading the
way and has a well-being room with a
CD player, sofas, books and health
resources / leaflets – a place where staff
can go and sit quietly.
The recent addition of table tennis has
been a great success and we have an
upcoming tournament.
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10.5 Gender Pay Gap
Paragon UK presents its Gender Pay Gap report in line with The Equality Act 2010
(Gender Pay Gap Information) Regulations 2017. The legislation requires company
entities employing more than 250 people to publish information about their gender
pay and bonus gaps.
PCC London Ltd and PCC Nottingham Ltd were covered by the reporting requirements.
The Paragon business is diverse, operating across various sectors and industries.
As part of the Gender Pay Gap process, we conducted an analysis of the Gender
Split across our business in line with the ONS report, identifying the key roles below.
PCC overall gender split at the time of reporting was 29.28% female and 70.72% male
(552 females and 1,333 males).
PCC
London Ltd

PCC
Nottingham

Mean gender pay gap

35%

25%

Median gender pay gap

35%

22%

Proportion of males that receive bonus

3%

2%

Proportion of females that receive bonus

2%

2%

Mean gender gap in bonus

86%

81%

Median gender gap in bonus

68%

61%

By Legal Entity

PCC is committed to the principle of equal opportunities and equal treatment for all
employees, regardless of gender or any other characteristic. Our employment strategy
is gender neutral, as such we hire and promote based on merit. PCC evaluates job
roles and pay grades as necessary to ensure a fair structure. While PCC’s Gender
Pay Gap compares relatively well within the key job functions identified, PCC is fully
committed to addressing the inherent gender pay gap within the organisation and are
taking steps to address it. This includes a full review of PCC policies and procedures,
an expansion of our Learning & Development team to address skills shortage and
promote fair and equal opportunities for male and female employees, and an inclusive
leadership programme for all directors.
Paragon acknowledges that there are significant challenges in the industries which
we operate in, particularly concerning the industrial nature of our business. As we are
investing in learning and development and training programmes for employees, we
anticipate that the Gender Pay Gap will be narrowed in the long term as more female
employees are recruited, developed, retained and promoted within the business.
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11.0 Subscription Services
Ecovadis
Paragon has advanced level membership to Ecovadis – this on-line CSR analysis
system is used by a number of our large clients and provides Supplier Sustainability
Ratings for global supply chains. A range of CSR criteria are assessed across four themes
of Environment, Fair Labour Practice, Ethics and Supply Chain Management.
PCC completed the assessment for the 3rd time in early 2018 and were thrilled that
our score improved by 1 point to 65/100, achieving Gold Standard.
Year

Score

Rating

Global positioning

2016

59 / 100

Confirmed / Silver

Top 13%

2017

64 / 100

Confirmed / Gold

Top 3%

2018

65 / 100

Advanced / Gold

Top 3%

Ecovadis scored us in the top 3% of suppliers assessed (30,000 globally).
A summary report can be made available on request.

SEDEX

PCC has online membership to SEDEX. SEDEX is a supplier ethical data exchange
dedicated to driving improvements in responsible and ethical business practices in global
supply chains. PCC’s assessment and scoring can be made available on request.

12.0 Certifications & Legislation
PCC firmly believes that certifications are not just a tick on the wall. Our comprehensive
management systems and internal audit programmes drive real improvements throughout
the business, all contributing to the sustainability of our products and services.
Over the past 3 years, PCC has added a new certification to the portfolio every year, the
latest being PCI DSS attestation at our Bristol and Dagenham Facilities in 2017.
The table on the next page shows the certifications held across the PCC group:
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PCC Site

ISO
27001:2013
Information
Security
management

ISO
9001:2015
Quality
Management

ISO
14001:2015
Environmental
Management

OHS
18001
Health &
Safety
Management

ISO
22301:2012
Business
Continuity
Management

P
C
I

F
S
C

PE
FC

CP
AS

ISO
50001:2011
Energy
Management

Bristol
Dagenham

Managed but
not certified

Jarrow

Managed but
not certified

Managed but N/R N/R N/R N/R
not cetified

Rotherham

Managed but N/R
not certified

Rugeley

Managed not N/R N/R N/R
not certified

Sunderland
Manchester

N/R N/R N/R N/R
Managed

Nottingham
Park House

Managed but
not certified

Peterborough

Managed but
not certified

Managed but N/R N/R N/R N/R
not certified

Managed but
not certified

Managed but N/R
not certified

Managed but
not certified

Managed but N/R N/R N/R N/R
not certified

Managed but
not certified

Managed but N/R
not certified

Redruth
Transcription

Managed but
not certified

N/R

Managed but
not certified

Managed

N/R

N/R
Managed

Managed

Managed but N/R N/R N/R N/R
not certified

Managed but
not certified
Managed

Managed: Site is part of a managed office suite
N/R – not required, not applicable or relevant to site activities & services

PCC has mature systems in place to manage the complex environmental, health
and safety, security and employment legislation that governs our activities. Copies of
our licences and practices can be made available on request.

13.0 Health & Safety
PCC takes the Health & Safety of our staff extremely seriously. A group-wide Health
& Safety task force is in operation to drive the promotion of safe working practices.
Our comprehensive staff training and communication campaign continues and has
covered a wide scope of health & safety topics including fire awareness, evacuation,
electrical safety, machine safety, first aider training, risk assessments, slips, trips and
falls, driving skills, noise management and stress awareness.

H & S Training minutes per Employee
Training minutes 2014

163

Training minutes 2015

186

Training minutes 2016

218

Training minutes 2017

172*

Training minutes 2017 /18

201

*Includes Park House from May/Rotherham, Rugeley and Sunderland from August 17

During 2018 a target has been set for all staff to complete a minimum of 3 hours
Health & Safety training.

Accidents – Workforce and Visitors
Site

2010

2011

2012

2013

2014

Park House

2015

2016

2017

2018
YTD

9

6

1

2

Bristol

15

11

12

14

12

19

12

13

2

Dagenham

24

22

20

25

37

25

28

26

9

Hertford

–

–

–

–

–

–

–

–

0

Jarrow

13

5

7

6

8

12

5

3

1

Nottingham

51

42

36

26

24

25

16

17

8

Peterborough

15

9

24

24

23

19

7

20

3

Rotherham

–

–

–

–

–

–

–

4

3

Rugely

–

–

–

–

–

–

–

1

4

Sunderland

–

–

–

–

–

–

–

10

4

Wolverhampton

–

–

–

–

–

–

–

–

0
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14.0 Community & Charity
PCC is committed to being a thoughtful, responsible and active part of the communities
in which we live and work. Staff are encouraged to pursue their philanthropic passions.
This provides opportunities to individuals and workplace teams to give back to local
communities and bring the company values to life.
All PCC sites have a nominated charity with organised fundraising and volunteering
events throughout the year.
PCC Dagenham & Saint Francis Hospice
PCC Dagenham is proud to be working with Saint Francis Hospice in Romford, Essex.
Saint Francis Hospice is one of the largest adult hospices in the UK and provides
medical, other health and social care and support to individuals with life-limiting
illnesses, as well as their carers and families completely free of charge. In the 2 years
PCC have worked with this amazing charity, our staff have raised £46,624.14 through
regular fund raising events.
In April 2018 Alex Creel, Gary Doodson and Steve Morton made it through the London
Marathon raising over £5,000 for Saint Francis Hospice.
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Paragon Dagenham raised £263 for Save the Children Christmas Jumper Day!

PCC Peterborough and CPSL Mind
PCC Peterborough has been raising
money for CPSL Mind, a mental
health charity who provide a range
of services across Cambridgeshire
and Peterborough.
The Peterborough summer party
provided everyone an excuse to
let their hair down whilst raising
£361.38. A walkathon is planned
for later in the year.
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15.0 U
 nited Nations
Sustainable Development Goals
PCC have fantastic sustainability programmes across our sites. To take our sustainability
governance to the next level PCC is developing a Sustainable Environmental Economic
Development (SEED) Strategy. This will pull all our programmes into a governance
framework and set long term sustainability goals for the future.
The SEED framework will be based on the United Nations Sustainable Development
Goals (SDGs). In 2015 193 governments agreed a common framework to tackle
17 major world issues by 2030. The 17 SDGs are underpinned by 169 targets.
By aligning our strategy with these goals PCC will define our role in supporting global
sustainability and manage the risk throughout the life-cycle of our products and
services, helping our clients achieve their sustainability goals and aspirations.
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UN Sustainable Development Goals – Paragon
Applicability Scoring
Partnership for the Goals
Peace, Justice & Strong Institutions
Life on Land
Life below Water
Climate Action
Responsible consumption & Production
Sustainable Cities & Communities
Reduced Inequalities
Industry, Innovation & Infrastructure
Decent Work & Economic Growth
Affordable & Clean Energy
Clean Water & Sanitation
Gender Equality
Quality Education
Good Health & Well Being
Zero Hunger
No Poverty
0%

10%

20%

30%

40%

50%

60%

70%

80%

During Q2 and Q3 2018 PCC is assessing the maturity levels of our current programmes
and will develop a set of long-term business goals that will recognise and support
the SDGs.
These will consider:
• Reduction in CO2 emissions across the life-cycle of products & services
• Reduction in waste and improved efficiency
•	Staff Retention & Well-being programmes focussing on developing staff within
the business, improving the working environment and physical and mental
health programmes
• Supply chain engagement
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