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£1.35m spent annually
on staff development
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£5.8m rebates and
dividends to our
shareholders and
partners

93% customer
satisfaction

A N N U A L R E P O RT 2 0 1 8 / 1 9

Contents
About the Norse Group 									

4

Company structure										

4

Mission statement and vision										

5

Our people											

6

Where we operate										

7

Our Values											

8

Financial highlights				

9

Service review					

10

Chairman’s statement				

11

Markets full of opportunity			

16

The UK economy				

16

Facilities Management industry		

17

Legal and legislation obligations		

18

Customer experience and expectation		

19

Managing Director’s Performance Review

20

Group Financial Statements

			

24

Growing our Norse Way				

27

Group recognition in 2018/2019		

30

Multi-award winning
property design
including national
winner of passive
house awards

N O R S E G R O U P. C O . U K

Largest local
authority trading
company (LATCo)
in the UK

Top 10 provider
of care home
provision as
rated by the CQC

3

About the Norse Group
Our company was originally founded in 1988 by Norfolk County Council, our sole shareholder, in response to the
introduction of Compulsory Competitive Tendering.
We are one of the country’s fastest-growing service providers, with a broad range of services including facilities
management, property services and specialist care facilities. Providing commercial solutions which address current
and future built environment challenges, we have 36 partnerships across England and Wales.

Norfolk County Council
wholly owned
by Norfolk
County Council

Norse Group
S I S T E R C O M PA N I E S

NPS

NPS Barnsley Ltd
NPS Humber Ltd
NPS Leeds Ltd
NPS London Ltd
NPS Newport Ltd
NPS NW Ltd
NPS Norwich Ltd
NPS Peterborough Ltd
NPS South West Ltd
Broadland Growth Ltd
Build Insight Ltd
Hamson Barron Smith Ltd
Hearth UK Ltd
International Aviation
Academy Norwich Ltd
Norse Development
Company Ltd
Norse Energy Ltd

4

Norse Commercial
Services

NorseCare

Barnsley Norse Ltd
Daventry Norse Ltd
Devon Norse Ltd
Enfield Norse Ltd
Eventguard Ltd
Great Yarmouth Norse Ltd
GYB Services Ltd
Medway Norse Ltd
Medway Norse Transport
Newport Norse Ltd
NEWS Ltd
Norse Eastern Ltd
Norse Environmental Waste Services Ltd
Norwich Norse (Building) Ltd
Norwich Norse (Environmental) Ltd
Norse South East Ltd
Norse Transport Ltd
Suffolk Coastal Norse Ltd
Suffolk Norse Ltd
Suffolk Norse Transport Ltd
Waveney Norse Ltd
Wellingborough Norse Ltd
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Our mission statement
“To strengthen local communities by providing a range of vital facilities management,
property consultancy and care services which can help improve the lives of millions
of people.”
Reward contribution
and commitment
Support, guide, trust
and respect
Train and develop,
providing
opportunities to
progress

Our commitment
to our people
Providing a place to develop,
thrive and achieve each
and every day.

Commitment to
health and wellbeing

Our commitment
to our customers
A trusted partner focusing on
delivering value through
exceptional service, driving
efficiencies and reducing the
cost-to-service. Developing
communities and delivering
on our promise.

Closer and
transparent
relationships
Technological
enhancements
A personal pride in
our work
Loyalty and
commitment

Our vision
Is to support our people in delivering industry leading services by being an employer that:
• supports their development
• provides a safe working environment
• recognises, celebrates and promotes their achievements
• delivers on our promises to them.

N O R S E G R O U P. C O . U K
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Our people
We see our staff as our most important asset and want
to manage and develop them effectively, so that we
continue to grow the business and have people who
are trained to carry out their duties. The Group aims to
provide fair and open culture, with a commitment to
safety and wellbeing.
We have an excellent track record in learning and
development and have been awarded a large number
of local and national awards. The Norse Skills Hub is
where training and development needs are co-ordinated
through a range of development opportunities.
The Skills Hub provides advice and guidance on
compliance, training and career development along
with management development.

We pride ourselves on offering Norse employees
an extensive range of learning and development
opportunities, whether this be moving into a
management role, gaining qualifications or learning
in their particular field of work.
Our apprenticeship programme is extensive with
significantly more opportunities being made available
through government changes, which encourage
employees of all ages and abilities to undertake an
‘apprenticeship programme of development’ while at
work. This process also provides existing employees
with an opportunity to ‘change’ their career in Norse
and retrain in other specialist areas of interest.

The average number of staff employed by the Group
during the financial year amounted to:

672

Care services

1,620

Business support

733

Waste management
operations and
environmental services

1,338

Property consultancy and design

Catering services

9,650

1,271

Transport

595

Cleaning services

Facilities management

2,365

1,049

14

graduate trainees nationwide
6

169

work placements annually supported

124

apprentices supported annually nationwide
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Where we operate
• 9,650 people
• 36 partnerships

Edinburgh

• 40 companies

Kendal
Leeds
Wigan

Hull
Barnsley

Norwich
King’s Lynn
Peterborough
Great Yarmouth
Wellingborough
Lowestoft
Daventry
Ufford
Haverhill
Ipswich
Felixstowe
Newport

Exeter

Enfield
Bermondsey

Chingford
Chatham

Haywards Heath
Havant

Ivybridge

The Norse Group is the largest local authority
trading company (LATCo) in the UK
Grant Thornton report, 2018
N O R S E G R O U P. C O . U K
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Our Values
Our culture is based on a set of four values – Quality, Innovation, Respect and Trust and shape Group behaviours. They help us stand out from the crowd.
Our values are lived every day, used to help us work through any challenges we may face
and help us recognise and celebrate our achievements. They guide us in helping to deliver
prosperous partnerships nationwide and enhance the communities in which we work.

Quality

Innovation

We strive to deliver outstanding quality and make
business excellence the standard by which we
measure ourselves.

We embrace new ideas and have the courage to
be creative so our services are delivered in the
most effective and safe way possible.

Respect
We value everyone as an individual. We respect their
rights, life choices and the personal contribution
they make to our business success.

8

Trust
We want to be a trusted provider, partner and
employer, recognising that to do so, our word
must be our bond. If we say we will do something,
we do it.
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Financial highlights

Monitoring our progress (for the year ended 31 March 2019)

£306.7m
revenue

(FY 17/18 £279.7m)

£62.6m

£2.638m

adjusted gross profit

£8.4m

underlying profit

(FY 17/18 £58.2m)

post tax profit

(FY 17/18 £2.039m)

20.4%

(FY 17/18 £(2.08)m)

0.9%

adjusted gross profit margin

underlying profit margin

(FY 17/18 20.8%)

(FY 17/18 0.7%)

£5.8m

rebates and dividends paid back to
our shareholders and partners
(FY 17/18 £5.2m)

Financial summary £m unless otherwise specified

2019

2018

Revenue

306.777

279.720

Adjusted gross profit

62.658

58.295

Adjusted gross profit margin

20.4%

20.8%

Underlying profit

2.638

2.039

Underlying profit margin

0.9%

0.7%

Net cash generated from operating activities

8.355

4.890

Note: financial KPIs are stated before the impact of pension adjustments made under IAS 19.

N O R S E G R O U P. C O . U K
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Service review
Delivering exceptional value through a diverse range of services.
The following significant categories of revenue were recognised in the year:

Property consultancy and design

£67.7m

Care services

£38.4m

Waste management
services, including
sale of recyclables

£67.06m

£306.7m

Cleaning services

£23.08m

Catering services

£22.2m

Transport services

£17.7m

Facilities management services

£70.6m

Architectural services
Multidisciplinary design services
Building and premises management
Creative design
Estates management
Strategic asset management
Surveying services
Development management
Engineering services
Procurement services

10

Total Facilities Management
Cleaning services
Catering
Building repair and maintenance
Environmental services
Waste management
Grounds maintenance
Assisted living technology
Print and design operation
Security
Transport

Residential care homes
Housing with care
Dementia specialist’s
Short-term re-ablement
services

A N N U A L R E P O RT 2 0 1 8 / 1 9

Chairman’s
statement

Fiona McDiarmid
Chair of Norse
Group Board

Summary
• 9,650 Group employees

• National geographic presence
with a total exceeding 13,000
jobs supported across the UK
• Overall customer satisfaction
rate of 93%
• £5.8m annual return to the
public sector
• 45% spend with local SMEs
• 14 graduates, 124 apprentices,
£1.35m spent on upskilling our
workforce

Introduction
The Norse Group continues to be a
well-known brand locally, regionally
and nationally.
The Group has achieved sustained growth and
profitability over the past ten years and continues to
diversify its customer base and range of services. Much
of this success has come from its unique public–public
partnership joint venture model. There are now 36 joint
venture companies with 30 local authorities across the
UK, providing a wide range of services. The Group has
also continued to win work in competition and develop
new long-term income streams via a capital investment
programme in waste recycling, care of the elderly, and
renewable energy.
Amid challenging times for the public sector, the Group
offers significant and attractive benefits to a growing
number of local authority partners. These include:
• greater efficiency in service delivery
• better economy of service
• strong customer-focused service with committed staff
• greater council influence and flexibility
• shared profits
• support for the local economy and community
• speedy mobilisation – less costly to launch
• freedom to trade in wider markets with a
commercial approach
• generation of long term savings.
Half of our staff are based in Norfolk and these jobs are
worth over £90m a year to the local economy.
The Norse Group has a strong reputation as a responsible
business; supporting the communities in which we
operate with meaningful and successful initiatives and
delivering a number of award-winning employability
projects. Our Norse Way corporate responsibility strategy,
introduced in 2015, works across all our companies,
enabling us to learn from each other, create more
consistent delivery, expand participation opportunities
and generate more value.

N O R S E G R O U P. C O . U K

11

What we do
The work of the Group affects the lives of hundreds of
thousands of people across the country every day. The
Group boasts an impressive portfolio including facilities
management, multidisciplinary property and design
services and specialist care facilities provision.
Facilities management services include: catering,
cleaning, printing, building maintenance, waste
collection, transport, environmental services and security
as well as support services such as human resources
and payroll. Waste management includes operating
and maintaining landfill sites, waste transfer stations,
and recycling facilities, as well as waste collection and
composting services.

12

Property consultancy services include: architectural
services, Construction Design and Management (CDM),
project management, building surveying, valuation and
estate management, land agency and quantity surveying.
Care services including the management and staffing of
residential homes and housing with care schemes across
Norfolk and Suffolk.
Our values of Quality, Innovation, Respect and Trust
(as depicted on page 8) underpin everything we do.
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Developing our people
Our staff are integral to our success. We recognise the
importance of our employees to the Group’s ongoing
growth and ensure that they are all suitably qualified to
undertake their roles and responsibilities. Our awardwinning approach to learning and development aims to
develop staff and create a loyal and stable workforce.

This strategy includes:
• induction courses
• customer care training
• continuous training and development for
professional employees
• business related training as identified via the
appraisal of employees
• management training as appropriate
• personal development.
The Group also keeps employees informed of matters
affecting them as staff and the financial and economic
factors affecting the performance of the Group.

Benefiting our communities
The Norse Group is a modern, forward-thinking and
environmentally conscious business. We have been
committed to corporate responsibility over the years by
supporting our customers with initiatives that really make
a difference. We pride ourselves on a commitment to
sustainability in our ethos and across our increasingly
green operations. We position ourselves as leaders in
the field, with details of our performance highlighted on
social media, company websites, company brochures,
project sheets, tender bids and at exhibitions.
Our businesses play a significant role in local and
regional economies. The Norse Group annual returns
via rebates and dividends to Norfolk County Council
help to boost public funds and keep down Council
Tax increases.

N O R S E G R O U P. C O . U K

The Group has created a large number of jobs in
this county and beyond. When supplier impacts and
spending by employees are taken into account, the
Group supports the employment of an estimated
13,000 people in the UK.
Sourcing services, materials and goods locally is also
central to the Group’s commitment to working with
the local business community. With significant annual
purchasing power, Norse represents considerable
economic benefit, providing trading opportunities for
numerous businesses, suppliers and subcontractors
wherever possible.

Improving our service quality
We are proud of our very high customer retention rate
within the Group, with much of our work being repeat
business through our local authority clients. Recent
Group surveys have revealed 93% overall satisfaction
with our services – and our challenge in the years
ahead must be to maintain and improve such
impressive statistics.
We have always been a customer-focused business,
listening and responding to the views of customers and
other service users. Our processes are regularly reviewed
and modified to provide us with the best possible tools
to meet objectives.
We believe that part of providing a quality service
involves gaining as much customer feedback as
possible, both positive and negative.
The Group has obtained ISO 9001, ISO 14001 and
ISO 18001 accreditations and continuously reviews
procedures to ensure that all areas of our business
continue to meet these standards. We are committed
to talking to our partners, listening and responding;
focusing on what matters most to our people,
shareholders and business partners, and our approach
to corporate social responsibility under The Norse
Way reflects this.
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Our governance
While the Company is not bound by the UK Corporate
Governance Code, the Board is committed to
maintaining high standards of corporate governance.
The Group has recently committed to Waite principles
as part of its commitment to improve governance. Our
governance structure has been developed over several
years to meet the increasing span and complexity of our
businesses. The defined roles and responsibilities
at Board level are set out below.
The Board is responsible to shareholders for creating
and delivering sustainable shareholder value through
the management of the Group’s businesses. The Board
determines the strategic objectives and policies of
the Group to deliver such long term value, providing
overall strategic direction within a framework of risk
appetite and controls. The Board’s aim is to ensure that
management strikes an appropriate balance between
promoting long term growth and delivering short
term objectives.
The Board is responsible for demonstrating ethical
leadership and promoting the company’s values, culture
and behaviours and for acting in a way that promotes the
success of the company for the benefit of shareholders.
The Board is also responsible for ensuring that
management maintains systems of internal control that
provide assurance of effective and efficient operations,
internal financial controls and compliance with laws and
regulations. In addition, the Board is responsible for
ensuring that management maintains an effective risk
management and oversight process at the highest level
across the Group.
In carrying out these responsibilities, the Board must
have regard to what is appropriate for the Group’s
business and reputation, the materiality of the financial
and other risks inherent in the business, and the relative
costs and benefits of implementing specific controls.
The Board is also responsible for deciding other matters
of such importance as to be of significance to the
Group as a whole because of their strategic, financial or
reputational implications or consequences.
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Specific key decisions and matters have been reserved
for approval by the Board. These include decisions on
the Group’s strategy, approval of risk appetite, capital
and liquidity matters, major acquisitions, mergers or
disposals, Board membership, financial results and
governance issues, including the corporate
governance framework.
The non-executive Directors are required to be members
or officers of Norfolk County Council. The non-executive
Directors during the year were Andrew Jamieson
and myself.

The voting rights of Directors are as follows:
• Non-executive Directors - three votes each
• Executive Directors - one vote each
As Chair of the Board I have a casting vote in the event
that an equal number of votes are cast.
Currently the Board has four members, two executive
directors and two non-executive directors. One of the
non-executive directors is also the Chair. All directors
work for the long term success of the company.

Particular Board responsibilities are referred
to two standing Board Advisory Panels:
• Investment and Contract Advisory Panel
• Audit, Risk and Insurance Advisory Panel
Both Groups are authorised to obtain outside legal or
other independent professional advice if they consider
it necessary.
This structure allows particularly detailed or complex
matters to be given special scrutiny and oversight.
Except where decisions are specifically delegated, each
Group reports and submits recommendations back to
the Board for its review and, where necessary, decision.
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Each Group operates within clearly defined terms of
reference, which are reviewed annually by the respective
Groups and, if necessary, approved by the Board, to
ensure they remain appropriate and reflect any changes
in good practice and governance.
All the shares in the Norse Group are owned by Norfolk
County Council and the Board is committed to a
continuing dialogue with its shareholder.

Shareholder Committee
As part of its governance of the Norse Group, Norfolk
County Council appoints an elected member to
represent its interest as shareholder. This Shareholder
Representative attends all company board meetings
as well as the company’s Annual General Meeting and
receives copies of all the Board papers.
In addition, the Group is monitored by a County Council
Shareholder Committee which supports the development
of the Group and provides feedback to the council on
decisions made by the Board.

Our five-year plan
An increase in revenue of £27.1m from the previous year,
and a strengthening underlying profit margin are strong
indicators of the Group’s financial strength. This has
been achieved despite significant cost challenges with
environmental waste services. The Group has completed
its internal restructuring of shared support services and
believes that this will provide the flexibility to continue
with profitable growth in 2019/20 and beyond.

Norfolk County Council; improving, or at least
maintaining, operating margins; and delivering a
significant investment programme to generate long term
revenue.
By building a balanced client base spread across a
number of markets, the Group aims to reduce risk and
increase resilience. The local authority market remains
our majority client base.
Our objective is to secure new joint ventures over
the course of the next five years. In 2018/19, a joint
venture with Daventry Council worth £60m to the Group
was incorporated, adding to the Group’s portfolio of
environmental services. Furthermore, work with two
other authorities worth a combined value of £18m, has
been secured for 2019/20. New income levels generated
by NorseCare will continue to grow, with a target of
10% in 2019/20. This additional income will enable the
necessary capital investment in new and existing
care facilities.
The Group will continue to bid for contracts in the
competitive market when they are considered viable
and likely to deliver a solid rate of return.
Going forward, the Group will focus on positively
influencing our people – the driving force behind
our long-term success – our customers and our
communities, growing revenue, reducing cost
and mitigating potential risk.
Fiona McDiarmid
Chair of Norse Group Board

The Group must continue to build on its many successes
and has identified five main business objectives. These
are: sustainable and profitable growth; building a
balanced client base; increasing the return to

N O R S E G R O U P. C O . U K
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Markets full of opportunity
A market review of key drivers affecting the Norse Group.

The UK economy
According to the Office for National Statistics (ONS), in
2018 UK GDP grew 1.4%, slower than 1.8% in 2017.
ONS reported that the Consumer Prices Index (CPI)
12-month rate was 2.1% in December 2018. ONS
revised down real GDP growth in 2019 from 1.6% to
1.2%, against the backdrop of considerable uncertainty
over the next steps in the Brexit process.

As Brexit uncertainty subsides, and productivity growth
gradually improves, ONS expects GDP growth to pick
up to 1.4% in 2020 and to 1.6% a year thereafter as the
small margin of spare capacity is absorbed.
In addition, our local authority partners are having to cut
their cloth in the face of austerity. Frontline services are
always impacted, with our partners targeting the Group
to deliver monetary efficiencies while continuing to drive
an increase in service provision.

Our response
Outsourcing is generally shielded from the four stages
of the economic cycle; benefiting from contractual
expansion during times of economic upturn, while being
shielded during times of economic contraction.
The Norse Group’s national footprint, scale,
diversification and flexibility of operations remain
compelling. Such operations allows the Group to deliver
during times of uncertainty, but also offers our clients the
ability to move towards a more integrated solution when
the markets improve. The Group will continue to analyse
the market to capture trends which can improve our
operating performance.
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The Group has assessed potential Brexit impacts under
a range of circumstances and expects the main impacts
to cover food price increases and additional supplier
distribution. Further impacts are likely across labour
supply and possible changes in legal and legislatives
requirements. All of these are being addressed through
contingency planning and working closely with our
supply chain.
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Facilities Management industry
The UK has a large and established outsourced Facilities
Management (FM) market. Overall it is forecast to
continue to grow moderately at around 4-5% through
2019, as the market continues to move away from
insourcing to a fully integrated outsourcing model. As a
result, there remains a significant opportunity in the UK
FM sector with an estimated addressable opportunity
of £45bn.
Client value drivers continue to focus around areas of
cost, efficiency and service quality, but with an increasing

focus on technology and employee wellbeing. Turbulence
in the sector has highlighted the need for a more
informed approach to pricing and risk transfer. Clients are
starting to seek longer-term delivery models, with service
provisions aligning to their business goals. Service
options continue to evolve from single-line offerings,
to bundled and fully integrated and managed services.
Scrutiny into public sector outsourcing remains high,
with some high profile competitors experiencing
trading difficulties.

Our response
The Norse Group is the largest local authority trading
company in the UK. We are continuously focused on
delivering an excellent service and customer experience,
generating cost efficiency and creating an environment
where our people can thrive. Our nationwide flexible
offering remains attractive and the self-delivery model
coupled with the smart use of technology ensures that
service expertise and consistent delivery are at the core of
every customer interaction.

Our development of an innovative end-to-end work order
management system, integrated alongside our spend
control platform allows the Group to generate datadriven insights. This helps decision making that improves
efficiency and our cost-to-serve. This will continue to
evolve further in the coming year.
The Group is continuing to respond to digital
transformation through further investment in IT solutions
and infrastructure. We continue to re-align our core
platforms while continuing to move towards full cloud
based solutions, enabling us to keep in line with
market movements.
Through our Teckal partnership model with local
authorities, the Group continues to provide cost efficient
services to our partners. The development of integrated
workforces and our ability to win private sector work
enables us to drive efficiencies in front line service
provisions and provide in excess of £5.2m annually back
into the public purse. This will continue to be a prevalent
part to what makes the Group unique.

N O R S E G R O U P. C O . U K
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Legal and legislation obligations
As a major employer, we have to comply with the
developing legal and regulatory frameworks in areas such
as taxation, the National Minimum Wage (NMW), National
Joint Council (NJC), National Living Wage (NLW), the
Apprenticeship Levy and the Modern Slavery Act.

A large proportion of our front-line employees are within
the NLW and NJC category. The NLW for workers aged
25 and over increased by 4.9% from £7.83 to £8.21 in
April 2019. NJC saw unprecedented increases from April
2019, with rate inflation as high as 6%.
The Apprenticeship Levy is required from UK employers
to fund new apprenticeships and is charged at a rate of
0.5% of an employer’s payroll.

Our response
With the backdrop of increasing wages, innovation in
technology is imperative to drive productivity. There is
significant demand for high-quality, low-cost services
that are responsive and aligned with our customers’
strategic goals. In addition, pressure on margins is likely
to continue as labour costs increase driven by legislation
and CPI inflation.
The majority of our existing contracts already contain a
change-of-law clause which allows us to pass on related
labour up-lifts, helping us to protect our margins and
we will continue to improve out IT offering to provide
innovative solutions.
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The Group paid £631k into the Apprenticeship
Levy scheme in 2018/19 and utilised £402k. The
Group supported 124 apprenticeships across our
partnerships, contracts and support services. They are
engaged across a range of technical apprenticeships
in engineering and catering and transport, as well as
professional apprenticeships in IT, HR and Finance.
All Norse Group apprentices benefit from permanent
employment contracts and are fully embedded in
business activities to maximise their learning
and development.
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Customer experience and expectation
Although cost, efficiency and service quality continues to
be priority values for our clients; employee wellbeing and
technology are gaining further traction. Our clients are
seeking innovation across service delivery, real time data
and reporting, coupled with additional staff wellbeing
and sustainability.

To stay ahead of the competition, businesses now
need to develop targeted strategies to incorporate
these core values.

Our response
The Group’s Norse Way corporate social responsibility
activities continue to grow, ensuring sustainability and
corporate responsibility is embedded throughout our
business. The Norse Way applies to how we act as an
employer, a contractor, a supplier, a business partner and
as individuals. It affects our everyday operations and our
planning for the long-term, based on our values of Quality,
Innovation, Respect and Trust and is an important part of
our daily activities.

Our commitment as a socially responsible employer is
at the core of what we do. Our commitment to staff
wellbeing is monitored regularly with numerous initiatives
run each year to support the lives of almost 10,000
employees. The Norse Way is a fundamental part of
our culture.
The Group continues to invest in the most up-to-date
innovations, collaborating with our partners to deliver
real time data reporting. We are continuously seeking
opportunities to differentiate how we operate, with the goal
of providing unique solutions across our service provisions.
The future workplace is changing, with more choice,
flexibility and collaborative working now becoming key
considerations in work place design. In the coming year,
the Group will be looking to review our central office
space requirements to enhance productivity and attract
and retain our top talent. This will enable us to continue
reshaping our business to be the leader in what we do.

N O R S E G R O U P. C O . U K
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Managing Director’s
Performance Review

Dean Wetteland
Managing Director
Norse Group

2018 highlights
• Turnover of £306.7m

• Post tax profit of £8.4m
• New and retained business of
£23.7m against heightened
scrutiny into public sector
outsourcing
• Strong balance sheet
development, with NET asset
growth of £10.02m
• A defining year of progress in
2018, with a positive outlook
for 2019 and beyond
• Group forward order book
exceeding £3bn

Group Review
I am pleased to report on the progress
of the Group throughout 2018, the first
full year post the transformation of
our operating structure. Following the
challenges in 2017, this year has been
about creating a stable platform for
future growth with substantial progress
made in the support services merger of
NPS Property Consultants and Norse
Commercial Services. This has allowed
the Group to restructure and create a
leaner alignment of our support services,
generating efficiencies in terms of
process and monetary value while
embedding foundations to support
future profitable growth.
This has helped the Group to continue to grow
revenue and profitability, enabling the expansion of
our geographical presence. During 2018, the Group
opened an office in Edinburgh, looking to capitalise on
key regeneration plans. We have bolstered our offering
in the capital, partnering with Barnet Council to deliver
cleaning services while we continue to enhance our
offering in Newport, Wales. This was achieved against
a backdrop of austerity and challenging industries. The
last 24 months has seen a number of FM providers
experience trading difficulties as they struggle to
meet shareholder expectations and there is a general
heightened scrutiny into public sector outsourcing.
Furthermore, there is a broad set of providers with
a range of capabilities and services. As a result, the
Group’s competitors lead in different service lines.
No one single provider has a dominant market share
across the notable UK FM market. This, coupled
with the demise in FTSE 250 firms, suggests ample
headroom for The Norse Group to build on the £23.7m
of new and retained contracts won in 2018.
Market landscapes are continuing to evolve, most
notably across the FM industry, from a shift in
low-margin, labour-based models to a more
sustainable technology-driven approach. While cost
efficiency and quality of service delivery remain
paramount to our clients and partners, they are also
focusing on employee wellbeing and technological
enhancements. The Group will continue to respond
to market movements and has committed additional
budget in 2019 to continue to develop our IT hardware
and infrastructure. Our development of an end-to-end
innovative work order management system, integrated
alongside our spend control platform, allows the Group
to generate data-driven insights. This helps us make
decisions that improve efficiency.

19
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Likewise, the Group’s Norse Way and wellbeing
initiatives will remain embedded across our diverse and
multi-national work-force. Our commitment as a socially
responsible employer to our 9,650 staff is at the core of
what we do.
The Norse Group’s careful approach to forming business
relationships allows us to invest in building enduring
partnerships. This year saw the incorporation of our
new joint venture with Daventry District Council, a £60m
environmental services offering. In addition, the Group
renewed and re-structured its contract with Wigan
Council to develop strategic property services across
their asset portfolio, while supporting their regeneration
and growth plans. The Group is continuously working
with our partners and clients to put in place the
standards, services, governance and financing to deliver
a stronger future for them and their communities.

Group performance
Despite significant challenges presented by external
markets, most notably around recyclable waste, the
Group in 2018/19 delivered revenue of £306.7m, up from
£279.7m in 2017/18. The profit post taxation for the
financial year was £8.4m, increasing dramatically from
2018. Furthermore, the Group paid interim dividends
to its shareholder of £600k during the year, which
represents the same value as previously reported
in 2017/18.
The Board believes that in order to gain a true reflection
and appreciation of the Norse Group’s trading activities,
the financial KPIs are stated before the impact of
pension adjustments are made under IAS 19. The KPIs,
as previously highlighted, for the year to 31 March 2019
are as follows:

Revenue				

£306.7m

Post tax profit				

£8.4m

Adjusted gross profit			

£62.6m

Adjusted gross profit margin		

20.4%

Underlying profit			

£2.638m

Underlying profit margin		

0.9%

Average employee number		

9,650
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An increase in revenue of £27.1m from the previous year
and a strengthening underlying profit margin are strong
indicators of the Group’s financial strength and continued
ability to grow profitably. This has been achieved despite
significant cost challenges with environmental waste
services, due to historic contractual obligations and a
downturn across commodity markets.
The underlying trading position is after taking account of
all rebates made to Local Authority partners, including
Norfolk County Council. Rebates and profit share
equated to £5.2m for 2018 and represents 2% of
Group turnover.
The Group continues to adjust and improve its balance
sheet, with £10.02m of assets added during the year.
Although liabilities outside of the parent company
reduced due to capital repayments being paid back on
core loans, the loans with our shareholders increased.
Over the course of the next couple of years the Group
will focus on de-leveraging the balance sheet and
improving NET debt.
Furthermore, our finance function has continued to make
further process improvements throughout 2018. We have
focused on cleansing our master data and improving our
systems across the business with a view to paying our
suppliers quicker and reducing processing costs through
automation. This will continue throughout 2019.

Norse Commercial Services (NCS)
NCS has grown revenue in the year with an increase
of £19m from 2017/18. Daventry Norse Limited
commenced trading at the beginning of the year and
delivered £4.3m of new revenue to the Group. Facilities
Management has continued to be an increasingly
important core business area for the Group with revenue
growth of £3.1m in this area alone. In addition, the
majority of the joint venture partnerships continue to
deliver strong sales, with Newport Norse and Suffolk
Coastal Norse in particular showing very solid growth,
up 21% and 16% respectively.
Revenue derived from Norfolk grounds maintenance
has declined by 19% in the year, due principally to
the non-renewal of uneconomical contracts.
The performance of this division will continue to be
reviewed in the year ahead, however the Group remains
positive that performance will continue to develop.
Revenue derived from school catering has been under
pressure due to strong competition in the market place.
The service is responding to this by increasing sales and
bidding activity while reviewing the menu offering.
This position is expected to improve in the year ahead
with margins respectively recovering.
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Despite the significant challenges with environmental
waste, the Group remained profitable overall with many
of its other activities either remaining very strong or
exceeding Directors’ expectations in the year.
The provision of assisted living equipment through our
trading division n-able has also expanded significantly
and delivered strong financial returns.
Gross profit for NCS increased to £32.4m this year (2018:
£31.7m) although the gross profit margin decreased to
17.6% (2018: 19.2%). This decline in margin is mainly
due to the downturn in the market for recycled paper.
Overall, pre-tax trading profit is extremely strong at
£4.0m, an improvement of £1.1m (38%) year on year.
The underlying profit margin on much of the Group’s
core activity remains high with many areas exceeding
expectations in the year. Results in all the environmental
services joint ventures were all on, or ahead of,
business plan.
A major downturn in the market for recycled paper
continues to significantly impact the profitability of
Norse Environmental Waste Services (NEWS). Despite
increased volumes, revenue increased only slightly
compared to last year. This, combined with a higher
processing cost per tonne in order to achieve the higher
quality demanded in the market, has led to financial
pressures. However, the Group remains confident that an
increase in margins will be achieved in the years ahead.

NPS Group (NPS)
Revenue across NPS increased to £94m (2018: £87.8m),
representing in year growth of 7.1%. The main reason for
this is the addition of larger capital projects within parent
company NPS Property Consultants Limited (£1.4m),
higher levels of work for the contracting divisions within
NPS Humber Limited (£1.1m) and NPS Barnsley Limited
(£1.6m), coupled with small growth in a number of
other areas.
NPS Group’s adjusted gross profit increased to £23.8m,
up £2.7m on previous year. The adjusted gross profit
margin has increased from 24.1% to 25.3% in year. This
improvement is down to the closer management of direct
costs within the business. The NPS Group’s adjusted
underlying profit was £0.5m, a decrease in £0.3m on
2017/18, however the Group remains confident this will
only begin to improve.
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Non-recurring income for the year of £10.1m (2018:
non-recurring cost of £2.2m) relates to an exceptional
credit of £10.1m recognised against administrative
expenses concerning the termination of defined benefit
pension schemes. Non-recurring costs in year relate to
costs associated with redundancies, a provision
against one-off project losses and other
non-recurring provisions.
With such a wide and diverse client base, NPS has
achieved particular recognition for providing innovative
and cost effective solutions to clients’ property issues by
incorporating best practice principles while employing
sustainable methods of construction wherever possible.
In addition, NPS holds a portfolio of renewable energy
investments which provides secure feed-in tariff income
and a positive cash-flow position.

NorseCare
NorseCare has focused on maintaining high levels
of care and service quality while trading profitably.
Attention has also been focused on reducing labour
costs, increasing occupancy rates and maximising
business support efficiencies to increase profitability.
The vast majority of NorseCare’s business remains
with Norfolk County Council, but NorseCare has also
continued to increase private resident numbers, largely
through bringing additional rooms into occupation. The
Care Quality Commission (CQC) inspection results were
very positive and at the end of the financial year all of
NorseCare’s establishments were rated as ‘Good’ by
CQC with one being recognised as ‘Outstanding’.
Revenue rose over the year by 3.2% to £38.4m, largely
driven by the continued growth in private bed sales. This
growth helped offset a reduction in revenue from Norfolk
County Council in the year due to continued service
efficiencies delivered and further bed transitions. This
trend is expected to continue over the next few years.
In addition, NorseCare’s net profit margin increased
from 1.9% to 2.5% as private bed sales exceeded
expectations while at the same time the company
managed to control labour costs within
budget parameters. Pre-tax profit delivered in
the year was £0.9m, up £0.2m on 2017/18.
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Economic outlook
The economic and political landscape in 2019/20 and to
the end of this decade, is a potentially turbulent mixture
of global, European and national instability. Despite the
ongoing uncertainties within the UK economy around
Brexit, and the continuing funding constraints facing
local authorities, the Board is confident that the diversity
of sectors in which the Group operates places it in a
strong position for 2019/20 and the medium-term.
The Group continues to explore all available
opportunities with local authorities to form new joint
venture partnerships and with regard to existing joint
venture partnerships, the priority is to pass all contract
review gateways to ensure these continue into their next
terms and, further still, offer additional services.
The Board retains formal oversight and approval of
entry into new business areas, supported by a targeted
and considered acquisition strategy to enhance our
capabilities in complementary areas. Two of our existing
joint venture partnerships have the potential to end
within 2019/20. However, discussions continue with the
partner authorities and the Group is confident that any
potential reduction in profit should these ventures end
will be offset by new ventures already agreed.
The Group currently has a large number of medium to
long-term joint venture partnerships with local authorities
and Government bodies and therefore has a strong
forward order book of £3bn.

Underpinning the Group’s
strategic objectives
The Norse Group’s strategic objectives are to drive
profitable, sustainable growth through organic
development, commercially won contracts and new joint
venture partnerships with local authorities.
To secure this we aim to:
• provide more services to existing clients
• win new work through competition
• explore the acquisition of additional companies (to
enable diversification into new markets)
• explore more JV opportunities, particularly in
environmental and FM services
• develop new services eg rental housing portfolio
• expand the portfolio of care homes and number of
private clients.
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Underpinning our objectives is a commitment
to sustainability and the Group’s system of risk
management and internal control. The assessment and
management of risk is undertaken by every company
within the Group with a comprehensive risk management
process in place, with business risk registers feeding
through to the Group risk register reviewed by the
Board. The overall risk assessment is then reviewed on
a top down basis with a focus on the identification and
reporting of the Group’s principal risks and uncertainties.
Continuing uncertainty in the world economy has led to
rapid movements in commodity prices, with the Group
particularly affected by movements in food and oil prices,
plus the very volatile nature of the market for recyclate,
particularly paper.
These factors will influence investment decisions during
2019/20 and until there is more certainty with the
economic environment, the Group will need to remain
fleet of foot to ensure that it can respond quickly to
any short and medium term downturns. The ability to
deal with wage inflation and other labour costs, notably
pensions, will provide a further challenge. Such notions
are reviewed regularly with indexations and commodities
analysed and disseminated across the Senior Executive
Team on a monthly basis.
The Group’s ability to recognise and respond to
variations in the volume, value and range of services
required, particularly from our public sector clients as
a result of Local Government funding constraints, will
require careful management. Our diverse business
portfolio provides resilience during times of economic
change, with varying demands on our resources
dependent on the way in which our client base responds
to the economic cycle.
The Group continues to target strategic high-margin
growth areas, underpinned by the right supporting
business infrastructure. Development of a long-term
contract portfolio, combining a mix of both public and
private sector contracts, mitigates the financial impact
of rapid changes in the economic environment. Through
our commercial flair and acumen, the Group will continue
to capitalise on the difficulties experienced by national
competitors, at a time when reputation across larger
FTSE 250 providers is slowly declining.
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Looking ahead
2018 was a year of exceptional trading performance,
which saw revenue and margins increase. Changes to
the management structure and restructuring our support
services has laid strong foundations, which will help to
support the continued growth and profitability of
the Group.
During the year, the Group has continued to expand and
strengthen its brand recognition throughout the UK and
across its core markets, despite pressures caused by
the general economic climate and significant reductions
in public expenditure. This trend is likely to continue,
with the Group expecting to deliver further progress in
2019, with anticipated increases in both revenue and
underlying trading profit. More than half of this growth is
projected to derive from Norfolk Highways which is due
to transfer from Norfolk County Council half way through
the year. Additionally, there will be an expansion of
Medway Norse waste services and a new environmental
services contract with East Hampshire District
Council. The remainder of the growth is forecast to
be organic through continued development across
our core activities.

Our values represent who we are and how we operate,
with Quality, Innovation, Respect and Trust at the heart
of all we do and these will continue to drive us forward.
The Group will continue to promote social responsibility
through our Norse Way programme. In doing so, we hold
to our commitment to promote staff wellbeing and help
strengthen the local communities where we serve.
Beyond 2019, I believe the Group can continue to
improve our margins through driving innovation and
efficiencies, and strive towards our ambitious target of
10% revenue growth per year. If we can continue our
current rate of growth, we will achieve our objective of
being a £0.5bn national business by 2022.
These are truly exciting times, and I look forward to the
further development of the Norse Group in the course of
the coming year.
Dean Wetteland
Norse Group
Managing Director

The year ahead will be challenging with structural
fiscal deficits continuing to place pressure upon local
authorities, coupled with fears surrounding a ‘No-deal’
Brexit. However, the Group will continue to support,
guide and partner across our joint ventures to deliver
excellent service provision and provide in excess of £5m
per annum back into the public purse. The Group will
remain committed to developing and retaining our most
skilled employees at all levels of the business, as well as
attracting new staff to join our journey.
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Group Financial Statements

(for the year ended 31 March 2019)

The following pages contain extracts from the consolidated financial statements for the Norse Group Limited and its
subsidiary companies for the period ended 31 March 2019.
These unaudited extracts have been prepared by the Norse Group from the full financial statements audited without
qualification by our external auditors PriceWaterhouseCooper’s LLP.
These accounts have been prepared in accordance with the Companies Act 2006 and generally accepted accounting
principles for company reporting. The full financial statements have been approved by the Board of Directors and the
Shareholder’s Representative. Copies of the full financial statements are filed at Companies House and are available
from the Company on request.

Consolidated income statement for the year ended 31 March 2019
										31 March		
31 March
										2019			2019
								Note(s)
£’000 		£’000
Revenue							3		306,777			279,720
Cost of sales – recurring 								(244,653)		 (221,041)
Cost of sales – non-recurring					
4		
-		 (1,302)
Cost of sales									(244,653)		 (222,343)
Gross profit

								62,124			57,377

Administrative expenses – recurring							(59,587) 		(56,948)
Termination of defined benefit pension scheme – non-recurring		
4		
10,060			(895)
Administrative expenses 							(49,527) 		(57,843)
Other operating income								844			588
Operating profit 						4		13,441 		122
Recurring									3,381			2,319
Non-recurring									10,060 		(2,197)
Share of (loss)/profit from equity accounted investments		
7		
81			102
Finance income							8		212			111
Finance costs							9		(2,645) 		(2,571)
Profit/(Loss) before taxation
						11,089			(2,236)
Taxation								10		(2,686) 		154
Profit/(Loss) for the financial year 						8,403

		(2,082)

Profit/(Loss) for the financial year attributable to:
Non-controlling interests						32		(824)
		(179)
Owners of the parent								9,227			(1,903)
					

8,403

(2,082)

All of the activities of the group are classed as continuing.
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Consolidated statement of financial position as at 31 March 2019
									31 March		 31 March
									2019			
2018
							Note(s)
£’000			
£’000
Assets
Non-current assets
Goodwill							11		4,397			4,397
Other intangible assets					12		433			616
Property, plant and equipment				
13		
94,777			95,236
Investments accounted for using the equity method		
7, 14		
161			97
Deferred tax asset					17		6,597			6,540
Trade and other receivables				
19		
12,118			11,470
									118,483			118,356
Current assets
Inventories						18		3,063			2,865
Trade and other receivables				
19		
53,537 		45,864
Current tax assets							427			115
Cash and cash equivalents				
20		
8,262			6,518
Assets held for sale					13		743			590
									66,032 		55,952
Total assets

							184,515			174,308

Liabilities
Current liabilities
Trade and other payables					21		(50,904)
Obligations under finance leases				
23		
(2,032)
Borrowings						24		(7,809)
Provisions						25		(25)

		(43,191)
		(1,739)
		(4,868)
		(602)

(60,770)

(50,400)

			

Non-current liabilities
Trade and other payables					21		(16,274) 		(16,529)
Obligations under finance leases				
23		
(7,202) 		(5,521)
Borrowings						24		(39,037) 		(41,750)
Provisions						25		-			(873)
Deferred tax liabilities							-			(140)
Pensions and employee benefit obligations			
27		
(45,193) 		(40,959)
									(107,706)		 (105,772)
Total liabilities								(168,476)		 (156,172)
Net assets								16,039 		18,136
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Consolidated statement of financial position as at 31 March 2019 (continued)
			
31 March		
31 March
									2019			2018
							Note(s)
£’000			£’000
Equity
Equity attributable to owners of the parent:
Share capital						33		11,964			11,964
Revaluation reserve							467			682
Capital contribution reserve						16,200			16,200
Accumulated losses							(9,839)			(9,714)
									
									18,792			19,132
Non-controlling interests					32		(2,753)			(996)
Total equity								
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16,039			

18,136
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Growing our Norse Way
Corporate Responsibility Strategy
Our Norse Way corporate social responsibility
activities continue to grow, ensuring
sustainability and corporate responsibility is
embedded throughout our business.

Encouraging staff wellbeing
A healthy, engaged and resilient workforce is more
productive and profitable in terms of efficiency,

The Norse Way applies to how we act as an employer,

customer relations, loyalty, recruitment and retention.

a contractor, a supplier, a business partner and as

We continue to support staff to become healthier and

individuals. Our commitment as a socially responsible

look after their wellbeing.

employer is at the core of what we do.
In June, we ran our third Wellbeing Week, highlighting
The Norse Way affects our everyday operations and

different aspects of wellbeing each day and

our planning for the long-term, based on our values

encouraging staff to get involved. More than 1,300

of Quality, Innovation, Respect and Trust and is an
important part of our daily activities.

water bottles for front line staff were distributed at 30 +
locations during what was a long, hot summer.

It is led by Dean Wetteland as Executive Owner,
steered by a Strategy Team from across the Group
and enabled by Local Champions in locations up and
down the country.
Our approach is focussing on three key pillars we
believe could have a long-term impact on our business
and society - such as being kind to the environment,

In August a number of staff from Norwich took part in

staff wellbeing and development and supporting the

the Norwich 10k which had been sponsored by the

communities in which we work.

Group. Some had never run before, but with the help

Governance

of an expert running coach, all completed the race in
good time.

Simple and strong governance is essential to ensure
our programme’s success. This includes leadership
from the top through to champions at local level.
Our Local Champions ensure the Norse Way is a
fundamental part of our Norse culture a by
reinforcing key messages on the ground.
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Our New Year Challenge in January encouraged staff to

Our Community Fund continues to help our staff to

make heathy choices and, in November, we highlighted

support good causes. All staff are encouraged to apply

Stress Awareness Day in recognition that this is an

for support to a good cause that is close to their heart.

increasingly important area of concern for staff. We

Applicants must be actively involved with the group or

are training around 70 mental health first aiders in

organisation concerned, which must be a recognised,

workplaces across the country to help address this

voluntary or charitable group. Grants are often in the

important issue.

region of £750 and successful applications can be

Supporting local communities

anything from football clubs in need of a new kit or
cub groups seeking new equipment. We also sponsor
gifted or talented individuals who are the children or
grandchildren of our staff.
Staff can also apply to take up to eight hours a year paid
time off work to volunteer for a good cause. We have
also compiled a repository of corporately responsible
related information to support bids and tenders.

Being kind to the environment
We continue to encourage staff to become Dementia
Friends with the aim to have a Dementia Friends
Champion in each key location or function, working with
dementia specialists in NorseCare to benefit from their
expertise and knowledge.
A group of staff from GYN received dementia friend
training at Lydia Eva Court in Gorleston prior to this
year’s Dementia Action Week.

Environmental management is a key pillar of the Norse
Way. We are committed to driving down our emissions
and reducing our waste and water consumption.
We continue to grow our Norse Tidy Up initiative which
aims to get office based staff out litter picking and
are actively considering how we can strengthen our
contribution in this area in the year ahead.
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Alongside these Group-wide initiatives, staff continue to

NPS Barnsley supported BIADS throughout the year,

deliver projects in their communities in response to local

raising £5000 through a golf day, with further events

need.

including a race night and bake sale.

Here are just a few examples:

Locations supporting the World’s Biggest Coffee
Morning in 2018 included Newport, Barnsley, Great

Barnsley Norse has been donating refreshments for the

Yarmouth, and Medway.

weekly meetings of IDAS, the largest specialist charity
in Yorkshire supporting those affected by domestic

Staff at three Norse locations have joined a scheme

violence.

recycling crisp packets and have stopped thousands
of packets going to landfill. Offices taking part include

Newport Norse sponsored t-shirts for the Tour de Gwent

Fifers Lane, Wellingborough and NPS London.

an annual fundraising cycling race organised by a local
hospice. Several staff took part in the event.

Steph Millington of Barnsley Norse raised more than
£775 for the Barnsley Hospice in February.

NPS Humber supported Cash4Kids by hosting monthly
fundraisers, taking part in Superhero Day and donating

Staff in our Exeter office continue to support the Devon

gift boxes over the Christmas period.

Air Ambulance Trust every year by taking part in the
Dragon Boat Race at Exeter Quay and also sell their

Wellingborough Norse were part of a transformation

merchandise in our offices.

team which cleaned up a local graffiti hot spot and
replaced it with art highlighting the aspirations of local

£600 was raised for the Norfolk charity Nelson’s Journey

children.

at the Pride of Norse staff awards.

Norse and Wherry Dragon Credit Union
As a responsible employer, we have been working with Wherry Dragon Credit Union for more than 10 years.
During that time, more than 800 staff past and present have become members, who can save, as well as access
ethical affordable loans which allow them to make a major purchase or get help at a particular time of year - such
as Christmas. Wherry Dragon also offer loans to new starters which can prove helpful while they await their first
payment. Payroll deductions make both savings and repayments as easy as possible for members.
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Group recognition in 2017/2018
NPS Group
Awarding organisation

Award event

Status and category

East of England Energy Efficiency
Awards 2018

Large Scale Project (>£250k) of
the Year

Solar Assisted Heat Pump - free hot water
for social housing

Passivhaus Trust Awards 2018

Best Large Residential Project

Carrowbreck Meadow

SPACES CBOY 2018

Community

The Arium Horticultural Glasshouse

CCISY Awards 2018

Training

NPS Barnsley

CCISY Awards 2018

Project of the Year under £5m

Elsecar Heritage Centre

West Yorkshire LABC Awards 2018

Best Public Services Building

Cliffe Castle Park

Brand Yorkshire Awards 2018

Best Property and Construction
Business (medium sized)

NPS Barnsley

WICE Awards 2018

Best Woman in Environmental
and Sustainability

Sarah Lewis

Norse Commercial Services
Awarding organisation

Award event

Status and category

Cost Sector Catering Awards 2018

CSR

Farmwise and Devon County Show

LACA Finishing Touches Awards
2018

Cooking - dairy and gluten free
baked goods

Jacqui Ritchie

FSM Awards 2018

Marketing

Devon Norse

NACC (National Association for
Care Catering) Awards

Care Hero of the Year

Debbie Wright from Munhaven Care Home

Soil Association

GOLD Food for Life

Dereham Neatherd High School

Soil Association

BRONZE Food for Life

All Primary Schools Norse Catering cater
for in Norfolk and Suffolk
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NorseCare
Awarding organisation

Award event

Status and category

Care Home Professional Magazine
Leaders in Care 2018

Future Leader

Matthew Anthony-Knell, Deputy Manager,
Westfields

7th National Dementia Care Awards

Best Dementia Nurse / Dementia
Kate Grange - Dementia Care Lead
Lead
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