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3,578 people (at December 2020)

26.8 million hours worked 
(construction sites)

94% average site efficiency across 2020

5,449 new homes under construction 

713 sites under  
construction 
(at December 2020)

c.500,000 homes  
maintained in social  
housing sector

Facilities managed  
in 323 commercial  
buildings

* Inclusive of share of joint ventures and associates (excludes share of taxation of joint ventures and associates).

Cash £215.9m (52% increase)

Net cash £161.6m
Forward order book up 13.5% to £6.6bn

Value of work won  
since start of pandemic – £1.8bn

£1.45bn 
Turnover*

£14.7m EBITDA* 
(underlying: £26.1m)

Net assets 
£142.0m
£1.7m Profit (PBT*) 
(underlying: £13.1m)

56% saving in  
energy (kWh)  
since 2019

£7.6m spent with 
social enterprises

£15.2m social  
value generated

£106.9m total  
tax contribution

100% customer retention  
in 2020

Zero accidents or incidents 
reported in four years

Launched Six Step Plan 
to help customers return 
safely to workplaces post 
COVID-19

Maintains more than  
300 customer properties 
every year

Wates FM key facts

Wates FM (Facilities Management) has 
established itself as a key partner in  
the UK facilities management sector, 
providing self-delivered mechanical, 
electrical and ‘total FM’ services to 
customers across the public and  
private sectors.

2020 was the business’ first year as part  
of Wates Property Services. During the 
year, it retained 100% of its existing 
customers and agreed extensions to 
several key contracts in the legal, public, 
logistics, managing agent and multi-media 
sectors, whilst also achieving an exemplary 
health and safety performance. Wates FM 
has recorded zero reportable accidents  
or incidents for almost four years, setting 
standards consistent with its ambition to 
be a zero-harm business. 

Capabilities enhanced  
by the coronavirus
The pandemic offered Wates FM a unique 
opportunity to showcase its ability to 
adapt and deliver a range of professional 
services in difficult circumstances. The 
business introduced new tools and 
techniques to improve performance and 
help customers continue to operate in a 
COVID-secure way. 

This new way of working has been  
praised by several customers, who have 
highlighted the professionalism of Wates 
FM’s staff. The plaudits came from both 
public and private sector contributors, 
including the Cabinet Office, which 
praised Wates FM’s deep cleansing 
services as an example of best practice 
during the pandemic. 

Despite the coronavirus, Wates FM won 
new work in the legal, financial, education, 
logistics and multi-media sectors. 

Public sector growth
The business won new contracts in the 
public sector, building on Wates Property 
Services’ long-established links with these 
customers. Wates FM secured a place on 
a new public sector framework across  
the West Midlands, as well as expanding 

significantly its partnership with HM 
Revenue and Customs (HMRC). 

Wates FM’s ambition in 2021 is to be the 
most trusted FM partner across both  
the public and private sectors. The focus 
on customer retention remains, and the 
business is developing bespoke real-time 
management information for customers 
as it continues to innovate to deliver 
market-leading levels of service.

Wates  
Facilities 
Management

For more info on Wates Facilities 
Management go to wates.co.uk/fm

2020
in focus

Wates Group
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The Canadian High Commission in 
London provides consular facilities  
for Canadians to renew passports  
and visas, and apply for emergency 
assistance. It incorporates a military 
liaison office and public affairs 
department, and is home to a number 
of key trade and political officers.  
The Grade II* listed Canada House 
building hosts special events, including 
conferences, receptions, lectures  
and lunches.

Throughout the five-year partnership  
with the High Commission, Wates FM will 
keep the buildings safe, secure and clean, 
to protect and support Canada’s image 
and reputation.

Wates FM provides a total FM service, 
including all mechanical and electrical 
services, fabric maintenance and project 
management at both Canada House and 
the Commission’s adjoining offices on 
Cockspur Street. 

It delivers quality cleaning services  
and provides energy management 
consultancy, utilities procurement  
and bill validation. This work enables 
Canada’s Department of Foreign Affairs, 
Trade and Development to maintain 
appropriate accommodation standards, 
policies, and programmes. It also 
safeguards and extends the performance 
of the building and has led to 
outstanding occupancy satisfaction 
levels, including those from visiting 
foreign diplomats and VIPs. 

“Our experience to date on the 
outsourcing using the performance-
based contract approach is certainly 
meeting our expectations. Although 
this type of contract was seen as 
something new to the real property 
industry in London, Wates was quick 
to research and understand the 
approach. Wates are working with  
us towards achieving our high 
standards, as we all envisioned.” 

John Sommerville, Canadian High Commission

Wates FM’s security-cleared engineering 
team provides M&E services to four of 
HMRC’s regional centres and 21 discrete 
sites. Since starting in 2019, the scope  
of  the contract has grown from four to 
21 sites, with the potential to expand 
further over the five- to seven-year term. 

Wates FM adopted a business-as-usual 
approach as far as possible during the 
pandemic and mobilised eight new sites 
safely and in a COVID-secure manner 
during lockdown. This involved the TUPE 
transfer of four staff from one of HMRC’s 
South London sites. 

Wates FM has worked closely with  
HMRC, investing time and energy in 
understanding the organisation’s new 
operational model. This has seen the 
merging of a number of older properties 
and the development of several new 
offices. Wates FM’s ability to mobilise new 
sites at short notice to ensure they were 
ready for business has been invaluable. 
During site mobilisation, Wates FM 
collects asset information and conducts 
an asset validation process, the findings of 
which are uploaded to a computer-aided 
facilities management system. This 

enables HMRC to identify the nature and 
condition of their assets and to plan for 
any necessary capital expenditure. 

Wates FM has achieved a high level of 
customer satisfaction and has been 
awarded the maximum possible Net 
Promoter Score of 10 by HMRC. 

Canadian High Commission 
(Canada House)

HM Revenue and Customs

CASE STUDY:

CASE STUDY:

“We receive a real added-value 
service from Wates FM – from  
an extremely efficient team. We 
have been consistently impressed 
with how Wates approaches 
mobilisation, particularly in the 
face of a global pandemic. 
Lockdown didn’t faze the team; 
they immediately took over 
where we needed them to and 
set up sites on very short notice. 
The attitude to work and 
problem solving is amazing.” 

HMRC Estates Team
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wates.co.uk

Head Office

Wates House 
Station Approach 
Leatherhead 
Surrey KT22 7SW

Tel: 01372 861000

Some of our 
customers and 
partners


