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The Exceptional, Every Day

We are the UK's leading facilities management company. Our expertise,
care, technology, insight and focus on sustainability create amazing work
environments, helping our customers to be exceptional, every day.
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Firancial statements

A record year

Mitie has delivered a good financial performance and made further progress
against its strategic priorities in FY23. Thanks to the hard work of our
64,000 colleagues, the Group has achieved a record level of revenue, grown

earnings and continued to focus on delivering shareholder returns.

Financial

Revenue, including Operating profit ® @ Basic earnings per share @ @ Dividend per share (kp)

share of joint ventures before other items'2? before other items'?

and associaces'

£4,055m  £162m 9.5p 29p

+1.5% 2.9%  +3.3% +61.1%

FY2Z £3597m FY22: £167m FY22:9.2p FY22: 1.8p

Group revenue' Operating profit’? Free cash flow O Average daily necdebr @D
£3,945m  £I17m £66m £84m

+1.1% ' +62.3% -£8Im +£59m

FY22: £3903m FY22: £72m FY22 L147m FY22: £25m

Non-Financial

Employee engagement Net Promoter Score (@ Females in senior @ Carbon emissions! ol

57%

+42

leadership team

28%

{tonnes CO.e)

21,115

+7ppt +3pt +4ppt +2.5%
FY22: 50% FY2Z: +39 FY22: 24% FY22: 20,596
@ Details of our full KPls on pages 20 to 23

. Alternative Performance Measures (APMs) 1 Frdnwnﬁnuingopenﬁm

The Group’s performance measures continue 1o inchude some meaasures which are
not defined ar spedified under IFRS, A reconclation of the APMs to the equivalent
IFRS measures is provided in the Appendix — Alternative Performance Measures on
pages 212 to 215.

1 Other items are as described in Note 4 to the consolidated financial statements.
3. Operating profit inchides share of profit after tax from joint ventures and assodiates.
4, Scope | and 2 UK only emissions.

Mitie Group plc Ol
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At a glance

What we do
Mitie is the UK's leading facilities management
company. We offer a range of services to the
public and private sectors, including engineering,
energy, security, cleaning, custody, landscaping

Qur vision

The Exceptional, Every Day

Our purpose and waste management. We take care of our

Our expertise, care, technology. insight and customers' pecple and buildings. and we are

focus on sustainability create amazing work transforming facilities management to be more

environments, helping our customers to be flexible, safe, sustainable and attractive to all

exceptional, every day. We are differentiated by our cloud-based
proprietary technology.

Our core services
Mitie holds leading positions in each of its core services

Cleaning & Hygiene Security Technical Services

Mitie is the largest provider of cleaning and Mitie is the largest intelligence and Mitie is the UK's largest provider of *hard

hygiene services in the UK, with 15,000 technology-led security provider in the services’ and technalogy-enabled solutions.

highly trained colleagues, focusing on quality, UK, employing 16,000 colleagues. We offer Our Technicat Services division employs

excellence and technglogy-led innovation. ntegrated, risk-based security solutions such 9,800 colleagues, inchuding £,000 locally based
as lone worker protection, guarding, fire and mabile specialist engineers across the UK.

security systems, and mobile security.

€ Find out more on page 27

L 3 T - - = " PN S = T r - = - - ¥
Customer type FY23 Total order book £m Pipeline
Revenue including share of Including share of joint ventures
joint ventures and associates and associates £ I 4- 7bn
Total order bock
m

% @ year 277
® Government 54 @ i-lyears 1897
@ Non-government 46 @ >2years 5022

02 Mitie Group pic
Annual Report and Accounts 2023
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Finangial statgments

We deliver the exceptional, every day through our five business divisions

@ Find out more on page 67

Business Services

We keep some of the UK's biggest companies, across a diverse

range of sectors {induding financial and professional services,
manufacturing, telecoms, retall and transpor), dean, safe and
sequre,

© Cleaning & Hygiene @ Security © Office services

Technical Services

We provide the full range of key technology-backed
engineering, maintenance, repair and mechanical and electrical
systems project activities, energy, carbon and water
management services, air-conditioning/disinfection solutions
and digital workplace services.

O Engineering services @ Projects @ Decarbonisation

Central Government & Defence

A leading provider of facifities management services to LK
Government departments, as well as the Ministry of Defence
in the UK and deployments overseas.

© Cleaning & Hygiene @ Security

& Office services © Engineering services

© Decarbonisation

Communities

A leading provider of mainly integrated fadllities management
services to public sector customers, with a foaus

on community ervironments in healtheare, schools and
universities, emergency services and loca! authorities.

© Cleaning & Hygiene © Security

@ Portering @ Engineering services ® Decarbanisatron

Specialist Services

Care & Custody
We provide high-quality. critical public services in immigration,
ariminal justice and secure heatthcare.

Landscapes
A leading provider of landscaping services, focused on both
horticuhural and winter services.

Waste Management
A leading national waste management business providing
innovative waste reduction and treatment solutions.

Spain

We provide a wide range of fadilities management services to
austomers in Spain, induding dleaning, passenger assistance.
custamer support and information, and management of

luggage trolleys.

Revenue FY23

£1,172m
29%

O

Revenue FY23

£1,154m
29%

O

Revenue FY23

£828m
20%

O

Revenue FY23

£490m
12%

O

Revenue FY23

f411m
10%

O

Mitie Group ple
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(® (I dCUSTOMERS

A loyal and diverse
blue-chip customer base

Retalil, logistics and shopping centres
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Financial staternoncs
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Moving from strength to strength

a4

Thanks to the hard work of our exceptional
Mitie colleagues, | am delighted to report to
you that we have delivered a record leve! of
revenue and grown earnings, It is a privilege
to work alongside such talented individuals,
at Board level and across the whole

organisation.

pb

Derek Mapp
Chairman

Annual General Meeting

Mitie intends to hold its Annual General
Meeting (AGM) on 25 July 2023 at Level 12,
The Shard, 32 London Bridge Street,
Landon, SEl 95G. This is an important event
in our corporate calendar, providing an
opportunity for our Board to engage with
shareholders, Sharehciders will be able to
attend the meeting in person, or view the
meeting via a ive webcast. Sharehoiders
can also ask questions via email to
investorrelationsidmitie.com. Instructions
on how 1o register and join the webcast
are set aut in the Notice of AGM.

06 Mitie Group plc
Annual Report and Accounts 2023

Dear Mitie Shareholder

‘When | wrote to you last year, we were
re-establishing our 'norrnal’ everyday lives, both
in the workplace and at home, following the
pardemic. Of course, the legacy of prolonged
periads of disruption is that much has moved on
and facilities management is no exception. Indeed,
many of us have permanently adopted new
hybyid ways of working and that has challenged
emplayers to re-assess how they utilise their
workspaces and attract and retain talent.

Your company has been at the forefront of
advances in property technology (prop tech),
having made significant investments over the
past five years to develop a leading doud-based
technology platforms.

Qur “Sadence of Service’ approach means that
we are well-positioned to support our new and
existing custamers with innovative solutions,

to create safe, dean, sustainable and efficient
workspaces that promote wellbeing and
collaborative working,

We have also been pursuing opportunities for
growth in the decarbonisatian sector, through
our in-house capabilities and strategic acquisitions.
Having made significant progress with cur own
Net Zero ambitions, we are using Our expertise
and technoclogy W help our customers to advance
their own sustainability agendas. Our work in this
area over the past year has ranged from installing
sensors in our custorners’ buildings in order to
manitar accupancy and utdisation, to instaling
solar photovaltaic (PV) panels and Tiving walls.

The year has not been without its challenges,
given the ongoing war in Ukrraine and wider
macroeconomic uncertainties. We have
therefore had to work harder, not only to replace
the significant revenue streams from short-term
Covid work in the prior year, but to ranage
inflationary pressures. We have also continued

to focus on cost-effidencies and delivering
above-expectation synergies from the integration
of Interserve, which we acquired with your
support in Novernber 2020,

Thanks to the hard work of our exceptional
Mitie collzagues, | am delighted 1o report to you
that we have achieved a new record this year,
with revenue exceeding £4bn for the first time
(FY22: £3997m). We have also increased basic
earnings per share before other items by 3.3%
10 95p (F¥22:92p).

R is a privilege to work longside such talented
individuals, at Board level and across the whole
organisation. Over the coming year | will contirue
10 support and challenge the executive leadership
team to drive greater performance, cash
generation and returns for our shareholders as
the business maoves from strength to strength.

‘One Mitie’

All of our 64.000 colleagues have contributed to
our progress this year, and | woukd ke to extend
my heartfelt thanks to everyone at Mitie for their
hard work — we simply would not be where we
are today without them,

We strive 10 attract an retain talented
colleagues. Mitie's core values define the
behaviours of our people and underpin our
vision to deliver The Exceptional, Every Day.

An important element of our culture has been
to establish a ‘One Mitie’ way of operating across
the business, because we know this leads to
consistent, high-quality information flows and
better service delivery 10 our customers,

Our eulture is collaborative and supportive, and
it continues to evolve as we embrace new ways
of working, We recognise that the cost-of-fiving
crisis has made §fe very difficutt for many peopie,
espedally our colleagues on the frontline. To help
ease those finandal pressures, we impfemented
a £10 milfion Winter Support package during
the year. -
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We have also continued to develop market-
leading benefits for our colleagues, ranging from
our employee discounts portal, ™Mideals, to life
insurance for all cofleagues and participation in
our share incentive scheme. You can read more
about this on page 40.

Supporting communities and
the environment

Through the work we do, we make a positive
difference to the lives of millions of pecple, and
we take that responsibility very seriousty. Climate
action and job areation, and the creation of social
value, fie at the heart of our agenda.

We aim to support communities through our
significant investrent in diversity and indusion
projects, such as the Mitie Foundation, which
has continued to break down barriers to
employment through the defivery of its
ReadyZWork Military programme and its
new Beyond Bars programme.

We have a well-developed Equality, Diversity &
Inclusion (ED&I) strategy, and | am delighted that
Mitie has been named as ane of the UK's top 50
most inclusive employers in 3022/23, for the fifth
year running,

Having worked throughout the year to develop
our carbon reduction plan, we alsc received
validation from the prestigious Sdence Based
Targets initiative (SBTT) in April 2023, We have
set ambitious targets to be Net Zero carbon for
our operations by 2025, and to decarbonise our
supply chain by 2035, ahead of the SBTi validated
target of 2046. Qur fleet of 3,200 fully electric
wvehicles, one of the largest in the UK, is a good
example of our commitment to a deaner
environment. For more detalls on Mitie’s ESG
strategy, targets and achievements see pages 37
to 5%

Our strategy

We have made further progress against our
strategic priorities this year: accelerating
growth, enhancing marging and generating cash,
underpinned by our ‘capability enablers' -
Science of Service, Great Place to Work and
Decarbonisation Delivered. You can read more
in the Chief Executive’s strategic review on
pages 12to 17,

As part of our strategy to accelerate grawth, we
completed three bolt-on acquisitions during the
year, induding Custom 5olar, which enhances our
decarbonisation offering to our customers, and
8Point8 and P2ML, which deliver greater scale
and capability to Mitie Telecoms. Since the year
end, we have completed two further acquisitions,
Linx International Group and R H Irving
Industrials, both of which enhance our intelligence
and technology-led fire and security offering.

Financlat statements

We have a number of margin enhancement
initiatives that are underway or were completed
during the year, induding the implementation of
Coupa, our digital supplier platform, and Forté,
the digital platform to automate scheduling in
Technical Services. We expect these inttiatives to
deliver further meaningful benefits to profitability
in FY24.

Board composition

it was with great sadness that we announced
the death of Baroness Phiippa Couttie in
December 2022. Philppa joined the Board of
Mitie in Navember 2017 as a Non-Executive
Director and served on the Audit and
Nornation Committees, She made an
enormous contribution with her enthusiasm and
expertise and will be remembered for helping
to establish Mitie as the ESG leader in the F1
industry. Philippa was the first Chair of our ESG
Committee and was also 2 Trustee and Chair of
the Mitie Foundation, She is greatly missed.

We feel passionately that the compasition of Bur
Board should reflect wider sodety and comprise
a diverse range of skills and experience in order
to promote strong governance. In Apnil 2022,

we welcomed Chet Patel and Salma Shah as new
Non-Executive Directors, Chet and Salma both
joined the Remuneration Committee, with Chet
ako joining the Audit Committee. Salma also
joined the £5G Commitiee and was subsequently
appointed as its Chair in january 2023. In March
2023, Chet and Salma joined the Nomination
Committee, Chet has extensive experience in the
B2B service environment, promaoting sales and
growth strategies, while Salma brings a wealth of
public sector expertise.

Stakeholder engagement

It is the Board's duty to understand the needs
of all of our stakeholders, and to act on their
feedback. This year, the Board has engaged
extensively with Mities different stakehelder
groups, with a particular focus on our colleagues.

A high proportion of our colleagues work for
us on the frontline, and we never stop learning
how to improve our two-way communications.
Qur colleague listening strategy is focused on
hearing from and acting on colleague feedbadk
and, this year, we have refreshed the Board's
approach. jenmifer Duvaker, our Non-Executive
Director responsible for workforce engagement,
has undertaken a full programme of in-person
and virtual employee listening sessions, in which
other Board members participated.

Our Board members also attend the many ED&I
events run with our diversity networks across
Mitie, and the Board has travelled extensively
around the UK to meet colfeagues over the past

year. This cdminated in our flagship annual
‘Tearn Talk Live’ employee engagement festival
in February 2023. Mitie's annual employee
engagement survey, Upload, indicated that our
colleagues feel more engaged than ever. Further
details about Jennifer’s role and the Upload
survey are on pages 100 and 42, respectiveiy.

Finally, | have alse welcomed the opportunity,
alongside my feliow Board members, to meet
with Mitie's major shareholders once again this
year to discuss governance and related matters
during our annual Chairman’s roadshow. See page
32 for details of our stakeholder engagement.

Capital allocation

Your business has delivered a record
performance during the year and has a rebust
financial position. With a focus on maximising
shareholder returns, our capital allocation plans
prioritise investment in strategic high growth, high
margin bolt-on acquisitions. dividend progression
towards our J0%6—40% target ratio and the
return of surplus cash to shareholders via share
buybacks; underpinned by a maxinmum leverage
of Ix (average net debt/EBITDA). The Board has
also taken the decision to purchase shares for

all employee incentive schemes (FY23: £38m),
to eliminate the otherwise dilutive eflect to
shareholders of issuing new shares to fulfil

the schemes,

The Board is recommending a final dividend of
2.2p per share which, when added to the 0.7p
dividend paid in respect of the first six months
of the year, takes the total dividend for FY23 to
2.9p per share, a 61% increase on the prior year
(FY22 |.8p). This represents a payout ratio of
30% (FY22: 20%). The final dividend wil be paid
on 4 August 2023,

Consistent with our capital allocation strategy,
and reflecting the strength of our batance sheet,
the Board announced a new £50m share buyback
programme in April 2023, following on from an
initial £50m programme completed in FY23.

In closing, this is my sixth year as Chair of your
company. | am incredibly proud of the journey
we have been on together, and the significant
progress achieved over the past year, | would like
to thank my Board members for their ongoing
support and commitment, as well as all our
shareholders, customers, dients, colleagues

and partners, for all they do to make Mitie the
company it is today.

Derek Mapp
Chairman

DocuSigned by:
[ -
0A9CCI2SBOEDADF...
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Creating a

‘Great Place to Work’

Mitie is a place of opportunity, where all our people can flourish and
grow, and where achievements are recognised. We offer market-leading
benefits and reward people for a job well dane. In FY23, Mitie was again
recognised as a UK Top Employer for the fifth year running ~ showcasing
our dedication to creating a ‘Great Place to Work'

© Find out more on pages 38 to 42

Shani’s story

I knew | wanted to change careers, butasa - "

mum of six, | had to find something that gave me
the bafance [ needed. When my youngest child
started school, it was the ideal opportunity to
find samething | wanted to do. In iy new role

| liaise with suppliers, am responsible far health
and safety within the stores and work dosely
with the engineers 1o identify the relevant parts
needed to complete a job.

b would recommend the apprenticeship path.
K's net just for young pecple, and #t's an amazing
wity to build on your skills and drive your

career forward.

The thing that makes me most proud working
for Mitie is the inclusion, the diversity and the
opportunities for career development.

Having completed her Level 2 Facility Services

apprenticeship, Shani is now successfully using her
skifls and passion for engineering to keep hospitafs

running smaothly in her role as an Apprentice
Stares Person.

ifil Scan me!
Watch Shans story

| would recommend the
apprenticeship path. It's not
just for young people, and it's
an amazing way to buitd on
your skills and drive your
career forward.

08 Mizie Group ple
Annual Repart and Accounts 2023
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Elvedin’s story

I started as a security officer and was quickly
asked to act as a refiel supervisor: | was often
asked to go to varigus sites that were
experiencing issues and act as a troubleshooter.
This led to 2 permanent supervisor position.

| knew that { wanted to progress within the
organisation and took the opportunity to
complete a Level 3 Management Apprenticeship.
It was tough, juggling studying with full-time work,
Due 1o the pandemig, it also took longer than
planned to complate the course ~ but | got there!
As challenging as it was, | learned so many skills
that | was able to take back to the workplace,
induding better communication with our
customers and better managerment of my team.

[® Scan rpe!

(sl
ﬁ Watch Elvedin's story
[C1Ly U]

My manager coached and trained
me in the practical skills | needed
to work in management. This

year, | started my current role
of Operations Manager. | can't
believe how far I've come!

Beth’s story

After I'd had my daughter, | was keen to find a
role that would give me the flexibility | needed
to work around nursery and childeare. | was ako
keen to work in an office environment where

{ could indulge my passion — numbers! My role at
Mitie is very varied - no two days are the same,

| get involved with a lot of finance work, payrol
and quotes. I've learned so much since I've

been here,

| work part-time, four days a week. Theresa
culture of Rexibility and trust within my team.
| know that if | need to take some time away —
perhaps for childcare or if | have an emergency
at home — my manager understands — as long
as I make the time up and [ get my job done,
it's no problem.

I'm proud to work for Mitie - its such a
well-recognised brand,

feel

is important.

| was recently "Employee of the
Month' — what | valued was the
recognition of the additional
work | had putin. It made me

that the role | perform

Micic Group plc
Annual Report and Accounts 2023
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Seven compelling

reasons to invest

Mitie is the UKs leading facilities management company with a market
share almost twice the size of our next largest competitor, operating in a
highly fragmented market. We have a loyal blue-chip customer base across
the public and private sectors, and a diverse service offering differentiated
by our cdloud-based, proprietary technology.

Our margin-accretive growth strategy is focused on delivering mid-to-
high single digit revenue growth; driving the operating margin towards
4.59%—5.5%; generating sustainable free cash flow; and achieving a return
on invested capital (ROIC) in excess of 20% in the medium term,

Differentiated technology offering

@ Unique cloud-based proprietary technology differentiates our
customer offering and drives adoption, loyalty and retention

© Customers get real-time visibility of workstreams on
their sites, automated service requests and asset
performance reports

+42 Nps

Customer
satisfaction score

14:18

A THE SHARD, LEVIL 12, 33 ulDH PARCL
STRICL ST 990

Archivo

I

Job Status Chinge 1532

Ref : 51035718 + THE SHARD, LEVEL 12, 32 LONOON
BRIDGE STREET 12TH

Scale, diversification and

market leadership

© The UK's leading facilities management company with a
market share of 10%, almost twice the size of our next
largest competitor

@ Operating in a highly fragmented market with many
smatler peers, creating opportunities for consolidation

© Market leader across our core businesses of
Cleaning & Hygiene, Security and Technical Services

© Sector expertise across central government, defence,
retail, manufacturing, transport and logistics

© Long-term relationships with a diversified, blue-chip

customer base

10 Mitie Group ple
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CORract retention rate
combined with continued
growth of existing contracts

Sustainable revenue growth

© Targeting mid-to-high single digit revenue growth
(ahead of low-single digit market growth)

© Proven track record in winning and retaining contracts
and increasing our market share

@ Transitioning towards higher-growth, higher-margin
activities through bolt-on acquisitions in the telecoms,
decarbonisation and security technology sectors

Driving margin expansion

© Targeting an operating margin of 4.5%-5.5%

& Delivering cost synergies and improved margins from
acquisitions

© Operational excellence initiatives driving enhanced
contract profitability

© Transforming our strategic supply chain management

® Creating a lean overhead structure

Cash generation and robust
balance sheet

© Attractive free cash flow and low covenant leverage
© BBB investment grade credit rating

© Long-term funding at competitive rates, with a balanced
maturity profile

Financiat stitements

Where our input has
a positive impact

Together we are Mitie

Making a positive and lasting

impact on society

© industry-leading, ambitious targets set across all areas
of environment, social and governance (ESG})

© Creating a ‘Great Place to Work' and prioritising the
wellbeing of our people

o Developing a skilled workforce that can deliver meaningful
employment oppartunities

2025 NET zERO

carbon target

7]

Enhancing returns
® Targeting a ROIC >20% over the medium term
@ Progressing towards a dividend payout ratic of 30%—40%

® Purchasing shares for all employee incentive schemes to
eliminate the dilutive effect of new share issuance

© Active share buyback programme
© Bolt-on acquisitions to drive future earnings growth

Mitie Group plc
Annual Report and Accounts 2023
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T

Chief Executive’s strategic review

A record year and continued strategic progress

Mitie’s performance in FY23 has surpassed the
Board's expectations. The business has been
transformed over the last six years, and we
have made further significant progress this year
against each of our strategic pillars. We are
now the largest facilities management business
in the UK, and our unrelenting ambition is to
drive the business to reach its full potential,

not just finandially but also through its positive
contribution to the environment and society.

Phii Bentley
Chief Executive Officer

12 Mitie Group plc
Annual Report ang Accounts 2073

Overview

Mitie's journey over the past six years has been
transformative. The first few years foaused on
improving customer service, increasing employee
engagement, dnaesting ron-core assets and
strengthening the balance sheet. Once achieved,
these were the foundations for the second
phase of our sirategy to build scale and drive
operational leverage from the Interserve
acquisition in 2020, Our strategic focus since
then has been on delfivering returns.

We are now the largest facilities management
business in the UK, and our unrelenting ambition
is to drive the business to reach its ful potential
nat just finandally bt also through its positive
contribution to the environment and society.
Despita the challenging macroeconomic
environment, we have made significant progress
against our strategic pricrities this year, delivering
a record level of revenue and growth in earnings
per share, and continuing to strengthen our
ESG credentials. We have a strong platform for
future growth, and we are well-pesitioned to
benefit from the opportunities that lie ahead for
the business.

Delivering on our

strategic priorities

We have continued to make progress this year
against each of the strategic pilars we set cutin
June 2021: Grow Mitie, Enhance Margins and
Generate Cash, underpinned by our three
Capability Enablers — ‘Science of Service', ‘Great
Place to Work' and ‘Decarbonisation Delivered'.
Our strategy targets mid-ta-high single digit
revenue growth, an operating margin before
other items of 4.5%—5.5%, sustainable free cash
Mo angd a retum o invested pilal (ROIC) in
excess of 20% over the medium term, We will
continue building cur technology-led offering
across our three core business areas of Cleaning
& Hygiene, Security and Technical Services,
where we already hold market-leading positions,
alongside complementary services such as
Landscapes, Waste and Care & Custody. We are
also expanding qur presence in the high-growth
areas of decarbonisation, security technology
and telecoms infrastructure, both through our
in-house capabilities and our acquisitions strategy.

Mitie's three capability enablers are our
differentiators, giving us a competitive edge to win
new business, cross-sell our services and continue
to build strong, long-term relationships with
biue-chip customers across the public and private
sectors. We aspire to be a trusted partner to
every single one of our customars, and our
talentad colleagues are our ambassadors. That is
why we strive to ensure our 64.000-strong tearm
has the skills, expertise and resources to deliver
The Exceptional, Every Day.
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i‘\ﬁ_ﬂ Grow Mitie
Qur priority is to grow Mitie, both organically
and through targeted ‘bolt-on’ acquisitions
focused on the higher-growth, higher-margin
sectors of decarbonisation, security technology
and telecoms infrastructure.

During FY23, we were awarded new contract
wins of £19bn TCV (FY22: £2.1bn). This included
contracts with Dublin Airport, the Department
for Work and Pensians {DWF), Harmmerson, the
Home Office, Uoyds Banking Group, National
Air Traffic Services (NATS) and National Grid.

Following a full and extensive re-tender process,
we were retained as the strategic partner to the
Ministry of Defence (MOD) for its overseas
military base in Cyprus and the Landmarc
Training Estates’ contract. Intotal, £24bn TCV
of contracts were renewed or extended in
FY23 (FY22 £1.7bn), induding with Deloitte,
the DWE, the MOD, Sainsbury’s, Manchester
Airpart Group and Vodafone. Our renewal rate
was again over 90%, which is testament to the
strength of our customer relationships, quality
of service and competitiveness on pricing.

For any new or re-tendered contract, we have
robust internal bidding processes in place,
including the review of all contracts valued at
more than £3m by our Bid Committee,
comprising members of the exeautive leadership
team. We are continually improving our approach
to ensure our capabilities and the competitive
cost-to-serve afforded by our scale are reflected
in our bids.

We also continue to leverage our expertise

by cross-selling services and insourcing work
furmerly contracted out to third parties.
wherever opportunities are identified. In FY23,
£43.5m of cross-selling revenue from projects
was delivered by Technical Services (induding a
number of decarbonisation projects), and by
Waste, Landscapes and Security.

Mitie’s projects business brings topether around
2,300 colleagues in cur project defivery teams,
predominantly across Technical Services and
Central Government & Defence, and contributed
£0.8bn to FY23 Group revenue, an 8% increase
compared with the prior year. Qur projects
capabiliies extend across all aspects of workplace
effectiveness, induding mechanical and electrical
packages, fire and security hardware, and energy
decarbonisation. There are significant growth
opportunities i this area, given the wider trend
towards employers wanting to create inspirational
workplaces post Covid, and the regulatory
requirements for buildings to meet energy
efficiency standards. The projects business
indudes Mitie Telecoms and our decarbonisation
offering, as described below,

Ouring FY22 and FY23, we completed seven
strategic bolt-on acquisitions, induding three
businesses at a total cost of £20m (P2ML, Bpoint8
and Custom Solar) in FY23. We have completed
two further acquisitions since the year end, Linx
International Group and R H Irving Industrials,

for a total consideration of £2/m, both of which
strengthen our capabilities in the intelligence and
technology-led security market.

The acquisitions of F2ML and 8point8 in HY FY23
were combined with DAEL Telecoms facquired
in FY22) to create Mitie Telecoms, one of the

- UK's largest telecoms infrastructure businesses,

which is benefiting from the roll-out of 5G and
the decommissioning of Huawei assets. Qur
services include both infrastructure projects
and network coverage lor spedal events, such
as music festivals, During the year, we partnered
with Cellnex, Lhgrtal Mabile Spectrum Limited
(DMSL} and H3G. and eixtended relationships
with BT, Vodafone and VMO, such that we

are now working with all of the mabile
network operators.

We are also focused on bulding on our Plan Zero
offering (Mitie’s own Net Zero commitment) to
deliver decarbonisation for our customers.

The acquisitions of Custom Solar in HI FY23

and Rodk Power Cannections (acquired in FY22)
have fadlitated the rapid expansion of our
capabilities in this area. We have been awarded
contracts from existing Mitie customers, induding
ABP, the DWP and Amazon, for electric vehicle
(EV) charging infrastructure and solar panels.

The FY22 and FY23 acquisitions contibuted
£98m to Group reverwe in FY23 and
approximately 2ppt of our underlying growth
{exduding Covid work). While these bolt-on
acquisitions will defiver future growth for the
Group, they have required investment during the
year to win new contracts and are therefore only
expected to contribute to Group profitability
from FY24.

Mitie Group ple 13
Annual Report and Accounts 2023



Chief Executive’s strategic review
continued

@ Enhance Margins

We are targeting an operating profit margin,
before other items, of 4.5%5.5% in the medium
term. This will be achieved through growth in
the higher margin projects busiriess, as well as
our ongoing package of savings and efficiencies,
from delivering the Interserve synergies. driving
operational excellence, rofiing out Coupa four
digital supplier platform), implementing Forté
(the digital platform to automate scheduling in
Technical Services) and undertaking overhead
cost savings.

Notwithstanding inflationary headwinds, we
achieved an operating margin of 4.0%in FY23
(3.8%, exduding Covid work), reflecting an
increase of | 7ppt over the two-year period
since acquinng Interserve (which operated on
amargin arcund |.0ppt below that of Mitie).

In FY23, we have delivered an incremertal £41m
of savings through our margin enhancement
mitiatives. These cost-saving inftiatives materially
exceeded the cost of the Winter Support
package (£8m), the relatively imited inflationary
inoreases that we were unable 1o pass on to
customers (£7m), and the delay in achieving the
full benefits from Forté (£4m).

A significant propartion of these savings has

come from Interserve cost synergies. In FY23,
we delivered an incremental £21m of synergies,

Decarbonisation

© Growth driven by sustainability strategies,
including demand for renewable energy
and EY charging infrastructure

@ Custom Sofar acquired in FY23

@ 12,000 KW of EV charging installed

© 140.000 m? of solar panels delivered

CO ROCK

Tomen Tomnansons
CUSTC:? S DLAR AT EoeanY
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driven by further reductions in headeount

and procurement savings. In aggregate, since
Decermnber 2020, we now expect to defiver tatat
synergies of £55m {previous guidance £30m),
significantly ahead of our initial expectation of
£30m at the time of acquisition,

Our operational excellence initiatives delivered
an incremental £7m of savings in FYZ3, largely
from the portfolio of former Interserve contracts
where effidendes are being dalivered fromthe
roll-aut of aur workforce management system
(Workplace+), reduced agency cleaning hours
and harmonising processes for mobile technicians.

We have continued to digitalise, rationalise and
simplify our third-party suppfer base. In FYZ3,

we saved an incremental £7m from the roll-out
of Coupa to Business Services, Cormmunities,
Landscapes, Care & Custody and the Corporate
Centre. which together account for 60% of cur
total third-party spend. We have also reduced
our supplier base, from 12,000 to 8,300 suppliers,
and we remain on track to meet our target of
6000 suppliers in FY24.

Forté went live in the first half of the year, After
an initial period of stabilisation, which resufted in
some short-term operational challenges, service
level performance has returned to ‘pre-Forté’
levels, and is improving daily. The delay in getting
the system to full capacity held back the
curnulative benefit from Forté savings 1o £9m

in Fr23, aithough we expact to meet our full
planmed savings run rate of £/Smin FY24, as
previously communicated.

Security technology

© Growth driven by demand for data-driven
insights and risk-based security solutions

© R H lrving Industrials and Linx international
acquired post year end

© Well placed to support customers preparing
to meet the requirements of Martyn's Law

esoteric EU_L\_X_
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We are also continuing to make progress with
the handful of under-performing contracts in
Cammunities which we acquired with Interserve.
Six of the contracts showed improved
performance during the year, with two contracts
now contributing to Group profitabifity. One
contract remains particularly challenging and only
showed a marginal improvement in performance
(£8.4m loss in FY23 compared ta £8.7m in the
prior year). The majority of the remaining
under-performing contracts will be at, or close to,
break even by the end of FY24, with the final
contract expected to achieve profitability in
FY26. after productivity improvernents and
re-sets 10 pricing

During the second half of the year, we expanded
our guite of margin enhancement initiatives. This
phase of the programme addresses our Target
Operating Model and indudes the autsourcing of
further HR and Payroll, Finance and IT functions,
consclidation of systems and processes, and
optimisation of our organisational structure. The
Target Operating Model initiatives deliverad £6m
of savings in FY23 and are expected to defver a
further £20m of savings in FY24,

The costs 1o defiver the margin enhancement
inftiatives outlined abave are reflected in ‘cash
other kems' of £24m in FY23 (FY22 £27my).
which indude £8m of costs assodated with the
Target Operating Model (for redundancies,
systerns testing, project resources, and

dual running).

Expanding our presence in high-growth markets through in-house expertise and strategic acquisitions

Telecoms infrastructure

© Growth driven by the decommissioning of
Huawei assets and roli out of G

© P2ML and BpointB acquired in FY'23

© Awarded significant portion of Gevernment's
Shared Rural Network programme

© Working with all major network providers

®P2ML

P e T

DAEL

LI
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Labour and third-party cost inflation totalled
£170m. Approximately £163m of these rising
costs were recovered from our customer base
via contract re-pricing,

[ - il

%)) Generate Cash

Qur ability to translate revenue into earnings
growth and free cash flow is integral to the
success of our strategy, induding our ability

1o reirvest for future growth and increase
shareholder returns while maintaining a robust
balarce sheet position.

During FY23, we generated a free cash inflow of
£66m, compared with £147m in the prior year.
This reduction reflects the £45m impact from
the dedsion to terminate the irvoice discounting
facility and a higher working capital outflow
arising from replacing Covid-related contracts
on 30-day payment terms with revenue on
longer payment terms,

Our performance during the year, combined
with our forecast future cash flows, provides
confidence in the delivery of our capital allocation
palicy. This sets out a proactive but discplined
use of resources to pursue bolt-on acquisition
opportunities, retumn cash to shareholders via
share buybacks and dividends, and purchase
shares for our ernplayes incentive schemes to

Financial statements

eliminate the otherwise dilutive effect of issuing
new shares to fulfil vesting awards.

In FY23. we invested £20m in acquisitions in

the telecoms and decarbonisation sectors and
returned £117m to shareholders via dividends
paid (FY22 fina!l and FY23 interim dividends),
share buybacks and the purchase of 50m shares
at a total cost of £38m for employee incentive
schemes. Our leverage of 0.4x average net debt/
EBITDA gives us significant headroom within
which to maintain our capital allocation activities.

Capability Enablers

Our strategic pillars of growth, margin
enhancement and cash generation are
underpinned by three capability enablers: the
Science of Service; creating a 'Great Place to
Work'; and Decarbonisation Delivered,

The Science of Service

Ower the past five years, we have made
substantial investments to develop leading
doud-based platforms for fadilities management.
Our "Science of Service' approach allows us to
put cutting-edge technaology at the forefrant of all
our services, providing customers with innovative
solutions to create safi:, cfean, sustainable and
energy efficient spaces. This technalogy sets Mitie
apart from its competitors and creates a strong

platform from which to wan and retain customers,
and to be recognised as a trusted partner for
their businesses.

Farté is our industry-leading digital platform to
automate workflow in Technical Services. Forté
incorporates a suite of Connected Workspace
products, induding ESME (our Al-driven chatbot),
Aria (our workplace app) and MOZAIC (our Al
Machine Learning analytics suite), which are
revolutionising the way our people work by
enabling our custorners and their employees

to searnlessty connect to workplace services.
They have been adopted by 40 austomers to
date, with over 14,000 registered users reporting
and tracking workflow across their estates.

We have developed an application, combining
wirtual reality and the Internet of Things, which
enables our remote and on-site engineers to
collaborate through our Connected Engineer
headset. This aims to improve fault detection
and diagnosis, deliver cost savings on planned
maintenance activities and improve the overall
customner experience. We have also been
expanding our use of Machine Learning models
to provide holistic digital sohstions to support
our customers with their workplace and
decarbonisation strategies, using sofiware such
as Building Management Systems (BMS) and
Building Information Modelling (8I1M).

£1.9bn TCV new contrace wins'

£2.4bn TCV new contract renewals and extensions'
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Chief Executive's strategic review
continued

We have introduced some of these technalogies
o customers such as the BBC and Deloitte,
where a ‘partnership technology roadmap’ has
been integral both to securing recent contract
extensions and to deploying our workplace
consultancy services. We have also grown our
Connected Branches service for Lioyds Banking
Group, with 460 branches having been fitted
with our remote connectivity products to
reduce energy consumption, and a further 100 in
progress. In the public sectar, customers such as
Sellafield, the Department for Trarsport (T},
the DWP and Ofcom are implernenting our
technology to improve the workplace experierce
for their employees and increase productivity.

Mitie operates the UK’ leading inteligence and
technology-led security business, identifying
and assessing threats through fts intelligence
network and dedicated Intelligence Hub in
Northampton. This technalogy provides
significant advantages i winning, transforming
and retaining contracts across muttiple sectors,
induding the retail, finandal services, and
transport and aviation sectors,

Furthermore, Mitie is at the forefront of the
acceleration of technology within the deaning
and hygiene sector. In early 2022, we opened
the Cleaning and Hygiene Centre of Excellence
(CHCoE) in Birmingham to showcase our
tech-enabled solutions to existing and potential
custorners. Our rabiotic deaners deliver a
consistent level of deaning, day and night, while

o T
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reducing the use of water and electricity by
identifying the most efficient route around 3
building. They are commanplace in high-traffic
environments such as raibway stations. and in
NHS settings, and can be combined with footfall
monitors to create a ‘demand-led’ pattern of
deaning activity. We have also developed leading
technology to improve the air quality ina range
of settings. including offices and transport hubs,
using LVC air disinfection systems.

Creating a ‘Great Place ta Worlk'

Our ambition is to be the destination ‘emplayer
of choice” in the facilities management industry.
We will achieve this by ¢creating a ‘Great Place to
Work', empowering cur 64000 colleagues by
developing their skills, providing meaningful career
opportunities and ensuring that they are suitably
recognised and rewarded for their contribution,
This, in turn, erables us to contnue delivering
outstanding customer service.

We are an industry leader in the provision of
benefits to our frontline colleagues. During the
year we launched a £10m Winter Support
package of new benefits to help our colleagues
through the cost-of-iving ¢risis, induding one-off
bonuses, the removal of fees for using salary
finance, retail discounts and additional free shares.
We have also expanded our ‘Choices’ platform
16 our hourly-paid colleagues, so that they can
take advantage of discounts on everyday products
and services.

The positive steps that we have taken to create a
‘Great Place to Werk’ have been reflected in the
results of our fatest annual employee engagement
survey, Some 84% of our full-time employees
particpated (54% of afl colleagues), our highest
participation rate to date. Our overall Mive
engagement score rose to a record level of 57%
of colleagues fully engaged. a Tpptincrease on
last year’s score. and a 24ppt increase since we
introduced an annual surveyin 2018,

Decarbonisation Delfivered

The third enabler to our strategy is to support
an increasing number of public and private
sector dients to define and deliver their own
Net Zero strategies through cur growing
decarbonisation capabiities.

During HI FY23, we completed the acquisition
of Customn Solar, which spedialises in solar
phatovoltaic panel instaliation, further
strengthening our suite of decarbonisation
services. This complements our FY22 acquisitions
of Rock Power Connections, which delivers
high-votiage power connections (induding for
electric vehides), and Biotecture, which installs
living walls for interior and exterior urban spaces.

Our decarbonisation business revenue increased
by 65% to £145m (FY22: £88m), through
aross-selling these capabilities to existing
customers. Rodk is naw working with five of

the UK’s leading sustainable energy providers.
induding Gridserve and Roadchef, ta install fast
EV charging points in a variety of settings,
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Capability Enablers Busmess momentum underpinned by our technology. our focus on
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Grear Place to Work

=+ New Employee Value Proposition (EVP)
+ Industry leading benefits package
<+ £10m Winter Support package
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including motorway service stations, petrol
stations and destination hubs such as garden
and shopping centres, In addition, we cantinue
to develop heat decarbonisation plans for five
central government bodies across over (00
buildings. and to provide other services. such as
LED lighting mstallation and energy consumption
management, for our customers.

Financial highlights

Qur financial results for the year ended 31 March
2023 are encouraging and we have made further
progress against each of our strategic priorities.
We entered the year with the challenge of
repladng almost £450m of short-term and
higher-margin Covid-related contract revenue.
Tharks to the hard work of our 64,000
colleagues and our technofogy-led approach,

we have achieved this, and more.

Group revenue

Group revenue, including share of joint ventures
and assodates, from continuing operations of
£4,055m was 1.5% better than the prior year
(FY22: £3997m), even after the cormpletion

of short-term Covid work (FY22: £448m),
representing our highest ever revenue. Excluding
the Covid-related contracts, underlying revenue
growth was 14%. This increase is broadly
attributable to orgaiu wwwth of 74 (nduding
net contract wins and losses, contract growth
and projects). contract re-pricing of 5% and
acquisitiors of 2%.

Proficabilicy

Basic earnings per share befare ather items grew
by 3.3% to 9.5p (FY22: 9.2p). EPS benefited from
the refinancing of debt instruments and share
buybacks, which more than offset the small
reduction in operating profit before other items
to £162m compared with the prior year (FY22:
£167m) due to the completion of the higher
margin Covid work Basic eamnings per share
after other items more than tripled to 6.8p
(FY22: 2.2p). reflecting a £60m reduction in
Other items after tax to £37m (FY2X £97m).

Financial position

We generated £117m of cash from operations
(FY22: £264m), leading to £66m of free cash
flow (FY22: £147m) in FY23, which helped us to
maintain 3 strong balance sheet with leverage
(average net debt/EBITDA) of only O4x

Our average net debt was £84m (FY22: £25m),
reflecting the implementation of the capital
allocation palicy announced last year and our
dedision to terminate the customer invoice
discounting facility: Closing net debt at 31 March
2023 increased to £44m (FY22: £27m net cash).

Financial staternents

FY24 has started positively.
Since the start of the year,
we have won and extended
a number of significant new
contracts and we have a
healthy pipeline of new
opportunities, combined
with the full year benefit
from major contracts won
and extended in the final
months of FY23.

Phil Bentley
Chief Executive Officer

Capital allocation

Mitie is cash generative and has a strong, stable
and flaxibte balance sheet to support future
growth and increased returns to shareholders.

The Group has made a number of targeted
bolt-on acquisitions over the last two years,
focused on the higher-grawth, higher-margin
sectors of decarbonisation, security technology
and telecoms infrastructure. The Board believes
that value-accretive acquisitions represent an
increasingly important route threugh which Mitie
can accelerate growth and build on its earnings
and cash generation platform for the future.

Having reinstated the dividend last year, post
Cowid, the Board's intention has been to increase
the dividend payout ratio to 30%—40%, and
thereafter deliver dividend growth in line with
earnings growth. [n fight of the Group’s rebust
finandial position and continued progress against
its strategy. the Board is therefore recommending
afina! dividend of 2.2p per share which, when
added to the dividend paid in respect of the first
six morths of the year, takes the total dividend
for FY23 1o 29p per share (FY22: 1.8p). This
represents a payout ratio of 30% (FY22: 20%
payout). The final dividend will be paid on

4 August 2023.

In Aprif 2023, the Board announced its dedision to
purchase shares to satisfy all employee incentive
schemes, eliminating the otherwise dilutive effect
of issuing new shares to fulfil vesting awards.

The majority of our share schemnes are satisfied

through the Company's Employee Benefit Trust
(EBT), while Save As You Earn (SAYE} schemes
are satisfied through treasury shares, in order
to mitigate unnecessary stamp duty costs for
the employee,

Consistent with this approach, 50m shares were
purchased through the EBT, induding 4m shares
for our employee Winter Support package. at
atotal cost of £38m in FY23. We expect share
purchases through the EBT to reduce significantly
to ¢15m shares in FY24 and FY25, as spedific
incentives put in place in respect of the Interserve
acquisition mature.

The Board also announced in April 2023 a new
£50m share buybadk programme for FY24,
following on from the initial £50m programme
executed i the first half of FY23. The first £25m
tranche of the new prograrme is underway and
includes the purchase of tSm sharesto be held
in treasury for our 2020 SAYE scheme, which
vests in December 2023. The remaining shares
purchased from the first tranche will be cancelled.
The timing of the second tranche of the new
programme will be dependent on MEA
opportunities and will indude the additional

15m shares required for the vesting of the 2020
SAYE scheme (30m shares in total), with all
remaining shares being cancellad.

Qutlock

FY24 has started positively. Since the start of the
year; we have won and extended a number of
significant new contracts and we have a healthy
pipeline of new opportunities, cormbined with
the full year benefit from major contracts won
and extended in the final months of FY23,

We will continue our disciplined approach to
bidding for contracts, even if it is challenging to
maintain renewal rates at the current level, and
we will continue to seek growth opportunities,
both organically and through strategic bolt-on
acquisitions in the decarbanisation, security
technology and telecoms infrastructure sectors.
We have already completed two acquisitions in
FY24, both of which strengthen our capabities
as the UK's leading intelligence and technology-led
security provider.

We also expect to deliver further progress in
FY24 on our ongoing programme of rrargin
enhancement initiatives, induding increased
synergies from the Interserve acquisition, and
efficiencies across our fabour, third-party and
averhead ¢ost base, which will more than offset
inflationary headwinds.

This positive momentum carried forward into
the new financial year gives the Board confidence
in meeting its growth expectations for FY24.
Mitie is cash generative and has a strang, stable
and flexible balance sheet to support future
growth oppertunities and increased returns

to shareholders.

Mitie Group plc |7
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Managing risk and
maximising productivity

@ Find out more oh pages (5 and 1§
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flowing the pandemic, 3 major raibvay company
wanted an air disinfection system to reduce the
spread of airbormne bacteria and viruses in
high-traffic areas, such as public tollets. Mitie
partnered with Luxibel, a globat provider of LIWVC
air disinfection systems, to provide cutting-edge
air-deansing technolegy. The units use the power
of UVC light, which is sciertifically proven to kil
99.999% of airborne pathogens. Our Connected
Workspace team installed Luxitrel units in
13 stations across the UK. Qur customer sees
the presence of the units as an essential part of
providing reassurance and confidence, 1o both the
public and colleagues, that it kas modern, highly-,
effective health and safety measures in place.

13

major UK railway stations
now have high-tech UVC air
disinfection unirs installed

See more about how we
are maraging risk and
maximising productivity

Creating value for customers through

Science of Service®

Mitie's Science of Service® approach consolidates our position as the UK's leading
facilities management company. It combines industry-leading innovation with
data-driven insight to deliver real and lasting impact for our customers. Powered
by technology, driven by data and made exceptional by people, Mitie's services
benefit customers, enhance lives and contribute to a more sustainable future.

=>

Enhancing workspaces
and customer experiences

‘With the increase in hybrid working, a
government departiment wanted to optimise
its workspace for its diverse workforce -
making sure it was doing everything to attract
and retain the very best talent.

Using Sphere, our workplace effectiveness app.
we analysed data collated from employees on
three aspects of their workspace: physical,
sensory and emational. Qur data findings allowed
our spedcialists to understand how the exdsting
office design negatively impacted employee
productivity, wellbeing and attitudes to the
work environment. Our workplace design team
identified and implemented solutions, induding
better-designed coffaborative spaces and
environmental sensors to maniter and control
comfort levels, improving the employes
experienice for our customer.

350+

government department employees
surveyed on their workplace
experience using Sphere

Scan me!

See more about how we
are enhancing workspaces
1 and customer experiences
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[60m m?

hospital space we clean
every year

=>

Creating healthier and

more hygienic spaces

Mitie supports 40 NHS trusts, providing a
portiolio of spedialist services, induding advanced
deaning sokutions, with a strong focus on patient
safety and comfort. We play a crucial role in
creating a positive healthcare experience.
We use advanced technology to monitor and
deliver effective deaning, freeing our colleagues

.. to concentrate on high-traffic touchpoints
in harder-to-reach areas. Qur robots are
increasingly comnmon across our NHS sites,
making sure floors are hygienic and dean, while
harwdheld devices facilitate intelligent and efficient
jeb allocation, with the nearest deaner alerted to
areas needing attention. Cleaning alerts are also
triggered by footfall monitors, which register the
busiest locations throughout the day.

8 See more about how we

g are creating healthier and
maore hygienic workspaces

& mitie

bt T

>

Accelerating the
path to Net Zero

Qur Plan Zero team helped a telecoms compary
to reduce its carbon emissions. Our customer
was already investing in solar- and wind-powered
base stations, sustainable end-user devices and
energy-efficent data centres, but wanted our
expertise to meet its sustainabllity ambitions
more quickly.

We audited 90 of our customer’s buildings to
determine energy usage and effidency. We
optimised the lighting, heating and air conditioning
to operate at the highest energy efficiency rating
and installed remote sensors to monitor and
control office and data centre temperatures.

As a result, we achieved £10m of energy cost
savings for our customer and improved comfort
levels for their staff, .

£10m

energy cost savings we achieved
for a customer

See more about how we
d} are accelerating the path to
“¥ Met Zero

Protecting people,
property and assets

One of our real estate customers wanted a
modern, tech-enabled service across its
properties in Central London.

We delivered a joined-up security service, using
our world-dass remote security monitoring and
analysis to suppart our highly trained frontline -
security officers. This enabled us to provide

risk- and intelligence-based protection, and'made
it simpler to provide information to the police.

Adl systerns are now centrally managed at our
dedicated Intelligence Hub, enabling us to allocate
resources based on real-time data on the risks
and threats affecting the custormer’s business.
This resulted in a reduction in the number of
incaidents and improved respanse times.

24/7

protection provided by
Mitie's rechnology-backed
security solutions

are protecting people.
property and assets

Mitie Group plc
Annual Report and Accounts 2023

19




DaocuSign Envelope 10: 70258922-0378-4230-934E-7DD5A5118880

Key performance indicators
Monitoring our progress

Mitie's key performance indicators (KPls) are
reviewed by the Board and Executive Committee
to monitor performance against the Group's
most important priorities. These indude
measures for evaluating financial and non-financial
performance, balancing the interests of all
stakeholders, induding our shareholders,
custorners, colleagues and local communities.

In FY23, the Group successfully replaced all
of the pricr year's revenue from shorterm
Cowid work, to deliver revenue and basic EPS
before other items growth of 1.5% and 3.3%.
respectively. The small reduction in operating
profit before other items compared with the
prior year reflects the higher-margin, flexible
nature of Covid work. Excluding Covid work,

underlying revenue increased by 14% and
operating profit before other dems increased by
44%. The FY22 comparator includes the first full
year of Imterserve {acquired November 2020).

A detailed review of performance can be found
inthe Chief Executive's strategic review and the
Finance review.

Financial

Revenue (£m)
From continuing operations, including share of

©®

joint ventures and assodates

rr; I o | 5%

FY22 _ £3997m  increase from
previous year

v £2.529m

Fre (I £2103m

rrs [N £2017m

Description

Revenue growth from continuing operatians reflects the health of the order bock,
the ability to upsell and cross—sell, and our contract win and retention rates, alongside
Mitie's broader reputation in the sector: Mitie's targe is to achieve mid-to-high single
digit revenue growth annually over the madium term.

Ovur achievement

Revenue intluding share of joint ventures and assocates of £9,055m, a new record
far the Group, reflects +.5% growth, having successfulty replaced all short-term
Covid-related contract reverwe from the prior year. This was achieved through
contract wing, extensions and renewals, growth in projects work, contract re-pricing
and the contribution from acquisitions. Excluding the £t5m of Covid waork in FY23
{FY22: £448m), underlying revenue increased by 14%.

© Find out mare on page é8°
pa

Operating profit (£m} and margin (%)
before other items
From continuing operations

Fr

0o

4.0%

4.0%

Fr2 42%  Operstingmargn
FY22 4.2%

Fri £58.8m 23%

FY20 37%

FY19 £73.tm 36%

Description

Operating profit and the operating profit margin before other items reflect the
profit we generate after deducting the cost of goods sold and operating expenses.
Profitability can be enhanced by delvering higher-margin project work, inproving
operational efficiendcies, and reducing our cost base. Mitie's target is to achieve an
operating margin of 4,5%-5.5% over the medium term.

A recondliation of operating profit before other ftems from continuing operations to
the equivalent statulory measure is provided in Appendix = Alernative Performance
Measures on pages 212 to 215.

Qur achievement

Operating profit before other items reduced by 2.9%, and the operating margin
decreased by 0.2ppt due 10 the completion of higher-margin Covid work. Excluding
the contribyution lrom Covid wark, operating profit before other items increased
by 44% to £155m and the operating profit margk improved by 0.8ppt to 3.8%
compared with the prior year, benefiting from revenue growth and margin
erhancement initiatives,

2 Find out more on page 6%

Basic EPS before other items (p)
From continuing operations

< 1= 1@

3.3%

2y 0

rr2: I 92p  increase from
— ] ™ previous year
rvao I 73p

evo [ 26p

Description

Basic eamnings per share (EPS) before other items represents our profit after tax from
continuing operations, before other iterns, divided by the weighted average number
of shares in the year. Our strategy focuses on creating value for shareholders and is
expected to improve EPS over the medium term.

A recondligtion of basic EPS before gther items to the equivalent statutory measure is
provided in Appendix — Alternative Performance Measures on pages 212 1o 215. EPS
for FY20 and FY19 has been restated for the bonus element of the 2000 Rights Issue.
Our achievement

Basic EPS before other items increased by 3.3% to 9.5p, benefiting from the
re-financing of debt nstruments and share buybacks, which more than offset the

small reduction in cperating profit before other items compared to the prior year.

0 Find out more on page 70
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Dividend per share (p) and
payout ratio (%)

From continuing operations ;

o I 61.1%
Fri2 m 20% incrgase from

Previous year
Fr2l Op 0%
Fr20 10%
9 2%
Description

Dividend per share (DPS) represents the amount of our profit after tax and before
ather items from continuing operations that is paid out to shareholders (as aninterim
and final thvidend). divided by the weighted average number of shares in the year.
The dividend payou ratio reflacts the percentage of this profit that is paid out as
dividends. Wie are targeting a payout ratio of 30%—~40% over the medium term,

with dividends growing in line with earmings growth thereafter.

DPS for FY20 and FY(9 has been restated for the bonus element of the 2020

Rights kssue.

Cur achievement

DPS increased by 61.1% ta 1.9p, reflecting a payout ratio of 30%. This increase in the
payout rato reinforces our canfidence ih continuing to deliver againgt our strategic
priorities, induding the ability Yo generate sustainable free tash flow from which to
pay dividends.

P Find out more on page 7
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Financlat statements

Lirked to our strategic pillars

@ Grow Mitje @ Margin enhancement Generate ¢ash % Capability enablers

Free cash flow {(£m)

e N wsim £80.9m
v [  c¢ccm  reduction from
[l £(245)m previous year
e £30.5m

Fri9 || £309m

Description

Free cash flow represents the cash we generate from our operations, after
movements in working capital, that is avaflable to reirvest in our business for organic
and acquisition-led fityre growth or to return ta shareholders. Mitie’s target is to
deliver sustainzble free cash flow.

A recondiiation of lree cash flow to the equivalent statutory measure s provided in
Appendix - Alternative Performance Measures on pages 212 to 215, Free cash flow .
in FY22 has been restated to exclude the purchase of own shares (FY22; £13.8m),

Qur achlevement

Free cash llow of £65.7m is £805m below the prior year. Within this cash inflow there
was a cash outfllow from working capita! of £38.8m. largely as a result of the decision
to ferminate the invoice discounting facility, investments required to support the
growth of the projects businesses and the completion of the Cavid contracts, which
were on more favourable payment terms than the contracts that have replaced them.

@ Find out more an page 7i

Linked to remuneration

Average daily net debt {£m} and

leverage ratio {x) &

rv23 [ ce43m oex £59.6m

Fr22 [ e24.7m 0ax  increase from
Previous year

Fr2 [l £470m 05%

Fr20 £327.6m 27x

Description

Average daily net debt reflects how much we owe our debt praviders, and how well
wee have managed our debt over the course of the year. The leverage ratio is caloulated
as average daily net debt divided by EBITDA before gther items from continuing
operations. We aim to maintain a leverage ratio of no greater than Ix, through cash
generation, working capétal discipline and appropriate capital allocatian.

Comparative data s not presented for FY19 as the financials for this year were
prepared on a pre-IFRS 16 bass,

Our achievement

Average daily net dabt of £84.3m increased by £5%6m compared with the prior year,
reflecting plarned capital allocation activities (meuding share buybacks, acquisitions,
dividends paic and share purchases for employee incentive schemes), the decision

1o terminate the invoice discounting fadlity and the outflow of cash from warking
capital movements.

@ Find out more an page 71

Return on invested capital {%)
From contirwing gperations (ROIC)

006

Fr2: s 4.5ppt
Fr: N~ v5x  reductionfrom
2 8.2% previovsyear
ro N 23%
Friv [ 250%

Description

Return on invested capital (ROIC) is calovtated as operating profit before other items.
and after tax from continuing ions divided by invested capital. It is a measure of
how efficiently the Group utilises its invested capital to generate profits.

The ROIC caloulation and a recondliation of the Group's net assets te invested capital
are provided in Appendix - Alternative Performance Maasures on pages 212 to 215.
The ROIC metric used for the purposes of the Enhanced Oelivery Plan requires
further adjustments under the detailed rules agreed with shareholders.

Our achievement

ROIC of 254% rermains above our target of ‘greater than 20%” The 4.5ppt reduction
from the prior year is due to a combination of the completion of higher margin Covid
work, the higher effactive tax rate, the investment in businesses acquired in FY23 and
the decision (o terminate the invoice discaunting faciity.

€ Find out more on page 70

Total order book {(£m}
Induding retentions and new wins

<

o oo 2.2%
2 N o noress from

pI'EVIOUS year
o I s

Description

Total order book indudes secured fixed-term contract work, variable work (induding
estimated unsecured work) and project work. The total arder book reflects our
success at winning and retaining customers, and upsefling our services. Improved
qustomner service, market share gains and qualifications on public sector framesworks
are expected to increase in the total order bookin the medium term.

See Note 3 to the consolidated finarcial statements for anatysis of the secured order
book The secured order book exdudes variable and project work,

Our achievement

The total order bock increased by 2.2% 10 £9.7bn. driven by new wins, extensions and
renewals, primarily across the Business Services. Central Government & Defence and
Technical Services divisions.

€D Find out more on page 2
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Key performance indicators
continued

- S -

Linked to our strategic pillars

Linked to remuneration

@ Grow Mitie @ Margin enhancement @ Generate cash @ Capabilicy enablers

Non-Financial

Fernales in senior teadership team (%) @

23
rr22 I

e N 21%
Fro N 8%

26%, 4ppt

24%  increase from
previous year

Description

Mitie measures the number of females in the senior leadership team against the total
headcount of the senior leadership team. The senior leadership team indudes the
MGX (Executive Committee) and those onthe MLT (Mitie Leadership Team).

Qur achievement

We have inoreased the number of femates in the senior leadership team by 4ppt to
28% this year. We have a2 well-developed EDIBI strategy at Mite. and we continue (o
focus an increasing the representation of women in senior roles across the business,
and supporting thelr angoing career progression.

& Find out mare an page 38

Employee engageh-nenr. (%) %

=l B
ez 5g%  increase from

o R <
2o 6%

rris I 5%

Description

The Group's success is underpinned by the way Mive leads and engages with its
pecple. The employee engagement (Upload) surwey asks colleagues at Mitie how they
feel about working within the organisation, and what improvements could be made.
Beyong the ganual survey, the Board and senior man: regularty travel around
the UK to engape with all employees, inchiding our frentline colleagues.

Our achievement

The mast recent annual Upload survey took place in April 2023, The participation rate
increased by Tppt 1o 54% of colleagues (84% of those working maore than 35 hours per
week), compared with the prior year, The overall emiployee sngagement score rose by
Tppt to a recard high of 57% of colleagues 'fully engaged’ in the year.

© Find aut more on page 42

Employee turnaver @

Fr2: (N % =
ro R o Nodungfon
previous year

2 7
20 o
=

Description

Mitie measures the number of employees leaving us voluntanly over a 12-month
period against our overall headcount. Valunitary attrition has been a focus area for
anumber of years as we strive to create 3 'Great Place to Work” and become the
employer of choice in our industry.

The data for FY2I and earlier is for Mitie prior to the acquisition of Interserve.

QOur achievement

Employee turnover remained unchanged at 19%., which is broadly in ine with
pre-Covid levels We provide our colleagues with a comprehensive industry-leading
benefits package. induding wriual GP access for all coleagues and those in their
household, and Bfe assurance for all colleagues. We also launched a Winter Support
package in Noverrber 2023 to help our colleagues through the cost-of living <risis.

@ Find out more on page 33
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Lost time injury frequency rate
Per million haurs worked

Fr2s A w 0.3
Fr I
Fro_ I 285
Fro A 354
Xy

Description

Mitie’s efforts 1o keep its people safe are of great importance and Mitie continues to
focus oni safety performance. Our overriding objective is to make Mitie the
safest place to work, because we care, value and protect our people., the environment
and socety.

Qur injury rate is just one measure to Monitor our progress towards zero harm and

) ik e,

355  increase from
previous year

Qur achievement

Mitie’s commitment 1o ensuring near-isses and hazardaus conditions are reported
has helped to maintain a kew number of injuries, R means potential neks can be
wentified and addressed before matters escalate. Accident rates rernain broadly

in line with the prior year,

© Find out more on page 40
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Net Promoter Score (index}
Rebased to include Interserve

o I ¢ 3pt
2 439 incresse from

previous year
acy 24

Description

Custormer Net Promater Score {NPS) is a widely used measurement derived by
asking customers how Ikely they are to recommend a company’s products and
services to others. NPS continues to be an important metric for Mitie, to understand
our custorners’ overalt satisfaction with the quality of services provided and their
willingness to recommend our products and services.

Qvur achiavement

Mitie’s overal NP3 score is +42, an improvement of Jpt compared with the prior
year. Supplementary to the main INPS question, we ask a number of questions to
understand how our customers feel about partering with Mitie. White all of the
scores improved year-on-year, the fargest increases recognise the innovation and
technology we are bringing to cur customers. The broader improvemnent in all
scores supports the overall increase in NPS, The FY23 survey captured feedback
from 1,044 customers.

& Find cut more on page 12

Carbon ernissions (Scope | & 2) %
{tonnes CO,e)

rr2; [ ams 2. 5%
rr22 . 2059  increase from
r2 [ lga0s P oY
o I 7o

rris 28912

Description

In February 2020, Mitie set an ambitious, industry-leading pledge to reach Net Zero
operational carbon emissions by the end of 2023, a full 25 years ahezd of the UK
Government's 2050 target. Mitie will efiminate carbon ernissions frorn power and
trangpart, eradicate non-sustairable waste and enhance ineflident buitdings to meet
the highest environmental standards In Aprl 2023, Mitie received validation from the
Sdence Based Targets initiative for its ambitious MNet Zero targets.

Mitie has reported global ermissions data for the first time this year and will report on
2 global basis from FY24 onwards, UK emissions data is externally verified.

Qur achievement

Mitie's Scope | and 2 UK carbon emissions increased by 2.5% in FY23, although our
emissions intensity decreased by |%. The increase in total emissions reflects an
intrease in gas and electricity usage across our built estate as our building occupancy
levels continue to ingrease post Covid. Mitie has 3.200 electric vehicles an the road
(one of the largest EY fleets in the UK) and has installed 2,800 EV charge paints acrass
our estate. employee homes and dient sites. All of the electricity that Mitie buys for its
operated sites is 100% renewable.

@ Find out more an page 54 Mitie Group plc 23
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Committed to

their operations.

@ Find aut more on page 45

Pioneering solar PV

Portsmouth International Port (PIF), a major UK
port, has been increasing its use of renewable
eriergy, and is pioneening a solar carport with
rooftop and battery storage sohtions.

Mitie’s solar team worked with PIP to develop a
sofar PV system for its carport canopy. With the
canopy, high-voltage infrastructure upgrades,
and a IMWh battery storage system, PIP wil
generate more than Llm kwh of energy

per year, reducing annual carbon emissions

by 204 tonnes.

24 Mitie Group plc
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Decarbonisation Delivered

Plan Zero — Decarbonisation Delivered® is our expert in-house
sustainability consultancy, which supports our customers’ journey in carbon
reduction and advises on low-carbon technologies, workplace strategy.
wellbeing and environmental performance. Over the past decade, Mitie
has helped custormers to eliminate over 353,000 tonnes of carbon from

I'm delighted we've met our
target to begin generating dlean
energy at the pert by the end
of 2022,

Clir Kimberdy Barrett, Cabinet Member
for Climate Change and Environment,
Portsmouth City Council

250

EV charging points
for the DVVP

120

of their sites covered

Mitie sparks up EV
infrastructure for
the DWP

Mitie is supporting the Department for Work
and Pensions (DWF) on its decarbonisation
journey to reach its Net Zero targets. As part
of our five-year refationship. we have been
working dosely with the DWP's sustainability
tearn on areas induding waste, biodiversity and
solar power.

We are also helping the DWP achieve a fully
electric vehicle (EV) fleet by 2030, The comtract
covers the design, installation and maintenance of
EV charging points. A total of 250 EV charging
points will be delivered across more than 120 job
centres, with many more in the pipeline.
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Framework appointment
yields £1bn opportunity

Mitie's mission to decarbonise Britain was
boosted by our appointment as a supplier on
the Carbon and Energy Fund (CEF) National
framewark Agreement for the provision of
Carbon and Energy Infrastructure Upgrade
Services in August 2022

The CEF was created to help the NHS and

gther public sector organisations upgrade energy
systems and enables approved suppliers to bid for
work worth up to £lbn in value, As a framework
supplier, Mitie can use its expertise to support
the N5 and other public sector organisations

in reaching Net Zero carbon by 2040.

Mitie offers integrated

solar power solutions

In 2022, Mitie acquired Custom Solar, a solar
power solutions compary specialising in the
development, design, installation and maintenance
of solar power systems for public and private
sector customers.

UK solar power generation is targeted to reach
40GW in 2030, up from 19GW today, We aim
1o fill a gap in the market for integrated solar
solutions, building on our expertise in upgrading
electrical infrastructure and providing grid
connections to support the UK's decarbonisation
agenda. Custom Solar's design and installation
expertise, combined with Mitie's industry-leading
project management and mabile engineering
offering, supports Mitie's ambition to be a leading
provider of end-to-end green energy solutions.

Navigating the path to
Net Zero

Mitie regularly hosts industry and customer-
focused events covering a range of topics and
areas of expertise, In February 2023, industry
leaders, public and private sector customers,
and Mitie’s in-house experts gathered at

The Shard for a Net Zero Navigator
breakfast briefing,

Participants at this thought-leadership event
discussed the challenges that organisations
face as they strive to meet ESG requirements
and work towards achieving their own
decarbonisation targets, and explored how
they can successfully navigate the path to

Net Zero. The event also provided the
opportunity for participants to network

and share ideas in an infarmal setting,

Mitie Group plc
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Our market drivers

A competitive and changing landscape

Overview

The UK facilities management (FM) market is
the largest in Europe, accounting for 3% of
domestic GDP, and one of the most developed,
dynamic and mature in the world, Outsourced
FM (including single and bundled services and
integrated faclities management) accounts

for alrmost half of the 1otal FM market, valued
at ¢.£70bn, and is forecast to grow at

3.4% per annum between 2022 and 2027,

We continue to see rapid advancements in
FM, driven by technology innovations, new
business models. emerging value propositions,
sustainability and craative service offerings.
The sector has rebounded from the impact of
the pandemic. afthough the recovery rate has
varied by service line. The engineering, repairs
and maintenance, and workplace services sectors
have recovered strongly as employers have
prioritised hygiene and sacurity to create safe
erwironments and look for ways to draw their
employees back to the office.

Indeed, for many businesses, the current
emvironment is difficult to navigate: they

are contending with challenging Net Zero
commitments, an in¢reasingly mobile hybrid
workforce and outdated workplaces that are no
longer fit for purpose. This is creating significant
opportunities for FIM providers to differentiate
their proposition and offer innovative solutions.

Simultaneously. however, inflationary pressures
and the challenging macroeconomic backdrop,
alongside increased competition for labour ina
tight market. has put FM providers under greater
pressure to attract and retan talent and cormpete
on price.

Competitive landscape

The UK FM market is highly fragmented. Mitie's
market share of (0.1% is almost twice that of its
next largest peer, while the top 10 particpants,
induding itie, account for around 40% of

the market.

Market concentration

=—— Consolidated
Market deminated by
1-5 major players

—— UK Ftl markes

Fragmented
Highly eompetitive market
withoul dominant players.
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The large number of smaller participants, in a
market where customer needs and expectations
are changing and competition is strong, is driving
momentum for consalidation and strategic
partnerships to scale up, diversify and offset
pricing pressures.

Consequently, there has been an increase in
ME&A activity across the sector. Mitie has been
active in the market, having completed a number
of bolt-on acquisitions, with a strategic focus on
the telecoms, decarbonisation and security
technology sectors over the past two years.

As the competitive landscape continyes to
evolve, many FM operators are shifting to a
custarmer-centric, service-based model, and the
leaders, with the scale and resources to do 50,
are taking this one step further and transitioning
to a digital-first, technology-backed model. Thase
with innovative technalogy. such as workplace
apphications, and ESG propositions, coupled with
long-term relationships, high retention rates and
the abifity to grow existing contract revenues,
are well-positioned in the current environment,

It is anticipated that the industry wil continue to
mave towards integrated facilities management,
offering customers a halistic, full service’
sohution for their buildings and assets,

alongside sophisticated advisory services.

A digital-first approach

The future for FM is technology-led. This

digital transformation creates the potential to
significantly improve building performance and
the productivity and wellbeing of the people that
work. within themn. As customer priarities evolve,
artificial intelligance (Al, virtual reality, robotics,-
‘the Internet of Things' and predictive analytics
are becoming more sought after in FM.

Mitie is a market leader in this area, having
invested in recent years to develop leading
doud-based platforms, and put technology and
data at the front and centre of all our services,
Connecting workplaces to our platforms allows
for data analytics, improved asset performance,
and energy use and cost-efficencies.

The future for FM is technology-led, and Mitie is
at the forefrant of this evolution in the industry's
service offerings to its customers,

Qur custorners can monitor their assets in ‘real

time’ and raise requests via our comprehensive

suite of dashboards and apps. Read more about
our “Science of Service' approach on page 18.

The areas we antidipate will benefit the most
from digital transformation over the coming
years indude workplace optimisation and
sustainability. securityfaccess control, and
mechanical and electrical installation,
replacement and maintenance.

Decarbonisation leads the agenda

We see decarbonisation as a racro-trend and a
key enabler to aur strategy. Alongside Mitie’s awn
ambitious Net Zero targets, we are building the
capability to help our public and private sector
customners to define and deliver their own Net
Zero strategies. Cutting carbon emissions is one
of the biggest challenges for businesses today,
and many organisations are reviewing their
entire asset portfotio. This challenge becomes
more complex as buildings age and need to

be retrospectively fitted with the materials,
systems and {echnology to meet modern
energy-efficiency standards. We estimate this
market oppartunity to be ¢.£5bn. Read more
about ‘Decarbonisation Delivered’ on page 24.

Evolving working habits

The workplace revolution is changing the scope
of FM, Many businesses are now faced with

the chaflenge of providing comiortable and
collaborative workplaces for a hybrid workforce,
meaning that occupancy rates can vary
dramatically throughout the week and
investment is needed to improve existing
layouts and amenities.

Mitie is a trusted partner to 3 wide range of
customers, and we work dosely with them

to create comfortable, dean and modern
working erviranments for their employees.
Qur technology is used to monitor building
occupancy and manage energy effidency; far
example by closing off areas or floors that are
not required on low-occupancy days.

Hybid working, and an increased focus on
employee health and wellbeing is challenging
employers to create modern, innovative
sustainable workspaces.
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Mitie is a leading facilities management provider across its three core service lines

"

‘. . I
jws 7,

Cleaning & Hygiene
Mitie is the largest provider of deaning and
hygiene services in the UK, with |5,000 highly
trained colleagues. focusing on quality, excellence
and technclogy-led innovation.

Security

Mitie is the largest intelligence and technology-
led security provider in the UK, employing
16,000 cofleagues. We offer integrated, risk-
based security solutions. such as lone worker
protection, guarding, fire and security systems.
and maobile security.

Technical Services

Mitie is the UK’s largest provider of ‘hard services'
and technology-enabled solutions. Our Technical
Services division employs 9,800 colleapues,
including 1,000 locally based mabile specialist
engineers across the UK.

.

-

We provide deaning services to a vast range
of custamers across the country, induding
hospitals, schools, food manufacturers and
large retailers

While some businesses are scaling back
additional deaning services post Covid,
there is an increased focus on service quality,
assurance and sustainability

The sectors where we expect to see the
highest levels of demand indude heatthcare,
education, industrial facilities and food retailing
We deploy the latest innovations and delver
the best possible value to our custorners

We are a market leader in security for retail,
eritical security environments {induding aritical
national infrastructure), the public sector,
transport and logistics, and corporate and
iconic buildings

Companies are increasingly embracing
modern, digital solutions, and making strategic
security dedsions based on intelligence and
risks to their business

Mitie is a leader in digitally enabled remote
monitoring and remote guarding, helping to
generate cost-effidencies for our customers
alongside a more agile response to inddents
We offer risk analytics, aurated inteligence
and real-time CCTV interrogation, backed by
our Intelligence Security Operations Centre
(150C) in Northampten

Mitie is a leading supplier of technical services
and delivers projects to a wide range of
predominantly private sector custorners,
including financial services and retail

We have extensive knowledge and experience
of maintaining buildings and assets

QOur engineers provide services, from mobile
and site-based maintenarce, to mechanical
and electrical maintenance and repair, and
remaote mohitoring

Technical Services is benefiting from increased
activity in all areas of decarbanisation, induding
solar power, LED roll-outs, air source heat
pump instaflation and EV charging projects
We are also leveraging our strategic
acquisitions and in-house expertise to gain
market share in the high-growth telecoms
infrastructure sector

Innovative robatic solutions, UYC disinfection
systerns and antimicrobial surface protectants
are just some of the ways our advanced
technology is taking deaning to the next level
We continue to focus on reducing the
environmental impact of deaning, using
advanced technologies and products to

meet or exceed ndustry standards

Our (eaning Centre of Excellence in
Birmingham showcases our capabilities, the
excellence of our people and processes,

and our commitment to innovation

Through our industry-leading Intelligence Hub,
we provide insights that empower security
teams to make more informed decisions,
supported by our network of over 200
experts across the country

Our focus for future growth in the security
market is for intelligent security and

market analytics, which we see as having
significant potential

Technical Services is at the forefront of our
‘Science of Service” ambitions, using our
leading-edge technology platform to set

Mitie apart from its competitors

Connected Warkspace is a artical component
of our proposition for new wins and contract
expansion with exsting customers as they
adapt to new, hybrid ways of working

Owr goal is to maximise employee welbeing,
enhance estate intefligence and provide smart
decarbonisation and green energy solutions for
our customers

Mitie Group plc
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Our market drivers
continued

Alongside our core service we offer the following complementary services to our customers

Waste

Mitie has over 30 years' experience providing
recyding and waste resnoval services. We work
with our customers to increase recycle rates
and prevent waste throuigh best practice waste
treatment and recovery services.

Landscapes

Mitie is one of the Jargest providers of
outscurced landscaping sarvices, primarily 1o

the commercial and public sectors, in the UK.
We have an award-winning network of 900 staff
warking on 6,000 sites across the country

1%
Care & Custody

Mitie is a leading provider of forensic health
and custody detention services, and works as
a strategic pariner to the UK Government.

Spain

Mitie Spain is 3 leading provider of cleaning and
ancillary services in the region, to beth public and
private sector dients in sectors such as transport
and aviation, retall and healthcare.

28 Mitie Group plkc
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+ Businesses are increasingfy focusing on
eliminating waste at every stage, from raw
material handling to the poirt of sale, to
maximise efficiency and profitability and
improve their environmental credentials
Recyding of plastics is becoming a greater
priority for businesses

Local authorities are being called on to lead the
energy, dimate response and drcular econormy
agenda: from separate food waste collection
10 deposit return schemes, and waste disposal
enforcement and innovation

-

-

The UK outsourced landscaping market,
including deaning and winter services, is
estimated to be worth over £550m, andis
growing at a rate of 3.5% per annum
This is in part being driven by an increased
focus on biodiversity, as companies and
public sectar bodies seek 1o improve their
sustainability credentials and prepare for
legislative changes

Employee wellbeing has moved up the
agenda, with indoor and outdoor dean,
safe, green spaces being sought by building
owners and occupiers

Mitie's ambition is to be the UK's greenest
commergial landscaping provider, and we
are well-positioned to benefit from these
emerging trends

-

Our Care & Custody services are focused on
the three key areas of immigration, justice and
$eCUre £are SeCiors

Mitie is 2 leading provider of farensic health
and custody detention services across

20 poiice forces, delivering over 240000
medical interventions per annum

* We operate over S0% of the detention
immigration estate as 4 strategic partner to
the UK Home Office

We deliver prison faclities management
services for the Ministry of Justice

v

-

The facilties market in 5pain is worth an
estimated £]4bn, with services provided
targely by a few large players and rany local
or regional companies

We are a leadkng provider of deaning and
ancillary services in transport and aviation (to
customers such as Aena), rétal and healthcare
Mitie Spain has 5.900 colleagues working agoss
mainland Spain, the Canary islands and the
Balearic (slands

Consistent with the wider Group, Mitie

Spain offers opportunities to colleagues

with disabilities. it currently employs

around 1,300 colleagues with disabilities

in fronthine roles

+ By working in partnership with our public and
private sector customers, we typically achieve
recycle rates in excess of 90% for them within
12 months

We aim to be the leading waste management
and consultancy organisation, providing our
custormers with carbor-neutral waste solutions
Qur priority areas indude water (ie. effluent
treatrment, water supply, and infrastructure
repair and maintenance), electric vehide
battery recyding, dinical waste disposal and
treating custormer waste on-site ysing mini
recychng facilities

.

Qur tailored horticuttural and landscaping
services include grounds maintenance,
landscaping, gritting and snow clearance,

and internal planting

The acquisition of Biotecture in FY22 is part
of our commitment to reach Net Zere
carban emissions by 2025, and to help
deliver decarbonisation for our customers
Our Landscapes team focuses on work for
customers in core sectors that deliver strong
margins and opportunities for upselling
profitable contracts

There are also opportunites to ‘insource”
landscaping works that are currently being
completed by a third-party supplier on various
contracts across Mitie

-

We see non-emergency patient transport
services in the health sector as an opportunity
for new services, leveraging the expenence we
have in logistics and healthcare delivery

WWe aim to expand our offering beyond our
beritage of cleaning services to also indude:
intefigent security. taking advantage of the
leading position we have developed in this
rarket in the UK
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Financial statements

Public sector overview

Mitie is a trusted partner and leading provider of outsourced services to the public sector, induding the Ministry of Defence (MOD). Ministry of justice (MQY)
and Department for Work and Pensions (DWP), which accounts for 54% of our revenue. We see growth opportunities across the key areas of Central
Government, Defence, Healthcare and Education.

Central Government

Mitie employs 4,200 colleagues. working across
30 government departments and agencies at
3000 locations in the UK and overseas. Central
Government contracts are fulfilled by our CGAD
division.

Defence

Mitie employs 1,400 colleagues servicing 13
defence contracts, mainly with the MOD in the
UK and averseas. Defence contracts are fulfilled
by our CGAD division,

Healthcare

Working with over 40 NHS trusts, we are one
of the leading providers to the healthcare sector.
Qur services indude raechanical and engineering,
catering, deaning and portering

Education

We offer spedialist energy, projects and
maintenance services to support muli-academy
trusts {MATs) and locat authority school estates,
collegas and universities,

» The UK has ane of the strongest markets

for public sector outsourdng, with growth

between 2022 and 2027 expected to slightly

exceed that of the private sector

The Government has set out its 2030 vision for

pubfic sector FM, which focuses on enhancing

lives, enabling success and ensuring vakie

As well 2s traditional FM services, Mitie is well

plced to pursue higher-margin opportunities,

including decarbonisation initiatives, workspace

monitoring and service automation

+ The Government has committed to ambitious
carbon reduction targets and is therefore
expected to embrace innovative new

The MOD has 132,000 buift assets across
more than 1,000 global locations, the majority
of which are in the UK

Around one third of the UK estate requires
modernisation and the MOD has secured
additional funding to deliver a cost-effective,
modern and capability-aligned estate
Simultaneously, the Russian invasion of Ukraine
has contributed to the UK's decision to boost
defence spending to 2.5% of GDP by 2030
Owverseas 'hubs’ will also drive demand

for security, telecoms infrastructure and
smart buildings

*

-

The UK healthcare sector is valued at
£5.7bn and is expected to grow by over
2.5% per annum between 2022 and 2027
Sector trends indude:

- the merging of trusts to create larger
organisations that cover acute and
mental health;

— anincreased focus on sustainability and
carbon reduction; and

— the use of technclogy to improve patient
care and deliver productivity improvements

The English school system is changing.

The Government has set a target for all

22 000 schools to become MATs by 2030,
with appraximately 50% having been
transitioned to date

As MATs grow in both number and size, their
procurement behaviours will change as they
seek economies of scale, for example by
consolidating their providers of FM services

* The Government's Net Zero targets will also
drive a significant decarbonisation investment
programme for school buildings

approaches to the use and maintenance of its
estate and assets over the coming years
Withir laeal gavernrnent, where Mitie has a
srnall but growing presence, almost all local
authorittes have declared a dimate emergency,
¢creating a significant opportunity to deliver our
technical, project and decarbonisation services
Mitie remains a trusted partner for our core
services in these highly regulated environments,
where the expectation is for outstanding levels
of service to ensure the smooth running of
critical government operations

Mitie is one of the few providers with the
operational experience, technical capabilities
and relationships to work with the MOD's
Defence Infrastructure Organisation (DIO)
We have recently been awarded Future
Defence Infrastructure Services (FDIS) and the
LIS Visiting Forces contracts with the DIO:, as
well as contracts for Gibraltar and Cyprus
We are also supporting the defence sector's
decarbonisation agenda, working across the
MOD and FDIS estates to incorporate
low-carbon features, such as building

energy monitoring systems, heat pumps

and solar power

Mitie is already well established in the sector
and we see significant opportunities for
growth, by partnering with existing and new
customers to deliver decarbonisation projects
and deploying our leading technology

Mitie works with more than 200 schools and
MATs. and we have significant experience and
strong relationships in the sector

We are well placed to help shape and
develop the FM market for MATS, given our
demonstrated ability to provide bundled hard
services and deliver system optimisation and
decarbanisation services

Mitie Group ple
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Our business model
Creating value for stakeholders

QOur customers expect us to deliver exceptional working environments which are welcoming, efficiently
operated and safe. Buildings and workspaces are about the people within them, the progress they

enable, the environment that surrounds them and the communities they serve. Our business is focused
on how we make things better for our customers, their people, our people and the world we live in.

QOur resources and capabilities

Our people

‘We know that our people give their best when we show them we
care. Our success is underpinned by the way Mitie ingpires, motivates,
and engages with its people, who in turn take persoral pride in their
work and delver exceptional service to our customers,

See page 38

Qur technology

Cur proprietary market-leading intelligent coud-based technology
platform brings actionable data insights inte the heart of our thinking
t0 add value to our processes and imteractions, creating compelling

[ waeso

We deliver exceptionaf service, every day. Ve provide our
customers with integrated FM, bundled or single line services,
backed by proprietary intefligent technology to improve efficiencies
across services and sectors where we are a market leader.

and frictionless experiences for our colleagues and customers that Cleaning & Hygiene Decarbonisation

in turn drive adoption, loyatty and retention. Delivering ‘assured deaningto Plan Zero ~ Decarbonisation

Seepage (5 provide a safe working emvironment  Delivered is our unique end-to-end
for our customers’ employees. decarbonisation solution supporting

Our expertise Our focus is on specialist cleaning customers to set and deliver their

We are a partner trusted for market-leading service and for putting
our customers at the heart of our business. We apply our expertise
1o improve efliiency, provide innovative technology-led sofutions and
make avaluable, measurable difference.

Seepage I5

QOur scale and reach
We are a UK market leader acrots deaning and hygiene, security and

{anti-virus), technical deaning
(robotics, UVC) and general
deaning across offices. buildings,
transport and logistics hubs, and
high-security environments.

own plans to reach Net Zero,

technical services, with sector leadership across central government Landscapes

defence, retail, manufacturing, transport and logistics. The scale of Providing herticuttural and winter

our operations allows us to self-deliver most services, including some services to private and public

specialist services. Qur nationwide reach allows us to service large Security sector otgarisations, 1ogether with

customers with a presence all over the UK, Focusing on inteligent technology- solutions to enhance bisdiversity

See page 26 led menitaring solutions alongside and provide sustainable, low-carbon
manned guarding, together with fire  services as an integral part of

Our stracegy and security systems installations. Mitie's Plan Zero programme,

QOur strategy is focused on margin-accretive growth. We will continue induding consultancy, rewilding

10 build our core business and maintain our position as one of the
UK’s leading facifities managernent companies. Our growth will be
accelerated through the "Sdence of Service' as we increasingly
leverage our world-dass, intelligent cloud-based platform and
decarbonisation and ESG credentizls to deliver higher retums

for all our stakeholders.

See page 2

Incheding the full range of

Our commitment to society technology-backed engneering, :ﬁ;ﬁg austainable waste
Qur vision is to make a lasting impact on sodety by defivering maintenance, repair and mechanical sohtions with an innovative focus
long-term benefits for the enviranment, developing a skilled & engineering project activities, on waste efmination, reduction
workforee to support a brighter future for all and leaving a legacy air-conditioning and disinfection cycling and decarbonisationin
for the communities in which we work. solutions, telecoms and energy : orntg of the circular econ
See page 37 services. Our expertise indudes PP .
the provision of remote asset i
Qur financial position monitoring and digital workplace
solutions.

We have a strong balance sheet and low leverage with an investment
grade credit rating, We are focused on generating sustainable free
cash flow, which enables us to invest in defivering higher retumns and
improved outcornes for all our stakeholders.

See page 70

30 Mitie Group plc
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Care & Custody
Praviding high-quality. critical public
services in immigration, criminal

justice and secure healthcare.
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contract.

How we do it

Racognising that every customer is different, our approach
is tailored to each customer’s unique needs and is designed
10 deliver continual improvements throughout the life of the

Diligence, innovation and design

We start by engaging with a new or existing
custorner to understand their needs or any
changes to requirements. Using our strategic
frameworks to help link operationaf objectives
1o the bigger picture, we design an innovative
solution leveraging our expertise, knowledge
and technology.

Mobilisation, transition

and transformation

We look to mobilise cur contracts in the
most effident way. Once in operation, we
are continually looking for opportunities
to rermove cost, drive efficiendes, expand
our offering where it would be of benefit
1o austomers and become a valued
strategic partner.

Insights to drive value and
continuous improvement

Using our proprietary technology, collating
and analysing data gathered from our data
lake, we continually collate information on
customers' buildings and assets and the
wellbeing of their employees to drive greater
value and continuous improvernent.

The value we create

Customers

We are a trusted partner for our customers,
helping them create exceptional workplaces.

See page 32

Colleagues

We are creating 2 ‘Great Flace to Work,
showing our colleagues that we care.

We inspire, motivate and engage with our
people, providing industry-teading benefits
alongside enhanced training and development
to upskill them.

See page 33

-:(c:B:- Suppliers

We are committed to ensuring a
responsible supply chain by requiring our
suppliers to comply with our Procurement
Policy and Supplier Social Value Policy.

ln wrn, our suppliers get access to more
prestigious customers.

See page 33

@ Communities and environment

Mitie’s vision is to generate social value through
everyday operations, leaving a legacy for the
communities in which we work to supporta
brighter future for all.

See page 34

debt holders

Creating value through our growth and
margin enhancement stratagy, while
delivering sustainable free cash flow,
will deliver higher returns.

See page 32

Government

Mitie Is a significant contributor of
revenues to the UK Exchequer, including
UK corporation tax and employer's
National insurance contributions.

See page 34

@ Equity shareholders and

Customer NP3

+42

Employee
engagement

57%

Supplier NPS

+14

MSCl rating

AA

ROIC

25.4%

Taxes paid

£850m

Mitie Group plc 31
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Stakeholder engagement

Playing a crucial part in our strategy

@6

Equity shareholders and debt holders

Qur equity shareholders range from global institutions to small private
investors, including all cur frontfine colleagues to whomwe have gifted
shares. We also have international debt holders.

Customets

Qur large, diverse, blye-chip customer base across peivate and public sectors
ranges from critical government infrastructure accounts o manufacturing,
healthcare, retailers, professional services, transport and logistics organisations.

Why we engage

Access to capital from supportive, long-term investors ~ the owners of our
business — is vital 1o our success. We also need access to sources of liquidity
and other banking services. Qur priority is to ensure our stakeholders
understand and support Mitie’s strategy, performance and culture.

‘Why we engage

To grow profitably and sustainably, we need a strong, loyal custormer base
that will increase their spend over time and recommend Mitie. Customer
engagement helps us develop and strengthen our refationships, improving
the custorner experience.

How the Group engages

+ Annual Report and financal staterments

= AGM (hybrid to maximvise shareholder participation)

» Corporate website, induding investor refations section

= Results presentations and post-results engagement (roadshows)
+ Capital market events and site visits

+ Stock Exchange announcements and press refeases

= Ad hoc analyst and investor interactions

How the Group engages

« Regufar engagement by senior leadarship with customers

+ Customer experience and satisfaction surveys

« Contractual measurement through KPls

+ Participation in industry forums and events

* Regular communications, including press releases, website and sodal media
= Newsletters, artides, thought leadership and case studies

Haow the Board engages and is kept informed

+ Annual Chairman's roadshow (also attended by NEDs)

* Ad hoc jnvestor engagement with the Chair and NEDs

+ Board consideration of, and responses 1o, investor feedbadk and queries
+ Standing agenda item lnvestor Relations Board report

How the Board engages and is kept informed
= Customer experience survey results

+ Regular Board updates on ustomer views

» Account health and performance reviews

Key issues

» Financial performance, induding growth in revenue and profit

« Free cash flow generation and balance sheet strength

* Caprtal allocation, induding M8:A opportunities, dividends, share buybacks
* Remuneration palicy and executive remuneration

* Governance and transparency

* Sustainability (ESG) performance

* Ouwr approach to our people and how it defines our culture

Key issues

« Technology and innovation

+ Health, safety and s.stairability

= Quality assurance and insights

* Economit outioolk, we. inflationary nses, Brexit, cost of living
» Regulatory compliance, governance and transparency

+ Decarbonisation

= Erergy security

Actions taken in FY23

+ 70 |1 meetings with shareholders and potential investors

* Two formal results presentations with Q&A sessions

* Investor and analyst site visits

* Ongoing engagement with our revolving eredit fadlity providers and
private placement nateholders

* Cosure of the custorner invoice discounting faciity

LRt St — A A -t w W e o _—— =3
Mewsurement {fink co KPt)

* Revenue * Total order book

= Operating profit and margin * Free cash flow

- EPS + Average net debit and leverage

+ Dividend + Carbon emissions

« ROIC + Employee engagement

32 Mitie Group ple
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Actions taken in FY23

+ Annual customer experience programime measuring NPS

« Ower 1,000 actions identified through the annual NPS prograrmme,
focusing on customer priorities, innovation and service delivery

« User experience surveys, bespoke to service delivery and customers

+ VP strategic conversation programme —insights from top 20 customers

Incorporated Cabinet Office bi-annual survey results into joint Cabinet

Office and Mitie commitments across strategic public sector accounts

Hosted and attended topical industry events

Customer engagement programime to showcase our centres of

excellence in Birmingham, Manchester and Northampton

e == T-Z%T - Tt E T v 2 T.x - AT

Measurement {link to KPl}
= Customer expenence Kore

= Satisfaction ratings for individual

{NPS) contract performance
+ Lser experience surveys  Engagement and satisfaction with
* Melpdesk user surveys events management

+ 360 feedback from Cabinet
Office supplier survey
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Suppliers

Mitie has a diverse and wide-ranging supply chain. We spend over £1.5bn
per annum with British suppliers and actively promote SMEs, VCSEs and
diverse-owned businesses.

Financial statements

O
D0
(=)

Colleagues

Mitie's 64,000 exceptional and diverse colleagues work around the clock,
caring and supporting each other. our customers, the planet and the
communities we serve.

Why we engage

Our 8,300 suppliers make a vital contribution to Mitie's performance.
We encourage our suppliers to work collaboratively and responsibly, to
ensure continual improverment in our operations. We are committed to
ensuring 2 responsible supply chain.

Why we engage

At Mitie we aim to become the ernployer of choice within the FM sector.
We promise to provide our people with a place of work where they can
thrive and be their best every day, and to create a diverse and inclusive
workplace where every colleague can reach their full potential.

How the Group engages

» Biennial supplier NPS survey of top 250 suppliers

+ Supplier Management Framework (SMF) oversees [:| supplier
engagement with around 200 strategic partners

+ Communications through various channels, induding email and letter and
Coupa {our digital supplier platform)

+ Ensure all suppliers adhere to our Procurement Policy

How the Group engages

* Regular employee engagement surveys with action taken on feedback
* A mix of online and offline communications campaigns and channels

» MyMitie, our Employee Value Proposition campaign

= Recognition of aur exceptional and kang-service colleagues, Mitie Stars
» Global company updates. CEQ global updates. podeasts and videos

+ Annual performance reviews, and learning and development training
+ Career development through MyCareer

« Confidential whistleblowing service

How the Board engages and is kept informed

+ Chief Procurement Officer updates are provided at Board meetings

= Areportisissued by the CEQ for every Board meeting highlighting key
developments affecting the business. including the impact of inflation,
latest deals with suppiiers and progress against targets

+ Monthly business reviews are conducted with each business division

How the Board engages and is kept informed

*» Mitie colleague listening strategy, engaging with and responding to
feedback from colleagues

* Direct access to the CEO via 'Grill Phil" his interactive feedback channel

» Colfeague listening sessions led by Jennifer Duvatier, the designated NED
for workforce engagement, and the business division leaders

Key issues

= Economic outlook, ie. inflationary rises, Brexit, cost of kving

* M&A and subsequent integration and standardisation of processes within
acquired entities

= High standards of product quality and service delivery

» Continuous operational improvement and cost control

* Responsibiity and integrity. induding ESG matters. trust and ethics

Key issues
= Cuhure and values

* Reward and recognition

Tools to do the jobx systems, processes and technology
Health, safety and welloeing

Equality, diversity and indusicn

Learning and development

Rising cost of Eving

People manager engagement

-

- Tm—— o el i |

Acuons taken in FY23

« Launched www.mitiesuppliers.com, a new platform through which
supphiers can access key information

* Introduced regular communications with all suppliers on MiNet, induding
Supply Chain Insights

+ Joined Minority Supplier Development UK as a corporate member

* Regular meetings with SMF strategic suppliers

+ Savings-focused discussions to mitigate the impact of inflation increases

r - - _ - e e -

Measurement (link to KPI)

» Average daily net debt and leverage ratio

+ Carbon emissions

* Supplier satisfaction score (supplier NPS)

+ Diversity in the supply chain (e.g, VCSE, SME. racial diversity, disabled,
wormen-owned)

= L

Actions taken in FY23

* Launched MyMitie, our Employee Value Proposition campaign

* Implernented €10m Winter Support package

* Introduced global Town Halls to discuss our strategy and finandal results

» Launched podcasts, hosted by senior leadership, for frontline colleagues

= Launched 'Science of Service’ campaign

Launched My Mitie Week. supported by the first in-person Team Talk Live
srwe 2020

Launched and hosted 24 equality, diversity and indusion events

Launched MyCareer, a new career tookkit and career banding framework

Measurement (link to KP)

» Females in senior leadership

* Racia! diversity in senior leadership
» Employee turnover

+ Lost ime injury frequency rate

» Number of apprentices

Mitie Group plc 33
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Stakeholder engagement
continued

®

Communities

Qur communities comprise those who kve and work locally to our
operations and those who represent the needs of the communities we

operate in, induding charities, indzpendent bodies and local government.

Government

The services we provide on behalf of the UK Government aflect the lives of
thousands of people every day. Pubkc sector work accounts for over half of
aur revenue annualy.

Why we engage

Building positive relationships with local communities is important for
aur performance and helps us to rearuit and retain talented people.
We support our communities through a wide range of volunteer and
fundraising initiatives.

Why we engage

The Government sets the regulatory framework, and our continued
engagement enables Us ta support in shaping new policies, regufations and
standards. The dedsions of government and other regulators can have a
mMajor impact on our business aur customers, and the wider community.

How the Group engages

+ Employee volunteering

+ The Mitie Foundation programmes

+ Careers evants hosted in the local communities where we work
* Local charity fundraising events

* Local community events

» 'Giving Back' volunteering days

= Meeting local paliticians

How the Group engages

+ Responges to government consultations

+ Partiapation in industry bodies

* Conferences and speaking opportunities

* Annual Report and financal statements

+ Attendance at events with Parflamentary stakeholders

* Letters and rmeetings with policymakers to share relevant updates

+ Engagement with sector-spedific All-Party Parliamentary Groups (APPGS)

How the Board engages and is kept informed
+ Mitie's ESG Commitiee is chaired by 2 NEC

+ The ESG Committee oversees new initiatives and progress on priorities,
inchuding volunteering mental heatth and the Armed Forces Coverant
* Eadh priority has an agreed target, with performance reported via Mitie's

Sodal Value dashboard
+ The Committea Chair provides an update at each Board meeting

How the Board engages and is kepc informed
« Regular updates in bi-monthly Board papers,
* Material issues discussed at Board meetings

Key issues
- = Jobs and investment - - - - -
* Local aperational and environmental impact
« ESG performarnce
* Rising cost of [ving

Key issues
-+ Mitie's finandial performance - - .-
» Major business updates
» Mitie's ESG perfarmance against its published targets
« Mitie's governance processes and transparency
+ How existing or anticipated legislation is impacting or may impact
our business
= Mitie's experience of public sector procurement processes

Actions taken in FY23
+ 19.298 volurteering hours delivered

= Mitie held a military event in November 2022, highlighting the following

achievernents:
~ Mitie being the first sponsor of ‘Polar Preet’
~ Mitie sponsoring and promating the Army Rugby Union

~ Giving Back— working on the Poppy Appeal, and health and wellbeing

nitiatives sudh as Movermber and Coppafeel

Actions taken in FY23

* Regular executive meetings with Cabinet Office (CO) and CO Director
for Markets and Suppliers

» Presented at One Government Day. attended by government customers

+ Annual, quarterfy and monthly Partnership Executive Meetings (PEM)

20+ meetings and events with senior government stakehclders

= Hostad panel session at the Consarvative Party Conference an the
Apprenticeship Levy

» Through our pubiic affairs consultancy we seek to foster senior
stakeholder relationships and lobby across the public sector and across
the political spectrum

Measurement (link to KPY)
+ Carbon emissions

* Volunteer hours

= Community investment

14 Mitie Group ple
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Measurement {link to KPI)

« Custamer satisfaction score (customer NPS)

« Satisfaction ratings for individual contract performance

« Meetings with policymakers

* EBvidence submissions and engagements retated 1o policy amendments
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Section 172 statement

Financial statements

Considering our stakeholders in key business decisions

We believe that considering our stakeholders in
key business decisions is nat only the right thing
to do but is fundamental to our ability to drive
value creation over the longer term, Balancing the
needs and expectations of our stakeholders has
never been a more important or challenging task.
Board Directors are bound by their duties under
the Companies Act 2006 (the ‘Act} to promaote
the success of the Compary for the benefit of
our members as a whole. In doing 50, however,
we must have regard for the interests of all of
our stakehalders, to ensure the long-term
sustainability of the Company. The Board is
therefore responsible for ensuring that it fulfils

its obfigations to those impacted by our business,

in its stakeholder consideration and engagement.
Stakeholder consideration is embedded
throughout the business, with the Board and
senior management actively engaged in
communication and engagement inigiatives.

The following pages comprise our Section 172(1)
statement, setting out how the Board has, in
performing its duties over the course of the year,
had regard to the matters set out in Section
172(k} @@} to (f) of the Act, alongside examples

of how each of our key stakeholders has been
cansidered and engaged. Further information can
also be found throughout the Strategic report
and in our exploration of key strategic decisions
made in the Governance report.

Details of Mitie's key stakeholders, how the
Group has engaged with them during FY23 and
the outcomes of that engagement are set out on
pages 32 to 34. Engagernent activities spedifically
carried out by the Board collectively and
individually can be found on pages 94 and 95.

The Board made some key decisions during
the year, promoting the Company’s purpose,
strategy and long-term sustainability. Al Board
dedsions are made having considered the
matters set out in Section 172{1) of the Act,
and here we analyse some of these decisions
and consideratians in detail

Key decisions in the year

Acquisition of Custom Solar

Mitie acquired Custom Solar; a solar power
solutions company specialising in the
development, design, installation and maintenance
of solar pawer systems for public and private
sector customers, on 30 june 2022 When
considering the proposal to acquire Custom Solar
during FY23, the Board considered the strategic
benefits to stakeholders of the transactions.

@,
o c
j+)

Employees

» New colleagues benefit from becoming part
of a larger, more profitable cormpary:

» They also benefit from our established

engagement mechanisms, culture and values,

substantial learming and development

opportunities, technology and innovation,

benefits and rewards;

Potential employee synergies on consolidation;

and :

Talent flight risk from new colleagues.

Customers and suppliers

Opportunities to enhance our portfolio of
services, enabling us to deliver new and
cormplementary services to existing customers
as well as new customers;

Roll-out of our customer-facing technologies
to the customers of the acquired business,
improving customer experience; and

Risk of renegotiation or eatly termination of
customer contracts.

8)

Shareholders

» tmpact on EPS and return on invested capital;

+ Potential cost synergies, as well asthe
possibility of unexpected fiabilities and costs or
inaccurate assumptions and estimates refating
to benefits and synergies:

+ Expected stronger finandial profile supporting
a progressive dividend policy; and

* Possible difficulties integrating the new
businesses.

©®

Community and environment
* Impact on our social value agenda and Plan |
Zero targets and milestones.

Actions taken approved by the Board

+ Consideration of detailed Board papers
prepared and presented by divisional
management and a comprehensive due
diligence process;

Consideration of the proposed acquisition in
the context of Mitte’s strategy, acknowledging
that the acquisition of Custom Solar, with its
innovative solar solutions, would support
Mitie in providing market-leading energy
optimisation capabilities; and

Discussion and decision on the structure and
timings of post-investment reviews, based on
learnings from previous acquisitions.

Qutcome and impact of the decision

After due consideration of the matters set out
in Section |72 of the Act, retated risks and
opportunities, and the impact on wider
stakeholders, the Board approved the acquisition
af Custom Solar. The acquired business, which

was integrated into the Technical Services division,

is performing in line with expectations.

Share buyback programme

In June 2022, Mitie commenced a share buyback
programme in respect of its ordinary shares of
2.5p each up to a maximum consideration of
£50m. The shares purchased were cancelled.
When considering the proposal, the Board
considered the refinancing in the first half of
FY22 and cash flow generated during the year,
the strength of the balance sheet, as well as the
ability to support future growth opportunities
and increased returns to shareholders in relation
1o the capital allocation policy.

Shareholders

* Return of value to sharehokders and
offsetting of any dilution fram new share
issues in connection with Mitie employee
incentive schernes;

* Impact on distributable reserves and ability
to pay dividends; and

* Impact on capital available for future M&A,

FoN
I

Debt holders and rating agency

+ Ability 1o stay well within finandal covenant
ratios and maintain firancing headroom,
ensuring RCF banks and private placement
noteholders are not diszdvantaged.

Pension scheme

+ Ensuring the Mitie Group pension scheme
was not being unfairly treated as a resutt of
implemeriing the buyback programmae.

(=] 1

Employees, customers and suppliers

+ Launch of buyback programme sends a
positive signal that the Company is doing
well and has a strong balance sheet.

Mitie Group plc 35
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Section |72 statement
continued
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Key decisions in the year

Actions taken approved by the Board

= Consideration of detalled Board papers
prepared and presented by management

on Mitie’s capital allocation policy. including
updates on financial performance and liquidity;
Detailed discussions on the rationale for

a buyback programme, induding the

quantum and methodology, governance

and affordability; and

Alternative approaches were considered,
induding a buyback programme, a tender
offer, or a carmbination of beth. Factors
discussed in the dedision-making induded
relative costs and expenses and the different
timeframes involved.

Outcome and impact of the decision

Mitie's shareholders have supported Mitie in
significantly strengthening its financial position
and acquiring Interserve viz the 2020 rights issue.
The Board also suspended Mitie's final dividend
for FY20, only reintrodudng it at the half year
FY22 (due to the uncertainty arising out of the
Covid pandemic) with a modest interim dividend
per share.

Strong financial performance, low leverage and
liquidity position enabled the Board to reward
sharehaolders by returning to more normalised
dividends and returning £50m to shareholders
via the share buybadk programme. The Company
has since announced a further £50m buyback
programme for FY24 as part of the capital
allocation policy.

Winter Support package

In Nowember 2022, Mitie faunched a £10m
Winter Support package of new banefits that
were specifically targeted at assisting with the
aurrent cost-of-lving arisis, such as one-off
bonuses, the removal of fees for using salary
finance, retail discounts and additional free shares.
‘We have also expanded our 'Choices’ platfiorm
o our hourty-paid colleagues, so they can take
advantage of discounits on everyday products

_ and services.

©

Employees

* To provide as much support as possible to our
front kine colleagues white remaining affordable
for Mitie; and

* Corsideration as to the salary cut-off point
for support, acknowledging colleagues hit the
hardest by cost-of-living increases are those
working on the front fine.

316 Mitie Group plc
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@

Shareholders

« Consider the finanaal impact when
determining the final package of support for
colleagues, discounting some proposals, such as
furding early Real Living Wage and National
Living Wage increases due to unaffordability;
and

The free shares offered as part of the Winter
Suppart package were already in issue 50
non-dikstive to current shareholders,

®

Communities

» Considering the combination and timing
of the elements of the Winter Support
package 10 ensure a positive impact on the
community as well as the individual; for
exarnple, 2 cash deposit inte MiDeals
accounts in Decernber could be usad to
support Christmas shopping spend.

Actions taken approved by the Board

+ Consideration of detailed Board papers
presented by Mitie's Chief People Officer
which induded a wide range of potential
initiatives for the Winter Support package.
and reasons why some of them would not
be taken forward due to cost, complexity

or statutory restrictions; and

While recognising that a large proportion of
Mitie colleggues would be feeling the effects of
the cost-of-fiving crisis and that, during Covid,
management applied a reduction of salary of
between 10% and 30% for employees earning
mare than £40,000 per year, aflordability
was a key barrier and determinant behind
the Board's dedision to brnit the avaiability

of several elements of the Winter Support
package to those colleagues eamming up to
£30000 per year.

Qutcome and impact of the decision

The Winter Support package was launched in
MNovember and released in phases across five
months. Feedback received following the launch
was extremely positive, with an uplift identified
in key people metrics such as access to Mitie’s
‘Celebration Hub’ benefits platform, Linkedin
interaction and visitors to Mitie's career site.

Purchase of shares for
employee incentive schemes

In FY23, 50m shares were purchased through the
Employee Benefit Trust, including c4m shares for
the emplayee Winter Support package, at a total
cost of £38m.

)

Shareholders

= Commitrment 10 efiminate the otherwise
dilutive effect to shareholders of issuing new
shares in connection with Mitie's employee
share schemes; and

= Impact on other elements that make up the
capital affocation palicy, such as M&A, dividends
and share buybadks.

25
I

Debt holders and rating agency

= Ability to stay well within financial covenant
ratios and maintain financing headroom,
ensuring RCF banks and Private Placemnent
noteholders are not disadvantaged.

(=]
s}
aed

Employees

« Save As You Earn schemes to be satisfied
through Treasury shares, to mitigate
unnecessary stamp duty costs for the
employee,

Actions taken approved by the Board

= Adknowledgement and consideration of

shareholder feedback received fokawing the

HI FY23 results presentation that shares

would preferably be purchased in the markat

to satisfy share incentive plans, rather than new

shares being issued; and

Consideration of detailed Board papers

prepared and presented by management on

proposed share plan funding, induding cash

cost and affordability. lavel of distributable

reserves, mechanics, execution and timing

of such purchases.

Qutcome and impact of the decision

The 50m shares purchased in FY23 induded a
‘catch up’ for schemes that have already been
runaing for two or three years and, as a result,
the amount required 1o be purchased in FY24
will reduce significantty to € 20m shares. Share
purchases in FY25 are expected to be lower
again, as spedfic incentives put in place in respect
of the Interserve acquisition mature in FY24,

In April 2023, it was announced that shares would
be purchased for all employee incentive schernes.

.
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Financlal statements

Our environment and socia] value frameWork
Enhancing lives and assuring a better,
more sustainable future

Making a positive contribution

Mitie's reach is considerable: our 64,000
colleagues, many aof whom work on the frontline
and have their own families to took after, deliver
services to a diverse range of more than 3000
Qustomers acrass the public and private sectors.
As such, we have the ability to positively
influence the bves of millions of people in the
UK and overseas, and we take this responsibility
" very seriously.

Climate action and job creation are at the core

of our philosophy. We want to develop a

skifled workfarce that can defiver meaningful

ernployrnent while creating opportunities within

local communities. Our operations must consider
- the ervironment throughout the whole value

chain and ensure we take positive steps to

reverse the effects of dimate change. As an

ESG leader, we can also help our dients to

achieve their own sustainability goals.

Qur social value framework

Aligned with the UN Sustainable Development
Goals {SDGs) and the Government's Social
Value Model, Mitie's social value framework

is our platform for sustainability and social
value throughout our value chain,

The SDGs shape our social value framework,
comprising five pillars; environment, people,
community, responsible supply chain and
innovation, whidh each have specific objectives
and targets,

Qur industryeading approach

We are committed to cur ambitious Flan Zero
targets, to reach Net Zero for our operations by
2025 — 25 years ahead of the UK Government's
2050 target. We received validation from the
Science Based Targets initiative (SBT1) for our
near-term, long-term and Net Zero targets in line
with 2 1.5°C trajectory.

We also have 13 sodal value and responsible
business targets which are tracked and reviewed
by the ESG Committee. By continuously
manitoring our cperations, and measuring
processes and results, we €an ensure that we
are defvering progress across all aspects of ESG.
We achieved |1 of our 13 sodial value targets

in FY23, with female representation on the
senior leadership team and carbon emissions
requiring increased attention in FY24. This focus,
together with our technalogy-led approach te
innavation, positions Mitie as a leading facilities
management company. and ‘amaong the top 5%
most sustainable businesses in the world' based
on our Sustainalytics ‘low risk’ score.

Climate action and job creation
are at the core of our philosophy.
We are continually enhancing
our ESG credentials through a
comprehensive strategy. which sets
out ambitious targets and goals
and is underpinned by robust
governance practices, to ensure
that we remain a leader in the
creation of sodial value and the
protection of the environment.

Jason Roberts
Group Director for Sustainability
& Sacial Value

Qur social
value framework

Innovation

Community

Environmenz

Responsible
supply chain

Innovation

Sdence of Service offering.

Innovation i embedded within all our pllars,
to ensure Mitie remains at the forefront of

techiology and processes, through gur

People

People are Mitie’s greatest asset. and we have
a duty of care to ensure they are equipped to
be productive in the office and at home.

@ Find out more
on page 38§

Environment

The dimate emergency is humanity's biggest
challenge. At Mitie, we believe it is key for all

our people to understand the consequences
of our environmental impact.

& Find out more
on page 431

Cominunity

our customers.

We are an active part of the communities
in which we operate, helping to deliver
social value not only for Mitie, but also for

@ Find out more
on page 58

Respaonsible supply chain
Mitie has a robust and responsible supply

social impacts acress all areas of business.

chain that is engaged in the creation of positive

& Find out more
on page 5%
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Qur environment and social value framework

continued

e People

People

§ Qur vision is to be the destination

| ermployer in the faclities management
industry, creating 2 ‘Great Place to
Work' and atruly inclusive cutture
where our people are supported to
achieve their full potential.

38 Mitie Group plc
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Making Mitie a

'destination employer”

Our vision is to be the destination employerin
the facilities management industry and to achieve
that we are committed to making Mitie a 'Great
Place to Work'. We get the best out of our
people because we show that we care about
them and we put wellbeing and career
development at the heart of our business,
ensuring that our people work in an inchusive and
supportive environment. This approach aims to
inspire confiderice and enables our peaple to be
their very best: for themselves, for Mitie and for
our customers.

We have made good progress in delivering our
people strategy n FY23, and we have been
recognised as a Top Employer for the fifth year
inarow.

Everyone who wears our logo is part of
something much bigger — together, our work
makes a positive difference to millions of fves,
each day, every day. During FY23, we developed
a campaign to define the essence of Mitie —what
we stand for. The overwhelming messages from
our focus groups were the sense of support and
unity our eufture engenders, and that our people
feel heard, recognised and vaiued. This is key to
our profitable growth and value areation for

all stakeholders.

MyStoryszi &

Where we share eur inspirsional
storics

Together We Are Mitie

Our approach fo colleague engagement
indudes everyone to ensure their wellbeing.
This isn't just about the services or benefits

we offer our colleagues — engagemnent bes at
the core of everything we do. We are invested
in continuing ta develop an indusive. diverse
organisation, engaging mare employees than
ever before Together We Are Mitie’ has
been a central part of engaging our coleagues
in FY23: it is a campaign that encompasses why
our people are proud and motivated to work
at Mitie = from the sense of pride and purpose
our teams feel, to our cutture and capabifities.
Through the campaign, we aimed to bring to
life what it is like to be part of Mitie through
our colleagues’ inspirational stories.

@ Find out more on pages 8 and 9

Equality, diversity and inclusion
(ED&})

Leading from the top

ED&l is an integral part of how we work at
Mrtie. We aim to represent the diversity of the
communities and customers we serve, from

the frontline to the Boardroom, in a working
environment that includes everyone. A diverse
team brings a range of experiences, perspectives
and skills to the workplace, leading to more
creative and innovative solutions, a vibrant,
inclusive culture and business growth, Qur ED&!
approach is governed and supported from the
top but driven by our diversity networks and
our head of ED&I, who has developed an EDBJ
strategy across the business, This is a key to our
goal of creating a'Great Place to Work,

Mitie is committed to improving the |
representation of fernales and afl racially diverse

groups. Qur diversity networks support the

career progression of diverse talent, ensuring

representation at ak levels within Mitie, with a

particular focus on senior representation to dose

the pay gaps. We have set the following goals

*» Increase % of women in the senior leadership
team (SLT) to 35% by 2023 and 40% by 2025;

+ Increase % of racially diverse colleagues on the
SLT to 10% by 2023 and 20% by 1025; and

+ 5% of colleagues to be on, or have completed,
an apprenticeship scheme.

At 31 March 2023, we achieved our target of
10% radally diverse representation on the SLT
(FY22: 8%). Fernale representation increased
o 28% of the SLT (FY22: 24%), but was below
our 35% target. We will continue to focus on
supperting the career progression of women
&t Mitie and increasing their representation on
the SLT to achieve our target of 40% by 2025.

Qur diversity data reporting framework allows
us 1o look at progress against our goals, broken
down by business area. We encourage our
colleagues to disdose diversity data such as on
gender, race, disability and sexual orertation.
This data helps us to better understand the
demographic of our workforce, so we can
miake sure we provide the right levels of
support and development.

We promote indusive behaviours and dedsion-
making every day, making sure qur leaders are
equipped to do so and are transparent in
everything they do. We have now ernbedded

the final stage of our award-winning ED&I
programme, Count Me In, designed for all
colleagues at all levels to drive indusion and create
long-term sustainable change through continuous
learning activities. More than 18.000 colleagues
have engaged with the Count Me In learping.

MyVoice enables our colleagues to have a positive
impact by ensuring their opinions and feedback
are heard. As part of this, we have grievance and
whistleblowing procedures, which are widely
available to colleagues on our intranet, through
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People Hub and by calling the People Support
team. Colleagues are encouraged to speak up, .
are given the option to call an independent
third-party service 24/7 to whistleblow and can
remain anonyrnous, Our grievance procedure
also encourages colleagues to raise formal
grievances if they have been unable to resolve
compfaints informally, and gives fufl details of how
they can do this efther via their line management
or direct to HR through Pecple Suppart.
Colleagues can also report discrimination to
their line managers, diversity networks, Head of
ED&| and directly to our CEQ using a channel
called "Grill Phil, which gives our colleagues the
opportunity to engage directly with the CEQ.

Diversity networks

Through a focus on increased governance and
accountability, visibility and purpose, participation
in our six diversity networks has strengthened in
FY23, with an increase in attendance at network
events from 50 to 500 people. This reflects the
raised profile of the networks within Mitie and
our work to align the networks and bring them
together at different events.

Supporting colleagues

with disabilities

We have colleagues with a wide range of
disabilities. Disability History Monith in
December. supported by our Enable network,
was an important step to ensure everyone is
aware of the suppart available to them at
Mitie, how to access services and how to start
conversations with colleagues and managers.
During the manith, we had ¢ 750 unique
engagements and ¢ 500 people attended our
live events, which were also broadcast online.
We have identified areas for improvement to
suppart our FY24 objectives, induding data
capture for disability status, accessibility of
Mitie offices and awareness of existing tools
for those with disabilities (specifically managers
{ocking to support their teams). We ako

set up an accessibility training session with
Microsoft to showcase the features avalable
across their products.

Ve hope to encourage more colleagues to

talk about their disabilities and to disdlose their
disability status, and we will continue to ensure
that our disabled community is heard. By giving
everyone the todls and information they need,
we hope to improve life at Mitie for everyone.

Gender breakdown

Financial statements

The networks comprise CHORD (outture,
heritage, origin, race and diversity), Enable
{disability), Mitie Women Can (gender equality).
Mitie Military {veterans and reservists), Proud to
Be {sexual orientation), and Parents and Carers.

The purpose of our diversity networks is to
raise awareness and understanding, build and
grow ‘allyship’ and provide a safe place for our
people by providing psychological safety. and
to be a arftical friend wathin the organisation,
They also support the career progression of
our diverse talent.

i have just sat in on your event
and thought it was fantastic

Jackie §
Care & Custody

| joined the Microsoft accessibility
training yesterday and found it
was a fantastic opportunity to
learn on the subject for my own
benefit, as well as the benefit of
the team. | can now assist them
with making changes without help
from IT.

Gary G
Technical Services

At 3t March 2021 Male Female Total % Male % Fernate
Board 5 3 8 62% 38%
Senior leadership team 52 20 72 % 8%
Employees 38.212 26,104 £4,316 59% 41%

As a Steering Committee member
of the Proud to Be network,

| am convinged this new spirit of
cooperation among our different
networks will benefit all Mitie
employees, leading to a workforce
that embodies We are One Mitie
which is one of our core values.

Carsten Thiel
LBI Security Operations Manager
Business Services

Each diversity network is sponsored by an
Executive Committee member. In FY23, we
restructured our networks governance: each one
now has a lead, and two deputy leads, tenured for
18 months, who set the strategy and action plan
for the network with the Executive Committee
sponsar, ensuring it is aligned to the EDBI strategy.

Gender pay

At S April 2022, Mitie’s median gender pay gap
was 6.8% (2021: 54%), which continues to
compare favourably with the UK national pay
gap of 149%. Mitie's mean gender pay gap was
12.0% (202! B.6%).

A key contributor to our pay gap is the imbalance
of men and women at various levels at 5 April
2022, we had 62% males and 38% females, and
fewer females in senior roles, To address this
imbalance, we continue to raise awareness of
gender equality issues and topics, and we support
colleague development through different
programmes. We regularly review our famify-
friendly policies and we have developed indusive
recruitment principles for our senior hires,

Ethnicity pay

We voluntarily publish ethnicity pay gap data

in addition 1o our statutory gender pay gap
reporting. Mitie's median ethnicity pay gap at

5 April 2022 was 1.1% (2021: 2.8%). Our target is
for 20% racial diversity on the senior leadership
team by 2025.

Mitie's ambition is to increase the number of pay
gaps we report, to indude disability and LGBTQ+

Health and wellbeing

Employee wellbeing extends beyond simply being
Just a set of services we offer. We take a holistic
approach to integrating health and wellbeing into
all aspects of our operations. We are focused on
preventing occupational ill health, and proactivety
managing and optimising heatth and wellbeing,

Mitie Group plc 39
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Qur environment and social value framework

continued

@ People

"MyWellbeing' is our wellbeing network for cur
colleagues and indudes a range of contacts,
support and information, induding access to
mental health first aiders and our diversity
retworks, self-help guides on persana safety,
our 24/7 virtual GP service and our employee
assistance programme.

Employee mental health has been a key priority
during F23. We have increased awareness and
reduced stigma arcund mental heatth through
carmpaigns and training such as Mental Heakth
Awareness Week, and equipped managers with
the skills and understanding of the role they play
in employee wellbeing, Through our wellbeing
events and working collaboratively with our
diversity networks, we have also raised difficult
health and weflbeing issues such as cancer, stress
and menopause. In FY23, we inareased the
support and knowledge that we provide to

our 250 mental health first aiders.

Health and safecy

Qur overriding objective is to make Mitie the
safest place 1o work. where health, wellbeing
and our environment are valued. We care for
everyone’s health and wellbeing, and our vision is
% create a culture that promotes safe working,
ensuring that our colleagues get home safe and
well every day. Lost time injury frequency rate is
one of our KPls (see page 22).

Reward and recognition

We offer a broad range of rewards and benefits
for our people under the ‘MySlice’ banner,

which offers flexibility for our collaagues to find
benefits to suit their needs, Our benefits cover
health, life insurance and ifestyle products.
Rewards incude free shares, access to all-
employee share schemes, vickual GP for all and
incentive plans, We offer enhanced maternity pay
to all employees eligble for statutory maternity
pay (SMPF), offering 10 weeks' pay at full pay and a
return.to-work bonus of two weeks' pay (@t
returning rate of pay) after completing one
month's service upon return. We also offer life
assurance to all colleagues, with a minimum
£10,000 payout or |x salary, We continue to
develop benefits to match the needs of our
pecple, and in FY23 we introduced a pre-
employment heafth check and enhanced our
existing schernes such as cyde-to-work and gym
membershig and extended our flexibie benefits
offering to all hourly paid colleagues. In FY24,

we will continue to improve our benefits offering
to lead the industry.

To help those most in need during the cost-of-
lving crisis, we launched cur Winter Support
package in Novernber 2022, We also created
the cost-of-ving hub on Celebration Hub,
miking it easier for colleagues to access all our
deals and discounts.

Our annual award scheme, Mitie Stars, is
dedicated to recognising the teams and
individuals that go above ang beyond for
customers or colleagues.
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400,000
total savings for our colleagues

on MiDeals

18,000+

colieagues received a Mitie Stars
award in FY23

£10m

Winter Support package to
suppart colleagues with the
cost-of-living crisis

We want to create a learning
cutture to enhance the performance
of our people and our business.

Kate Large
Director of Learning and Development

Helping our colleagues

in the cost-of-living crisis

To help those calleagues most in need duning
the cost-of-kving crisis, we launched our £10m
Winter Support package in November 2012

The package was simed at colleagues wha
earn up to £30.000. it induded a cash bonus
of up to £125: 2 £50 e-voucher for colleagues
1o spend at more than 100 retaders, induding
Boots, Asda, Tesco and Argos; and a new
£1,000 net pay cycle-to-work scheme (making
it more accessible to lower paid colleagues).

We also gifted free shares for the third year
running, giving more to those that earn the
least, and waived the fee usually charged for
salary advances.

Living wage

‘We want our colleagues to feel valued for the
work they do so we voluntarily sign up to the
Living Wage Foundation to demonstrate this
commitment, as we believe fair pay is imperative
o our colleagues. Being a recognised service
provider means that we wark with our dients,
building case studies as to the value of the real
living wage, and encourage new and current
dients to sign up to the Real Living Wage where
they can. :

Recruitment, fearning
and development

Recruiting from a diverse poal of talent

While we will ahways recruit on merit, we strive
10 attract a diverse range of applicants to ensure
we represent our customers. Within eArcu. our
recruitment platform, we have an augmented
writing tool to support hiring managers with the
writing of indusive job adverts. We have alo
implemented blind hiring and ensure balanced
shortlists for senior hires.

We use a range of platforms to advertise our
roles and attract diverse candidates: Vercida, The
Mitie Foundation, Black Young Professionals and
Mitie's Careers Page. We advertise through our
diversity networks, and we remain committed
to cur guaranteed interview scheme under
Disability Confident, ensuring we provide
reasonable adjustments when required.

Learning throughout Mitie

Developing talent is important to us because this
1% how our coffeagues can realise their potential
and aspirations throughout their career at Mitie,
In FY23, we faunched a new digital learning
programme. "We Are Mitie, for everyone
across Mitie, to ensure we continue to deliver
exceptional service to our customers and apply
the same principles when interacting with each
other. It aims to empewer our people to bring
their true self to work and help them to recognise
the part they play in Mitie's success.

Our Winter Support package
was designed to help our
colleagues with the rising cost of
living. Through a combination of
e-vouchers, a cne-off bonus, free
shares, a new bikes-for-work
scheme and removing the fee to
draw down salary advances, it
helped 40,000 of our lowest-paid
colleagues across the business.

Jasmine Hudson
Chief People Officer
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Qur people managers are fundamental to
Mitie’s success. During FY23, we have evolved
our development training to ensure that they
can thrive and are engaged, motivated and
empowered. Our new People Manager Hub
provides personal development and operational
skills kearning content, tools and resources, so we
are not overloading our managers and can free
up their tme, helping them to manage their
reports better,

‘Leading Together’ is our new people manager
development programme, available to all existing
and aspiring pecple managers. h is a phased
learning journey, completed over a four-month
period, equipping our managers 1o lead the
‘Mitie way' It features digital learning content
and practical activities to practise new skills on
the jab, with a learning buddy to support them.

Qur ‘Career Pathways’ programme cffers
colleagues transparent opportunities to develop
and progress their careers in a fulfilling way, to
understand how they can develop against specific
skills and what learning resources are available

10 support them. Our colleagues can also
explore potential career journeys by honing or
transferring their skills, moving both vertically

and laterally at Mitie.

In FY23, we also launched MyCareer Journey -
a toalkit to help our colleagues explore how
they can thrive in their role and beyond: from
progressing in their current field, to taking a leap
sideways to try a new role in a different part

of Mitie.

Qur apprenticeship offer

In FY23, we supported a record (,100 apprentices
to gain valuable technical, professional and
managerial skills and qualifications, to improve
their social mobiity and to support our
business growth.

We are trying to access a more diverse group

of external candidates to meet our resourdng
needs, while supporting the UK economic
recovery. We offer more than 70 sustainable
apprenticeship programmes and promote these
through Group and local channels, We exceeded
our target to support 3.5% of eligible people to
have taken part in an apprenticeship programme
(Fr23:3.8%).

We will continue to grow our apprenticeship
programmes by supporting the development of
a future talent pipeline and 1o increase the use
of our Apprenticeship Levy funds. Together with
external networks, induding the Business Services
Assodation Apprenticeship and Skifls Group,
and the All-Party Parliamentary Group en
Apprenticeships, we are lobbying to remove
unnecessary barriers to learning, enabling
businesses 10 repurpose and optimise levy

funds and to offer more broad and indusive
apprenticeship-based programmes.

Financiaf statements

Building skills for the future

Imran is an electrical apprentice for Mitie,
based at University College London Hospital
He enjoys the vartety of his role and the
opportunity to work on different projects.
He was encouraged to join Mitie as an
apprentice thanks to the opportunities for

career progression we offer,

EsR4E  Scan me!

LS See Imran’s Electrical
Apprentice journey at Mitie

The Government aflows all Apprenticeship
Levy-paying employers to gift a maximum of 25%
of their previous year's contributed levy funds

to other organisations. This provides us with an
opportunity to determine how to make the best
use of our Apprenticeship Levy funding and to
support our ESG agenda. tt enables us to gift
funds in the most valuable way, linked to our
sodal values objectives.

In FY23, we continued to gift levy funds to

17 organisations, supporting up to 64 external
apprentices, We have pledged £1.7m funding over
the duration of the learners’ full programmes.
Funds were gifted across a range of arganisations,
incuding charities, the public sector and SMEs in
the engineering and construction sector (enabling
them to take on new technical apprentices in
electrical, plumbing and carpentry).

The greatest thing about this
apprenticeship is that, at the end
of it, Il get an industry-recognised
qualification. I'd recommend this
apprenticeship to anyone —the
team is really supportive and Mitie
really does invest in your future.
Sometimes | need to pray at work,
and my managers make time for
me so that | can.

imran
Electrical apprentice at Mitie

Priorities for FY24

Qur people agenda is always evalving, and we
have more to do to become a consistently
‘Great Place to Work'. and the destination
employer in the facilities management industry.
Looking ahead, we will focus on;

+ Embedding our skills agenda to support more
apprentices = as wel as driving through new
apprenticeship standards for fuure skills;
Investing in upskilling our teams to proactively
support our ED& strategy through allyship:
Deploying a cultural change programme 10
continue 1o evolve and improve engagement
and wellbeing;

Continuing to improve our benefits offering
to lead the industry; and

Increasing our focus on disability — both
wisible and irvisible ~ creating an inclusive
environment that accommodates the needs
of all colleagues.

Mitie Group plc 4|
Annual Report and Accounts 2023
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Our environment and social value framework

continued

Upload survey

Mitie’s annual colleague engagement survey provides feedback that management acts upan to improve the working experience at Mitie, The resutts of the
Upload survey also provide the Board with a Group-wide snapshot of how our colleagues rate Mitie's culture and engagement.

The most recent Upload survey took place in April 2023, with the employee engagement score rising by 7ppt to a record 57%. The resutts from the prior year
survey are detailed below, alongside the actions taken during FY23 in response to feedback from our colleagues. We will continue to address the matters
raised from the most recent survey during FY24.

Date Action

April —May 2022 Launched in April 2022, the Upload engagement survey was translated into muttiple different languages and
completed via several mediums to maximise participation. We also ran a campaign 1o drive colleague participation,
induding details of resulting actions from the 2021 survey. 47% of colleagues toak part in Upload (2021: 40%).

June 2022 Survey results were presented at the june 2022 Board meeting with dear areas of focus (see table below for detads).

In 2022, our overall employee engagement score was 50% (2021: 55%). See our KPls on page 20.

July 2022 - February 2023

Established next steps to address matters raised and communicated initiatives to colleagues throughout 2022,

We provided each functional leader and strategic account manager (SAM) wath access 1o an action planning tool and
cofleague engagement guidance. We also introduced 4 new cadence of monthly calls, hosted by senior management.
together with an Upload executive sponsor, 1o ensure a continuous focus on employee engagement and an open
dialogue with SAM:s to drive best practice engagement.

Upload survey insights and actions taken

Upload survey insights {You Said)

Action taken (We Did)

Pay, reward and recognition

+ Deterrnine the right benefits
for our frontfine colleagues,
acknowledging the impact of
inflation and rising cost of living

* Develop Mitie Stars

Launched £10m Winter Support package to support lowest-paid colleagues in November 2022

» Raised awareness of extensive benefits Mitie offers through a new Employee Value Proposition campaign, MyMitie
* Revarnped Mitie Stars process, induding to streamiine the judging of entries 1o reduce time from action 1 formal
recognition award

Autonomy, empowerment

and cellaboration

+ Ensure coffeagues are listened 1o
and given a voice, and develop

* Ensured Board members attend all ED&! Tier | events .

* Increased number of Board colleague listening sessions to expand reach across the business

« Launched communications and engagement 'blueprint, leading to regutar colleague listening sessions and people
manager meet-ups

team collaboration » Regular all-colleague communication on Mitie's strategy, operational changes and colleague experience
Systerns and processes * Ran focus groups to explore areas for systems improvement
* Improve access 1o and use of * Undertaok improvements to our processes and systers, induding access to the IT service desk; a new chat virtual
different systems assistant; and updating technology in Mitie meeting rooms. We have reduced major [T inddents by 52% compared
+ Ensure our systems and processes with FY2i
maximise productivity

Senior leadership

= Improve the cornmunication of our
long-term strategy intemally

= Build visibility of senior teaders

Refreshed colleague voice listening sessions across Mitie, with increased Board, MGX ard MLT senior leadership
focus and visibility

« Tearn Talk Live held in February 2023 nduded CEQ Pnil Benttey and the MGX, who toured the UK over five days
and updated colleagues on Mitie's strategy and our new Employee Value Proposition, MyMitie

Ran 16 virtual five events, on topics ranging from apprenticeships to workplaces of the future

People managers

+ Corntinue to provide training
and develop the skills of middle
management to support their
career progression

Rar: colleague fistening sessions

Conducted people manager survey to inform our FY24 stratagy. Findings included a need to engage more
effectively, given time pressures on managers

As a consequence of the feedback from this survey. we developed and launched the Leading Together programme
and the People Manager Hub. See page 41

»

Communication barriers
= Develop communications within
Mitie so everyone is in touch

Business case and discovery project underway to launch employee app for all Mitie colleagues

42 Mitie Group plc
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Fimanclal statements

Our Plan Zero

Qur ambitious Plan Zero initiative to achieve Net
Zero direct operational carbon emissions by the
end of 2025, and non-operational emissions by
the end of 2035, is industry leading.

Qur transition to electric vehides (EVs) gives us
one of the largest EV fleets in the UK, and is key
to removing fossil fuels from our operations.

We are optimising the energy efficiency of our
buil; estate by reducing energy consumption and
replacing gas boilers with low-carbon heat pumps,
and we are developing initiatives that embrace
the drcular economy and biodiversity through
Mitie Waste and Landscapes.

In April 2023, we received validation from the

Science Based Targets initiative (38T} following a
robust assessment process. We have joined over
2,000 companies that are committed to reducing
their carbon impact, although we are one of only
219 SBTi partidpants with targets across all three
categories (near-term, long-term and Net Zerc).

After reaching Net Zero, we will strive further
1o achieve absolute zero, as we recognise the
importance of making continuous ongeing
improvements to reduce our carbon emissions.

B 2. - X P Rl Sadiy gLl =L

Carbon reductaon targets and strategy
To achieve Net Zero carbon emissions before
the Government’s target of 2050, our carbon
reduction targets are:

» Net Zero carbon by the end of 2025
(Scope [ and 2}

+ Net Zero carbon by the end of 2035 (Scope 3)

= Eliminate Scope | emissions (fossil luels) from
our operations by 2025, drive down energy
consumption and adopt natural renewable
sources for Scope 2 electridty

+ Continually measure, report and influence
Scope 3 emissions throughout the value chain

.. - - - P, -

Expanding our carbon reporting

Our environmental metrics and targets, and
emissions data, are detailed on pages 54 to 57,

In our FY23 reporting, we have induded the
supply chain segment of cur Scope 3 emissions
for both FY22 and FY23. and increased
commuting and working from home figures to
cover all colleagues for FY23, resultingina

significant increase on previously reported figures.

We have also reported overseas Scope | and 2
emissions data for the first time,

As such, we have reviewed our carbon targets to
ensure they are aligned with the expanded scope
of our reporting and are sufficently stretching,
We have introduced a new baselined target for
Scope 3 emissions and, moving forward, we wil
have two separate carbon targets to support our
MNet Zero commitments for Scope | and 2 by
2025, and Scope 3 by 2035,

Scope | and 2 emissions

Mitie reported Scope | and 2 emissions for the
UK and overseas of 22439 tonnes CO,e in FY23.
This induded 'K emissions of 21,115' tonnes CO,e,
a 3% increase from the prior year and above our
UK target of 20,300 tonnes COe.

The increase in UK emissions reflects a 7%
increase in gas cansumption {kwWh) for heating
and 0% increase in electricity consumption
(kwih) for our built estate as building occupancy
levels continue to rise following the pandemic.
Mitie has also increased its carbon invertory
through the three acquisitions completed during
the year. Although our absolute emissions
increased, our emissions intensity decreased

by 1% compared to the prior year.

We continue to see an increase in electricity
emissions for our EV fleet as we transition to an
all-electric fleet. Mitie inareased the number of
EVs in service by 977 during the year and had
3.194 EVs in operation (45% of the fleet) at

3! March 2023. This initiative will reduce our
Scape | emissions from fossit fuels. The recent
acquisitions added 384 vehicles to our fleet.

Scope 3 emissions

In F23, we reported Scope 3 emissions of
300.114 tonnes COe, below our target of
315433 tonnes COe.

We are developing a stronger relationship
between gur procurement team and our
suppliers and subcontractars, to embed
sustainability throughout our supply chain. Cur
procurement team has undergone significant
transformational dhange over the past few years.
It is now a key strategic function at Mitie, and wil
lead on our Scope 3 Net Zero target for 2035,
{See our responsible supply chain on page 59).

QOur partnership with the Supply Chain
Sustainability School gives us a platform to engage
directly with our suppliers on sustainability,
resource use and social value, and provides the
tools to collate and report carbon emissions.
Our procurernent team is also addressing
improvements to carbon emissions i