




“We aim to be the partner of choice and to lead the property sector.  
Corporate responsibility plays an important role in our efforts to achieve  
this – doing business the right way. Our business success depends on  
our ability to develop and manage buildings that offer enduring appeal,  
at the same time as operating efficiently and effectively. By working together  
we are achieving more. We also recognise that we can always do better,  
and so we will continue to drive performance.” 

Chris Grigg
Chief Executive, British Land

Communities 
We aim to foster economic regeneration and 
to demonstrate the highest standards 
of ethical behaviour in our dealings with 
communities and the built environment. 

Staff and suppliers 
We aim to treat our suppliers and staff as 
members of a single team who work together 
to ensure the success of our business and 
delivery of excellent service to our customers. 

We launched our partnership approach to 
corporate responsibility in 2007, following a 

review of our activities, informed by  
stakeholder feedback, expert opinion and 
benchmarking. This year, we developed eight 
new medium-term targets to drive performance 
further. We continue to actively engage with our 
stakeholders and will be carrying out further 
independent surveys to get their feedback. 

We publish comprehensive performance data 
and progress statements against our targets.  
In the interests of sustainability, these are 
available online rather than as printed 
documents: britishland.com/crReport2010

All facts and figures in this Report cover the 
period from 1 April 2009 until 31 March 2010, 
unless otherwise stated.

With 30% of occupiers at our multi-let 
offices

Lord Mayor’s Dragon Awards for British 
Land and Broadgate Estates

For occupiers on service charges,  
with average savings of 6% per m²

Supporting people who live near
our properties and developments

Across our portfolio, more than twice as 
much as last year

By UK retailers, as well as Best Service 
Charge Provider 2009

£3m £717,000  £490,000  

Voted Resource Awards 

forecast 
savings 

COMMUNITY 
INVESTMENT fundraising

Landlord 
of the Year 

reduction 
partnerships 

for community 
engagement 
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Reducing, RECYCLING AND managing responsibly 

Natural 
resources less energy use

We reduced energy use by 12% 
across our like-for-like portfolio 
compared to last year, saving our 
occupiers an estimated £700,000 
on their energy bills.

DIVERTED FROM LANDFILL
We diverted 86% of waste on our 
developments from landfill and 
83% at our properties, through  
re-use, recycling and incineration.

At our Head Office, we worked with our building management team and occupiers to improve energy 
efficiency, supported by a new energy management system. The result was a 32% reduction in British Land 
controlled energy use, saving nearly 1 million kWh and £50,000 on energy bills. We achieved further cost 
savings by negotiating lower electricity rates across our portfolio.

12% 86%
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WE AIM TO SEND ZERO MANAGED WASTE TO LANDFILL 
FROM ALL OUR PROPERTIES AND DEVELOPMENTS BY 2012.
WE ALSO AIM TO REDUCE ENERGY USE BY 20% PER M² BY 2012 
COMPARED TO 2009, AND WATER USE BY 20% PER M² BY 2015.

Resource efficiency
We cannot afford, either financially or 
environmentally, to be wasteful in our use 
of energy and water, or to send recyclable 
waste to landfill. 

We need to reduce our exposure, and that 
of our occupiers, to rising prices and more 
resource-related taxation, such as landfill 
taxes and the CRC Energy Efficiency Scheme. 
We also need to ensure that we are well 
placed to deal with potential energy and water 
supply restrictions, and increasingly stringent 
regulatory requirements, as well as anticipating 
growing demands from our investors, 
customers, employees and other stakeholders.

Reducing energy use
We used 11.1 million kWh less energy across 
our like-for-like portfolio than last year, 
saving 4,675 tonnes of carbon. 

We launched our Sustainability Brief for 
Management which sets energy efficiency 
standards and identifies good practice. 
At our larger properties, we continued to 
implement Environmental Action Plans.  
We also piloted an energy management system 
at our Head Office which led to significant 
savings. We are now introducing similar 
systems at more properties. 

Carbon neutral
For the second year, our carbon neutral 
commitment covered energy use across the 
common parts of our entire multi-let 
managed portfolio. 

We purchased £101,664 of carbon credits  
to offset 20,769 tonnes of emissions. We also 
calculated our exposure to the Government’s 
new CRC Energy Efficiency Scheme. 

13% less water use
We reduced water use across our like-
for-like portfolio by 54.7 million litres 
compared to last year. 

Our water efficiency initiatives saved our 
occupiers an estimated £70,000. Rainwater 
harvesting and borehole water schemes 
contributed to these savings. We are installing 
extra meters to monitor water use from non-
mains sources and in our offices. Our managing 
agents established more effective maintenance 
regimes for water infrastructure and installed 
water saving devices such as dual flush toilets 
and spray taps. 

27% more energy efficient design
Our developments are designed to be 
27% more energy efficient on average than 
current standards.

All seven of our new office developments over 
the last few years have achieved BREEAM 
Excellent ratings, with our two residential 
schemes achieving Ecohomes Excellent and 
Very Good ratings. We have worked with our 
project teams to implement our Sustainability 
Brief for Developments on all our major 
projects since 2004. 

Increasing recycling
We re-used or recycled 11,000 tonnes of 
waste at our properties and developments, 
equivalent to £445,000 in landfill taxes. 

We more than doubled the number of properties 
managing and reporting waste this year. We 
also introduced on-site segregation at more 
of our properties and worked closely with our 
development teams to encourage re-use and 
recycling. Next year, we will work more closely 
with our waste management contractors and 
materials recycling providers. 

British Land controlled energy use across our portfolio, comprising small power and 
lighting, as well as heating and cooling from central plant. Like-for-like properties are 
those that were in our managed portfolio both last year and this year, comprising 
66% of total British Land controlled energy use this year.  
 

Managed waste across our entire portfolio, with 47% arising at our shopping centres 
this year, 34% across our office portfolio and 19% at our retail parks. 2009 figures 
were restated following a reporting error identified at one property.

Like-for-like energy use (kWh) Managed waste at our properties (tonnes)

2009: 9,070 2010: 13,366

Recycled/re-used	 3,615	

Incinerated 	 4,149	

Landfilled	 1,306	

Recycled/re-used	 5,759

Incinerated 	 5,319

Landfilled	 2,288	

40% 43%

17%

40%

14%

46%

Offices Shopping Centres Retail Parks Continental Europe

2009: 95,370,481

2010: 84,230,626

65,511,441

59,265,374

19,016,830

14,897,216

5,274,749

4,588,693

5,567,461

5,479,343

12% reduction
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offering enduring occupier appeal 

Customers

Our managing agent at Meadowhall Shopping Centre in Sheffield, Smith Young, 
reduced forecast service charge costs by 18%, saving retailers over £2 million.

Landlord of the Year
UK retailers voted us Landlord of 
the Year 2009 and Best Service 
Charge Provider, making us the 
first landlord to win both awards 
in the same year.

forecast savings
10% lower service charges per 
m² on average across our retail 
portfolio and 0.2% across our office 
portfolio, saving occupiers 
£3 million.

	£3m
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BY 2013, WE AIM TO ACHIEVE 80% SATISFACTION WITH US 
AND OUR MANAGING AGENTS, IN THE UK AND CONTINENTAL 
EUROPE. THE ENDURING APPEAL OF OUR REAL ESTATE COMES 
FROM MEETING THE NEEDS OF OUR CUSTOMERS.

Customer satisfaction
82% of our UK occupiers independently 
surveyed in 2009 rated us as good or 
excellent, an impressive turnaround from 
just 40% in 2005, and a further improvement 
on 73% in 2007.

We carried out our first independent customer 
survey in Continental Europe in early 2010; 
we are now responding to findings to improve 
service and satisfaction. We also completed 
post-occupancy surveys at 201 Bishopsgate 
and The Broadgate Tower, with 91% of 
occupiers surveyed rating us as good or 
excellent. We work closely with our occupiers 
to understand and respond to their changing 
occupational needs. We recently expanded 
our asset management team so that we can 
engage more actively with our occupiers and 
manage our agents more closely.

Delivering value
We benchmark all occupancy costs we can 
influence, to maximise value for money for 
our occupiers. 

We generated significant savings by 
retendering contracts for services such as 
cleaning, security and landscaping, as well as 
by reviewing working hours. We also used the 
scale of our portfolio to negotiate competitive 
insurance rates for our occupiers, and lower 
electricity rates for our office occupiers’ own 
energy bills. We continued to fund the cost of 
new Regional Centre Managers to help retailers 
to increase footfall and sales, as well as offering 
fixed management fees. We are now focusing 
on standardising legal fees for processing 
Licences for Alterations as we have identified 
significant variations in the fees charged by 
different legal firms for similar services. 

Resource reduction partnerships
We are working with 30% of occupiers in 
our multi-let office buildings to reduce 
resource use. 

Through these partnerships we have 
implemented initiatives that are expected to 
reduce annual energy usage by 380,000 kWh 
across the seven participating buildings at 
Broadgate and Regent’s Place. By working 
with occupiers we maximise energy saving 
opportunities, given that they are the major 
energy users in our offices. We also collaborate 
closely with building management teams, as it 
is critical that they show leadership. We invest 
management time in driving the process, as well 
as part-funding a sustainability consultant in each 
building to identify initiatives, manage the process 
and record the results. 90% of our office occupiers 
surveyed in 2009 stated that our sustainability 
initiatives added value to their business. 

“Thank you for your 
proactive response in 
seeking to minimise retailers’ 
occupational costs. It’s 
encouraging to know that 
we are on the same side, 
working to the same goal 
to make us mutually more 
competitive.”
Clive Bentley
Property Director, Costa Coffee

UK Occupiers rating overall satisfaction as good or excellent (%)

Based on independent surveys carried out with 50 occupiers in 2009, 54 occupiers in 2007 and 41 occupiers in 2005.

Our Customer Service Award winners were Bernard Davy 
of Munroe K, Michael Urban of Ultimate Security Services, 
and Douglas McPhail and the team at Colliers CRE.

Retailers at Glasgow Fort Shopping Park paid an 
estimated £4,000 less for energy this year, thanks to a 
7% reduction in energy use.

Western Asset Management, one of our occupiers at 
10 Exchange Square, won our Sustainability Collaboration 
Award 2010. 

2005 
40%

2007 
73%

2009 
82% 100%

Corporate Responsibility Summary Report 2010  06



Fostering local regeneration 

Communities
British Land and Broadgate Estates 
both won prestigious Lord Mayor’s 
Dragon Awards 2009. The Source 
at Meadowhall in Sheffield won two 
Business in the Community Big Tick 
Awards 2010.

In early 2010, the New Diorama Theatre opened at Regent’s Place in London NW1. British Land funded the development of 
this 80-seat community theatre, following feedback from local people. It is run by Quicksilver which has been at the forefront 
of bringing children’s theatre into the mainstream for over thirty years. Performances will include the work of theatre 
companies and artistic collectives across a range of arts disciplines, ranging from straight theatre to comedy and opera.

fundraising 
Across our portfolio, we raised 
more than twice as much as last 
year for good causes, thanks  
to the efforts and generosity  
of our staff, suppliers, occupiers  
and shoppers.

Awards £490,000 
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NEXT YEAR, WE WILL SET A 2015 TARGET FOR LOCAL SATISFACTION WITH BRITISH 
LAND AS A DEVELOPER. HAVING VIBRANT COMMUNITIES AROUND OUR PROPERTIES 
MAKES THEM MORE ATTRACTIVE TO OCCUPIERS, HELPING TO PROTECT CAPITAL 
VALUES AND ENHANCING OUR REPUTATION.

Community investment
We invested £717,000 in a range of good 
causes, focusing on communities close to 
our properties and developments. 

We invest in education and young people, as 
well as training, employment and regeneration. 
27% of our Head Office team participated in 
volunteering projects, up from 24% last year. 
We continued to fund creative projects for 
vulnerable young carers; these were delivered 
by Create in partnership with Crossroads 
Care Camden, Hackney Young Carers Service 
and Westminster Young Carers Service. We 
also supported our third creative project with 
Camden’s Out of School Learning Service. We 
have recently started working with Fairbridge, 
a charity which helps disadvantaged young 
people to gain the motivation, self-confidence 
and skills they need to change their lives.

Local infrastructure
We contributed £11.2 million to local 
infrastructure and initiatives, through 
the planning process. 

This included improving public areas, enhancing 
pedestrian links, and developing affordable 
housing and community facilities. Exciting new 
public artworks at Regent’s Place include  
‘The Pavilion’ by Carmody Groarke, ‘Ruth 
Walking in Jeans’ by Julian Opie and ‘A Couple 
of Ripe, Ornamental Pineapples’ by Siôn 
Parkinson. Our masterplans for Canada Water, 
Regent’s Place and the River Don District are 
also expected to generate 12,000 jobs once 
completed, many targeted at local people.

“I think this is a tremendous 
achievement by Capital Kids 
Cricket and British Land.  
I know when I was at school 
how difficult it was to be able 
to become involved in cricket 
but this League offers the 
opportunity for everyone to 
enjoy the excitement and 
thrill of the game.” 
Ebony-Jewel Rainford-Brent
England Women’s Cricket Team Player 

“The new public realm in 
Regent’s Place is amazing, 
and the new artworks are 
all top quality. It has made 
a real difference to the 
area. The walkway by the 
fountains is also very well 
used as a new connection. 
This is a huge boost much 
needed to the area. Well 
done British Land!”�

Jean Hurman
Secretary of the Regent’s Park Tenants’ Association 
and Board Member of the West Euston Partnership 

128 young carers participated in creative workshops 
funded by British Land, expressing themselves through 
art, dance, drama, music and poetry.
 

At Waterlow Park in Camden, our volunteers worked in the 
conservation area, chopping back undergrowth, clearing 
weeds and building log habitats.
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British Land’s Kids Cricket League, now in its fourth year, 
is the largest children’s cricket league in the UK. 1,600 
children from over 160 schools participated. The final, 
won by Myatt Garden Primary School in Lewisham, was 
played at Lord’s, the home of cricket.

Community investment (£)

Staff time £37,136 Staff time £40,941

Supplier time £134,281 Supplier time £87,975

Cash donations £548,785 Cash donations £505,975

In-kind £72,295 In-kind £81,983

2010: £716,8742009: £792,497

This data excludes mandatory contributions relating to planning. In-kind contributions are based on cost rather than 
commercial value. The reduction in cash donations is largely due to our sustainability exhibition not running this year, 
following an investment of £58,562 last year. 2009 figures were restated to reflect improvements in data comprehensiveness.



WORKING TOGETHER AS A TEAM 

Staff 
and 
suppliers

FEEDBACK
Following a successful pilot, 
we rolled out our new 360º 
feedback process at our Head 
Office, with staff requesting 
anonymous feedback from a 
range of people.

SERVICE CHARGE Standards
Our managing agents achieved 
Gold Awards or better at all of our 
retail properties audited by the 
Property Managers Association, 
with Broughton Shopping Park 
near Chester receiving the UK’s 
first Platinum Award.

Prompt payment
We signed up to the 
Government’s new Prompt 
Payment Code, monitoring 
how quickly we make 
payments and identifying 
opportunities to improve 
further.

Our volunteers transformed an outdoor area at Netley Primary School near 
Regent’s Place, painting benches, an entrance area, plant containers and a 
play train in an array of bright colours.

360º Gold
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Staff from Eastgate Shopping Centre in Basildon cycled 
from London to Paris, raising £54,100 for charity.

Members of our Broadgate team took local students on a 
tour of the estate, through our ongoing partnership with 
the East London Business Alliance.

Mace, project manager at Ropemaker Place in London 
EC2, won our Supplier of the Year Award 2010. They 
delivered the project on time and under budget, to a high 
quality of construction.

NEXT YEAR, WE WILL SURVEY OUR STAFF AND SET A 2015 TARGET FOR STAFF 
SATISFACTION. OUR PEOPLE ARE ESSENTIAL TO OUR LONG-TERM SUCCESS. 

Our Head Office staff
All of our personnel have their training  
needs formally reviewed through our 
appraisal process, with further support 
readily provided. 

Our appraisal process, which includes our 
new 360˚feedback process, helps our staff and 
managers to focus on specific training needs. 
This year, we recorded 672 hours of training 
and development, including training in IT 
packages, financial modelling and presentation 
skills. We are improving how we gather and 
record training data. To deliver our strategy 
we need to attract and retain appropriately 
skilled and experienced professionals. Next 
year, we will carry out a survey to measure staff 
satisfaction.

Our managing agents
We manage our portfolio through agents so 
that we can adjust the level of management to 
meet occupiers’ changing needs and respond 
quickly to the purchase or sale of properties.  

43% of our customers surveyed in 2009 
rated satisfaction with our agents as good or 
excellent, an improvement on 40% in 2007. 

Our Asset Managers continued to work with 
our agents to improve performance further. 
All service charge information was issued on 
time across our office portfolio, with 99% on 
time across our retail portfolio. Our agents 
actioned all licence requests within five days 
across our retail portfolio and 92% across our 
office portfolio. They also achieved our health 
and safety standards at 98% of our properties. 
Largely thanks to their efforts, footfall at our 
properties consistently exceeds the UK average.

Health and safety
We work closely with our employees, 
managing agents and contractors to manage 
and monitor health and safety at our 
properties and developments. 

This year, there were no reportable accidents 
amongst our staff and the reportable accident 
rate on our development sites reduced. 
However, the lost-day accident rate on our 
development sites increased, as did the number 
of reportable accidents across our managed 
properties. We will learn from these incidents to 
improve performance further. Next year, we will 
also participate in the Corporate Health 
and Safety Performance Index.

Our development teams
We develop new buildings in partnership with 
a team of specialists that includes architects, 
engineers and building contractors, as well as 
a wide range of sub-contractors. 

We work with them to monitor and manage 
our impacts through an ISO:14001 certified 
Environmental Management System. In 
partnership with our contractor at Regent’s 
Place, Bovis Lend Lease, we carried out an 
in-depth study of sustainability within our 
supply chain. This revealed that our independent 
audits of construction suppliers are working 
well, and that concrete and steel typically 
have the greatest environmental impacts of 
all our construction materials. It also identified 
opportunities to improve the sustainability of 
construction materials used by our suppliers 
and of our on-site working practices. Next 
year, we will update our Sustainability Brief 
for Developments which has been driving 
performance on all our major projects 
since 2004.

“British Land continues to lead 
the way and inspire others with 
its sustainability objectives. 
Mace is proud to have worked 
with such a strong client 
in helping them to achieve 
ISO:14001 accreditation and 
their first pre-certified LEED 
Platinum office development.” 
Jonathan Foster
Director, Mace

Reportable accidents across our portfolio	 2009	  2010

Amongst British Land staff	 0	 0

Amongst Broadgate Estates staff	 0	 0

At our managed properties	 37	 52

Rate per 100,000 hours worked on our developments	 0.30	 0.26

We manage and monitor the health and safety of our own employees and those of our wholly-owned subsidiary 
Broadgate Estates, as well as that of people on our developments and at our properties.
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Want to know more?
If you would like to know more about 
our approach to corporate responsibility 
or let us know your views, please email 
us at cr@britishland.com

Or write to:
Justin Snoxall
Head of the Business Group
British Land
York House
45 Seymour Street
London W1H 7LX

t. +44 (0) 20 7486 4466
f. +44 (0) 20 7467 2869

britishland.com/crReport2010

Independent assurance of performance  
data by Bureau Veritas.
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