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Working within the construction industry, we 
have a huge opportunity to shape our future 
built environment. This means it is critical that 
we run our business in a responsible way that 
reduces our environmental impact.

We cannot lose sight of the bottom 
line, and must make sure that our 
finances are healthy and robust. 
This means we can be in a position 
to invest in further actions and 
measures that will make us even 
more sustainable in the future.

Our people are our biggest asset and 
what makes us different. It is vital 
that we keep them safe, healthy and 
engaged, and actively contribute to the 
communities around our branches.
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SUSTAINABLE  
FUTURE TOGETHER contents

BUILDING OUR

Mark Rayfield
Chief Executive  
Saint-Gobain Building Distribution UK and Ireland

Our vision is to be the best timber and builders’ 
merchant in the eyes of our target customers, 
and we pride ourselves in achieving this by 
delivering innovative and sustainable products 
and solutions that meet the needs of today  
and tomorrow.

Sustainable development has always been firmly 
rooted in our business and it will underpin how 
we do business and grow in the future.

We continue to work hard across our 
sustainability pillars of People, Planet and  
Profit; balancing our responsibilities to 
colleagues, customers, suppliers and our  
local communities.  

This latest Sustainable Development Review 
showcases our efforts since our last report was 
published. This year’s highlights have included 
– introducing voltage optimisation units and 
replacing standard lighting with LED panels in 
our branches to further reduce our CO2 and 
electricity consumption; rolling out our 
community schools sponsorship programme  

to help educate the next generation about  
being sustainable; and taking part in many 
community challenges to raise over £150,000  
for our charity partner Macmillan Cancer 
Support in 2014 alone. 

These are only a few examples that show  
what can be achieved by working together.  
We’re proud of achieving the targets we set 
ourselves to be a more efficient and responsible 
business, but as always, there is more to do and 
more we can improve on. 

We remain committed to leading the market  
in not only supplying sustainable timber and 
building materials but by driving forward the 
sustainable development agenda in the 
construction industry and helping to build a 
more sustainable future together.



We offer a wide range of quality materials and products,  
from everyday core essentials to the latest sustainable 
innovations, coupled with precisely tailored logistics.  
Our friendly and knowledgeable colleagues continue to  
provide the highest levels of customer service.

Jewson is recognised as one of the UK’s leading 
business-to-business brands in the 2014 list of  
Business Superbrands. A Superbrand is a business that  
has established the finest reputation in its field, and offers 
customers significant emotional and/or tangible advantages 
over its competitors. To gain Superbrand status, we were 
among 1,200 brands assessed by The Centre for Brand 
Analysis (TCBA) on the three key criteria: quality, reliability 
and distinction.

Jewson is the UK’s leading supplier of 
sustainable timber and building materials.  
For over 175 years we have been supplying 
building materials and supporting the  
building trade.
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COLLEAGUES

branches across the UK
600

products and 
solutions

50,000
Our customers 
have access to over
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Saint-Gobain’s vision 
is to be THE reference 
for sustainable habitat

The Saint-Gobain 
Innovation Centre 
was visited by over 
5,000 visitors in 2014

5,000
150 people will be 
trained in Saint-Gobain’s 
Innovation Process by 
the end of 2015

150

The Saint-Gobain Group is a world leader in the building and construction markets.  
With 1,000 sites in the UK and Ireland, Saint-Gobain is Europe’s leading distributor of 
construction products. Jewson is a key part of Saint-Gobain’s Building Distribution division. 
This gives us access to a network of companies; bringing together the resources and 
expertise of many trusted brands, to design, manufacture and distribute building materials. 
This ensures we are ideally placed to provide innovative solutions to meet the growing 
demand for energy efficiency and environmental protection.

In 2015, Saint-Gobain is celebrating its 350th birthday, marking three and a half centuries 
of innovation.

who is  
jewson?

saint-gobain group



We are committed to working 
together with our sister companies, 
customers and suppliers to build a 
sustainable future. This strategy is 
embodied in our Jewson Sustainable 
Road Map, which covers three areas. 
These areas are closely linked with 
each other and each one is equally 
important in helping us achieve the 
progress and success we are
aiming for.

Our Sustainable Road Map provides us 
with a clear vision of what we want to 
achieve by 2020, and how we’ll measure 
our progress along the way. It provides  
an overarching framework for all parts  
of our business, and identifies 13 key 
objectives where we believe we can have 
the largest impact.

During 2014, we reinforced the 
importance of sustainability in our 
business through an ongoing internal 
campaign designed to boost awareness 
and understanding of sustainable 
development and its role across Jewson; 
including the part every colleague has to 
play in being as sustainable as we can be.

Keeping people safe

Creating value 
from diversity

Engaging with 
the community

Zero harm to colleagues, 
customers, suppliers 

and contractors

Demonstrate long-term 
positive impact by engaging  

with local communities

Waste to
landfill

Recognised by
customers as
best timber 
and builders’ 
merchant

Best in class
based on brand
survey vs
competition

% of sustainable
product turnover
vs company
turnover

All strategic
suppliers
engaged with

15% reduction 
in C02  emissions

Baseline
reduction
20%

41.5 tonnes
of C02  per £m
turnover 

30% under 35

ZERO 
TF1s

Certified
Timber

Sustainable timber

Waste

Transport

Water

Climate change

Engaging with 
external suppliers

Engaging with 
strategic external

customers

Core customer
experience

Sustainable products 
and solutions

Engaging with 
colleagues

Colleague engagement  
index 80%

Voluntary turnover 6%

6

100%

82% 18%

50%

0%

sustainable
road map



Our people are our biggest asset 
and what makes us different.  
It is vital that we keep them safe, 
healthy and engaged, and actively 
contribute to the communities 
around our branches.
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Aim
Installing true belief that safety is our number  
one priority through better reporting and  
increased awareness, coupled with better 
training and engagement.

Minimum requirements 2015
Less than one lost-time accidents per million 
hours worked.

Class excellence 2020
No lost-time accidents (zero harm  
to colleagues). 

2014 performance
0.98 lost-time accidents per million 
hours worked.

of our sites now 
have a designated 
safety champion.

Operation Directors 
attended our health 
and safety leadership 
course this year, 
written and delivered 
in-house.

ALL

ALL

75%

Minor injuries 
reduced by over 75% 
during the year.

Su
st

ai
na

bl
e 

 
Ro

ad
 M

ap

10

Health and safety remains our number one priority. We want everyone 
involved with our business to be healthy and safe at the end of each day, 
and are striving to achieve zero accidents and no harm to colleagues, 
customers, suppliers and contractors.

Certified standards and audits mean health 
and safety remains at the heart of our 
operations, and that we can ensure the 
highest standards for our employees and 
everyone who comes into contact with our 
business. We undertook more Environment, 
Safety and Prevention of Risks audits than  
ever before, and have seen an improvement  
in compliance rates. 

Electronic Data Management – our online, 
innovative and interactive Health and Safety 
Management system – was made available to 
all Saint-Gobain colleagues in 2014. It provides 
an easily accessible and up-to-date hub for all 

relevant health and safety documents, 
guidance and standards. In partnership  
with AXA PPP, we launched an online  
health gateway called Fit 4 Work/Fit 4 Life.  
This offers access to a wide range of health 
tips, helping our colleagues make small, 
sensible and sustainable changes that will 
make them feel healthier and happier.

Colleagues from across the business found 
their own ways to bring vital health, safety, 
environmental and wellbeing messages to 
life on International EHS Day, with many 
branches providing free health and safety 
resources to our customers.

keeping
people safe



Participating cricket clubs 
received £350 of funding free 
of charge when they made an 
initial payment of £50 into a 
Jewson Privilege Account.

A hod of bricks weighing 
32kg was carried by Alex 
Surrey, Branch Manager 
in Leamington, and a team 
of five colleagues on the 
Three Peaks Challenge  
to raise money for 
Macmillan Cancer Support.

Our 2014 Tour de Jewson 
cycle event raised enough 
money to fund over 1,000 
nursing hours to support 
people living with cancer.
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Sustainable 
Road Map
Aim
Branches actively encouraged to support local community 
projects with time and materials and, in supporting our national 
charity partner, endeavour to act as a responsible neighbour.

Minimum requirements 2015
Demonstrate long-term positive impact by engaging
with local communities. 

Class excellence 2020
Demonstrate a real understanding of the local communities’ 
needs and establish positive initiatives to meet those needs.

2014 performance
We worked with the England and Wales Cricket Board to improve 
the facilities at local cricket clubs and raised over £150,000 for 
our charity partner Macmillan Cancer Support.

We are committed to having a 
long-term positive impact in the 
communities in which we operate, 
and our branches are encouraged 
to support community projects 
and educational programmes in 
whatever ways they can. Given the 
large number of sites we operate,  
it is crucial that we are a responsible 
neighbour, honestly and openly 
considering the impact we have  
on those around us and volunteering 
colleagues’ time to help local  
good causes.

We also have a long established commitment 
to donating time, expertise and materials 
through our national ‘together’ charity 
programme. In 2014 our charity partner  
was Macmillan Cancer Support, selected 
following an online vote by our employees, 
and we raised over £150,000 through a 
variety of fundraising activities. 

Our flagship fundraising event is the Tour de 
Jewson annual cycle relay, which attracts 
hundreds of riders every year. In addition,  
our Contractor Sales Team completed the 
Monopoly Walk, visiting every London 
location on the famous board game, and our 
Tool Hire specialist branches launched a 
series of pop-up van washes for customers 
across the North of England.

We are also working in partnership with the 
England and Wales Cricket Board (ECB) to 
promote cricket as a great sport to both 
watch and play. As a primary supporting 
partner of the ECB’s NatWest CricketForce 
initiative, participating cricket clubs received 
additional funding from the ECB for general 
ground improvements when they opened a 
Jewson Privilege Account in 2014.

To celebrate and support the communities we work in across the UK,  
in 2015 we will be offering local projects the financial support needed to 
transform a vision into a reality by giving away a total of £100,000 to fund 
the renovation of community buildings.

engaging with
the community



Our employees are vital to what 
we do, and we believe everyone 
who works with us should be 
given every opportunity to fulfil 
their potential. We want a role at 
Jewson to be seen as a career, 
not just a job, and offer structured 
career path training to those 
colleagues who want to progress 
within the business. This means 
that many of our managers have 
first-hand experience of working 
in the branch. 

We continue to engage with our colleagues 
through our Regional Roadshows, attended 
by almost a third of all colleagues in 2014.

In response to employee engagement,  
we continue to recognise colleagues who 
are regarded as going ‘above and beyond’ 
their everyday job roles to help their fellow 
work mates through our ‘Above and Beyond’ 
award. Similarly, the ‘Area of the Year’ award 
continues to recognise exceptional colleague 
performance against commercial and people 
management KPIs.

Sustainable 
Road Map 
Aim
To be the best in the eyes of our target 
customers, through creating, motivating 
and developing the best people. 

Minimum requirements 2015
Voluntary turnover = 8%
Colleague Engagement Index = 65%

Class excellence 2020
Voluntary turnover = 6%
Colleague Engagement Index = 80% 

2014 performance
Voluntary turnover = 8.5% 
Colleague Engagement Index = 62%

Colleague Engagement Index 
increased to 62%, the third 
consecutive year of improvement, 
with particularly strong progress 
in ‘employee voice’ (two-way 
communication).

Recorded training hours were 
up 60% since 2013.

In 2014, 2.6% of our total workforce 
was in a formal training or 
educational programme. We aspire 
to reach 5% in the next three years.

2.6%

60
%

62
%
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engaging with
our colleagues



We know that our teams are at their best when they include a mix of 
colleagues with different experience, skills and knowledge. As a result, 
employee diversity is central to the improvement of our business.

Since 2013, we have been focusing on our 
gender mix and age profile. Challenging the 
perception that the construction sector is 
male dominated, we are working to ensure 
that Jewson is attractive to prospective female 
employees, that they are retained at every level 
in the organisation and supported in building 
their careers with us. And this approach is 
getting results.

In 2014, there was a year-on-year improvement 
in female-to-male ratio in the business,  
and over one third of our new management 
trainees and over 75% of our graduate intake 
were female.

We are also encouraging young people into 
the industry through involvement in a wide 
range of activities and initiatives to help 
young people find out about the career 
paths available to them in construction.

In 2014, we were lead competition sponsor 
for the Landscape, Gardening and Carpentry 
competitions at The Skills Show, the UK’s 
largest skills and careers event.

We appointed 51 
apprentices and 48 new 
management trainees 
into operational teams 
and 8 graduates in head 
office roles.

In Wales, we won the 
Employer of the Year  
from Welsh apprenticeship 
training provider and youth 
support charity Rathbone.

Part-time colleagues 
have increased  
50% since 2013  
and 25% since last 
year, providing 
greater flexibility  
to meet customer 
trading activity.

50
%

51
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Aim
More flexible working and recruiting practice. Making our 
business more attractive and career development more 
transparent to our colleagues.

Minimum requirements 2015
85% male to female ratio.
25% colleagues under 35.

Class excellence 2020
50% male to female ratio.
30% colleagues under 35.

2014 performance
87% male to female ratio.
29% colleagues under 35.Su
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Creating value
from diversity



Working within the construction 
industry, we have a huge 
opportunity to shape our future 
built environment. This means it  
is critical that we run our business 
in a responsible way that reduces 
our environmental impact.

18



Our new branch in Peckham, 
South-East London, has 
been built with solar panels 
to power its electric heating.

Our gas control 
system, installed at 
122  branches, saved 
us around 3 million 
kWh in 2014.

C02
£10,000

Installation of LED panels at 
our Binley headquarters is 
saving us £10,000 per year 
and improving the light 
levels for our colleagues 
who work there.

20

Aim
Improving, monitoring and implementing 
appropriate corrective action, e.g. effective light 
and heat control systems.

Minimum requirements 2015
42.5 tonnes CO2 per £m turnover.

Class excellence 2020
41.5 tonnes CO2 per £m turnover.

2014 performance
38.0 tonnes CO2 per £m turnover.Su
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Minimising our impact on climate change remains important to us. 
We are committed to reducing our energy bills and carbon emissions 
through the way we use gas and electricity, though realising savings 
across our diverse network of small branches can be a challenge.

In 2014, we rolled out our gas control system  
to a further 32 branches, bringing the total to 
over 120 sites. The current saving is around  
3 million kWh, corresponding to 550 tonnes  
of CO2. We are also trialling a new compact 
voltage optimisation unit in our Oxford branch,  
which constantly regulates the electricity supply 
so that its appliances get precisely the voltage 
they need, eliminating ‘wasted’ energy and 
cutting bills in the process.

We continued our partnership with Quicklight, 
who regularly check our lighting across our 
entire network and replace broken bulbs with 
energy efficient alternatives.

We also completed installation of LED panels  
at our head office in Binley, which has both cut 
electricity bills and improved light levels. 

Collectively, these measures helped us 
reduce our carbon emissions in 2014 by 
over 3 tonnes per £million turnover.

In line with its strategic vision, Saint-Gobain 
is committed to making its own buildings 
more energy efficient. CARE:4 calls for a 
fourfold reduction in the overall energy 
consumption and greenhouse gas 
emissions in the Group’s office buildings 
by 2040. CARE:4 was extended to Jewson’s 
office buildings in 2014.

climate
change



Timber and timber products form a significant part of our activities. 
It is therefore imperative that we take an informed approach to 
responsible timber procurement. We are committed to sourcing 
from legal and well-managed sources, and are continuing to 
improve the traceability of all the timber we sell.

Falkirk Council has a strict 
procurement policy in place 
for timber. We were only 
appointed as one of its key 
suppliers for the next two 
years after demonstrating 
that all of our hardwood 
timber has been sourced 
through an approved scheme 
such as PEFC or FSC.

Aim
Source only from suppliers who legally source 
sustainable products. Ensure that all colleagues 
understand their responsibilities and comply 
with company policy.

Minimum requirements 2015
All timber legally sourced and verified with  
95% PEFC or FSC certified.

Class excellence 2020
100% certified timber and all timber 
legally verified.

2014 performance
94% certified timber (FSC or PEFC).Su
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of our timber is certified 
from well-managed sources.
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94%

100%

of our timber is FSC 
or PEFC certified.

Following new timber legislation in 2013,  
which prohibits the import and use of illegally 
harvested timber and timber products in EU 
countries, certification of timber supply is more 
important than ever. Trade professionals can’t 
afford to put their reputation on the line by  
using illegally sourced wood.

We provide Chain of Custody certification for 
timber products across our entire branch network. 

It means that every stage of the 
timber’s progress from felling to 
milling, importing and distribution  
has been independently audited, 
tracked and documented.

We are constantly looking to improve 
our supply chain, and in 2014 
introduced more checks in our audits 
of third party suppliers.

sustainable
timber



The reduction and minimisation of waste is an important topic for us, 
not only in terms of the waste we generate at our branches but also 
packaging waste from the products we sell.

.

Sustainable 
Road Map 
Aim
To communicate and understand our goals to 
increase recycling and improve waste streaming.

Minimum requirements 2015
0% waste to landfill.

Class excellence 2020
0% waste to landfill.

2014 performance
34% waste to landfill.

A pallet recovery scheme for our 
customers has been trialled to 

help reduce pallet wastage.

We have already made great strides towards 
eliminating the need to send any of our waste 
to landfill. In 2013, we produced 10,500  
tonnes of waste and recycled 5,000 tonnes  
(49% recycling rate). In 2014, our total waste 
increased to 11,000 tonnes, of which 7,500 
tonnes were recycled (66%).

Although we fell short of our previous aim to 
divert all waste by the end of 2014, we remain 
committed to reaching our target of zero waste 
to landfill in 2015.

A pioneering 360° agreement with waste 
management and recycling specialists 
Biffa continues to convert site waste from 
all our branches and offices into energy 
in the form of refuse-derived fuel for the 
generation of electricity. Biffa then 
provide the same amount of renewable 
electricity back to us – a 3MW base 
load – for use by some of Saint-Gobain’s 
UK manufacturing businesses.

This helps protect us from rising energy 
prices, while at the same time helping 
us meet our waste and renewable 
energy targets.

We diverted 66% of our 
waste from landfill, up from 

59% in 2013.

66%

Our ongoing partnership with 
Biffa meant that our waste 

was converted into 
1.6 megawatts of energy.

24

waste



Sustainable  
Road Map 
Aim
Use efficient delivery methods.

Minimum requirements 2015
5% reduction in vehicle CO2 emissions.

Class excellence 2020
15% reduction in vehicle CO2 emissions.

2014 performance
Vehicle CO2 emissions increased by 3%.

Our transport fleet includes 
1,350 commercial vehicles and 
1,750 fork lift trucks.

Our innovative Safe-T-Drop 
system is now installed on 
504 of our vehicles, with the 
remainder scheduled for 2015.

Telematics fitted to 440 
vehicles to improve driver 
efficiency by reducing fuel 
consumption and emissions.
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1,350 440

Operating a large fleet of lorries, vans and fork lift trucks is a vital 
aspect of our business, but also one that can have a significant social 
and environmental impact. 

We are continually working to protect the 
safety of our colleagues and others who 
encounter our vehicles. During 2014, we rolled 
out Safe-T-Drop across more of our fleet. 
This innovative and industry-leading safety 
system forms a temporary barrier on both 
sides and the rear of our vehicles, acting as 
both a fall restraint and guard, ensuring that 
our drivers can access the load-space on the 
vehicle safely and securely if needed, 
preventing any accidental falls.

We are similarly aiming to reduce the CO2 
emissions from our transport by 15% by 2020. 
This is a long-term project that will require 
both technical and behavioural change.  
In 2014, we rolled out telematics to more of 
our fleet, helping to improve the overall 

efficiency of our logistics and reduce 
vehicles’ miles. In conjunction with this, 
driver training is being deployed to help our 
drivers operate their vehicles in a more fuel 
efficient way.

We also work in partnership with local 
communities and schools to build 
awareness around road safety. For example, 
in 2014 we ran a road safety initiative with 
children from St. Stephens RC Primary  
in Droylsden, Tameside. Focussing on the 
dangers of being in close proximity to large 
vehicles, we encouraged the children to get 
involved in practical exercises with one of 
our vehicles to demonstrate to them where 
there are blind spots and highlight the 
associated dangers that these entail.

transport



After making huge strides 
in reducing our water use in 
2013, our main aim for 2014 
was to consolidate these 
improvements. Although 
total water consumption did 
increase slightly, we were 
operating more properties 
than in 2013 and have 
managed to maintain a 
reduction in average water 
use per branch.

We also entered a 
partnership with Anglian 
Water to rationalise our 
water billing, so that we can 
increase the visibility of our 
water consumption data. 
This should help us identify 
further areas where we can 
make water savings in 2015 
and beyond.

Sustainable  
Road Map
Aim
Reduce usage by a number of actions,  
such as automatic meter reading and  
advance leak detection.

Minimum requirements 2015
10% reduction in water usage.

Class excellence 2020
20% reduction in water usage.

2014 performance
0.7% increase in water use.

Water use remains an important issue to us, 
and is anticipated to be a key business driver 
going forward. We have a long-term objective 
to use water in the most efficient way possible, 
and have committed to a year-on-year 
reduction in water consumption. 

28

A new partnership with Anglian Water 
is helping to improve our water billing.

The Ureco Urinal Sleeve System, fitted in 
our head office, typically saves 315,000 
litres of drinking water per year.

water



We cannot lose sight of the bottom 
line, and must make sure that our  
finances are healthy and robust. 
This means we can be in a position 
to invest in further actions and 
measures that will make us even 
more sustainable in the future.
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Aim
We recognise the vital importance of working 
collaboratively and alongside our suppliers.

Minimum requirements 2015
Top 15 strategic suppliers engaged.

Class excellence 2020
All strategic suppliers engaged.

2014 performance
Six Top 10 strategic suppliers engaged.

We worked with over 
100,000 suppliers.
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100,000

32

We reviewed packaging  
on over 10,000 products,  
to reduce environmental 
impact.

Looking further up our 
supply chain, we developed 
new audit processes related 
to the sourcing of raw 
materials.

Responsible sourcing is a key driver for our business, and we aim to 
develop fair and transparent working partnerships with our suppliers. 
This enables us to meet our key objectives for responsible sourcing, 
namely environmental (our use of natural resources), social (respect 
for international law and minimum working conditions) and ethics  
(a fair business partnership).

Our close working relationship with suppliers 
allows us to develop sustainable supply chains 
that bring benefits to all involved. A company of 
our size has the opportunity to positively 
influence a large number of suppliers, and we 
are often able to add value, cut costs or reduce 
environmental impact. This is achieved through 
streamlining logistics, improving product 
availability or reducing waste packaging. It also 
means we can ensure our end customers have 
bespoke and comprehensive information about 
our products and solutions.

We only work with suppliers that  
can offer products that conform to 
nationally or internationally recognised 
standards and have a comprehensive 
process in place to monitor and audit. 
When we source from higher risk 
countries, we recognise that working 
conditions differ on a country-to-
country basis and operate a code of 
conduct detailing the way in which we 
want supplier factories to be managed 
and undertake regular site audits.

engaging with
external suppliers



Sustainable  
Road Map
Aim
Engaging with strategic external customers to identify  
and understand where improvement would be beneficial 
to both parties.

Minimum requirements 2015
Work with 15 key customers.

Class excellence 2020
Recognised as the best timber and builders’ merchant.

2014 performance
Seven key customers worked with.

Thanks to our extensive 
network of branches, Jelson 
Homes were able to make 
bespoke requests for products 
for its St. John’s – Enderby 
residential development, such 
as varying colours of bricks. 

We became the first 
builders’ merchant to win 
Redrow Homes ‘Supplier 
of the Year’ award for the 
South West, having supplied 
materials for more than 18 
Redrow housing projects in 
the region.

We work in partnership 
with key customers such
as Balfour Beatty, Morgan 
Sindall and Keepmoat to 
understand what is 
important to them in 
order to reach mutually 
beneficial goals.

We are committed to satisfying 
the needs and expectations of  
our biggest customers through 
sustainable, mutually beneficial 
and long-term partnerships.  
With customers including 
national contractors, 
housebuilders and local 
authorities, the outcomes of 
these partnerships has a real, 
direct and lasting impact on new 
and renovated buildings across 
the UK.

34

We work alongside these customers to 
understand how – together – we can do 
things better and in a more sustainable 
way. Ultimately, we want to be known as 
‘the best’ merchant for creating value 
from sustainable building products.

We have around 600 branches across 
the UK, meaning that our national 
customers are never far from their 
local branch. At the same time, access 
to the national Saint-Gobain Building 
Distribution network means we can 
provide economies of scale that benefit 
all parties.

engaging with

customers
strategic external



Sustainable Road Map
Aim
To deliver a best-in-class customer experience that makes us the market leader  
in our field. It is measured by an ongoing JCS update, measured at a national,  
regional, area and branch level providing a comprehensive customer feedback process. 

Minimum requirements 2015
JCS increase by six points.

Class excellence 2020
Best-in-class based on brand survey versus competition.

2014 performance
The overall JCS score remained fairly consistent and improvements were seen in  
feedback related to branch standards, quality of advice given and level of welcome.

Most of our 300,000 customers are trade customers, and our 
commitment to becoming the best builders’ merchant extends 
to these, our core customers.

36

The number 
of JCS 
interviews 
increased from 
60,000 to

88,000 Customer improvement 
letters sent.

17

The views of our customers are essential to 
the continuing improvement of our business. 
Our pioneering Jewson Customer Score 
(JCS) programme has enabled us to speak 
directly with a large sample of our customer 
base to ensure their needs are met. JCS is 
based on the globally recognised Net 
Promoter Score (NPS) and designed to 
improve trade customers’ experience by, 
within seven days of transacting with us, 
contacting them by telephone to rate the 
experience and provide feedback.

In 2014, the JCS survey was expanded to 
ensure we gain better insight into the issues 
our customers face, and to ensure the 
information we receive is translated into 
tangible actions. In several locations,  
including North Wales, Scotland and the  
East Midlands, we have made alterations  
to our delivery, range and service 
propositions in response to customer 
feedback gained through JCS.

We are continuously looking to improve 
the customer feedback process, 
making it easier for our customers  
to get the help they may need.  
To ensure that we capture both 
customer complaints and just as 
importantly, customer praise we now 
capture all feedback across all 
channels and route it through the same 
process. A new customer service page 
on our website explains the different 
channels available.

A new centralised management system 
for customer feedback, launched in 
2014, allows us to better collate and 
communicate this feedback across our 
organisation; ensuring appropriate  
actions are taken at a local level.

core customer
experience



Sustainable 
Road Map 
Aim
Sustainable sales tracking.

Minimum requirements 2015
35% of company turnover from  
sustainable products.

Class excellence 2020
50% of company turnover from  
sustainable products.

2014 performance
4% of company turnover from  
sustainable products.

The way we build, refurbish,  
live and work in our buildings has  
a vital role to play in saving energy, 
reducing our carbon emissions  
and affecting our impact on the 
environment. The challenge is 
simple; we need to use less energy 
and use materials more wisely. 
Innovation is a key part of creating 
a sustainable building industry, 
helping anticipate and meet 
market demand for new and 
efficient energy and cost  
saving products. 

Our commitment to sustainability must 
extend to helping our customers source  
and correctly install sustainable building 
products and solutions. We offer a 
comprehensive range of sustainable product 
solutions across all areas of construction, 
helping our customers meet the increasingly 
stringent requirements laid down in 
sustainable construction schemes such  
as the Code for Sustainable Homes and 
energy efficiency legislation, such as Part L.

We also provide training on sustainable 
building products, both for our employees 
and for our customers. Our Greenworks 
Training Academy, developed and operated 
by us and our sister brands, provides 
training, advice and support on renewable 
energy and sustainable building solutions, 
helping to advance the knowledge and  
skills of colleagues and customers alike.
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We added over 
41,000 new 
product lines to our 
portfolio, providing 
customers more 
choice and better 
access to the latest 
innovations.

Two new classrooms opened at our 
Greenworks Training Academy, used 
for colleague training and inductions.

Within just seven days, 
the Nest Learning 
Thermostat™ learns 
the temperatures you 
like and creates a 
personalised heating 
schedule for your 
home. Jewson now 
sells Nest products  
as well as offering 
training to colleagues 
and installers.

41,000

2sustainable products
& solutions



40KPIs.
key performance indicators.
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planet.
Climate 
Change
Tonnes of CO2 per £million 
of total turnover
Fuel used as a percentage 
of delivered sale

Sustainable
timber
Certified timber as a 
percentage of total

Waste

Estimated total waste to landfill 
(tonnes)
Waste to landfill (%)
Waste to landfill per £million of
total sales (tonnes)
Inbound packaging waste per
£million of total turnover (tonnes)

Transport

Vehicle CO2 emissions (tonnes CO2)

Water

Total water consumption (m3)

44.4

2.63

91

6,029

65
4.9

8.3

n/a

215,000

41.4

2.59

93

5,500

51
4.0

8.1

31,739

148,000

38.1

2.68

94

3,840

34
2.7

8.1

32,799

149,000

2012 2013 2014

Notes | Climate change Our combined CO2 equivalent emissions for electricity, gas and diesel usage.

people.

Keeping People Safe
Accidents
Lost Time Injury
Minor Incidents
First Aid Injuries
Days Lost

Accident 
Frequency
TF1
TF2
TF3
TG

Engaging With Colleagues
Voluntary turnover (%)
Colleagues engagement index (%)

Training hours 
provided (hours)
Technical for the role (%)
General training (%)
Management skills (%)
Information technology (%)
Health and safety (%)
Academic (%)

Training by expenditure (£)

Creating value from diversity
Male to female ratio (%)
Colleagues under 35 (%)

43
201
225
966

3.0
16.8
32.3
0.07

n/a
n/a

66,212
33.6
3.1
9.4

12.9
29.8
11.2

851,000

n/a
n/a

16
127
402
492

1.0
9.3

35.4
0.03

n/a
n/a

34,075
10.1
5.8
9.1

10.2
60.8
4.0

863,000

n/a
n/a

15
19

676
2,041

0.98
2.2

46.4
0.13

8.5
62

53,941
28.1
29.5
5.3
1.4

34.4
1.3

1,011,090

87
29

2012 2013 2014

Notes | Lost time injury A work-related injury that causes an individual, whether temporary or employee, to lose one  
full day (24hr) from work not including the day of the accident. 

Minor injury If the injured person, either temporary or employee, has sought medical treatment off-site for the work injury  
and has  returned to their normal job without lost time being incurred.

First Aid Any work injury which may or may not require any on-site onetime treatment of first aid and/or subsequent 
observation of minor scratches, cuts, burns, splinters and so forth, but which does not require medical care by a doctor.

TF1 No. of LTIs in the period (x 1,000,000) divided by the number of exposed hours worked in the period.

TF2 LTIs + Minor injuries (x 1,000,000) divided by the number of exposed hours worked in the period.

TF3 LTIs + First Aid + Minor Injuries (x 1,000,000) divided by the number of exposed hours worked in the period.

TG Calendar days lost due to the injury divided by the number of exposed hours worked in the period.

Training

Total training hours provided


