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Hello and welcome to the latest edition 
InTouch. Producing a communication 
that goes to all of our employees 
across the entire UK is something I am 
personally very passionate about. It is 
vital that we allow people working on 
individual sites to feel part of the wider 
business that has continued to grow 
successfully in recent times.  
 
My own three year anniversary passed 
in late 2018 and I was able to look back 
and reflect on where the business has 
come over this period of time. We have 
achieved so many great things across all 
areas of the business and we have most 
certainly seen our brand repositioned as 
one of the leading providers of facilities 
services.  

 
We now have an enviable portfolio of clients who have come to stand alongside us as 
we move along our journey of providing fulfilling, rewarding and exciting workplaces for 
our employees.  
 
When I joined Carlisle we had a very high percentage of staff who were paid the 
National Minimum Wage however I’m now pleased to say this is at an all-time low. 
We have worked with our clients to identify ways in which we can offer enhanced 
productivity and engagement. In fact, one of our largest public sector employers has 
made a ground-breaking commitment to see our employees move from the Minimum 
Wage to the Real Living Wage, an increase of more than 14%.  
 
Some of you will know that I sit on the Living Wage Foundation Recognised Service 
Providers Leadership Board. A board which represents a large number of facilities 
companies who have chosen to champion the movement of increasing wages for all 
front-line employees, in order to move them above the threshold where wage poverty 
exists. I am very proud to share that many of our clients have been receptive to our 
discussions to date on this matter.  
 
2018 was a solid year for Carlisle. We added a number of high profile clients to our 
portfolio, albeit what’s more pleasing was our client retention rate that was one of the 
best I have seen during the two decades I have worked in this sector. Alongside this, 
our staff turnover rate across all areas was below 20% and this again is a fantastic 
achievement when you consider the industry averages. In fact, in some contracts and 
divisions, the employee turnover is low as 2%, so really well done to all involved in 
making Carlisle a great place to work.  
 
We have started off well in 2019 and now have annualised revenues of £60m+, which 
compares to £34m back at the start of 2016. I am however very mindful that as we 
grow we will face new challenges that will test us in ensuring we do not allow our 
values to become diluted or lost along the way. 
 
The strategic aim of Carlisle remains to be ‘the most trusted’ and transparent in all 
areas that we operate. This applies to both our client interactions but equally to how 
we function as a caring and thoughtful employer. We will ensure that we remain visible 
and easy to reach for all our employees and I encourage anyone with any ideas about 
how we can improve further to drop me a line directly.  

In March we saw a technical change to our shareholder reporting 
line. Previously we had been reporting to our shareholders by 
being part of the Impellam Group Plc. However, during this month 
we saw the shareholders assume direct ownership for Carlisle 
Support Services. This repositioning allows the business to be in 
control of its own destiny and investigate investment decisions that 
were not always possible when part of a much bigger group.  
 
For front-line operations, the change will have been somewhat 
invisible to you and this was exactly how I wanted it to come across 
and feel. There are a number of areas of support that Impellam 
provided to Carlisle and over the coming months, we will be 
sourcing direct supplier arrangements with such providers.  
 
Quarter one of any year is a very exciting time for me as it’s 
also the time we get to announce our annual Carlisle Superstar 
winners. Over my time in the business, we have seen some 
amazing acts nominated who go on to become winners of the 
annual awards. Held at ACC Liverpool, a client of ours secured in 
2018, the evening was a great spectacle for all involved.  
 
Whilst recognising those fortunate to win I am also humbled by 
the fact that more than 10% of our workforce was nominated for 
awards during the year. This is truly outstanding as it saw 300+ 
people recognised for their efforts across the year.  
 
Unfortunately, there can only be a small number of ultimate 
winners but I congratulate all of those who were selected as 
finalists for each award category.  
 
As a result of being a 2019 Annual Superstar Award Winner, we 
have formed our Employee Management Team. This team will 
meet four times during the year at our Head Office, working 
together on live projects and investment decisions. The common 
thread on all of their interactions will be to continuously improve 
our front-line workplaces and employee experiences.  
  
Another highlight of 2018 was the efforts put into supporting our 
chosen corporate charity, The Alzheimer’s Society. When we 
started this 3yr relationship we made a commitment to raise some 
£15,000 for the charity. It gave me great pride to see us achieve 
this result some 12 months early and I am sure we can raise much 
more for this worthy cause across 2019.  
 
If any of you would like to host regional or site-based fund-raising 
events or activities then please let us know as we would be more 
than happy to support them.  
 
Later this year we will be holding our first Carlisle Charity Day. 
We are expecting to hold this on the site of one of our key Events 
clients and make the day into a memorable gathering where we 
can all come together to champion ‘giving something back’. Please 
follow us on Twitter and/or LinkedIn to hear more about this over 
the coming months. All Carlisle employees will be welcomed to 
come and join in making it a superb day for all.  
 
Some of you will recall that last year I also made a commitment to 
having all of our employees on a social communication platform. 
This is vital when you have such a dispersed workforce and I am 
now pleased to say we are exploring the various options to making 
this become reality over the year of 2019.  

In each division, we have seen some real milestones and I 
am sure many more will follow. 
 
Our Security and Events division have had the pleasure 
of delivering another Cheltenham Gold Cup Festival. 
Alongside this, we have now seen the new Tottenham 
Hotspur Stadium open. Both of these events see our 
deployment rise up to more than 350 employees on site. 
Furthermore, this division has been able to secure the 
opportunity to work at the 2019 Cricket World Cup.  
 
The Cleaning and Industrial division have commenced 
a new contract with Siemens. This contract has over 70 
members of employees and involves 
the cleaning of trains for our client, 
West Midlands Trains.  
 
Additionally, the impact of 
Brexit has seen a change 
in how we operate 
at Eurotunnel. Due 
to enhanced checks 
and protocols being 
considered due to the 
exit from the EU we 
successfully recruited more 
than 50 new employees to 
take up immediate roles.  
 
Not to be outdone, our Retail team 
have commenced a new contract with Wickes. 
This has seen our merchandising team support them across 
the entire UK. It is always pleasing to see new clients join us 
in this space and well done to all involved for securing such 
a great brand.  
 
I look forward to seeing many of you over the course of the 
year. It is, without doubt, the most rewarding and enjoyable 
part of my job and I am so privileged to be fortunate to 
spend time out on site on a regular basis. Please keep up 
the hard work as without you doing the fantastic jobs you 
do the business would not have grown over the last few 
years and be in the great position we are in today. 

Thank You. 
 
 

Paul Evans 
Chief Executive Officer
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News in briefOur all new Employee 
Management Team 

ISO AUDITS 

Towards the end of last year, we successfully passed 
our annual audits for ISO 9001, 14001 and 45001. 
Four full days of audits were completed across 
Cleaning and Security contracts in the Midlands 
with positive feedback received throughout. In 
fact, the auditor took the unusual step of speaking 
to our CEO, Paul Evans to comment on what a 
great business and people we have. This was also 
a transition audit from OHSAS 18001 to the new 
ISO 45001 standard that was only released in May 
2018. Companies have three years to conduct this 
transition, it’s therefore extremely pleasing that we 
did it within six months  - the first within our sector 
to do so. 

Thanks go to Contract Managers, Angie Taylor and 
Ian Johnson for their help with arranging the site 
visits and a special mention also to Steve Channer 
and Richard Mundy who not only escorted the 
auditor but spent the previous two weeks checking 
all sites and coordinating the corrective actions on 
the issues that they had found. 

As announced at our Annual Superstars’ Awards 
Ceremony (please see page 20 for further details), it is 
with great pleasure that our overall category winners 
have now been invited to become part of our new 
company Employee Management Team (EMT). 

Having people who really live our company values is 
something that we are extremely passionate about and it 
was great to share the ways in which each of our winners 
have done and continue to do so throughout 2019. 

Left to Right - Andrew Walker - Events South, Lisa McBrien - Liverpool City Council, Stephen Channer - HSQE, Lee 
Wainwright - Retail, Daniel Day - Northern Rail, David Evans - Eurotunnel, Felix Adowah - IQ Student Accomodation, David 

Dobrin - Greater Anglia and Ciprian Rusu - Contract Supervisor

The purpose of the EMT is to allow our front-line 
colleagues to play a vital part in how the business is 
run and operated. When we created this new body, 
we wanted to make sure that they had some real 
opportunities to shape our business strategy and to take 
forward key investment decisions that have a day-to-day 
impact on the lives of our front-line teams. 

Wednesday 20 March saw the first meeting of our newly 
formed Employee Management Team. The day was a 
mixture of formal meetings but also time to allow this 
new group to learn how to work together as a team. 
Some great ideas were shared as well as personal 
experiences of working on such varied parts of our 
business. 

Time was also spent with our Senior Management Team, 
to understand what they feel the Employee Management 
Team can look at going forward. 

Thank you so much to our new team members, we’re 
already looking forward to the next meeting in June. 

Melanie Gilbert, Head of HR Operations
Emma Dowding, Employee Engagement Manager 
Colin Williams, Training Manager

Project Updates

Here’s the first update on the projects which the 
group will be involved in and have already started 
to look into: 

Superstar Award Winners 

The EMT will take on the responsibility, from 
the Senior Management Team, on selecting our 
Carlisle Superstar Award Winners each quarter 
from the plentiful nominations.

Employee Benefits 

The EMT will look into your Employee Benefits 
and how they can shape this to include what really 
does matters to employees.

Physical Health and 
Well-Being 
The EMT will discuss what workplace wellness 
programmes could be considered to support our 
employees in improving health and well-being in 
and out of the work environment.

Mental Health First Aiders 
We currently have 16 of these in our company, the 
EMT will look at how they can be made available to 
further support our employees.

Contact the EMT 

The Employee Portal on the Engage-IT app will 
soon have an option to contact your Employee 
Management Team. This option will allow you 
to ask the EMT to explore a variety of different 
subjects on your behalf.

In the meantime, if you have any ideas or a specific 
topic that you would like highlighted, please 
contact the team via: 

cssengagement@carlislesupportservices.com

”

The Employee 
Management Team 

Commitment
“To foster an open and collaborative working 
culture, where employees are engaged and 

empowered to voice constructive feedback, share 
new ideas and drive continuous improvements 
across Carlisle Support Services. To enhance the 

working lives of our employees.”

SIA APPROVED CONTRACTOR AUDIT

Following a further four 
days of intensive inspection, 
we have successfully passed 
another SIA Approved 
Contractor audit.

From Paul Taylor, Head of 
HSQE and his team, thank 
you to all concerned with 
showcasing the excellent work that is done across 
the security side of the business. 

No corrective actions required, just a couple of good 
practices identified. 

Well done again to all concerned.
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News in brief

THE BEST TYPE OF COVERAGE... 

Mark Colman, pictured above with Christina Bennett 
has worked for us since 2014, predominately working 
with Carlisle Events and Arriva Rail London. 

It just goes to show the flexibility available with our 
line of work with Mark recently completing a grand 
tour over a two week period at a number of our key 
clients. His roles and duties included the following: 

• Supervising at the Cheltenham Gold Cup Festival

• Supporting a new project on the London 
Overground for Arriva Rail London for three days 

• Completing a security shift for our Leonardo site 
in Luton 

• Attending a one day Supervisors preparation day 
at Tottenham Hotspur 

• Supervising the first test match at the new 
Tottenham Hotspur stadium 

Thank you for your ongoing dedication and 
commitment Mark, it’s greatly appreciated by all. 

Security Guards at Lister Hospital save the day 
(for their own Contract Manager!)

We’re delighted to share that Regional Contract Manager, Yameen 
Choudhry, and his wife are the proud parents for the third time to a baby 

boy, Yusuf. There is a very dramatic but ‘Carlisle’ story to his birth. At 
1.00am on the morning of Yusuf’s birth, Yameen called Lister Hospital for 
advice as contractions were very inconsistent, but he was told to wait. An 

hour or so later they decided to go into hospital and as they arrived in 
the car park baby Choudhry decided he was arriving into the world.

 
First on the scene to assist…Yameen’s overnight guards! As they all 

rushed around trying to find a trolley or wheelchair, Yameen’s amazing 
wife gave birth in the car. 

 
Lots of medical help arrived and mum and baby were taken into the 

hospital. 
 

In Yameen’s words, ‘it was the first time in my life I didn’t know what 
to do’ - finding himself in the bizarre situation of seeing his son born 

in the car surrounded by his Lister Security team!
 

A very traumatic experience I would imagine for Mum until help 
arrived, but thankfully everyone is doing well.

Congratulations also to Employee Engagement Manager, 
Jessica Hawthorn and Resource Co-ordinator Farva Kazmi on the 

safe arrivals of their own bundles of joy.  

The true heroes of 
Huddersfield and Kirklees
The Kirklees District Awards were held at the University of 
Huddersfield in November to recognise detectives, police,  
and members of the public for their dedication of going 
above and beyond to ensure the safety of others.

Carlisle employees Sajjad Hussain and Robina Shafi 
alongside PCSO Claire Whitwam were presented with an 
award for their quick action when coming across a man 
who was trying to self-harm and threatening to commit 
suicide in Huddersfield Bus Station.

We are extremely proud of Sajjad and Robina for going 
above and beyond in their roles to ensure the safety 
of those around them. Thank you for truly living our 
company value of ‘Caring Passionately For All’.

• Dave Booth
• Debbie Wilson
• Alan Lorimer
• Chris Evans
• Sharon Wild
• John Kennedy

• Shaun Pegler
• Alan Bishop
• Dave McGough
• Andrew Watts
• Nathan Harris

We love it when good news travels fast, especially 
when it’s about the quality of the work completed 
by our people. That’s one of the many benefits of 
utilising social sites such as LinkedIn to share great 
news and content – it’s instant!  
 
We know that you all live and breathe our 
values on a daily basis, so please keep sharing 
this invaluable content back to us via comms@
carlislesupportservices.com so we can continue to 
let the world know how fantastic you, our people, 
really are. 
 
That’s exactly what happened to our exceptional 
team at Sainsbury’s Guisborough, as detailed below: 
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News in brief
MENTAL HEALTH FIRST AID TRAINING

You may recall in our last edition of InTouch that 
Director of Operations for Security & Events (North), 
Martin Woollam, shared details of his bold promise 
to research, agree and implement a Wellbeing 
Strategy for the business. 

One of his ten initiatives was to offer Mental Health 
First Aid courses to front-line management and 

supervisors to assist them to identify and 
provide support to staff in need. 

Congratulations to one of our first batch of 
delegates who have successfully completed 

the course, kindly delivered by Brian Claydon  - 
CMIOSH from Omnis Health & Safety Solutions. 

• John Angel
• Emma Dowding
• Colin Williams
• Carl Taylor
• Karen Watts
• Martin Woollam
• Nick Roper

• James Ugalde
• Paul Taylor
• Kieron Pilcher
• Melanie Gilbert
• Amandine Timbers
• Steve Channer
• Richard Mundy

Head of Compliance, Paul Taylor said: 

“That now gives us a total 
of 16 fully trained Mental 
Health First Aiders across 
the UK to support our 
employees. It especially 
pleases me to see this as I 
committed last year to do my 
best to promote a positive 
health and safety culture 
within the business.”

CARLISLE RETAIL LEADS THE WAY...

Congratulations also due to Operations Manager, 
Janet Billingham who has successfully completed 
her CMI Level 3 Principles of Management and 
Leadership. The first person to do so in the whole of 
Carlisle Support Services! 

Training Manager, Colin Williams said: 

“You have worked so hard during this journey, it’s 
been great to see your progress and witness your 
enthusiasm.”

Training and 
Development
It’s been an extremely busy but rewarding start of the year for the training team. Back 
towards the end of last year, we engaged with Highfield Qualifications to look at the 
possibility of becoming an approved Training Centre. Whilst the process may have 
taken slightly longer than first forecasted, we are immensely proud to announce that our 
application was successful and we are now an approved centre. 

Huge thank you to those that have helped us to 
achieve it from the Finance, HR, Marketing, HSQE teams 
and everyone in Operations, this really has been a great 
team effort. We are now able to provide compliance and 
development training to our colleagues which includes 
First Aid and SiA plus many others including Conflict 
Management and Customer Service. In order to do this, we 
are always on the hunt for exceptional people within our 
business to deliver training for us. 

On that subject, David Law successfully conducted Carlisle Support Services inaugural self-delivered 
Emergency First Aid training course back in January. Well done David. A big thank you also to Lisa Pines 
and everyone else at our ACC contract in Liverpool for making this happen.  

Jane Pullan, our Training Manager on the Arriva Northern contract has also already started to use 
Highfield material to deliver contractually obliged training in Conflict Management.

I’m sure you will agree that having the ability to self-deliver has a huge benefit to us as we will be able 
to be more flexible, keep control of external training costs and be able to offer this to our customers as a 
value add to their business and ours.

In further training and development news, we have launched our new development programme for 
supervisors and newly promoted managers. The programme covers four key subjects, self-awareness, 
communication, finance, and problem-solving. Positive feedback has been received to date, with 
comments such as, ‘this will help to push staff forward’ and ‘the courses will help me to help customers’. 
If you would like to book a place on this programme, please do talk to your line manager in the first 
instance.  

Work has also started on a revised and refreshed induction 
presentation. Our Head of Marketing and Bid Management, 
Nicole Baker and Engagement Manager, Emma Dowding 
pictured to the right during one of our brainstorming sessions. 
Please keep an eye out for further details on the launch. 

As a result of the recent publication of our Training and Development Directory, we have been 
approached by several of our customers to help them with their own training interventions. As a result, 
we are also hoping to be able to deliver some training for them throughout 2019. 

Thank you to everyone that has supported the training team this year. I look forward to seeing as many 
of you as possible throughout the year.  

Colin Williams, Training Manager
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Contract Wins 
& Partnerships 

New ‘squeaky clean’ contract with 
Siemens Rail
We began a three-year contract 
in December with Siemens 
providing managed cleaning 
services. 

Our delivered services include 
daily cleans and CET Tanking 
across the West Midlands 
Trains Fleet, along with daily 
fleet cleaning at Northampton, 
Bletchley, Crewe, Coventry, 
Birmingham International and 
Milton Keynes stations.

Labour support is also provided 
to the Kings Heath depot 
where daily and periodic heavy 
cleaning is carried out for the 
fleet. 

This contract is supported by a 
mobile team we have in excess 
of 70 Personal Track Safety (PTS) 
trained Cleaning Operatives 
with an additional 70 employees 
for the Kings Heath Depot.

A PTS Certificate is required 
before anyone is allowed to 
work within the boundary of 
Network Rail tracks in the UK. 

  

On a roll with 
   

We continue our framework success with acceptance 
as an official NOECPC framework supplier. 

Established in 2007, and wholly owned by the NHS, 
NHS North of England Commercial Procurement 
Collaborative (NOE CPC) provides collaborative and 
bespoke procurement solutions to the NHS and 
other public sector organisations. Through category 
expertise and harnessing their collective buying 
power they deliver comprehensive, compliant and 
innovative procurement solutions which save the 
NHS money.

Commencing from 22 February 2019, the framework 
provides trusts access to SIA approved contractors 
supplying SIA licensed security personnel who are 
able to respond to the demands of providing security 
services in a healthcare setting. The security services 
for the Healthcare Sector Framework is spilt into two 
separate lots:  

Lot 1 – Security Services
Manned Guarding, Mobile Patrols, Key Holding 
and Alarm Response, Reception Duties and CCTV 
Monitoring Services

Lot 2 – Managed Security Services
Manned Guarding, Mobile Patrols, Key Holding 
and Alarm Response, Reception Duties and CCTV 
Monitoring Services. Additional security services 
including Bed Watching, Car Park Management 
and management of the full services through the 
provision of Security Management personnel.

We were successful with our submissions to support 
both lots. 

Commerical Director, Lucy Lott said of the award:

“Being awarded supplier status on these lots of 
this framework is a great achievement for us and 
illustrates just how seriously we take our alignment 
with the NHS and public sector as a whole.”

Framework Opportunities

Carlisle Security Services Ltd has secured a place on 
the government’s leading Crown Commercial Service 
(CCS) RM6089 Framework for Workplace Services 
(FM Marketplace Phase 2)

The Crown Commercial Service (CCS) brings 
together policy, advice and direct buying; providing 
commercial services to the public sector and saving 
money for the taxpayer. It is an executive agency, 
sponsored by the Cabinet Office.

The Security Lot has been designed in two sub-lots 
to capture the requirements of a resource intensive 
guarding service and the separate requirement for 
technical security elements including electronic and 
physical security. Primarily it has been developed 
to improve the way Central Government (CG) and 
the Wider Public Sector (WPS) purchase Security 
Services. 

We were successful in our bid to support Sub Lot 
1a - Security Services, including manned guarding 
requirements which is anticipated to see over 
£1.5 billion of spend from Central Government 
Departments, Charities and Wider Public Sector 
bodies over the duration of the contract. 

The award capped a successful year of growth for 
Carlisle Support Services, with other framework 
awards for security services under our belt, including 
Eastern Shires Purchasing Organisation (ESPO) and 
North Eastern Universities Purchasing Consortium 
(NEUPC). 

Head of Marketing and Bid Management, Nicole 
Baker, said of the award:

“I am really proud to see Carlisle Security Services 
secure a place on Sub Lot 1a of the largest Public 
Sector Framework for Security Services. It enables 
our customers to procure solutions that will deliver 
tangible savings, enable service confidence and 
make the concept of shared services and cost centre 
profitability a reality.”

“

”

“This is a hugely exciting 
contract for our Cleaning 
division as we continue 
to grow our presence 
within the rail portfolio. 
Having the opportunity 
to work with one of the 
largest operators within 
rail services offers the 
best platform that we 
can possibly have to 
move forward. The win 
demonstrates Carlisle 
Cleaning’s capability 
in this area and we’re 
delighted to have been 
trusted as a partner.”

Jamie Hatfield 
Sector Director
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A recap of our 2018 Winners
Caring Passionately For All

Quarter One 2018 

WINNER: Ahmed Harb, Supreme Court

Ahmed has received multiple compliments from clients and members of the 
general public regarding his caring, buoyant and reliable nature. His skillful 
leadership and the way in which he motivates those around him are a major 
contributing factor of the smooth running of the court day-to-day and when 
big events take place. 

Quarter Two 2018  

WINNER: Maggie McLeish, Greater Anglia 

Maggie is a valued member of our team. She is a compassionate, friendly 
and responsible individual who shows absolute dedication. She offers 
additional cleaning services, despite having completed her scheduled two 
hours, ensuring that every area of the station is clean, tidy and welcoming. 

Quarter Three 2018  

WINNER: David McCrudden, Retail 

David witnessed a female customer experiencing an epileptic fit whilst 
working within the Cheltenham store. He reacted quickly, using his jacket to 
support her head against the floor. He comforted the customer until in-store 
first aiders arrived and assisted them until the emergency services were on 
site. 

Quarter Four 2018  

WINNER: Glossop Station Team, Northern Rail 

The team consisting of Rizwan Haider, Abdi Nasir Jama, William Jones, 
Hamza Mohamed, Daniel Day, Thomas Dunne and Alan Ball. Glossop Station 
recently received a Gold Award in the ACoRP (The Association of Community 
Rail Partnerships) Awards. The team provides valuable and welcoming 
assistance in helping to keep the station clean and tidy. 

Quarter Three 2018  

WINNER: Felix Adowah, Raja Mahmood and 
Afuwape Oshikoya, IQ Student Accommodation

A male resident was in cardiac arrest on the floor in his room. Raja called an 
ambulance and was informed they would have to perform CPR. Under the 
guidance of the ambulance team, Felix began CPR until the medics arrived 
and took over. The male was taken to hospital and made a full recovery.

Quarter Two 2018  

WINNER: Anthony Dada, Ascot Racecourse

Anthony saw a male on the floor being held by a woman. Anthony realised 
he was having a heart attack which was confirmed by the woman holding 
the male. Anthony took over the CPR, whilst doing this he asked for an 
ambulance to be called, he carried on CPR until paramedics arrived and set 
up their equipment. Medics then checked the male and luckily managed to 
find a pulse, and took over the CPR.

Quarter One 2018  

WINNER: Brian Day, Merseyrail

Lifesaver Brian has been recognised for performing CPR on a gentleman who 
had collapsed at Liverpool Centre Station. With the help of Stephen Johnson, 
Assistant Station Manager, they brought him back to life and stayed with the 
gentleman until the paramedics arrived. He was taken via ambulance fully 
conscious and alert, thanks to the actions completed by Brian.

Customers at the Heart

Quarter Four 2018  

WINNER: Mourad Badjou, Lister Hospital

Mourad was on duty at Lister Hospital when he spotted a female patient 
on the edge of level 10 of the multi-story car park. Once reported, security 
arrived and managed to pull her away from the railings and brought her 
safely into the staircase. Mourad then organised a car to be sent to level 10 
so the patient could be escorted safely back to the Aston Ward.

Quarterly Superstars Awards
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A recap of our 2018 Winners
Promise-Based Culture

Quarter Three 2018  

WINNER: Scott Hughes, Darren Forbes and Andrew  
Begg, Eurotunnel

Darren, Andrew, and Scott stepped up to champion a project which involved
recruiting 21 new candidates and training them fully within five weeks. The 
trio remained optimistic in their approach and encouraged the rest of the 
team throughout to ensure that we delivered by the deadline.

Quarter Two 2018  

WINNER: Kerry Noonan, Eurotunnel 

Kerry works with total passion and commitment in her scheduling role
and does not accept any compromise to service. Kerry will influence 
and manage without authority to Duty Managers and Supervisors whilst 
engaging and relationship building at all levels to ensure that there is the 
correct team dynamic to have an effective schedule in place.

Quarter One 2018  

WINNER: Janet Billingham and Matt George, Retail

Over Q1, Janet and Matt successfully travelled the UK conducting instore 
inductions, interviews, and briefings to 150 new staff members joining our 
Sainsbury’s team. They never lost sight of the objective by keeping Team 
Leaders engaged and our clients updated with progress. We now have a 
blueprint for future sites and projects, thanks to their extensive experience.

Quarter Four 2018  

WINNER: Lee Wainwright, Retail 

Lee has worked at Carlisle for 20 years and his expertise and knowledge of 
the client was shown in his running of the recent new store in Selly Oak.
Lee managed a team of 57 including merchandisers, new starters and 
third-party support. This was alongside his role of liaising with the Project 
Manager and Store Manager to ensure everything was completed within the 

timescales.

Quarter One 2018 

WINNER: Lisa McBrien, Liverpool City Council 

During the Christmas period, there was a very dangerous and stressful 
situation that arose when a fire started at one of the City Council’s car 
parks. Lisa was incredibly calm and professional, following procedures and 
providing information and details to the emergency services and the duty 
management team, who also commented on Lisa’s calm attitude.

Quarter Two 2018  

WINNER: John Angel, Portsmouth Ports / MMD

John has played an integral part in changing the culture of security at MMD 
and has implemented some real beneficial changes towards that goal.
He has had to struggle with manning issues and HR conundrums but has 
never allowed this to affect the contract and has always conducted his duties 
with a smile on his face.

Quarter Three 2018  

WINNER: Andy Taylor, Liverpool City Council  

Whilst on duty within the City Watch Control Room, Andy observed a male
being assaulted by three other males in St John’s Gardens. They went on to 
steal the victim’s coat and mobile phone. Due to Andy’s vigilance, he and the 
team were able to send images directly to the police and monitor all three 
males as they left the area.

Quarter Four 2018  

WINNER: Andrew Walker, Arsenal FC  

Whilst on duty at the entrance to the Arsenal Armoury Shop, Andrew 
observed a member of the public being chased by three youths, one of 
which was holding a knife. Andrew assisted the member of the public 
to safety by allowing him inside the store and closing the doors. Andrew 
showed remarkable bravery and courage by standing his ground.

Sector-Based Experts

Quarterly Superstars Awards
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Wagestream gives you instant access 
to your earned wages and puts you in 
control of when you get paid. 

No loans, no credit, no high-interest 
charges, just improved financial 
wellness. 

Get paid as you earn
Say hello to Wagesteam

We’ve got some really great news to share with you. We’ve partnered with Wagestream - 
a charity backed organisation that lets you access your earned wages whenever you need 
them. 

Here’s how it will work, in a nutshell. 

• Open the Wagestream app and see exactly how much 
you’ve earned since your last payday

• Want to send some of your earned wages to your bank 
account? Just select the amount you want and hit 
‘Transfer’

• The money will land in your bank account instantly, for a 
small fee of £1.75 per transfer

• When payday rolls around, you’ll receive payment as 
normal, but with any Wagestream transfers deducted 
from your net wages

How do I enrol?
 
This financial wellness benefit will be launched to all 
Carlisle Support Services employees in May 2019 when 
you will receive further correspondence directly to your 
email address on how to access the app and login into your 
account. 

If you have any questions in the meantime, please reach out: 

Financial flexibility
Track what you earn 
and pay yourself when 
you want

Instant access
Transfer your wages 
directly to your 
current account in 
seconds

Not a loan, no 
interest
A fee of £1.75 when 
you make a transfer, 
whatever the amount

E: cssengagement@carlislesupportservices.com
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INNOVATION LAB
2019

It was another successful year of 
interaction and collaboration at our 
Innovation Lab 2019.

We were pleased to welcome Carlisle 
Support Services employees, industry 
suppliers and clients come together 
at the ACC Liverpool on Thursday 7 
February, to network and consider 
how they continue to deliver our 
service offering in a way that explicitly 
meets the unique challenges of the 
Support Services industry.

Our Chief Executive Officer, Paul 
Evans kicked the day off with a short 
introduction to the day ahead, before 
handing the stage over to the Disney 
Institutes, Stephen Bender. 

Stephen shared insight into 
how Disney create their magical 
experiences and deliver truly 
exceptional customer service. Guests 
came out feeling truly inspired about 
how to think outside of the box 
to provide an enhanced customer 
offering.

After Stephens’ inspiring speech our 
guests took a break for lunch and 
visited our Innovation Lab, which 
consisted of an array of suppliers 
with solutions to a wide variety 
of challenges that face our sector, 
including our Headline Sponsors, 
Wagestream. You can find further 
information regarding this exciting 
new employee benefit on page 16. 

Our Keynote Speaker sessions 
followed on from this, where guests 
were split into groups to attend 
two topical keynote sessions. There 
were a variety of topics covered 
including ‘Brexit and Labour Supply’, 
‘The Future is Human’ and ‘How AI 
Technology can aid with increased 
productivity.’

Following on from the informative 
keynote sessions and a short 
refreshment break, our guests were 
once again split to join roundtable 
discussions, where a number of 
our sponsors spearheaded table 
discussions to encourage people to 
share their thoughts on topics that 
we all face within our day to day 
roles.

 

“

”

Since I joined Carlisle it has long 
been a personal goal of mine 
to ensure our wide range of 
customers and suppliers are given 
the fullest of opportunities to 
meet, collaborate and innovate. 
The Innovation Lab concept has 
for the past few years provided 
the perfect environment for us to 
bring all together where coupled 
with some industry innovators and 
keynote speakers, we can allow our 
teams and clients to consider how 
they continue to deliver our service 
offering in a way that explicitly 
meets the unique challenges of 
their own organisations. Numerous 
positive outcomes have been 
achieved over recent times from 
relationships that were started at 
one of the Carlisle Innovation Labs 
and I am confident many more 
will flourish, allowing people to 
develop new ways of working and 
wider innovations that will improve 
the lives of our employees, clients 
and the facilities industry as a 
whole. 

Paul Evans 
Chief Executive Officer

Visit the Photo Gallery: 
https://flic.kr/s/aHsmAHpDJC

Mike Neville MCSFS, 
Super Recognisers Int. / Neville Forensic Recognition

Russell Beck, Impellam Group

Members of the ACC Stewarding Team

Wagestream, Headline Sponsors    

Martin Hill-Wilson, 
Brainfood Extra

Kevin Hard, Ryder Marsh OCAID

Sofie Hooper, IWFM
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Shining Stars! 
Annual Award Winners Revealed 
We are thrilled to share with you the winners of our 2018 Annual Carlisle Superstar Awards.  
 
Each of our worthy quarterly winners previously noted in this issue of InTouch received their invitations to join 
a number of our clients and employees at our Annual Award Ceremony. Held on the evening of our Innovation 
Lab on Thursday 7 February, the event celebrates the outstanding achievements made throughout 2018 by our 
employees. With a Hollywood glitz and glam backdrop, Paul Evans and Finance Director, Michael Shirt took to 
the stage to share amazing accounts of how Carlisle people have saved lives, gone beyond client expectations 
and provided exceptional customer service to the people we serve.  
 
Please join us in congratulating our worthy winners. The overall category winners now form a part of our newly 
launched Employee Management Team. Further details can be found on page 4 of this edition of InTouch.

First Place: Abellio Greater Anglia
Second Place: Portsmouth Ports / MMD Shipping Services
Third Place: WYCA, Northern Rail and Ascot Racecourse

Contract / Operations Manager of the Year Team of the Year

First Place: HSQE
Second Place: HR Operations

Third Place: IT Projects
First Place: Cleaning and Industrial Services

Support Team of the Year Division of the Year

First Place: Yameen Choudhry, Regional Contract Manager 
and David Evans, Eurotunnel 

Third Place: Janet Billingham, Retail

Employee of the Year - Caring Passionately For All

Employee of the Year - Customers at the Heart

Employee of the Year - Promise-Based Culture

Employee of the Year - Sector-Based Expert

First Place: Felix Adowah, Raja Mahmood, Afuwape Oshikoya
IQ Student Accommodation Runner Up: Brian Day, Merseyrail

First Place: Maggie McLeish, Greater Anglia Runner Up: Northern Rail Glossop Team

First Place: Lee Wainwright, Retail Runner Up: Kerry Noonan, Eurotunnel

Runner Up: Andrew Walker, EventsFirst Place: Lisa McBrien and Andrew Taylor, Liverpool City Council
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Carlisle Events battles 
the elements to deliver 
Cheltenham Festival 2019
The Cheltenham Festival is the most 
prestigious jump racing event of the 
year and an event that Carlisle has 
been working on for over 32 years.

This year’s Festival threw everything 
at us and as a collective, we are proud 
to have succeeded. It saw familiar 
faces returning, some in new roles 
and many from the wider Carlisle 
family, who support the local team for 
the major events at the racecourse. 
We were also pleased to introduce 
many new faces to the event’s family, 
some of whom were stewarding their 
first-ever event.

Day 1 – Champion Day

The first day started well, with a 
swiftly executed deployment of over 
350 staff arriving for the first day 
of the event. This is thanks to Dave 
Kennerley and Frank Devall, who 
managed the process and ensured 
that the team were out and briefed 
on time. In order to perform their 
roles to the best of their ability, 
each team member needed to be 
presentable and kitted out with the 
correct tools for their role, this was 
thanks to Nick Higgs who single 
handily resourced uniform and 
equipment.

Our biggest obstacle was the weather, 
which was not kind with heavy rain, 
but in true team spirit, they all stood 
together to get through the day, rain 
and all.

To show our appreciation to those 
that stood out as performing above 
and beyond in their roles, the Core 
of Carlisle presentations began, 
alongside a special prize for the 
“employee of the day”.

Day 2 – Ladies Day

Ladies Day arrived with great 
uncertainty due to the forecasted 
strong winds. The festival has already 
battled off the threat of equine flu, 
but this time Mother Nature wanted 
to throw a spanner in the works. The 
temporary structures which host 
thousands of people on the day were 
a concern for safety due to the strong 
winds, which meant that Cheltenham 
was still unsure whether they would 
go ahead even at 8.00am that same 
day! With the forecast showing signs 
of improvement, the organisers took 
the decision to proceed with the days 
racing. Despite the odd strong gusts, 
we welcomed over 58,000 people to 
the racecourse for an enjoyable day 
of world-class racing.

Day 3 and Day 4 - 
St Patricks Day and 
Gold Cup Day

Day 3 welcomed over 68,000 people 
to the festival and a record-breaking 
crowd for Gold Cup Day kept the 
team busy from gates opening to 
close.

Some 1500+ duties were completed 
during the festival period by Carlisle 
Support Services to ensure the 
266,000 people who attended the 
festival had a safe and enjoyable 
experience.

We would like to show our gratitude 
to the Supervisory Team who ensured 
that this event ran smoothly.

Following on from this 4-day event we 
have received a number of messages 
to say how much they enjoyed being 
part of the 2019 Cheltenham Festival. 
Yes, we are pleased to have ensured 
a safe and secure event, but we are 
also proud that our personnel enjoys 
working for Carlisle Support Services 
as part of our events team.

Well done to every single individual 
who was part of the 2019 
Cheltenham Festival Team. Mollie Osment & Megan Hickey receiving 

Core of Carlisle recognition from Adrian White

Lizzie Eastwood, Faith Horswell, Chris Howley, Jane Taylor, Sue Leeke, 
Jack Orchard, Sam Webber, Ira Thompson-Price, Lloyd Watts, Robert 
Payne, Georgia Harman, Olly Oxley, Roxana Calman, Jafar Rony & 
Monem Khan
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NEIL LEVERSIDGE
INTERVIEW WITH...

Meet Neil, our Service Centre Manager 
based at our Head Office in Luton

QUICK FIRE 
QUESTIONS

Hi Neil. What exactly does 
the role of our Service Centre 
Manager involve? 

I manage our 24hr Service 
Centre which consists of a 
team of eight RSEC schedulers. 
We review and implement 
dynamic scheduling processes 
proficient for customer 
staffing requirements across 
all four of our service sectors. 
We also support the client 
and contract managers with 
reactive staffing levels, creating, 
establishing and monitoring 
shift cycle procedures and rules 
adhering to strict timetabling in 
consultation with operational 
employees, whilst remaining 
compliant with the Working 
Time Directive governing 
operational hours worked. 

How many calls or enquires 
have been dealt with by the 
Service Centre so far this year? 

We have on average 24,000 
book-on requests a month 
of which an average of 9,000 
is completed manually. The 
other 15,000 are a mixture 
of automatic services and 
pre-programmed actions. In 
addition to these figures we 
receive and make approx. 300 
phone calls a day and send and 
receive around 200 emails each 
day.     

What is your vision for the 
service that your team will 
provide?

We are looking to grow into 
an accredited Service Centre 
and extend the services we 
can offer to companies outside 
of Carlisle Support Services. 
This will include a help desk 
scenario assisting outside 
sources with emergency out of 
hours assistance, lone working 
protection, and monitoring 
temperature levels on essential 
appliances outside of working 
hours. 

What changes do you intend 
to make and what benefits do 
you see these will have for our 
contracts?

I’m tasked in reducing the 
number of telephone calls 
received into the Service Centre. 

By reducing the time spent 
on calls and emails for basic 
functions such as logging on 
duty and chasing those who 
fail to log on, we could save in 
excess of 12 hours per day. This 
time could be reinvested back 
into the business to increase 
the overall productivity of the 
Service Centre.    

Tea or Coffee?

Tea (every time) 

iPhone or Android? 

Either or really, my company 
mobile phone is an iPhone, my 
personal a Samsung.

Dream country to live? 

Right here in Blighty. 
I am already living 
the dream.

Call, email or text? 

Call, I prefer the 
human interaction.

Last holiday location? 

I spend quite a lot of time in 
Sicily as my wife is Sicilian. My 
last holiday, however, was in 
mainland Italy.

Favourite sport and team? 

My main past time is fishing but 
my favourite sport is football 
and I follow Arsenal. 

Favourite inspirational quote?

What comes easy won’t last, 
what lasts won’t come easy.    

Most used Carlisle Support 
Services system or 
application? 

No  surprises here, it’s Timegate  
- it comes with the job.
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Carlisle Retail Ramblers 
take on charity trek

A huge thank you and congratulations to Janet 
Billingham, Jamie Hatfield, Nick Roper, Stewart 

Smith, Simon Stockport, and Paul Evans, aka 
the Retail Ramblers, who took on Robin 

Hood’s Stride and Stanton Moor on Saturday 
1 December, dressed up in Christmas 

themed costumes. 

Not only did they take on this mammoth 
18km challenge and do it in true festive 

style, but they also raised a massive 
£2929.32 for our company’s chosen 

charity, The Alzheimer’s Society, which 
far exceeded their collective £2500 

target.

Kick off has commenced 
at new Tottenham 
Hotspur Stadium
Carlisle has provided additional match day Stewarding and Security services to 
Tottenham Hotspur FC since 1997 as part of an on-going partnership. The key business 
drivers are operational planning to support their in-house staff, cost control, flexibility, 
the use of local labour and a highly skilled and experienced workforce for effective 
delivery. In 2017, Carlisle was chosen to become the sole supplier of Security across the 
Tottenham Hotspur estate. In addition, Carlisle retained delivering external Stewarding 
services at the new world-class stadium.

Our Involvement - Security 

As Tottenham Hotspurs sole security provider, we are responsible for ensuring that a 
comprehensive security provision is delivered across Tottenham Hotspur’s estate
including:

• The new world-class stadium
• Tottenham Hotspur’s offices
• Tottenham Experience – megastore, museum, and fan attractions
• Tottenham Foundation – Tottenham’s charitable arm
• Tottenham Training Centre & Players Accommodation Lodge
• London Academy of Excellence Tottenham (onsite 6th form academy)

Our Involvement - Event Stewarding

• Access control and search, implementing search policy for all visitors on Match and Event days, 
including search arch management and bag searching

• Build phase security – Fluid entrance and exit management, asset security and contractor 
searching during the stadium build phase

• Customer Support – Meet and greet personnel around the stadium, crowd management at local 
stations and general customer support for all event day visitors

The Future 

Our long -standing relationship with THFC means we are now working closely with them to ensure 
security provisions continue to develop as their new stadium opens to the public. Our stewarding team 
has run regular practice days to prepare for the stadium opening and match day requirements going 
forward. 

Customer Service is paramount for this venue, being a global brand and a hub which leads the way in 
innovation in Britain. We strive to deliver the highest levels of customer service through client specific 
training and development routes, which was recently acknowledged at our first test event with our Match 
Day Superstar Awards. Congratulations to the following employees who went over and above to deliver 
excellent customer service as part of the Tottenham Hotspur match day experience: 

Aboubakar Laadjal-Adjal, Jerome Smith, Toby Grant, Tim Watkins, Simon Matthews, 
Clement Walker, Kyian Peirre, Trevor McGillivany, Ibrahim Egberone and Ogunbadejo Olu. 
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CARLISLE SUPPORT SERVICES SIGNS 

ARMED 
FORCES
COVENANT

Proudly supporting those who serve our country.

Our pledge is to commit to honour the Armed Forces 
Covenant and support the Armed Forces Community. 
We recognise the value of serving Personnel, both Regu-
lar and Reservists, Veterans and military families contrib-
ute to our business and our country.


