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The largest multinational companies in facility 
services and number of employees

• Compass Group 548,143
• Sodexo 422,712
• ISS 370,000 (75% FT in 2020) 
• Atalian 137,000 
• Dussmann more than 60,000



Note: Prior to 2008 ISS acquired 700 businesses – In UK acquisition of GS HALL (technical services)



Strategy and its implications for Staff Retention 
and Labour Turnover
• Focus on Integrated Facility Services > Different tasks, career 

pathways  
• Global Clients/Key Accounts > work for the same client over number 

of years; increased expertise require
• Digitalisation > increases value-added per employee / FMS@ISS 
• New corporate hub in Warsaw > Need to do something in PL 





Key Accounts

• Key account revenue was 67% of Group revenue in 2020 (2019: 63%), 
and generated organic growth of (4.3)%, which was slightly better 
than the Group’s organic growth  

• strong key account growth in a number of countries, especially 
Turkey, Australia and Italy. 

• managed to maintain a high key account retention rate of 93%.





During the Covid-19 crisis



‘all about servicing our 
global customers’ -
Not as easy as in theory 

• Lost Novartis pharmaceutical account (DKK 
2.0 billion in 2018 (2.8% of Group revenue)) 

• BT Group: ISS won the cleaning and security 
contract. CBRE Global Workplace Solutions 
(GWS) will provide hard and soft facilities 
management services, ranging from 
engineering through to postroom services (5 
year contract covering 1,900 staff) 

• Significant resource mobilisation required for 
Deutsche Telekom key account hits upper 
lines and slims margins at the bottom (4% of 
Group Revenue).

• Lost UK Ministry of Defence 

• Lost Danish Defence Ministry

• Not making headway as promised in 
Deutsche Telekom



Divestment = 
investment? 

2bn DKK will be raised through divestment 

Divestments (Portugal, Russia, Taiwan) – increased 
focus on cash generation as well as business units 
that don’t fit to strategic profile –

Organisational restructuring: Strategic Investment 
Unit 

Operational: more technical services, catering and 
food services (healthy food), workplace 
technology and data (sensors in floors/doors, etc.)



Staff Retention and Labour 
Turnover at ISS Facility Services



Employee 
Turnover & 
Retention
• Some of the initiatives included placing 

employees closer to their residences so 
they did not need to travel long distances, 
and increased opportunity for training so 
they could have the opportunity to seek 
other jobs within ISS.

• global employee turnover continued to 
improve in 2020 to 33% and reflecting 
among others

• The positive trend is also driven by key 
account focus, including discontinuation of 
high-churn non-key account customer 
contracts.



Covid-19 – A challenge to Staff Retention

• Corporate cost reduction drives outsourcing 
• Reduced square meters (10-15%) in next three years. 
• Aviation section harder hit and will not recover fully



Getting ISS Facility Services’ 
Clients to focus on Staff Retention 



Investor Strategies – Whom do we 
need to reach out to?





Tasks ahead for us…



ISS Trade Union Alliance
• Hold company accountable to their 

Global Framework Agreement

• Monitoring and analysis of company 
developments

• Build solidarity with cleaners’ unions in 
ISS across Europe and the globe

• Train new leaders and organizers in the 
cleaning sector  

• Develop Global Client Organizing
Strategy

• Establish knowledge exchange between 
different trade unions 

• Increase trade union participation in 
the European Works Council 



Chances for co-operation with ISS Facility 
Services
• ISS Journeys – all employees will be able to upgrade their skills 

(vocational and skills as part of collective agreements)
• Health & Safety 
• Integration of workers with disabilities 
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