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Letter from the
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Executive Group Management

As a leading global provider of facility services, with
operations in established markets such as those in Western
Europe and in emerging markets, ISS influences the lives
of many people. By the end of 2010, ISS had more than
500,000 employees, making us one of the largest private
employers in the world. At ISS, our successful performance
is based on the day-to-day efforts of our employees,

who together ensure that we reach our strategic goals.
We would like to express our warm gratitude to all our
employees for their dedicated work. We are conscious that
our size bestows on us a sizable corporate responsibility
particularly in the area of human capital.

ISS has management teams in 50 countries and operations
in an additional 13 countries. Our global footprint includes
operations in Western Europe; the Nordic region; Asia; the
Pacific region; Latin America; North America and Eastern
Europe. We deliver services to our customers mainly
through the use of our own employees (self-delivery). We
believe that the ability to self-deliver enables us to provide
our customers with several benefits including direct
control over and accountability for resources employed as
well as the ability to standardise the service delivery and
assess and manage risk related to specific contracts in a
manner we would not be able to if we relied mainly on
subcontractors.

“As a signatory to the United Nations Global
Compact, we are committed to aligning our

strategy and operations with the ten Global
Compact principles on human rights, labour rights,
environmental protection and anti-corruption. ISS
respects, supports and promotes human rights as
stated in the United Nations Declaration of Human
Rights and the Core Conventions of the International
Labour Organisation.”

Corporate Responsibility is a journey and while our behaviour
has been responsible throughout our more than 100 years
of history, we are dedicated to continually improving our
performance in this area. In 2010, we have taken many

steps in strengthening our foundation in support of our
continuous commitment to the UN Global Compact.

We are proud to present our first ISS Corporate
Responsibility Report where you can read more

about these initiatives; our approach to Corporate
Responsibility, our Governance, our initiatives in People,
Planet, Profit and Partners areas, our performance and
our objectives and targets.

We seek to enforce our sense of purpose through our
corporate responsibility efforts and examples of these can
be found in the postcards throughout the Report.

In terms of reporting, this is a first step in our journey.
In the coming years, we aim to build upon this report by
augmenting our data both in terms of scope and quality.

We strongly believe that the long term success of our
company depends on the balance of social, environmental
and economical aspects of our business. Being an integral
part of our business strategy, the ISS Way, our efforts in
these areas will provide us engaged employees, enhanced
customer experience and boost business growth.

Yours faithfully

Jakob Stausholm Jeff Gravenhorst

Group Chief Financial Officer Group Chief Executive Officer
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About ISS

ISS is one of the world’s largest commercial providers of
facility services, operating in over 50 countries in Europe,
Asia, Pacific, North America and Latin America. ISS has
a diverse customer base of public and private sector
customers.

With more than 520,000 employees, we are one of the
largest private employers worldwide. The vast majority of
our employees serve in the front-line delivery of services.

Through a network of local operations, ISS offers Facility
Services on an international scale. It is our ambition to
develop partnerships with our customers enabling them
to focus attention and resources on their core business by
outsourcing a broad range of support services to ISS.

ISS" strong market position is maintained through a
continuous focus on following our vision:

“Lead facility services globally by leading
facility services locally”

Our history

ISS has operated in the service industry for more than a
hundred years. The ISS Group was founded as a small
Danish security company in 1901 and began offering
cleaning services in 1934. The first subsidiary outside
Denmark was established in 1946, and overseas expansion
began in 1973. The company has grown to have a turnover
of 74 billion Danish kroner in 2010.

Organisation

ISS’ head office is in Copenhagen, Denmark. ISS maintains
a decentralised organisational structure under which its
country operations are separately organised and act with
a significant degree of autonomy. Country management
is supported by a strong regional management structure
providing strategic direction, managerial support and
financial control.

Ownership

ISS A/S is fully owned by FS Invest Il Sarl, which in turn is
indirectly owned by funds advised by EQT Partners and
Goldman Sachs Capital Partners.

WHAT IS FACILITY SERVICES?
Facility Services covers a range of services:

® Cleaning services - office cleaning,
industrial cleaning, specialised cleaning,
washroom services and more;

e Office support services — reception
services, internal moves, helpdesk/call centre
internal services & logistics and more;

® Property services — building maintenance,
technical maintenance, pest control services,
damage control, landscaping and more;

® Catering services — company restaurants,
canteen services, vending machine services,
events & conference dining and more;

® Security services — access control, manned
guarding, alarm response, surveillance
systems and more;

® Facility management services — on-
site management of facility services,
change management, space management,
consulting and more.

ISS offers three models for providing services:

® Single service, where the customer buys
just one of the components listed above;

® Multi service, where the customer buys
two or more of the components listed
above;

® Integrated facility services, where
ISS takes over all, or most of, the facility
functions at the customer’s premises.
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The ISS Approach to Corporate

Responsibility

ISS influences the lives and livelihood of many people
through providing employment and training as well as
providing safe and healthy work environments for millions
of employees and customers in the facilities we service.

We recognise that our long-term sustainable business
success depends on a high level of corporate responsibility,
as we face global challenges such as deprivation of the
natural environment, poverty, illiteracy, water shortages
and urbanisation. In all areas ISS can be part of finding
and implementing solutions to the global challenges.

We have adopted the principles-based approach to
Corporate Responsibility (CR), thus contributing to
sustainable development as defined by the international
community. This principles-based approach effectively
integrates universally accepted principles into the way
we do our business. They are embedded in our Values,
our Code of Conduct, our strategy, The ISS Way and our
Leadership Principles.

Our commitment to the UNGC

ISS has made a strong commitment as a signatory and
supporter of the United Nations Global Compact (UNGC)
since its inception in 1999. In line with the membership
regulations, we are committed to aligning our strategy
and business operations with the ten principles on human
rights, labour rights, environmental protection and anti-
corruption.

As such, Corporate Responsibility for ISS means our
commitment to contributing to a sustainable economic
development and responsible business practices by:

Labour & Human Rights

® Giving people an opportunity to enter the labour
market;

e Working with our employees and the local community
and society at large in improving employees’ lives in
ways that support sustainable development and our
business;

e Ensuring fair and equal treatment and no discrimination
or harassment;

® Respecting employee’s right to collective bargaining
and the right to join trade unions;

e Supporting introduction of minimum wages and
compliance with working time regulations;

e Avoiding use of child labour as well as forced or
compulsory labour.

WHAT IS A PRINCIPLES-BASED
APPROACH?

The Principles-Based Approach was
recommended by the UN Global Compact
(UNGC) summit 2007. It requires for
corporations, in their corporate strategy and
in their corporate responsibility initiatives,
to select guiding principles drawn from and
aligned with internationally and politically
agreed priorities.

These are commonly based on the UNGC's ten
principles in the areas of human rights, labour,
environment and anti-corruption, which enjoy
almost universal consensus. These in turn

are derived from: The Universal Declaration

of Human Rights; The International Labour
Organisation's Declaration on Fundamental
Principles and Rights at Work; The Rio
Declaration on Environment and Development;
and The United Nations Convention against
Corruption.

A Principles-Based Approach is said to ensure
that corporations contribute to sustainable
development as defined by the international
community, and not by the current 'corporate
responsibility fashion’, changing media focus,
or issues campaigns. This approach secures

a long-term basis for corporate responsibility
strategies.

Health, Safety & Environment (HSE)

® Providing proper working conditions including a safe
working environment for our employees;

® Managing our business activities in an environmentally
responsible way.

Business Ethics

e Conducting our business in a lawful manner;

e Competing for business on fair terms and solely on
merits of our services;

e Combating corruption and bribery;

e Carrying out our activities according to principles of
good corporate governance;

® Ensuring that the social, environmental and ethical
commitments of ISS are reflected in dealings with
customers, suppliers and other stakeholders.



Corporate responsibility is sound business
Accountable and transparent systems as well as track
records within corporate responsibility are, in many ways,
progressing to become what is expected of professionally
managed companies.

The diffusion of corporate responsibility as part of
corporate management is, however, very uneven in

terms of industries, and the facilities management

industry has not been a front runner on this agenda. This
leaves ISS with room to create a positive effect on our
competitive situation through focussed efforts in corporate
responsibility.

Corporate Responsibility is therefore in alignment with our
strategic cornerstones:

1. Customer focus: We build sustainable partnerships
with our customers who value our approach in how we
deliver our services in for example an environmentally
friendly way;

2. People management: We excel in managing our
people by managing our HSE risks in our operations and
provide opportunities for development;

3. Integrated Facilities Services Strategy: By
integrating our service deliveries into our customer’s
organisation, we can also create value for our customers
in helping them reduce their risks in the corporate
responsibility area;

4. Multi-Local Approach: Our global framework in
managing health, safety, environment, labour practices,
human rights and anti-corruption allows us leverage a
systematic approach to these areas regardless of location.

Corporate responsibility and our value chain
The implementation of the ISS Value Chain as a
management tool is an integral part of the Group's
strategy process in implementing the ISS Way. We believe
that value is created through dedication in each link of the
Value Chain, and that corporate responsibility activities
support the links in the Value Chain:

Business Platform: Our corporate responsibility
commitment, strategy and performance are important
aspects of the Business Platform in determining
what to do and what not to do. The choices made
in the business platform must be aligned with our
commitment to the ten principles of the UNGC.

Service Concept: The purpose of the service concept
process is to convert the needs of our customers
into concrete and attractive service offerings. Global
challenges deeply embedded in corporate responsibility
can inspire business opportunities such as ‘Green
Cleaning'. Extended stakeholder engagement
activities will also provide more sources for market
understanding.

Employee Satisfaction: To have satisfied customers,
you need capable and engaged employees motivated
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by being part of a strong team and capable through
training. Research clearly shows that in companies that
focus on corporate responsibility, employees find it
provides a sense of purpose and a source of pride.

Service Value: Our customers may have different needs
but they all request a consistent service product. Our
Group Health, Safety and Environment Management
system supports a systematic approach in delivery of our
services.

Customer Experience: A positive customer experience
will be supported by capable, engaged and motivated
ISS team members. In line with research, we believe
our focus on corporate responsibility will provide our
employees with a sense of purpose that will contribute
to a positive customer experience.

Business Growth: Our corporate responsibility
performance may inspire customer’s trust in our
company leading to increased business opportunities.

Acquisition
Growth
Business
Platform
Service
Concept
Business
Growth
Employee
Customer Engagement
Experience
Service
Value

In other words: Corporate Responsibility makes sound
business sense. In addition to our corporate responsibility
initiatives being coherent with our Values, our Code of
Conduct, our strategy, the ISS Way and our Leadership
Principles, we trust the results of our initiatives will also
provide us a competitive advantage as:
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e Qur solid Health, Safety and Environment and Corporate
Responsibility performance will make us a preferred
partner;

® By being proactive in managing risks, ISS can
demonstrate understanding of an issue and address it
through our efforts;

e [t will lead to resource preservation and hence cost
savings;

e [t will build our reputation, helping us attract, motivate
and retain our employees;

e By building our reputation and brand, it will provide
new business opportunities.

LEADERSHIP PRINCIPLES

The leadership principles describe the way
leadership is performed at ISS. In combination,
they serve as a guideline and a benchmark for
leaders and help us bring out the full potential
of our employers. They translate our Values
into actions and describe behaviour that
characterises a successful leader within our
company. In other words, it is the framework
for the way we do business. The nine
Leadership Principles are:

1.In ISS we put the customer first;

2.In ISS we have passion for performance;

3.In ISS we encourage innovation;

4.In ISS we treat people with respect;

5.1n ISS we lead by example;

6.In ISS we lead by empowerment;

7. In ISS we develop ourselves and others;

8.In ISS teamwork is at the heart of our
performance;

9.1SS is one Company with shared values,
one brand and one strategy.

Our materiality process

In 2009, ISS, with the help of an external consultant,
PricewaterhouseCoopers, conducted a materiality
assessment to identify those human rights, labour

practices, environmental and Anti-Corruption issues of
greatest significance to our stakeholders and our future
success topics in accordance with the United Nations
Global Compact (UNGC).

ISS’ seven regions were assessed based on the following
parameters:

® Attention towards corporate responsibility related risks;

e |dentification of risks;

® Immediate assessment of whether identified risks at
group as well as local level are sufficiently mitigated
under the guidance of current policies, procedures and
management systems.

The Report contained:

® A generic risk assessment for a selection of corporate
responsibility indicators for countries where ISS has
significant activities;

® A gross list of potentially relevant corporate
responsibility related issues based on a review of
what competing countries have chosen to report
on — combined with the general scope of corporate
responsibility reporting;

e A consolidated, prioritised list of corporate responsibility
issues and topics identified by key personnel in the
global ISS.

Three proactive focus areas

In summation, the result of this process was the
determination of three focus areas where ISS holds a
unique position to contribute, and which support our
overall business vision and business strategy, The ISS Way:

e Facilitating the Right to work;
e Non-discrimination, equal opportunities and diversity;
® Access to education.

On page 10, three postcards from around the world show
examples of how we work within these proactive focus
areas.

PRIORITISED CORPORATE RESPONSIBILITY ISSUES IN ISS ARE:

LABOUR RIGHTS HUMAN RIGHTS

1. Freedom of association and
collective bargaining

2. Child labour

3. Discrimination

1. Health & Safety

2. Work time & overtime
3. Harassment

4. Security

5. Responsible sourcing
6. Privacy

7. Living wage

ENVIRONMENT ANTI-CORRUPTION
1. Systematic environmental 1. Systematic anti-corruption
management management
2. Chemicals - Gifts and entertainments
- Price fixing
- Kick-backs

- Use of agents



HEALTH CARE
DANIELA MEYER, SWITZERLAND
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Working within three focus areas

5,
Supporting the right to work ﬁ
Australia: Including indigenous people
In 2010, a new co-operation between ISS Australia,
the Australian Government and major indigenous
organisations around Australia made ISS a leader in the
employment and training of Indigenous Australians.

ISS started by committing 45 jobs for Indigenous
Australians, a number growing to 140 people over the past
12 months. This outcome is based on close collaboration
with some of Australia’s leading indigenous associations:

® The Australian Employment Covenant, an initiative
aimed at securing 50,000 sustainable jobs for
Indigenous Australians, backed by employers, the
government and indigenous people. ISS has pledged a
total of 70 jobs to this initiative.

® Supporting the GenerationOne movement dedicated
to the elimination of poverty and disadvantage to all
Indigenous Australians.

® Strong partnerships with job service providers who
assist in referring Indigenous Australians to ISS.

ISS" experience is being spread to other sectors. Recently
ISS was invited by the Australian Government to
participate in a selective employer forum to identify ways
of removing barriers to employment in the Resources and
Mining Sector.

Supporting access to education t
Finland: ISS partners with Skills

ISS Finland has entered a partnership with the Skills Finland
organisation, supporting an annually occurring event,
which focuses on competition, training and coaching in
different vocational skills for young professionals. At the
same time, students get a chance to prove their worth,

thereby showing themselves as possible job candidates at
ISS Finland and other companies.

ISS Finland is one of the three main partners in the

Skills Finland event, supporting the event financially and
providing judges in categories where ISS has the best
know-how. By working with other companies in the
service industry the focus on education becomes greater,
and the quality and attractiveness of vocational education
and training will be improved.

In 2010, ISS Finland also supported the TaitajaPLUS event,
where students with special needs compete in different
vocational skills, striving to become experts in their field.
TaitajaPLUS aims at improving vocational education, raising
the awareness of vocational skills for these students, and

connecting the competitors with potential employers.
Supporting non-discrimination ==
Not just jobs but careers in ISS Denmark

ISS Denmark is focused on helping minorities access the
labour market and has been working for several years

to provide job and career opportunities for immigrants

and increase the number of immigrants in management
positions.

In just two years from 2007 to 2009, ISS Denmark went
from 93 managers with immigrant background to 195,
and the goal is to reach 250 in 2011. Making this possible,
is a training programme directed at immigrants on
management tools and leadership.

In 2010, ISS Denmark received the ‘Mangfoldighed i
Arbejdslivet’ (MIA) Award (‘Diversity in Working Life") from
the Danish Institute for Human Rights. This award is given to
Danish companies that make extraordinary efforts to create
workplaces that are both diverse and broad by nature. An
extract from the basis for giving the award to ISS Denmark
says:

ISS Denmark has 9,000 employees of which about 40%
are immigrants, coming from more than 130 different
countries, whereas immigrants constitute only 8% of the
Danish labour force. This makes ISS Denmark one of the
country’s most diverse places to work.




Initiatives undertaken

As a result of the report, a number of adjustments and
additions to the ISS Corporate Responsibility framework
had to be developed, which led to the following strategic
initiatives in 2010:

® Establishment of a Group function for Health, Safety
and Environment and Corporate Responsibility;

e Development of Group Health, Safety and Environment
Policy, Vision and Manual;

e Self-Assessment Questionnaire to Suppliers on
Corporate Responsibility issues;

e Development of an Anti-Corruption Policy;

® Updating the Code of Conduct to include a more
specific human rights policy as required by UNGC; and
including a mechanism for reporting breaches (read
more in ISS and Profit);

e Development of a whistleblower policy and system, and
filing and application with the Danish Data Protection
Agency for approval (read more in ISS and Profit);

® Updating of the International Human Resources
Standards, which set a minimum standard for treatment
of our employees, in line with the UNGC (read more in
ISS and People);

e Approval and roll-out of the ISS Corporate Responsibility
Policy;

e Development of Environmental Management System
guidance notes;

® |nstigation of a corporate risk management project to
identify the largest corporate risks. The project has been
testing expectations and tools at corporate and country
level, respectively, and scanned the environment for
risks in the corporate responsibility arena.

These initiatives are described in more detail elsewhere in
the report.

Engaging with stakeholders

ISS works in a web of interactions with internal and
external stakeholders. We believe that our legitimacy is
highly dependent on how we are perceived by our key
stakeholders and local communities in which we operate.

While we recognise that communication must be sensitive
to local customs, we endeavour to communicate with

one voice to all stakeholders and in all geographies to
support our aspiration to lead our industry globally as one
company with one culture and one brand.

It is our policy to be open and honest in both good times
and bad, and to treat our stakeholders with fairness and
respect.
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We aim to create value for our key stakeholders, and we
want to listen and respond to relevant stakeholders who
have an interest in our company.

We have been actively engaged with all of our primary
stakeholders, i.e. those who have a direct effect on or are
directly affected by our business, in 2010:

Employees — with whom we engage on a daily basis.
For the first time, in 2010 we conducted Corporate
Employee Engagement Surveys (EES). Read more on
page 23.

Customers — where we interact daily as well. In 2010
we tested a customer experience survey system, which
provided us with many insights on our customers’
experiences. In 2011, all countries must perform
customer experience surveys for 80% of total turnover
(equal to approximately 20% of the customers). As
follow-up to the customer experience survey, actions
plans must be prepared for each customer, KPIs must be
produced and reported on twice annually.

Users — who work at the facilities we manage but are
not involved in the decision to have ISS as a provider.
We also tested an User Satisfaction survey concept for
the daily user of the services provided by ISS in 2010.
Unions — with whom we engage locally, regionally and
globally to improve standards for employees and to
make sure any issues are dealt with appropriately and
consistently. Read more on page 33.

Suppliers — where we have begun implementation of
a self-assessment questionnaire in 2010.

Investors — who are at present limited to two private
equity companies, with whom Executive Group
Management meet on a regular basis.

A group of other stakeholders, external groups who
influence stakeholders’ perceptions of our company
exist, e.g. media and NGOs. We engage with these
groups as necessary but specifically in terms of corporate
responsibility.
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Governance

ISS has a two-tier management structure consisting of the
Board of Directors and the Executive Group Management
(EGM). The Board of Directors regularly reviews the Group's
corporate governance in relation to the Group's activities,
business environment and statutory requirements. A set of
specific corporate governance guidelines for the ISS Group
has been adopted by EGM and subsequently implemented
by all regional and local entities.

We strike a balance between autonomy and alignment.
We operate with strong local leadership and autonomy to
ensure timely responses to local operational demands and
to benefit from knowledge of local labour and business
conditions. We also develop and implement the overall
Group fundamental policies and strategic directions

to enable us to exploit best practices and leverage our
geographical footprint. We are disciplined and use tight
financial controls.

Governance and business conduct principles
All operations in ISS must adhere to the following
fundamentals:

e Compliance with law — a fundamental implying
always operating in accordance with local laws and
regulations.

® The ISS Corporate Values — the guiding principles of
how ISS conducts its business which each manager is
expected to understand and follow.

® The ISS Code of Conduct — each manager is
responsible for managing the ISS business in compliance
with our code of conduct, and for ensuring that
employees are aware of and adhere to the same
principles. The Code of Conduct has been updated in
2010 to ensure alignment with the UNGC, and will be
distributed first to office-based employees, (white collar
workers), followed by front-line employees. The Code
of Conduct is considered part of the terms on which all
employees accept employment in ISS.

e Compliance with ISS Group policies — falls under the
responsibility of ISS regional and country management.
The operations of ISS must comply with policies and
guidelines designed by the ISS Group functions, and
document their implementation. As part of the work to
build a solid foundation, most of our policies related to
corporate responsibility have been revised or developed
in 2010, and their implementation and testing will begin
in earnest in the years 2011-12.

® The ISS Leadership principles — which integrate the
human aspect of the ISS Way. These nine principles —
Put the customer first, Passionate about performance,
Encourage innovation, Treat people with respect,
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Lead by example, Lead by empowerment, Develop
ourselves and others, Teamwork is at the heart of

our performance, and One company, one brand, one
strategy — define the leadership style ISS expects from
each of the managers in the company.

Corporate governance policies and procedures take into
account the Danish Companies Act, the Danish Financial
Statement’s Act, and the Danish Venture Capital and
Private Equity Association’s guidelines for responsible
ownership.

HONESTY
We respect

ENTREPRENEURSHIP
We act

RESPONSIBILITY
We care

QUALITY
We deliver
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We are further committed to corporate responsibility as
a signatory and supporter of the United Nations Global
Compact since its inception in 1999.

Governance of corporate responsibility

In order to integrate corporate responsibility throughout

the ISS Group, corporate responsibility is anchored in the
Executive Group Management comprised of the CEO and
CFO.

While Executive Group Management is ultimately
responsible for ISS Corporate Responsibility activities,
Group Health, Safety and Environment and Corporate
Responsibility (Group HSE and CR), is responsible for the
development of the ISS Group’s Corporate Responsibility
strategy, including Health, Safety and Environment.

Group HSE and CR works with other Group functions and
Regional CEOs and Country Managers in implementing
the strategy in our operations and countries. Countries

in the ISS Group report on corporate responsibility
aspects as part of the annual reporting process thus
contributing to the overall ISS Group Corporate
Responsibility reporting.

Providing a management framework

We consider health, safety and environment a top priority.
This is embedded in our leadership principles. We strive to
protect the personal health and safety of our workforce,
recognising that healthy business performance is delivered
through healthy people and safe processes and equipment.
We recognise that our success and our future require us

to carry out our operations in a safe and environmentally
conscious way. This is part of the ISS Way.

We therefore require a systematic approach to health,
safety and environmental management in order to achieve
continuous improvement in quality and performance.

ISS needs to manage these matters as critical business
activities, set standards and targets for improvement, and
measure, appraise and report on our performance.

The ISS Group Health, Safety and Environment (HSE)
Manual is the framework by which each Country shall
develop effective HSE management to support our Values,
Code of Conduct, HSE Vision, and Policy. The objective is
to create a consistent approach to HSE across the Group.

However, the success of our HSE culture is dependent on
every individual and leader in the company. Each has the
responsibility to eliminate their risk behaviour and that of
others. We all have a part to play in:

e Managing our HSE risks systematically;

® Learning from our collective experiences in order to
continually improve our HSE performance;

® Being Ambassadors by promoting and driving a strong
HSE culture.

Leadership Commitment
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Planning and Control
Corrective Actions
Incident Reporting &

Implementation and Operations
Auditing, Non-conformances &
Incident Investi
Performance Monitoring
Management Review

Documentation

In December 2010, Group HSE and CR sent an ISS Group
HSE and CR Action Plan to countries. The objective of this
Group HSE and CR Action Plan are targets and actions to:

e |Improve our HSE and CR culture;
e |Improve our HSE management systems,
e To monitor our HSE and CR performance.

The Action Plan contained Group targets and actions for
2011 and also a road map for targets in the next five years.

THE ISS VISION AND POLICY FOR HSE

Our HSE vision is called ‘100".

® 1: We aim to be number 1 in our industry
and recognised as an industry leader in
the way we deliver health, safety and
environmental performance;

® 0: We operate with 0 fatalities in our
workplaces; and

® 0: We incur 0 serious incidents and
occupational injuries at our workplaces.

Our HSE Policy is to:

® Have a systematic approach to HSE
management designed to ensure compliance
with the law and achieve continuous
improvement;

® Measure, review and report performance
and set targets for improvement;

® |nvestigate incidents to determine their
root causes and take appropriate corrective
actions;

® Require our suppliers to manage their HSE in
line with this policy;

® |nclude HSE performance in the appraisal of
staff and reward accordingly.




External review of new Group HSE manual
The Group HSE manual was based on four international
standards, (OHSAS 18001, I1SO14001, I1SO 22000 and ISO
9001), and part of its development consisted of a third party
review (by Det Norske Veritas), which compared the manual
to the above mentioned standards and company activities.

“The corporate HSE manual represents a milestone

in ISS” HSE work. In DNV's opinion, the HSE Manual
provides a good corporate and integrated framework
for national management systems and for all service
areas (Facility Management, Property Services,
Cleaning Services, Catering Services, Office Support
and Security Services). It covers all main requirements
in 1ISO 9001, ISO 14001, OHSAS 18001 and ISO 22000.
The HSE manual is presented in a way that on a
national level will help ISS to implement an integrated
approach for managing quality, food safety,
environment and occupational health and safety.”

Main conclusion from the Det Norske Veritas pre-
assessment report

By the end of 2010 all but two countries ' had performed

a self-assessment based on the manual identifying gaps
between their systems and the Group requirements, and
prepared an action plan to close these gaps. Full compliance
with the manual is required by the end of 2011.

Furthermore, from 2011 periodic business reviews of each
country, performed by Regional CEOs, will include HSE
and CR subjects and the Country’s progress in meeting
their Action Plans. To facilitate this process, Group HSE
held in 2010 two Regional HSE meetings in Copenhagen,
Denmark and Sao Paolo, Brazil with the HSE heads from
sixteen countries representing the Latin America, Central
and Western Europe regions to develop a common
understanding of the Group strategy and to share best
practices. These Regional meetings will continue to be held
in 2011 in order to facilitate this common understanding.

One of the key elements in the Group HSE manual is

a Management Review. From 2011 onwards, Country
Management will be required to carry out at least one
Management review of the suitability, adequacy and
effectiveness of the Country’s HSE Management system
annually.

Internal audits

Countries are also required to establish and maintain an
internal audit programme and carry out periodic audits
of the Country’s HSE management system at least once a
year, in order to:

e Determine whether the HSE management system is
effectively implemented;

e |dentify areas for improvement, leading to continuous
improvement in HSE management.
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To complement the country’s internal audits, Group HSE
and CR will also with Group Internal Audit carry out audits
in 2011 on corporate responsibility issues.

The Internal Audit function at group level is a key element
in ensuring business compliance across the Group. While
the primary role of the function has been monitoring
financial compliance, the Internal Audit function will

also play an important role going forward in monitoring
compliance of Human Rights and Labour Practices. In
2010, the function carried out 54 assignments covering
38 countries. Audits in fourteen countries carried out by
Group Internal Audit covered:

® Documented hiring procedures;

® Procedure for segregation of duties in the payroll process;

e Approval procedures for time, attendance and payment
to ensure that employees are paid the correct amount
and how they are paid.

Compliance mechanisms

Our commitment to corporate responsibility has been
communicated to suppliers, major customers and our
employees. Also, when we acquire new companies and
enter new markets and joint venture opportunities, we
actively promote the ISS Code of Conduct.

We have a zero tolerance approach to significant breaches
of the Code of Conduct and have, when necessary,
terminated contracts with employees when they were
found to behave in breach of the Code of Conduct.

In 2009, a Group Business Integrity Committee was
established, consisting of the Group CFO, Head of Group
Legal, Head of Group HR, Head of Group Internal Audit.
The Committee is responsible for investigating reports

of possible significant breaches of the Code of Conduct
throughout the Group.

The Committee is authorised by the EGM to monitor
fraud controls and fraud losses; decide how to investigate
fraud suspicions and suspected non-compliance with
laws, ethical standards and the ISS Code of Conduct; and
to direct app