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We are in the decisive decade for tackling
climate change, and we now know that
every person and every business must
contribute tangibly to meeting this huge
and existential challenge. Businesses and
investors have particular responsibilities
as well as the opportunity to show real
leadership in this critical area.
In our role as a sustainable investor, we also
focus on the wider ESG agenda as the backbone
of doing good business and in our Impact Fund
seek companies that are focused on addressing
the social and environmental issues of our day.
Since 2010 we have been committed to using
our agency, expertise and network to inspire,
guide and support mid-market management
teams to strive for better ESG performance
alongside financial performance. We believe this
drives stronger returns.

Palatine sees
Private Equity as
a Force for Good
Doing the right thing and acting
sustainably is no longer a nice-to-have

Our experience over a decade of sustainable
investment leadership has been both positive
and memorable. We have never looked back
since we started this very important journey.

From our
Managing Partner
Palatine has, for many years, seen private equity as a real force for
positivity, for doing things the right way, whether that’s for employees,
customers, supply chain, regulatory authorities, there is always the right
way to operate and for us that is the start of the process of sustainability.

Sustainability is embedded into everything we do
at Palatine, it’s a big team effort that involves Palatine
and our portfolio companies working collaboratively,
sharing best practice and helping each other. Striving
to create sustainable businesses is not easy – it takes
true belief, hard work and commitment. The purpose
of this report is to tell the story so far and highlight
some of our achievements.
What we do today on ESG is built on experience, we
have placed sustainability at the heart of what we do
for over a decade and we have learnt a lot as we have
developed our ESG strategy during this period. Our
evidence from 12 years of collecting detailed ESG data
shows a strong correlation between those companies
which score the highest on ESG and those which
deliver the best returns. This is compelling evidence
for those that might question the link between the two.

This evidence has helped prove to business owners that
adopting a proactive approach to ESG does not mean adding
costs into your business but shows it has a significant impact
on the overall value of your business as value is not always
just about the money.
As we emerge from the effects of the Covid pandemic,
companies have the opportunity to reflect on how they have
adapted throughout this uncertain and challenging time and
appreciate how they seized the opportunities created by
the pandemic to innovate and adapt, enabling them to build
sustainable businesses ready for the future challenges that
await. I am extremely proud of the resilience and commitment
shown by the teams we have backed and our own employees
at Palatine to the challenges created by Covid. In this report
we share our methodology on creating sustainable businesses
and highlight some of the actions our portfolio companies have
implemented to help build better businesses for the future.

Gary Tipper – Managing Partner, Palatine
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Offices

A regional
investment house,
operating nationally
but proud of our
Manchester
roots

4
members of
our Sustainability
Team

9
acquisitions
in 2020-21:
5 Buyout +
4 Impact

25

£800m

7,400

raised across
5 funds since
2005

jobs within our
Buyout + Impact
Funds (as of
Dec ‘21)

Companies

6

16 Buyout +
9 Impact

successful exits
in 2020-21

2

37

Strategies

people in
our team

Buyout +
Impact
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Sectors

Technology +
Financial Services +
Health & Education +
Business Services

at a
Glance

Integrating ESG
What We Did

01

02

03

Made a commitment to
be leaders in ESG and for
ESG to be championed by
the Partners throughout
our journey.

Decided on a clear course
of action from the start to
take a joined-up, valuedriven approach, not just
focusing on risk.

Adopted a far-reaching
policy that we continue
to evolve.

04

05

06

Created a 6 Pillar ESG
framework to manage the
complexity of sustainable
investment while
maintaining consistent
focus – we have refreshed
to reflect new priorities while
retaining core topics.

Trained and engaged our
team to drive our ESG
system, with the support of
tools and guides and more
latterly our in-house team.

Installed a pre-deal
ESG screening mechanism
designed to help our
investment teams get familiar
with each company’s ESG
challenges and opportunities
before we complete.

07

08

09

Undertook an expert
post-deal baseline ESG
review for each company we
have invested in, typically
involving the whole of the
management team, leading
to the creation of ESG
action plans.

Reviewed our internal
ESG performance by
conducting a baseline
review on Palatine which
is updated annually.

Adopted a comprehensive
ESG KPI set and annual
update process to give us,
our companies and our
investors a year-on-year
snapshot of progress and
action planning by company
and by portfolio.
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11

Created annual ESG
investor reports to coincide
with our AGMs, and
Exit reports to evidence
ESG progress during
our investment.

Built our own in-house
ESG and Impact team
from 2018 onwards.

How We
Do It
Pre-deal
We profile all investments for material ESG risk and
opportunity and begin to engage management teams
in our approach.

Post-deal
We undertake an expert benchmarking ESG review across
our 6 pillar ESG framework, creating ideas, recommendations
and debriefs for the management team.

Post-deal
We use our ESG team and network expertise to directly
support our companies in bringing forward ESG plans,
initiatives, skills and engagement.

Post-deal
We collate annual ESG KPI data and updates on each
company’s initiatives and future ambitions to create ESG
performance summaries – used by management to check
progress and sent to our investors within our Annual
Sustainable Investment reports.

Exit
We collate ESG data and analysis across the investment
period to assess progress, achievement and positive impact,
and calculate where proactive ESG management has driven
value to the bottom line.

Climate

One Planet

Supply Chain

Strategies for climate
resilience and the
transition to Net Zero.

Reducing the impact of business
inputs and outputs through
redesign, re-use and recycling.

Building ethics,
sustainability and resilience
into business supply chains.

People

Customers + Community

Leadership

Creating positive workplaces that
promote safety and wellbeing, and
nurture progression and inclusion
to allow employees to flourish.

Meeting customers’ needs in the
best, most responsible way possible
and putting something back through
purposeful community engagement.

Steering companies towards robust
management of business ethics, risk
and compliance and commitment to
sustainable business practices.

We use our

6 Pillar ESG
Framework
to structure all our integration
processes for consistency and
comparability

2010

2011

2012

2013

2014

2015

ESG framework
formalised

Launched KPI
reporting system

Issued first annual
ESG report

Responsible Investor of
the Year Award win

Signatory to PRI

Launched our internal
ESG awards

2016

2017

2018

2019

2020

Responsible Investing
Individual Contribution
Award – Beth Houghton

Raised the largest
UK Impact Fund in
mainstream mid-market
private equity

Welcomed our in-house
ESG Manager

Portfolio-wide carbon
footprint calculation

Received our 10th Industry
Award for Outstanding
Performance in ESG

Celebrating
12 Years of
ESG Leadership
Awards for ESG excellence
We are proud to have been recognised by industry bodies
and networks for the work we have done in building our
ESG integration system and the way we have engaged
with our portfolio companies. These awards are important
to us as they recognise the hard work done by our people
and our companies and are a source of pride for our team.

Responsible Investment Awards:
ESG work with the portfolio –
2013, 2014, 2015, 2019 & 2020

Excellence in ESG Award:
General Partner, AUM less than
£1bn - 2021

Responsible Investment
Awards: In-house ESG
Framework – 2013 & 2015

Private Equity Awards:
Responsible Investor of the
Year – 2017, 2019 & 2020

Responsible Investing Outstanding
Individual Contribution: Beth
Houghton – 2016

Changemaker of the Year:
Beth Houghton – 2019

Excellence in ESG Award:
The Alchemist - 2019
TTC Group - 2020

Real Deals: Future 40
Diversity & Inclusion Leaders
and Real Deals Future 40
Impact Fund Investments

Playing a Part
in Our Industry
We have joined forces alongside a group of leading private
equity investors to help create the first international network
of Initiative Climat International (iCI).
The network collectively commits to actively engage with private equity backed companies to
reduce carbon emission intensity and secure sustainable investment performance by recognising
and incorporating the materiality of climate risk into their business analysis. Palatine is actively
contributing to the working groups established within the network aiming to educate and
equip PE houses and management teams with the knowledge and tools required to measure and
minimise contributions to climate change and to instil a culture of sustainable investment.

Signatory to the PRI

BVCA Impact Committee

We were an early signatory for our size
of investment house, one of only 80
new signatories in 2014 worldwide. Now
there are nearly three and half thousand
investment managers signed up to the
PRI. We scored the highest rating A+ on
our latest PRI review.

Our Head of Impact Fund, Beth Houghton,
sits on this committee, helping to educate
about and promote returns-focused impact
investing, encouraging investors to back
impact funds, private equity houses to think
about raising new funds and improving
standards on reporting.

Promoting ESG in Private Equity
We regularly contribute to industry panels on ESG and have
provided a number of case studies for the BVCA and PRI.

Linking ESG
to Returns
PPE Portfolio Growth Rates
(CAGRs) – June 2021
97% Increase
on Avg. MOIC
48% Increase
on Avg. MOIC

Avg.
MOIC

Average
Portfolio

Revenue

ESG Score
>4

EBITDA

Annual Increase in
ESG Score >10%

MOIC X (Multiple on
Invested Capital)

Whilst there has in recent years been more of a focus
in both private equity and the wider financial community
on ESG performance, there has been a scarcity
of evidence linking ESG performance to financial
performance and investment returns. This is largely
due to most private equity firms only waking up to the
importance of ESG recently so they don’t have a long
enough track record and evidence to prove the link. This
is where we are different given our award-winning track
record in ESG adoption which started in 2010.
Over the last 10 years we have collected quantitative
ESG data annually across our 6 Pillars of ESG for every
portfolio company. The graph (left) shows the correlation
between growth rates, financial returns and ESG
excellence across our portfolio as at June 2021. The data
shows that those businesses with an ESG rating of 4, the
score we define as “integrated innovators” in ESG, there
is a marked increase in financial performance and returns.
Our dataset also shows that those businesses with a
higher ESG rating also proved more resilient to the impact
of Covid during the last two years.

Of the three full exits achieved during 2021 the
average exit multiple achieved was 4.7x with an
average ESG score of 4.3.
From our experience the reasons for this linkage are
numerous, including: facilitating top-line revenue
growth (accessing new markets or expanding
into existing ones and securing new customers),
minimising operating costs, increasing employee
productivity, engagement and staff retention and
minimising impacts and costs associated with
regulatory intervention/insurance claims.
We believe the link between ESG and value
creation is clear. And in this decisive decade where
sustainability concerns are becoming ever more
urgent, business leaders can clearly benefit from
doing the right thing.

Average ESG Score
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We were also able to use our robust quantitative dataset to
analyse portfolio company ESG performance progresses over
our ownership period. The graph (above) shows a strong correlation
between ESG performance and time in the portfolio. This correlation
is driven by our rigorous and robust ESG programme that we have
developed over the last decade, providing our management teams
with access to our expertise across all aspects of their business.
Our approach is focussed on using our Six Pillars of ESG approach to
identify value creation opportunities as well as areas for investment to
ensure all our businesses adopt a robust approach to all aspects of ESG.
Our extensive dataset of portfolio company performance clearly shows
that those companies that have the highest ESG rating have stronger
turnover and EBITDA growth rates as well as generating higher returns.
It also shows that those companies that improve their ESG performance
at a greater rate generate even higher growth rates and returns.
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Q+A on
Sustainability
We catch up with Steph
Wall, Sustainability
Director at Palatine,
and James Painter,
Investment Director,
on what sustainability
is about, why it matters
to business and how
businesses can improve
their performance.

S

Steph Wall

J

James Painter

What is sustainability?
S Broadly, sustainability is about meeting the needs of the present without compromising the ability of future generations
to meet their needs. It considers the three pillars of ESG: environment, society and economics (or governance); and
when these are balanced, healthy, diverse and resilient communities and businesses thrive. An important element of the
definition of sustainability is the consideration of time. It requires us to take a long-term view, whilst balancing short-term
requirements. This is different to other frequently used words and phrases such as ‘responsibility’ and ‘CSR’.

Why are we facing a tipping point right now?
S We are at a pivotal point where what happens over the next ten years will determine what happens for thousands of years
to come. This relates not only to climate change and limiting global warming to 1.5°C above pre-industrial times but also to
delivering the global Sustainable Development Goals, which aim to achieve a greener, more equal and harmonious world.
The Covid-19 pandemic has demonstrated that health crises can soon become environmental, humanitarian and economic
crises and has undoubtedly shone a spotlight on some of the bigger sustainability challenges that we face as a society. In
many ways it has highlighted where urgent progress needs to be made, but simultaneously, in some areas, it has hindered
progress. It is essential that any recent gains (such as a reduction of emissions due to minimised travel) are protected as
much as possible, but we also require a transformative recovery to ‘build back better’ and to achieve these crucial targets
in this decisive decade.

What areas are becoming more
important for 2022 and beyond?
S With events of 2020-21 underscoring the importance of the
workforce to business resilience, employee care and support
has never been more critical. It is important to consider this in
its broadest sense, from effective human resource management
to supporting the mental health and wellbeing of employees.
Alongside the pandemic, social unrest as a result of inequalities
being brought sharply into focus was also experienced
throughout 2020, resulting in increased attention on diversity
and inclusion (D&I). But we mustn’t be led into thinking that
the elevation of social issues since 2020 has displaced the
importance of environmental risk. Climate change is still the
biggest sustainability risk that the world is facing, and we need
to continue our action in this area to avoid devastation. Finally,
widespread disruption was also seen in supply chains across
2020-21, and it is increasingly important to understand how
supply chain ESG risks can impact on business resilience.

Why do businesses fail at
embedding sustainability?
J ESG is far reaching and can be extremely overwhelming,
especially for companies in the mid-market that are lean on
resources and may not have a dedicated sustainability role.
Companies fail to embed sustainability when they don’t prioritise
the ESG topics that are material to their company activities
and their key stakeholders. Companies should not adopt ESG
metrics purely due to the pressure from investors, peers or
competitors. It is important that the board ensures commitment
and resource to support progress and that metrics are durable
and can be measured.
By developing a targeted programme of sustainability priorities,
companies can build ESG actions and metrics that are
intrinsic to their business activities and are simple, effectively
communicated to employees and material to both the business
and key stakeholders.

What advice can you
give to businesses who
are seeking to improve
their sustainability
performance?
J Three tips for driving sustainability:
Complete a materiality mapping exercise – this
will allow you to be specific about the ESG
elements that you’re focusing on improving. It
also allows you to start small and then grow into
your sustainability efforts.
Lead from the top and use it as an opportunity
to engage staff and expose passionate
employees to a new area of business growth.
Engaging employees and creating a shared
purpose can significantly increase the success
of ESG commitments.
Ensure that you are authentic when it comes
to sustainability. Your actions and operations
should align with the sustainability commitments
that you’re communicating.

“ESG is in our DNA”

Where can businesses go for support to
improve their sustainability performance?
S There is a wealth of knowledge now available to companies and individuals on ESG
topics, literally at our fingertips. I find edie (edie – empowering sustainable business) a really
useful resource that keeps me up to date with latest industry news and also success stories
and commitments from other companies. Don’t be shy about getting inspiration from other
companies who are leading the way in sustainability and translating their ideas to become
innovation within your own organisation.
At Palatine we are very lucky to have two sustainability consultancies in our portfolio – Anthesis
and Delta Simons (part of the Lucion Group). Both are specialists in designing and delivering
sustainable outcomes for a wide range of companies and have expertise across a variety of
sectors and areas of sustainability.

“When working with our
portfolio companies we place
a lot of focus on identifying
growth opportunities through
the application of the
sustainability lens.”

How is sustainable investing evolving
within Private Equity?
S Over the many years that Palatine has implemented its ESG programme we have
seen this agenda evolve to consider the increasing environmental and social challenges
that we face. There has also been a shift from risk mitigation and management to
understanding the value enhancement opportunities that ESG brings to businesses.
When working with our portfolio companies we place a lot of focus on identifying growth
opportunities through the application of the sustainability lens.
On the back of many years identifying the link between ESG and financial performance
and with our strong understanding of sustainability topics, we raised our returns-focused
impact fund in 2017, specifically to invest in companies that have an environmental
or social benefit at the core of its business purpose. In line with this we are seeing an
increasing focus on impact investing.

Why do you believe Palatine is a
leader in sustainable investing?
S What makes our ESG approach market leading is how we collaborate with
our portfolio to apply the ESG lens in a way that is meaningful to each business.
ESG is far reaching and what is highly material to one company may be barely
relevant to another. Getting to know each business, analysing who the key
stakeholders are and the material ESG topics for that business allows us to
apply our ESG framework in a bespoke way for each company. We support
companies on this journey, knowing that it is exactly that. It is a journey, no
one has ‘completed’ ESG, believe me I wish they had! But recognising this and
empowering management teams to integrate sustainability into their business
strategies creates positive outcomes both for the business and its stakeholders.
Our comprehensive monitoring and measuring practices also enable us to identify
opportunities at both a portfolio and company level. Tracking ESG improvements
over the years allows us to highlight any areas that we need to do better in or
similarly where we can share best practice between portfolio companies.
J ESG is not seen as a job for the Sustainability team – it is engrained within
our business, and everyone knows that they contribute to the positive outcomes
our ESG programme achieves. It’s a real team effort.

What are the priorities for Palatine
over the next three years?
S Key themes that are priorities for Palatine include climate change, diversity
and inclusion and employee wellbeing. We will continue to share knowledge
and guide our portfolio on these important topics and strive to improve our
internal performance. There is always more that we can do to ensure that ESG
is considered with the same weight as other investment considerations and
measure of success. We have come a long way and continually add rigour to our
approach to sustainable investing that ensures we are well placed to respond to
both new and existing challenges and build lasting value in everything that we do.

“We are at a pivotal point now where what
happens over the next ten years will determine
what happens for thousands of years to come.”

Collaborating with our peers and industry networks will continue to be a priority to
ensure that we can support ESG growth in the industry and have a wider impact
beyond our own investments. Networks such as the iCI are integral in supporting
sustainable investments and outcomes.

What more needs to be done by the
private equity industry as a whole?
J It is plain to see that the private equity market is embracing
sustainability and more and more PE houses are systematically applying
the ESG lens to their deals. This advancement is hugely positive.
However, private equity holds influence over portfolio companies and
therefore has a responsibility to leverage this and ensure that ESG
considerations are woven into all business decisions. PE houses need
to ensure continual engagement, monitoring and reporting of ESG
metrics to drive sustainable outcomes throughout their portfolios, making
management teams accountable for ESG successes. They also need to
provide or at least sign-post practical support.
There is also the choice as to where private equity deploys its capital.
Investing in companies that have sustainability at the core of their
business purpose will enable the growth of positive impacts and
contribute to the creation of sustainable communities.

Steph Wall

James Painter

Sustainability Director – Palatine

Investment Director – Palatine

Finally, in three words can you describe
Palatine’s approach to sustainability?

Authentic,

Measurable,

proven +

unique +

impactful

collaborative

Steph

James

Steph Wall
Sustainability
Director

Beth
Houghton

Why other members of the team believe
ESG is important in the portfolio and
in our funds

Partner and Head
of Impact Fund

Nikhita
Mistry
Sustainability
Executive

Frances
Wells
Director, FWA.
Specialist
sustainability
advisor

Our
Sustainability
Team

“The team at EPI have shown industry leadership in being one of the first within
the energy consulting sector to achieve third party assessed ‘CarbonZero
Company’ accreditation. In connection with this EPI have partnered with Gold
Standard certified offsetting charity United Purpose to purchase premium offset
credits which fund community-based projects that improve quality of life for local
communities and help protect local ecosystems.”
Rupert Brown, Investment Director
EPI provides integrated technical services to the energy industry.
“Wren Sterling saw ESG as a way to not only to improve internal processes but
also as a new business line – successfully launching an ESG investment portfolio
for their clients. They also Invested in digital delivery of services to minimise
carbon footprint which resulted in reducing 350,000 business miles a year and
worked towards digital report delivery, generating 45% reduction in printing.”
Andy Strickland, Senior Investment Director
Wren Sterling are financial advisers providing financial services for UK
corporates and individuals.
“ESG is important to me because by screening companies closely with ESG
criteria at the forefront of our minds ahead of engagement, we ensure that we
invest in good businesses and their management teams. If you have a business
that invests in its staff alongside the growth of the business and also considers
the impact of their activities, that is a perfect recipe for investment.”
Heather Walsh, Senior Executive Assistant, Impact Fund

Sustainable
Development Goals

At Palatine we identify where we
believe our companies are making
a significant contribution to the UN
Sustainable Development Goals
through the innovations they are
putting into their marketplace or the
systemic change they are helping to
bring about in their sectors.

Impact companies

It is an essential for any company coming into
the Impact Fund to make a contribution of this
nature to at least one of the goals. We also
find that the forward looking outlook of many
of our Buyout Fund companies is helping
to shape change through their products
and solutions to a wide range of current
sustainability challenges.

Buyout companies

Some companies contribute to more than one goal

Our Alignment to
Global Frameworks

The Impact Fund is a signatory to the Operating Principles for Impact
Management. Launched in April 2019 they provide a framework for investors
to ensure that impact considerations are purposefully integrated throughout
the investment life cycle. We map Palatine’s impact strategy onto the
operating principles to provide clear and transparent feedback to investors and
management teams showing the impact our portfolio companies are making.

2020 PRI Assessment Score for Palatine:
A+ Management & Governance
A+ Private Equity
The highest score possible

The Institutional Investors Group on Climate Change (IIGCC) is the
European membership body for investor collaboration on climate change and
the voice of investors taking action for a prosperous, low carbon future. We
actively engage with portfolio companies to drive carbon reduction initiatives.

Rewarding Our
Portfolio for
ESG Excellence
Palatine OSCARS
In recognition of the hard work and commitment that
has gone into driving ESG improvements throughout
the portfolio our annual ESG awards were presented at
a virtual ceremony. Given the challenges that we faced
in 2020, the OSCARs awards (for Palatine companies
Operating Sustainably, Consciously And Responsibly)
were an opportunity to reflect on and recognise the
outstanding achievements and progress made by our
portfolio companies in this increasingly important area.
The categories and companies awarded demonstrated the
breadth and depth of the ESG activity across the portfolio.
We presented six awards (to seven companies) that
recognise the companies in our portfolio that are actively
building a better and more sustainable future and are
striving to make our future the cause of the present.

The 2020 winners were:

Our 2021 winners were:

Suntera Global – Enthusiasm and Potential

NRG Group – Enthusiasm and Potential

Cyberfort Group – Culture Transformation

Anthesis – Newcomer Award

EPI Group – Carbon Leadership

Lucion Group – Carbon Leadership

Gusto Italian – Embedding Sustainability

CTS – Embedding Sustainability

Verdant Leisure Limited –
Outstanding Achievement

EPI – Outstanding Achievement

Estio Training – COVID Adaption
Trade Skills 4U – COVID Adaption

Read more: Awards for companies
Operating Sustainably, Consciously
and Responsibly – Palatine

Palatine
OSCARs
“Receiving the ‘Enthusiasm and Potential
Award’ from Palatine at the end of 2020 was
a great honour for our Group. The award
recognises that we are actively building a
more sustainable future and that we are taking
steps to operate sustainably, consciously
and responsibly throughout all areas of our
business.. Responsibility has been a key part of
our culture for over the past forty years and we
are excited to see the part ESG is going to play
in the future of our Group.”
David Hudson CEO, Suntera Global

Watch: The Palatine OSCARs 2020

Introducing our
Impact Fund
We launched the Palatine Impact Fund with
the ambition to prove that returns and purpose
could be achieved alongside each other.

The inception of the Fund was built on Palatine’s long experience in
sustainable investing, actively targeting companies that are creating
social or environmental change through what they offer in the
marketplace. We set out to invest in companies that are tackling some
of the biggest issues we face in society today, such as inequalities in
education and employment opportunity across UK regions, access to
affordable healthcare and the threats from climate change.

Fund strategy
We invest in companies that make a difference to issues in society
and the environment while delivering a market rate return. We do this
by combining our returns focused active management approach with
our proprietary impact strategy.
Impact measurement is based on our impact strategy including
defining: a clear company purpose based on how it creates tangible
positive change, a robust rationale for why investment will support the
growth both of its impact and its returns, and being able to identify
ways of measuring the impact and set targets towards increasing it.

Sustainable
communities

Healthy
living

Environment +
resources

Sustainable
choices

Children and young people

Lifestyle and wellbeing

Low carbon. Renewables and energy

Ethical consumerism

Skills and training

Ageing well

Ethical finance and fintech

Sustainable, affordable housing

Integrated health

Resource efficiency and
circular economy

Reducing the inequalities we see in
communities across the UK by increasing
access to education, training, healthcare
and other essential services.

Encouraging healthy lifestyles to improve
quality of life and reduce the risk of disease.
Making sure that provision of healthcare is
as efficient and effective as possible and
accessible to those that need it most.

Supporting the enhancement of the
natural environment through reducing
environmental degradation and supporting
net positive contributions to ensure a
future of the planet and its ecosystems.

Sustainable business services
Adapting to changing consumer spend
and demand to provide goods and
services in a sustainable and ethical way.

Achievements +
Attributes

Impact team
Since 2017 we have successfully built a strong team combining returns-focused investment
experience and a passion for impact investing. Our ESG team has worked alongside our impact
team and together we have gained increasing knowledge and insight into many emerging and growing
sectors, trends and the factors that make them impactful.
The Fund is also supported by an Impact Executive Panel, chaired by Tim Farazmand, former
Chairman of the BVCA, who brings a wealth of investment experience to the wider team.

Pioneering impact assessment
From the start we developed a workable and replicable model for assessing how and why a
potential investment is impactful, as well as its prospects for coupling successful growth in both
impact and returns. Capturing this means we can present a coherent impact rationale at Investment
Committee and the process helps to cement an understanding with our impact entrepreneurs that we
are like-minded investors who will support them holistically with their business ambitions.

“Some investors get what we’re about and
some don’t. For us Palatine stood out
because when we say, ‘This is our agenda,
this is our purpose, we’re driven by
impact, we’re a B Corp,’ they get that.
We needed a partner that understood that
financial returns will be a consequence of
us being driven by our impact agenda.”
Stuart McLachlan, CEO, Anthesis –
global sustainability advisory group

Alignment with other frameworks
Our impact assessment also identifies where companies are making a
tangible contribution to the Sustainable Development Goals (SDGs) and
our framework aligns with the Operating Principles for Impact Management.
Beth Houghton sits on the BVCA Impact Committee.

Focus on
Priority
Issues
The past two years in
particular have seen
a number of pressing
social and environmental
issues rise to the top
of both the public and
business agenda.

Here we put the
spotlight on three
areas where we and
our portfolio have been
making a concerted effort
to respond to recent and
ongoing challenges.

01

02

03

Climate change, and increasing public
recognition that we need to look after the
environment we depend on, was strongly
highlighted by the UK hosting COP 26 in
November 2021, while before that David
Attenborough's Blue Planet series brought
the public's attention to the issue of plastic
waste in the environment, inspiring many of
our companies and their teams to cut down
or cut out their use of single use plastic in
their operations.
Tragic events in 2020 brought systemic
racism and bias into sharp focus,
championed by the Black Lives Matter
movement, and spurred many businesses,
including our own, to examine their approaches
to diversity and inclusion, and to better
understand how to respond in a properly
meaningful way. In addition, gender balance
and wider diversity at senior management and
Board level remains a challenge in many UK
companies, and we have been raising this issue
with our companies for many years now, in
addition to providing ideas and inspiration for
positive change.
Finally, as the Covid pandemic took hold in
early 2020, all of our companies needed to
find ways of supporting their employees
in rapidly changing circumstances, and
we present some examples of how our
companies did this, as well as their ongoing
wellbeing programmes.
In the sections that follow we highlight what
Palatine and our portfolio companies have
been doing to tackle the above issues, each
one connected by themes of doing the right
thing, employee and customer engagement
and business resilience.

Climate Action
in the Decisive
Decade 2020-30

Recognising that the next ten years are going to be make or break
in terms of achieving relative climate stability, at Palatine we support
our portfolio companies to respond to the climate emergency by
firstly identifying company impacts and then setting and progressing
sustainability objectives aimed at limiting negative environmental impacts
and prioritising environmentally-positive outcomes.

Calculating our portfolio
carbon footprint

Carbon Literacy
Project

On the basis that ‘you can’t manage what you can’t measure’
for the past three years Palatine has calculated a portfoliowide carbon footprint, aligned to the GHG Protocol Corporate
Standard. Our latest reported figures were:

We were the first private equity
house in the UK to put our entire
portfolio through internationallyrecognised Carbon Literacy training
during 2021. In total, over 100 senior
individuals from our team and our
portfolio companies were trained and
coached by Palatine portfolio company
Anthesis. The training provided our
companies with an awareness of
climate related costs and risks, the
impacts of their activities, and planning
skills and motivation to reduce
greenhouse gas emissions. In a
further step forward, we invited our LP
investors to participate in the training
with over 50 participants attending.

Portfolio carbon footprint in 2020:
13,378 tonnes CO2e
(carbon dioxide equivalent), which equated to:
3 tCO2e/employee (a 54% reduction from the 2019 figure)
22 tCO2e /£m revenue (a 62% reduction from the 2019 figure)

Whilst we acknowledge that reduction in carbon in 2020 was
helped by travel restrictions due to the pandemic, we have
also put a number of initiatives in place to maintain the gains
achieved in 2020, including the Carbon Literacy Project (right),
and have seen how carbon reduction and management has risen
sharply up the management agenda in many of our companies.

Recent Highlights
from the Portfolio
01
Over the last 12 months there has been a 70% increase in the
number of our companies procuring renewable energy at their sites.

02
Verdant Leisure, TTC, Cyberfort and Zyrofisher also support their local wildlife, as
well as employee wellbeing, through enhancing native biodiversity management on
their sites – recognising the relationship between climate change and biodiversity.

03
During our investment period, TTC, a driver training company, reduced paper
usage by sending out vital course information electronically. This resulted in paper
and postage savings of around £120,000 per annum.Through these changes TTC,
as well as significant cost savings, reduced its carbon footprint by 8.3tCO 2.

100%
of companies measured
their energy use.

71%
of companies took steps
to minimise their energy
consumption.

88%
of companies took steps to
reduce emissions associated
with business travel.

Spotlight on Health +
Wellbeing
Mind matters
It has never been more important for employers to raise the
profile of mental health and place more focus on wellbeing
more generally in business activities and communications.
As the disruption of a global pandemic and lockdowns started to take its toll on normal
working life, our portfolio companies supported employees through a series of well
executed wellbeing initiatives. Initiatives included: increasing wellbeing communications to
share knowledge and best practice, setting physical challenges to encourage employees to
stay active and enjoy local nature, collaboration with mental health and wellbeing charities,
providing employees with access to counsellors, assisting with money management and
creating training materials on many wellbeing topics.

Great people make great businesses. To empower their people, Palatine, Lucion,
Cyberfort and CET have all prioritised the mental health of their employees by training
Mental Health First Aiders (MHFA) to break down barriers about talking about stress
and mental health issues, listen without judgement and direct people to appropriate
support. Suntera, a professional services provider, has also boosted training in
employee mental health and wellbeing over the last 12 months, taking the opportunity
to partner with a mental health charity, Isle Listen, who deliver essential support to
schools, workplaces and the community. Through this partnership, Suntera developed
bespoke wellbeing training for its own team, utilising Isle Listen’s specialist expertise.
The company are now planning to make
this training available to its clients on
its global training platform to help drive
positive change and help individuals
across its industry.

Supporting employees
experiencing domestic abuse

Portfolio companies
supporting each other

2020 saw the expansion of the ‘office at home’ and
with this TTC and CET quickly understood that
their commitment to ensure a safe, comfortable and
effective working environment expanded beyond
their office buildings. To continue to provide safe,
effective working conditions they each took steps to
raise awareness of domestic abuse by signing up
to the Employer’s Initiative on Domestic Abuse. The
initiative supports employers to raise awareness
and assist employees facing domestic abuse in
order to take action and remove the ‘wall of silence’
surrounding it.

The Palatine HR Forum enables HR Directors across
the Palatine Portfolio to meet regularly either via virtual
meetings or in person to share best practice and
support each other. This was particularly important at
the start of the pandemic when HR teams were under
pressure to understand new rules on furlough and
working from home. To celebrate the fantastic work of
these Directors, at the last HR Forum meeting of 2021
we acknowledged the following people for their hard
work with the awards below:
Annette Martinelli (Estio)
Staff Morale Award
Dave Marshall (Character World)
Years of Service Award
Lyndsay Jones (The Alchemist)
Adapting Under Pressure Award
Steph Whittaker (FourNet)
Mental Health Ambassador Award
Anne Marie Sarantis (Gusto)
Team Player & Perseverance Award

“I just wanted to say a massive thank you for my
award. I was really surprised but also very touched
and it really means a lot to me and the team.”
Annette Martinelli, People Director – Estio

Watch: ‘Gender Balance’ by Palatine

Gender Balance Forum
Palatine has collected data on portfolio board
and management diversity for nearly 10 years
and in that time we have noted how some
companies have been able to achieve better
balance than others. In response, Palatine
designed a day of knowledge sharing and
learning in late 2019 to proactively try and
improve results by hosting a Gender Balance
Forum for our portfolio companies. This was
attended by all CEOs and HR Directors and
managers to ensure the commitment for future
action would come from the top and be well
understood at Board level.

Diverse +
Inclusive
Workplaces

We believe that diversity, in all forms, benefits
business. A 2019 McKinsey report* found
that companies in the top quartile for gender
diverse executive teams were 25% more
likely to have above-average profitability than
companies in the fourth quartile.
In the case of ethnic and cultural diversity top-quartile companies
outperformed those in the fourth quartile by 36%*. At Palatine we
continuously seek to increase the diversity of our portfolio and support
inclusive teams composed of valued, engaged people who always
‘bring their full-self to work’.

During the forum we looked at how
businesses can create a more balanced
workplace to attract and retain a diverse
and sustainable workforce that better
reflects its customers’ perspectives,
enhances collaboration, innovation, and
in turn, positively impacts performance.
Participants heard from specialist guest
speakers, portfolio members and Palatine
partners, all showcasing practical examples
of inclusive leadership and sharing success
stories on diversity and inclusion (D&I)
programmes. Following the successful day,
many companies in the portfolio went on to
establish commitments towards building more
diverse and inclusive businesses that attract
talent, foster innovation, inspire employees
and positively impact the bottom line.

Read the report: *How
diversity, equity, and inclusion
(DE&I) matter | McKinsey

Inclusive
Leadership
As our portfolio companies continue to work towards inclusive workforces, Suntera and
Gusto have both re-designed recruitment practices to remove unconscious bias and as
a result the gender diversity of Suntera’s management team has increased significantly. CTS
launched its ‘COFE’ club, a network for women to tackle gender diversity and the gender pay
gap within business. As well as integrating D&I into recruitment and training and monitoring
workforce diversity, TTC joined the Disability Confidence Scheme to be sector leaders,
driving positive change in the attitudes and behaviours towards people with disability.

Leadership in Private Equity
Acknowledging Palatine’s work on diversity, Beth Houghton, Impact Fund Partner,
was recognised as a Diversity leader in the Real Deals and PER Future 40 list in
2021. However, we recognise that diverse leadership goes beyond thinking about
gender. The Black Lives Matter Movement continues to shine a light on the systemic
racism felt around the world. We acknowledge that we, as much as our portfolio
companies, have a long way to go in promoting diversity and opportunity in this area,
and we are actively taking steps to tackle this by creating a Palatine Diversity and
Inclusion working group with representation across the company. We also support the
Manchester Access Programme that provides scholarships for students from diverse
backgrounds with access to Manchester University degrees.

Portfolio Engagement
on ESG
Engaging with our portfolio on ESG management and performance has
always been a key feature of our approach to sustainable investment.
We go through a consistent process with every company as follows:
Pre-deal
During the getting-to-know management and
DD phase we ensure that the top team are
clear on our sustainable investment strategy
and what to expect. We find many of the
most forward-looking management teams are
actively looking for support with ESG to help
with matters of competitiveness and team
engagement, and this is increasingly a very
positive conversation.

Engagement
with senior management on the benefits
of a proactive approach to ESG.

Appointment

Post-deal
Expert ESG reviews providing a performance
benchmark and highlighting strengths and
weaknesses, these offer recommendations
and follow-on support for implementation in
priority areas.

Annual
ESG indicator surveys for individual and
portfolio wide analysis and reporting.

Summary
Annual update report compilation for use as a
Board tool and to report to investors on each
company’s ESG performance.

of a board-level ESG ambassador
from the existing executive team.

Many companies tend to shift the dial in a range of key areas in the
first few years of being in the portfolio and this is all captured and
highlighted. Using the findings of our portfolio annual reviews we
choose the worthy winners for that year’s Palatine ESG awards.

See the awards

Pioneering Cross-portfolio
Initiatives
01
Portfolio carbon footprint calculated
for past three years (2019 -2021).

02
First private equity house to train the whole
portfolio in certified Carbon Literacy (using
the Carbon Literacy Project methodology).

03
Gender balance awareness training carried
out with senior leaders and People managers
across the whole portfolio, leading to many
follow on initiatives within individual companies.

04
Thematic portfolio forums and inter-company
collaboration on best practice in ESG matters,
facilitated by our sustainability team. Each
company helped to achieve their sustainable
business goals post-deal through support from
our ESG team and expert network.

How our support helped road
safety specialist TTC win
more contracts
“ESG is playing a much bigger role in public sector
tendering these days, with Social Value criteria now
making up a minimum of 10% of the total tender
evaluation weighting for many of TTC’s contacts with
police forces and others. Our support in this area has
been invaluable in helping them achieve 9.2% and
the full 10% in the two most recent contract tenders
before exit and has been instrumental in TTC winning
and retaining many other contracts over the past 2
years and carrying off a BVCA Excellence Award. This
was inevitably an area that TTC’s new partner, Pricoa,
focused on as part of their investment assessment.”
Richard Thomas, Partner

Read more: TTC’s sustainability
journey case study

Focus on
Our Own ESG
Performance
Every year we conduct an updating assessment on
our own ESG management alongside the assessments
carried out within our Funds, using the same process
and methodology, including the input of an independent
assessor. We see this as good practice and a matter of
leadership since we expect all our companies to do this
same exercise. It also enables us to report our own ESG
performance to our investors. Our baseline review was
carried out in 2013. Here we highlight our most material
topics and how we have performed in 2020-21.

We have continued to actively engage
with our portfolio on ESG performance
and improvement, introducing
more ‘after care’ to pick up on
recommendations in each company’s
baseline ESG review. To support this,
and other requests for help, we have built an in-house
sustainability team to give guidance and to implement
ESG initiatives.
We have taken part in community activities to support
charities across our 3 offices and have begun to develop
our Community Engagement Strategy for the next 3
years with a team consultation on priorities and focus.

Recognising that climate change is the
most significant challenge facing society
and the economy we took the following
steps to show leadership within our
business and sector:
Became a member of the Initiative Climat International
(iCI), a PRI backed network aimed at raising climate
awareness in the Private Equity Market.
Delivered a pioneering carbon literacy training
programme to all of our portfolio, using the Carbon
Literacy Project methodology, supported by our
portfolio carbon expert Anthesis.
Set up a working group to develop a Palatine Carbon
Strategy as an outcome of our participation in carbon
literacy learning.

From the start of the Covid pandemic
in 2020 employee health and wellbeing
was at the forefront of our management
consideration, focusing on keeping our
people safe, general wellbeing and
mental health as our team moved to
remote working. Palatine had already signed the Time
to Change Employer Pledge previously, which promotes
openness in the workplace about mental health issues
and in addition we:
Supported a number of staff to complete
mental health first aid training.
Put additional employee engagement
measures in place.
Strengthened our HR strategy with
the help of external expert support.

Measured our own carbon footprint and continued
to implement our Sustainable Travel Policy.

We continue to promote ESG and
sustainable investing initiatives
within the private equity community,
participating in industry panels and
publications and BVCA committees. We
are active members of Initiative Climat
International and achieve double A+ scores from the PRI
on an annual basis. Looking internally, in 2021 we have
established a Diversity & Inclusion Working Group and
have begun our application to become a B Corp.

Virtual meetings have been adopted as
an acceptable and workable alternative
to many internal and routine meetings,
saving significant impacts from travel.
We also marked World Environment
Day with a series of initiatives
designed to focus on the importance of biodiversity.

Recent Highlights
Across our Most
Material ESG Pillars

Recent Portfolio Highlights

Pillar 1 – Climate
100% of companies measured their energy and
71% had energy reduction plans in place.

Making the switch to green energy
As our companies continue to search for ways to decarbonise their
businesses more teams are procuring ‘greener’ renewable energy as
a cost-effective solution. In 2020 Lucion, Suntera and Verdant Leisure
joined Character World and Cyberfort (who made the switch in 2019)
in making the switch to renewable grid energy or on-site energy
production. Lucion also encouraged its own team to do the same
at home. Other companies were also actively exploring renewable
alternatives ahead of current contracts coming to an end.

Water saving and re-use
As a leading provider of laboratory testing of site materials, CTS handles
soils which require washing as part of the testing process. This produces
significant amounts of waste water and sump silts which needed to be
removed from its main laboratory due to its drainage arrangements.
CTS chose this site to trial a new system of rainwater harvesting and
grey water recycling to reduce both input of potable water and output
of waste water. The success of this has led to 98% less waste removal.
CTS has since been identifying how it can roll this out across its UK-wide
laboratory estate.

We actively engage with all our companies on ESG matters throughout the year, picking up
on great new initiatives, sharing ideas and supporting the portfolio with their projects and
ambitions. 2020 was clearly an exceptional year and we were proud of how our companies
responded to the challenges that the pandemic brought, each seeking to do their best to look
after their people, their customers and local communities while pivoting their businesses
towards new business models and ways of operating. We continued to collect annual ESG
update reports and KPI data after the year end and present some of the highlights here.

Pillar 2 – One Planet
Designing out single-use plastics
from operations
At cycling component distributor Zyrofisher all single-use plastic sleeves and bags for its own-brand cycle
wear, Altura, have been replaced with multi-use, resealable, biodegradable alternatives, while its SRAM Tech
Maintenance Centre is now a plastic-free operation. Similarly, restaurant chain Gusto now uses recyclable
packaging for all take-away products and has made a commitment to further reduce unnecessary plastic in
its supply chain. The Alchemist continues to provide table water in reusable glass bottles and has invested in
supply management to minimise food waste and new technology to manage residual waste sustainably on site.

Pillar 3 – Supply Chain
Sustainable supply in everyday products
Children’s bedding manufacturer Character World has signed up to using suppliers who are certified by the Better
Cotton Initiative (BCI) and the Global Organic Textile Standard (GOTS). These certifications are two of the largest
cotton sustainability programmes in the world that are committed to making cotton production better for the people
who produce it and better for the environment it grows in. Character World also sources suppliers that manufacture
‘Repreve’ recycled certified cotton and polyester, and regularly consults with its customer and suppliers to develop
and provide the most sustainable product in balance with other consumer and operational demands.

Pillar 4 – People
2020 saw a huge effort by all our companies to
ensure the wellbeing and engagement of their
teams as they switched to remote working, and were mindful of
stress associated with the uncertainties of the pandemic, isolation
and adapting to new ways of working.

Recognising the importance of
mental health awareness
Suntera, a provider of corporate, trust and fund administration
services, partnered with local mental health charity, Isle Listen to
develop bespoke wellbeing learning materials for its own teams
while providing additional support for the charity’s wider activities.
The materials were made available to employees on Suntera’s
global best practice training academy platform.
The portfolio supported over 8,300 jobs during 2021.

Pillar 5 – Customers + Community
Helping customers with their own sustainability
In 2020 wealth management advisor Wren Sterling launched its ESG Impact Investment Proposition in
recognition of the increasing demand, especially from younger clients, for opportunities to invest in funds
that generate positive social and environmental impact alongside financial returns, quickly attracting £40m
investment in the first few months. To further promote awareness and interest in this area it also developed a
public guide to impact investing.

Promoting cybersecurity at a time of national need
Ultra-secure IT and cybersecurity specialist, Cyberfort, is a vocal advocate of digital and IT security and
spreads the message not just to its own customers but to community groups and public institutions as part of
its community engagement programme. Cybersecurity became ever more important as people and businesses
switched to online processes during 2020, and in response Cyberfort increased its efforts to educate people
and organisations through blogs, media events and the hiring of a ‘Professor of Communicating Cyber’ to
spread the word to community groups, not-for-profit organisations and others.

Pillar 6 – Leadership

100%*
of our Buyout Fund companies were
assessed to be beyond compliant or
better in ESG management overall

50%*
of our companies were assessed
to be practising joined up strategic
approaches to ESG
* In 2020

100% of companies had a cybersecurity incident management plan in place during 2020.
82% of our companies had at least one woman on the Board, while 36% of management roles across
the portfolio were held by women during 2020, providing a strong pipeline of future female leaders.
12.4% revenue growth was achieved during 2021.
The Alchemist, Lucion, Gusto, CET, Suntera, Zyrofisher and TTC all took active steps during 2020 to
create a diverse and inclusive workforce. Lucion and Gusto re-designed recruitment practices to remove
unconscious bias, resulting in better gender balance in Lucion’s management team, while CTS launched
its ‘COFE’ club, a network for women to tackle gender diversity issues at work and the gender pay gap.
NB: A full KPI and ESG report is available to investors on request.

Recent Portfolio Highlights

Pillar 1 – Climate
100% of companies measured their energy use
as a first step to creating carbon reduction plans.

Our sustainability assessments in the Palatine Impact Fund
cover quarterly and annual impact data, using KPIs specially
selected for each company, and a universal annual ESG KPI
data set. 2020 was the first year that we collected ESG KPI
data from this portfolio, and despite most companies being
smaller than those in our Buyout Fund, and hence having
typically less internal resource, results were very encouraging.

Pillar 5 – Customers +
Community
100% of our companies measured customer satisfaction rates.

Pillar 2 – One Planet
Digitisation of training during 2020 at TS4U, Estio and B2W led to
considerable savings on both material inputs and trainer travel –
many of the innovations involved will now be permanent.

Pillar 3 – Supply Chain
Veincentre has designed and procured an innovative ‘minimum
input-minimum waste’ procedure pack that prevents casual overuse
of consumables during patient treatment.

Pillar 4 – People
All companies made colleague welfare a main point of focus during
2021, putting emphasis on employee wellbeing, connectivity and
engagement during the prolonged switch to remote working. The
portfolio supported 1,300 jobs during this time.

Veincentre celebrated an 8th successive win in the annual Patients’ Choice Awards.
All companies continued with community support during 2021, for example TS4U offers
annual bursaries for ex-service personnel who have suffered trauma and need additional
support to enter new careers.

Pillar 6 – Leadership

86% of our companies had at least one woman on the Board, while
49% of management roles across the portfolio are held by women.
Succession planning is discussed during ESG reviews.
19% revenue growth was achieved during 2021, despite obvious headwinds.

Global Sustainability
Consultancy

492
active sustainability
clients

215
programmes to
support clients with
carbon targets

Accessible varicose
vein treatment

Strategic support to
Pharmaceutical sector

Training for upskilling
and the unemployed

Good cause
fundraising platform

57

4,761

£39m

new drug
developments support
(last 12 months)

people trained
(last 12 months)

raised for good
causes

95%

64,440

pass rate

good causes
supported

Positive absence
management SAAS

Electrical trades
qualification training

131
drugs met a
development
milestone

Digital and IT
apprenticeship training

100%
2,745

3,100+

300K

5,500+

patients treated
(last 12 months)

trained since
investment

employees supported

new career trainees
since investment

10

40%

new clinics

increase in female
learners since
investment

151%
in employee wellbeing
articles accessed

88%
rate of better
employment outcomes

of our Impact Fund
companies were assessed
to be beyond compliant
in ESG management
overall in 2020.

Case
Study
TTC is a road-safety specialist delivering
national speed-awareness and other drivesafety courses on behalf of police forces and
companies across the UK, eco-driving and
safer-driving training to corporate drivers, and
learn-to-cycle programmes for schools and
families. These markets have sensitivities
in terms of safety of trainees and protecting
the reputations of commissioning public
organisations, hence being regarded as a
highly trusted provider of services is crucial.
Following Palatine’s investment in 2017,
the company was successful in scaling its
business with police forces across the UK,
also diversifying into cycle training and
building its B2B corporate driver and fleet
safety offer, and overall educating some
500,000 people annually in road safety
matters. Palatine completed a successful exit
of TTC in May 2021, with successful revenue
growth during the investment period from
£27m to over £40m achieved.

ESG as a Driver
For Business
Success at TTC

Participation in the
Palatine ESG Programme
Following TTC’s ESG baseline review in 2017, its
existing ESG credentials were recognised as already
good, including an impressive integrated QEHS
system and Investors in People Gold standard.
However at this point the company had not yet joined
its ESG efforts together and given it a clear rationale
within the business strategy or prominence with the
team. We saw the opportunity to help TTC create
a strategic sustainability framework to give ESG
initiatives more purpose and direction and highlight
where to go next to fill gaps and build on strengths.
This would also allow better measurement of progress
and the ability to communicate ESG commitments and
success both internally and externally. In response,
TTC formed an ESG taskforce which the Palatine ESG
team facilitated to develop a sustainability strategy
and framework aligned to the company purpose and
business growth plan, which everyone could buy
into. The themes that formed the planks of TTC’s
sustainability strategy are explored in the following
sections.

TTC Sustainability
Themes in Action
Our business ethos
Building and maintaining trust was recognised as a critical factor for all types of
customers within the TTC business model. Management of risk, compliance, business
ethics and quality also needed to be watertight, while building a strong and positive
team culture had been identified as the crucial underpinning of consistent delivery and
maintaining reputation. Management identified that governance matters were under
increasing scrutiny in both public and private sector procurement, while presenting
a clear approach on how ESG was being managed was also becoming helpful in
tender submissions.
TTC responded to this ‘top line’ challenge by developing a series of Governance
Objectives, including maintenance of 6 relevant ISO standards and associated staff
training through an innovative and effective ‘drip feed’ learning system on key risk,
compliance and ethics issues – for example data security and client confidentiality.
Specialist issues such as Safeguarding (of young people and others) had been
identified as critical and addressed through specific initiatives to develop and certify
policy via a relevant authorising body.
Business continuity planning was already a priority within TTC’s objectives but proved
completely invaluable as the national Covid lockdown was announced in March 2020.
The company rapidly pivoted its delivery model from physical, face-to-face training to an
online model, and was ready to pilot test and then roll out within only two weeks.

Our people
Management recognised that people needed to be at the
heart of the business’ success and subsequently invested in
delivering an advanced HR strategy focused on ‘creating a
happy, healthy place to work, with everyone supported to
be the best they can be’.
The value of this strategy was quickly evidenced by TTC
becoming successfully re-accredited with Investors in People
Gold certification whilst in the midst of the challenges of remote
working during 2020. Highlights from the independent assessment
included ‘the level of trust that exists between colleagues and
leaders’, ‘core values lived and embedded in business practices’,
‘team spirit’ and ‘people’s commitment to making things happen’.
TTC runs a call centre for those police-referred customers who
prefer to book courses directly or have queries. Maintenance
of training standards was known to be vital to the customer
experience in this setting and this meant that bucking the normal
trend of high staff attrition in a call centre environment was
important. A strategic pay review, alongside measures such as
setting up a TTC Training Academy to increase call handlers’
confidence and ability, reduced churn to an all-time low of 10.5%
in early 2020, in contrast to 26% at the time of investment. A
similar performance was maintained during the challenges of the
team working from home during the rest of the year.
Initiatives focused on Mental Health Wellbeing had begun well
before the Covid crisis but were stepped up in recognition
of the risks associated with social isolation, with the issue
carefully positioned as a stigma-free matter to open up about
and seek support for. Alongside this, thoughtfully designed
health, safety and wellbeing monitoring enabled pinpointing of
where support was needed in the new WFH environment.
Looking to the future, TTC feels it has needed to reappraise
People priorities. Future planning will continue to be focused on
resilience and maintaining team culture as well as wellbeing and a
new strategy for effective diversity and inclusion.

Caring for our customers
TTC aims at ‘being focused and engaged on
customer needs’. Pre-Covid investment to deliver
this objective included a complete overhaul of IT
infrastructure, communications and online booking
procedures to improve customer experience and
strengthen data protection, as well as creation of a
Customer Charter based on the principles of ‘treating
customers fairly’. Many customers appreciated
choosing course options via the web and receiving
booking confirmations by email, also saving huge
quantities of print and post.
In March 2020, TTC’s police force clients prohibited
all physical face-to-face training, creating a huge
logistical challenge for the business. However, TTC
reacted quickly and transformed its regulated course
material into virtual format ready for piloting and
approval within two weeks. It chose to use Zoom as
a consumer-facing platform (since most customers
would be attending via domestic internet accounts)
but made special provisions to strengthen its
confidentiality and adhere to GDPR requirements.
Customer reactions were very positive, with
91% of customers indicating a preference for online
experience rather than classroom format and
customer satisfaction having gone up considerably
(see summary below). Although the switch to an
online environment was a win-win for most people,
including TTC who saved over £1m in venue hire
costs in 2020, the company is mindful of inclusivity
and is planning a hybrid 90:10 model for the future
when restrictions ease. Accessibility of courses has
always been a key theme in customer care for TTC
and to support this, and also its D&I strategy as
an employer, TTC signed up to the Government’s
Disability Confident scheme.

Our environmental impacts

Examples of social value recirculated
to local areas by the company ranged
from young driver workshops in
educational establishments to mounting
public cycle promotion roadshows.

Supporting our local communities
Demonstrating ‘social value’ has risen in importance in public sector tendering, typically requiring additional
value to be achieved in the locality where the contract is let. TTC had been tracking this trend and is proactive
in registering with the Social Value Portal and creating method statements to calculate its ‘Social Return on
Investment’ (SROI) from its public procurement contracts. This rigour paid off, with a major tender to West
Midlands NDORs (a national road safety body) in 2020 achieving a 100% rating across 9 strands of community
investment. Examples of social value recirculated to local areas by the company ranged from young driver
workshops in educational establishments to mounting public cycle promotion roadshows – it is hoped this type
of initiative can resume in full in the future. TTC also operated a policy of booking course venues run by local
communities where possible to put spending back into the local area and into the not-for-profit sector.
Pre-Covid, in an ordinary year, TTC also supported its staff with a very full calendar of community fundraising
and outreach activities. With the team unable to meet to fundraise from early 2020, and payments for the
hire of community spaces having been suspended, TTC considered its options and recognised that some
good causes would be at risk of going under without the ability to carry out their usual community
fundraising. In response TTC diverted some of its savings on venue hire as direct charitable donations to help
keep vital local charities afloat, a thoughtful gesture that earned it high praise from the groups concerned.

Strategy in this area was focused around the aim of
‘increasing our environmental efficiency in every way we
can’. This straightforward but effective mindset resulted in
significant environmental and financial savings at TTC. For
example, even before Covid, digitising the course booking
and joining system had reduced paper use by 90%, with
annual savings of over £120k. Installing LED lighting at
the Telford HQ had reduced energy consumption by 70%
and in 2020 the office footprint and associated impacts was
significantly reduced in anticipation of a hybrid working format
becoming the norm for many staff in the future. The transfer
of courses to online format, which is expected to be mainly
permanent, also saved considerable group travel as well as
approximately 400k customer journeys.

Summary ESG Achievements
Since Investment
Call centre staff attrition rate reduced from 26% (2017) to 10.5% (early 2020)
Staff absence rate reduced from 3.5% (2018) to 1.85% (2020)
Staff satisfaction 2020: 94% satisfied/very satisfied with work environment and culture
N o. of staff in training or an Apprenticeship increased by 500% since 2018
Customer satisfaction: % customers rating courses good/excellent up from 93% (2017) to 98% (2020)
Savings on digitising customer booking communications: reduction in
90+% paper and print and cost savings of £120k pa
Energy savings through installation of LED lighting at HQ: 70% pa
Energy savings due to permanent reduction of office footprint in 2020: 43% or £25k
Reduction in group travel costs and emissions due to switch to online training in 2020: 44% or £79k

Recognition for TTC
Winner – BVCA Excellence in ESG Award 2020
Portfolio company TTC won this for successful
integration of ESG into their business

What the BVCA judges said:
“The judges applauded TTC’s commitment to utilising Palatine’s six
sustainability pillars. They have adopted a holistic approach to ESG, and
it is clear that Palatine has had, and is continuing to have, a very positive
influence over the direction of the business.”
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